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Abstrak 

Perkembangan perkhidmatan ICT daripada kerajaan kepada rakyat (G2C-ICT) telah 
memudahkan transaksi antara kerajaan dengan rakyat dan meningkatkan kualiti 
kehidupan mereka. Walaubagaimanapun, tahap penggunaan perkhidmatan ini di 
kalangan rakyat negara membangun yang dilanda perang seperti Iraq masih rendah 
dan tidak memenuhi aspirasi kerajaan. Malahan, berdasarkan kajian literasi semasa, 
masih tiada model untuk menjelaskan kesamaran faktor yang mempengaruhi 
penggunaan di kalangan rakyat yang terkesan dengan peperangan seperti orang 
tempatan tidak bertempat (IDP). Oleh itu, matlamat kajian ini adalah untuk 
menghasilkan model faktor pengaruh yang mempengaruhi niat dan perilaku 
penggunaan perkhidmatan G2C-ICT di kalangan IDP. Kajian ini menambahbaik 
faktor sedia ada bagi Teori Perilaku Interpersonal (TIB) dengan empat faktor penting 
mengikut konteks; tanggapan ketegangan konflik sivil (PICC), keselamatan 
maklumat, kepercayaan dan kesedaran perkhidmatan. Kaedah kuantitatif dengan 
teknik persampelan rawak mudah telah digunakan untuk mengumpulkan data daripada 
890 IDP. Pemodelan Structural Equation Modelling-Partial Least Squares (SEM- 
PLS) telah digunakan untuk menganalisis data dan meneliti hubungan antara faktor 
penyumbang. Hasil kajian menunjukkan bahawa niat untuk menggunakan 
perkhidmatan G2C-ICT dipengaruhi secara signifikan oleh faktor sosial, kesedaran 
perkhidmatan, kepercayaan, serta tanggapan akibat, namun ia tidak dipengaruhi oleh 
keselamatan maklumat. Perilaku penggunaan adalah dipengaruhi secara signifikan 
oleh keadaan yang memudahkan, tabiat, dan PICC. Berbeza dengan dapatan daripada 
kajian lepas yang menggunakan TIB di dalam konteks lain, hasil kajian ini memberi 
implikasi bahawa keadaan yang memudahkan, tabiat, dan penentu PICC tidak 
memberi kesan moderator terhadap hubungan antara niat dan perilaku penggunaan. 
Kajian ini menyumbang kepada cabang ilmu pengetahuan dengan menentukan faktor 
yang mempengaruhi niat dan perilaku penggunaan perkhidmatan G2C-ICT di 
kalangan rakyat dan menyelidik keberkesanan TIB dalam konteks bencana buatan-
manusia. Dapatan kajian ini juga dapat membantu kerajaan di 92 buah negara kurang 
aman dalam usaha mereka ke arah meningkatkan penggunaan aplikasi ICT di kalangan 
rakyat untuk mengurangkan kesan negatif bencana buatan-manusia. 

 
 
 
 
Kata Kunci : Perkhidmatan ICT kerajaan kepada rakyat, Teori Perilaku Interpersonal, 
Perilaku penggunaan ICT, Bencana buatan-manuasia, orang tempatan tidak bertempat. 



 

iv 
 

Abstract 

The developments of government to citizen ICT (G2C-ICT) services have facilitated 
citizens’ governmental transactions and improved their life quality. However, the 
usage level of these services among citizens of war-torn developing countries such as 
Iraq is still low and does not fulfil governments aspirations. Moreover, based on the 
current literature, there is an absence of a model to clarify the ambiguous influencing 
factors affecting the usage among war-affected citizens like internally displaced people 
(IDP). Thus, this study aims to create a model of the influencing factors that affect the 
intention and usage behaviour of G2C-ICT services among IDP. This study extended 
the established factors of the Theory of Interpersonal Behaviour (TIB) with four 
important contextual factors; the perceived intensity of civil conflict (PICC), 
information security, trust, and service awareness. The quantitative method with 
simple random sampling technique was used for collecting data from 890 IDP. 
Structural Equation Modelling-Partial Least Squares (SEM-PLS) was used to analyse 
data and investigate the relationships between the contributing factors. The findings 
demonstrate that the intention to use G2C-ICT services is significantly influenced by 
social factors, service awareness, trust, affect and perceived consequence but 
surprisingly not influenced by information security. The usage behaviour is influenced 
significantly by facilitating conditions, habit, and PICC. Contrary to the results of 
previous studies that applied TIB in other contexts, the findings imply that facilitating 
conditions, habit, and PICC determinants do not have a moderating effect on the 
correlation between intention and usage behaviour. The study contributes to the body 
of knowledge by determining the factors that influence the intention and usage 
behaviour of G2C-ICT services among citizens and examining TIB effectiveness in 
man-made disasters context. The findings could assist the governments of 92 less 
peaceful countries in their endeavour toward high usage of ICT applications among 
their citizens in alleviating the negative consequences of man-made disasters.  

 

         

Keywords: Government to citizen ICT services, Theory of Interpersonal Behaviour, 

ICT usage behaviour, Man-made disasters, Internally displaced people.
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1 CHAPTER ONE 

INTRODUCTION 
 

This chapter describes the broad overview and the purpose of the study. The chapter 

is divided into several sections, which initiate with the research background and 

followed by the problem statement, research questions and research objectives. Also, 

the explanations on the significant, motivation, scope of the study and definition of 

terms have been provided, which assist in understanding the study groundwork. 

1.1 Background  

The prevalence of Information and Communication Technologies (ICT) has caused 

various substantial changes in daily life (Kealy & Stapleton, 2015a; Milton, 2017). 

The rapid developments in ICT profoundly impacted society including organisations 

and governments. Moreover, ICT plays a fundamental role in serving government 

agencies and non-governmental organisations to improve, speed up, and heighten 

efficient work performance (Al-Sammarraie & Khaleel, 2016; Al-Swidi & Faaeq, 

2018). The ICT development promoted emerging fields, such as e-commerce, e-

learning, e-health, and e-government as service dissemination methods where ICT re-

engineered the entire processes of service sectors globally and improved interaction 

with beneficiaries. Therefore, Information System (IS) researchers have substantially 

considered ICT service delivery as a promising and motivating field (Al-Nidawi, Al-

Wassiti, Maan, & Othman, 2018; Al-Zoubi, Sam, & Eam, 2011).  

Just as daily life has been influenced positively by the ICT application, it is adversely 

influenced negatively by disasters and calamities. Governments in various countries 

are attempting to adopt ICT in order to improve disaster recovery operations, where 
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many countries and reigns currently face various types of disasters (Alencar, 2017; 

Milton, 2017). According to the literature, those disasters can be divided by occurrence 

into two types, the first is natural disasters, such as floods, hurricanes, earthquakes. 

The second type is non-natural (man-made) disasters, such as war, conflicts, and 

violence (Milton, 2017; Milton & Barakat, 2016; Semaan, 2011; Semaan & Mark, 

2012). One of the most apparent difference between the two is the behaviour of 

affected people and their use of available instruments and techniques (e.g. ICT 

services) to overcome those difficulties in their new situation (Alani, Mark, & Semaan, 

2010; Brophy, Hardman, Leaning, & Meier, 2013; Semaan, 2011; Semaan & Mark, 

2012; Tan et al., 2017). Many preceding studies found that conflicts, corruption, and 

wars influence the ICT usage behaviour in affected countries (Al-Sammarraie, Faieq, 

& Al-Qasa, 2016; Al-Sammarraie & Khaleel, 2016; Al-Swidi & Faaeq, 2018; 

Alruwaie, El-Haddadeh, & Weerakkody, 2012; Khan, Moon, Swar, Zo, & Rho, 2012; 

Khan, Moon, Zo, & Rho, 2010; Tan et al., 2017).  

Man-made disasters have led to the emergence of war-torn countries; according to 

Cambridge Advanced Learner’s Dictionary & Thesaurus (2017), war-torn countries is 

“severely damaged by a long war period”. The war-torn citizens represent the affected 

citizens in war-torn countries such as Internally Displaced Peoples (IDPs) (Khan et al., 

2012; Milton, 2017; Milton & Barakat, 2016). Internally Displaced People (IDP) are 

among the world’s most vulnerable people, and unlike refugees, IDPs have not crossed 

the international border to find sanctuary and are legally under the responsibility and 

protection of their government (UNHCR, 2015b). This group of people behave 

differently because of their exposure to various risks and stressors (UNHCR, 2015a; 

Xu & Song, 2011b; Zwiebach, Rhodes, & Roemer, 2010). 
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Most of the disaster-related studies in information science has been conducted in 

developed countries. These studies examined the role of ICT in proactively alarming 

citizens of disasters within the impact scope. According to Faaeq, Ismail, Osman, Al–

Swidi, and Faieq (2013) and John, Elias, Subhashish, and Gary (2004) the differences 

between developed and developing nations involve the influence of variables on ICT 

usage behaviour. Therefore, using benchmarks from developed countries studies to 

understand ICT usage behaviour in developing countries is inapplicable and unreliable 

(Al-Sammarraie & Khaleel, 2016; Al-Swidi & Faaeq, 2018; Faaeq et al., 2013; 

Sundqvist, Frank, & Puumalainen, 2005).  

The current Middle East crisis has shed light on the importance of digital technologies 

in improving IDPs lives in various ways (Alencar, 2017). Iraq is one of the unstable 

developing countries of the Middle East, which has one of the highest rates of 

displacement in the world (Alimarah, Zwain, & Al-Hakim, 2013; Institute for 

Economics and Peace, 2015). This high displacement rate due to the encounter of 

numerous crises (war, internal conflict among parties, and violence), and stressful 

conditions lead to an enormous loss of lives and properties. These crises contributed 

to public chaos, violence and the consideration of Iraq to be the most dangerous 

country in the world (Institute for Economics and Peace, 2015; Khan et al., 2012). 

These crises also caused to consider Iraq as the world's headmost terrorism-affected 

country in the global terrorism index (Institute for Economics and Peace, 2017).  

Infrastructures in various sectors have collapsed such as public service sector, leading 

to proliferate of bribery and administrative corruption. Administrative corruption 

spread due to the lack of innovative methods of conducting paperwork transaction. Up 

until 2011, the Iraqi government had been conducting transactions by physically 

attending in governmental premises, such as issuing passports, licences, and birth 
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certificates (Alimarah et al., 2013; UNOCHA, 2014). This restriction has driven Iraqi 

leaders to explore new methods of dealing with citizens through ICT to improve 

service delivery, alleviate dilemmas, and help build economic prosperity (Alallaq, 

2015; Aldabbagh, 2011; Glood, Osman, & Nadzir, 2016a). 

The most recent calamity is the brutal war between the Iraqi government and the 

Islamic State of Iraq and Sham (ISIS) which is one of the most dangerous terrorist 

group (UNHCR, 2015b; UNOCHA, 2014). This war contributed to economic collapse 

as well as the loss of over a third of the country’s land to ISIS’s control (UNOCHA, 

2014). As a result, massive waves of Iraqi citizens had been displaced seeking to find 

stability and safety inside Iraq (UNHCR, 2015a; UNOCHA, 2014). Reports made by 

UNHCR (2015a) and UNOCHA (2014) show a rapid increase in the number of IDP 

by 2.1 million in 2014 alone. IDP peaked 3.385 million in August 2016, with little 

prospect of any significant reduction in numbers in the coming years (International 

Organization for Migration, 2016). This posing difficulty in managing and aiding this 

enormous group of people (UNHCR, 2015a). Figure 1.1 shows the areas that were 

occupied by ISIS and the dissemination of displaced people inside Iraq in 2014. 

Cities hosting IDPs face problem in the workflow of governmental offices because the 

majority of the IDPs did not carry their personal documents along in fear of murder 

and kidnapping on racial grounds (IILHR, 2015). Consequently, the IDP caused 

overcrowding in the government premises that initially assigned to serve the original 

residents of the hosting cities to issue necessary documents. This overcrowding 

adversely affected the workflow in these offices or disrupts them completely (Dalshad, 

2014; Qader, 2014; UNPAN, 2014). Manual transaction procedures cause a waste of 

time and money, as well as increased security threats for IDP and other citizens 

(Abraheem & Adams, 2017; Dalshad, 2014; Davis, Bagozzi, & Warshaw, 1992). 
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Figure 1.1. The Whereabouts of IDPs in Iraq (IDMC, 2015) 

The Government-To-Citizen (G2C) ICT services (e.g. electronic government (e-G), 

mobile government (m-G)), can alleviate such burdens by its ability to play an essential 

role in delivering quality public services that meet citizen needs by transforming how 

the public sector works (Abraheem & Carl, 2016; Alsaeed & Adams, 2015; Alsaeed 

et al., 2014a; UNPAN, 2014). According to Alsaeed and Adams (2015) the known 

advantages of G2C-ICT service in stable environments, multiplies in unstable and 

conflicted environments, because of the riskiness of the citizens’ movement. 

Moreover, long-term IDPs show the direct need for G2C-ICT services rather than 

those of short-term IDPs, because of the long and indeterminate nature of their 

displacement, as well as their struggles to cope (Semaan, 2011; UNOCHA, 2014). 

Therefore, there is an urgent need to model the factors that lead to an increase in the 

usage of G2C-ICT services among war-torn citizens like IDP. This is particularly 
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relevant as the issue has recently become aggravated, where the number of global IDPs 

reached its highest level since 1945 (Institute for Economics and Peace, 2015). 

Modelling as a field has kept up playing remarkable roles in the development of 

information systems. The results obtained from modelling gives essential information 

for actions and decisions of developing systems’ activities (Adegoke, 2016). IS usage 

behaviour being one of the vital subjects that IS studies tried to investigate and model.  

According to Walela (2009), actual or usage behaviour is the apparent response of an 

individual in a given situation on a given target. Behaviour is a function of compatible 

intentions, therefore, much research focused on predicting the factors affecting IS 

intention and usage behaviour to increase its acceptance in different contexts, which 

help developers in building systems that users want to use (Pessemier, Stevens, De 

Marez, Martens, & Joseph, 2016; Yilmaz, Aktaş, Özer, & Özcan, 2013). Information 

system usage behaviour is a critical factor for the success of services (Al-Mushasha & 

Hassan, 2011) and determining the failure or success of IS projects (Al-Mushasha & 

Hassan, 2011; Davis et al., 1992; Igbaria, 1992). Numerous variables and theories have 

been utilised to identify factors that may influence the usage behaviour of ICT services 

in various context.  

This study employs Theory of Interpersonal Behaviour (TIB) as a theoretical 

foundation as several studies have confirmed its validity and reliability in different 

contexts. TIB has successfully explained and predicted user behaviour toward using 

or working around the information systems available to them (Nadhrah & Michell, 

2013, 2014), also it shows perfect predicting ability for complex human behaviours, 

particularly those influenced by social and physical environments (Milhausen, Reece, 

& Perera, 2006; Robinson, 2010).  Furthermore, studies that investigate the antecedent 
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of TIB in a conflict environment or to predict usage behaviour of G2C-ICT services 

are scarce. 

Applying IS theories in new contexts and environments will produce new results and 

assert the generalizability of those models. Characteristics and features of the new 

context will drive the emergence of new variables and relationships which are suitable 

for describing the new environment and society. Moreover, factors affecting the 

technologies’ usage behaviour will vary if studies are conducting in developed and 

developing countries due the differences posed by cultures and beliefs (Aldosari, 2014; 

Faaeq et al., 2013; Venkatesh, Sykes, & Zhang, 2011). 

This study aims to extend TIB for border determination of the factors influencing 

intention and usage behaviour of G2C-ICT services among Iraqi IDPs in an unstable 

environment. Services Awareness was one of the  variabls that have been enclosed to 

the model. Services Awareness is a significant variable in determining IDP’s 

consciousness of G2C-ICT service and its advantages (Faaeq, 2014; Khan et al., 2012; 

Khan et al., 2010). Perceived Intensity of Civil Conflict (PICC) from conflict theory 

was the second variabls that had been included to examine the effect of civil conflict 

on the usage of the service also in the model because Iraqi IDP suffer from high 

conflict levels (Faaeq, 2014; Khan et al., 2012).  The model was also extended by Trust 

variable, as trust in any technology leads to increase the usage efficiency and 

technology acceptance. Moreover, determining the influence of trust on G2C-ICT 

services in unstable environments is highly recommended (Al-Sammarraie & Khaleel, 

2016; Al-Swidi & Faaeq, 2018; Alsaeed & Adams, 2015). The fourth extension 

included was the Information Security construct because it is crucial for G2C-ICT 

services, particularly in an unstable environment where services are typically retaining 



8 
 

critical information about customers (Abraheem & Carl, 2016; Alawneh, Al-Refai, & 

Batiha, 2013; Alsaeed & Adams, 2015).  

1.2 Problem Statement 

Despite the importance and the advantages that G2C-ICT services offer to the 

governments and citizens as well as the accumulated expertise that is available in the 

field, the usage and acceptance of those services are still low and challenging 

(Abraheem & Carl, 2016; Al-Sammarraie & Khaleel, 2016; Al-Swidi & Faaeq, 2018; 

Alsaeed & Adams, 2015). Presently, due to geopolitical, environmental, and many 

other reasons, 50% of these services projects in developing countries had been partially 

failures, whereas 35% have been failed totally, and only 15% of these projects were 

successful (Jain & Kesar, 2011; Verma, Kumari, Arteimi, Deiri, & Kumar, 2012).  

Several studies conclude that the implementation success of ICT services (e.g. e-G, m-

G) depends heavily on citizen behaviour (Al-Mushasha & Hassan, 2011; Pessemier et 

al., 2016; Yilmaz et al., 2013). However, this differs in various nations or regions (Al-

Swidi & Faaeq, 2018; Faaeq et al., 2013; Rokhman, 2011; Tan, 2013). Besides, a set 

of interrelated factors have led to the failure of G2C-ICT services in developing 

countries.  

Conducted empirical studies show inconsistencies in factor’s significance when 

influencing intention and usage behaviour of ICT service (Abraheem & Carl, 2016; 

AbuAli, Alawneh, & Mohammad, 2010; Al-Sammarraie et al., 2016; Al-Swidi & 

Faaeq, 2018; Alsaeed & Adams, 2015; Faaeq et al., 2013; Khan et al., 2012; Mofleh 

& Wanous, 2008). For instance, many studies in developing countries (e.g. Nigeria 

(Adulwahab & Dahalin, 2011), Malaysia (Suki & Ramayah, 2010), Kuwait (Alawadhi 

& Morris, 2008)), confirmed the importance of Facilitating Conditions for ICT 
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services usage, while this factor was not a significant concern in developed countries 

(e.g. USA (Venkatesh, Morris, Davis, & Davis, 2003), Finland (Carlsson, Carlsson, 

Hyvonen, Puhakainen, & Walden, 2006)). Also, Khan et al. (2012); Khan et al. (2010) 

found Services awareness as significant in a developing-unstable country of 

Afghanistan, whereas Mofleh and Wanous (2008) found its insignificance in the 

developing-stable country of Jordan. Thus, a careful review of these studies indicates 

the apparent inconsistency in the significance of a particular factor on the usage 

behaviour due to the differences in contexts and settings (i.e. culture, economy, 

psychological factors), especially between the studies conducted within 

stable/unstable, as well as developing/developed countries.  

Developing countries often face man-made disasters (e.g., civil conflict) and instability 

because of political issues, ineffective governments, or failed economies (Institute for 

Economics and Peace, 2015; The Heidelberg Institute for International Conflict 

Research, 2014). Employing advanced technology applications is considered the most 

meaningful solutions nowadays to mitigate the impact of disasters on victims. The 

existing studies on utilising ICT in man-made disasters had highlighted how the 

various technology applications are used by affected citizens to mitigate the impacts 

of the disasters within an affected region. These investigated technology applications 

are; websites (Bharosa, Lee, & Janssen, 2009; Foot & Schneider, 2004; Lee & Rao, 

2007; Shklovski, Burke, Kiesler, & Kraut, 2010), blogs (Hughes, Sutton, Vieweg, 

Palen, & Liu, 2008; Torrey et al., 2007), health informatics technologies (Kealy & 

Stapleton, 2012, 2013, 2014, 2015a, 2015b) online forums (Palen & Liu, 2008; Yan, 

Wu, & Xiaoqing, 2009), mobile phones (Law & Peng, 2004; Tan et al., 2017), online 

photo-sharing (Palen & Liu, 2008), social networking sites (Alencar, 2017; Hiltz, 

Kushma, & Plotnick, 2014; Howe, Jennex, Bressler, & Frost, 2013; Palen & Vieweg, 
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2008; Semaan & Mark, 2012), geospatial mapping tools (e.g. Google Maps) (Elebe, 

2017b; Liu & Palen, 2010), and micro-blogging technologies, such as Twitter (Bock, 

2015; Hughes et al., 2008; Kate & Leysia, 2011; Mills, Chen, Lee, & Raghav Rao, 

2009; Starbird, Palen, Hughes, & Vieweg, 2010). Despite the significant role that 

G2C-ICT services can function in such critical times, however, the researchers 

neglected to investigate the usage behaviour of G2C-ICT services and its role during 

and after man-made disasters (Abraheem & Carl, 2016; Al-Sammarraie et al., 2016; 

Al-Sammarraie & Khaleel, 2016; Al-Swidi & Faaeq, 2018; Alsaeed & Adams, 2015; 

Semaan & Mark, 2012).  

Tan et al. (2017), stated that there is a crucial need to investigate the public behaviour 

and intention towards the use of technology during disasters. Furthermore, to fully 

augment disaster resilience through technology, the research should engage in user-

centred studies to gain more insights from the citizens on using the available 

technology. Therefore, there is an urgent need to model the factors that lead to wider 

usage of G2C-ICT services among affected citizens like IDP. Moreover, the limitation 

in the literature regarding intention and usage behaviour of G2C-ICT services in man-

made disasters adds another motivation for the current study to be conducted and 

further investigate this valuable domain of research. 

The factors that are affecting the intention and usage behaviour of G2C-ICT services 

should be systematically investigated for successful implementation while keeping in 

mind the different characteristics for each context and setting that needs separate 

attendants. Although, studies of real-world systems can be of great importance for it 

will reveal facts about the specific environment to decision makers. However, research 

on factors affecting Intention and usage behaviour of ICT services in man-made 

disasters context (i.e. unstable or violent environments) are rare (Abraheem & Carl, 
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2016; Al-Swidi & Faaeq, 2018; Alsaeed & Adams, 2015; Alsaeed et al., 2014a; 

Milton, 2017; Tan et al., 2017). 

The majority of G2C-ICT service studies are conducted in developed-stable countries 

with a lack of studies in developing unstable countries, such as Iraq (Al-Sammarraie 

& Khaleel, 2016; Al-Swidi & Faaeq, 2018; Alqasa & Al-Matari, 2014; Alsaeed et al., 

2014a; Faaeq et al., 2013; Faaeq, 2014; Kealy & Stapleton, 2015a; Khan et al., 2010). 

The few remaining studies conducted among individuals living in relatively normal 

circumstances (e.g. Khan et al. (2010)), rather than individuals living in abnormal 

circumstances like IDP who are facing various stressors (e.g. living without income, 

homes, and healthcare) (Milton, 2017; Milton & Barakat, 2016; UNHCR, 2015a; 

UNOCHA, 2014). This issue is one of the main limitation holding back the 

generalizability of the previous studies’ findings on real affected people. 

In Iraq, the developing-unstable country, United Nations reports have indicated a lack 

of G2C-ICT service projects (Al-Sammarraie & Khaleel, 2016; Faaeq, 2014). 

Although Iraqis’ mobile subscriber, including IDP, represents 93.38% of the 

population (ITU, 2016a), as well the web surfing habit has not decreased significantly 

among IDPs (just around 20%) (GALLUP, 2015). However, this modern technology 

and services available have not been well utilised in alleviating the burden of one of 

the recent conflict aspect in Iraq, which is the lack of services delivery. Whereas one 

of the critical problems facing the Iraqi government is overcrowding on government 

services’ offices, indicating that most of IDP prefer to transact with the government 

manually rather than using available G2C-ICT services, which affects offices 

efficiency and workflow in the hosting cities (Alallaq, 2015; Dalshad, 2014; Milton, 

2017; Robinson, 2010). 
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Studying the intention and usage behaviour of G2C-ICT services among Iraqi IDP 

represents a unique opportunity, as IDP are increasing at an unprecedented rate along 

with many problems and difficulties. The continues of IDPs’ unstable and risky lives 

caused various stressors (concluded in Table 2.2). Moreover, a large proportion of 

IDPs suffered from the loss of their identity and official documents while they moved 

from their cities to the host areas. Loss of official documents hold back IDP’s mobility 

and caused challenges in access to various life necessities due to security, legal, and 

financial concerns (UNHCR, 2015a, 2015b). In such a hazard environment, G2C-ICT 

services might be the only safe way to reach the desired governmental transactions 

(Alsaeed, Adams, & Boakes, 2014b, 2017). The G2C-ICT services facilitate IDP 

access to critical information and governmental transactions which improve their 

sensitive legal and security situation. This improvement increases IDPs’ accessibility 

to health and humanitarian care, thereby reducing the impact of stressors and help them 

to live in better conditions. Thus, seeking to increase the usage of G2C-ICT services 

among IDPs is an urgent necessity. 

Efforts and research are required to enhance the current situation, increase the intention 

and improve the IDP usage of G2C-ICT services in this risky environment. In the 

existing information systems’ literature, few theories have been used to investigate the 

affecting factors on the intention and usage behaviour simultaneously such as TAM, 

TPB, UTAUT, and TIB. The Theory of Interpersonal Behaviour (TIB) is the theory 

that incorporates emotional, habitual, social and contextual factors. The TIB proved to 

be studying and predicting complex human behaviours, especially those affected by 

physical and social environments like Iraqi IDP (Milhausen et al., 2006; Nadhrah & 

Michell, 2014; Robinson, 2010). In response to the complexity of IDPs’ lives, the 

TIB's dimensions and relevant variables support a more comprehensive investigation 
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of factors influencing their intention and usage behaviour of G2C-ICT services. Taking 

in the consideration the various internal psychological stresses as well as the external 

influences such as the lack of resources and the unsafe environment in which the IDP 

live.  

Moreover, there is a scarcity of studies that adopt TIB to predict Intention and Usage 

Behaviour of G2C-ICT Services, despite its ability to predict the intention and usage 

behaviour in numerous domains and contexts. Similarly, owing to the scarcity of IS 

research in unstable environments, existing studies of (Al-Sammarraie & Khaleel, 

2016; Alqasa & Al-Matari, 2014; Alsaeed et al., 2014a; Faaeq et al., 2013; Faaeq, 

2014; Khan et al., 2010) disregarded the effects of several TIB factors, such as Habits, 

Affect, and Perceived Consequences on the citizen's usage behaviours of G2C-ICT 

services. Such findings from the literature stimulated this study in using the TIB model 

to examine further its robustness within the study’s new context, which is the unstable 

environment and G2C-ICT services domain. Thus, this study aims to produce a new 

model by adopting the TIB as the underpinning theory. 

Several studies found that original TIB model did not show the same robustness 

regarding explaining behaviour, where the model faced shortages in a different 

context, which lead to combining new factors to the model (see Table 2.5). This 

emphasised the impact of environment and the respondents on the findings of the usage 

behaviour and encouraging this study to integrate other factors to propose a more 

comprehensive model and give a more holistic view, as well as improve the predicting 

of IDPs’ intention and usage behaviour of G2C-ICT service. Those factors were 

selected depending on a thorough review of the literature and experts opinion 

(Abraheem & Carl, 2016; Al-Sammarraie & Khaleel, 2016; Alsaeed & Adams, 2015; 

Alsaeed et al., 2014a; Faaeq, 2014) aiming to complement the shortage of the TIB 
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model within this new context, covering crucial aspects, filling the literature gap, and  

contributing to this vital area of research.  

The continues of IDPs’ unstable lives (i.e. without homes, work, income, or security) 

caused high levels of risks, complex environment, and scarcity of resources due to the 

civil conflicts in their society (Institute for Economics and Peace, 2015; Milton, 2017; 

UNHCR, 2015a). Thus, there is a crucial need to examine the direct influence of 

Facilitating Conditions and Perceived Intensity of Civil Conflict (PICC) on the usage 

behaviour. Also, there is a need to investigate if it has a moderating effect by reducing 

or increasing the potential of G2C-ICT services’ actual use if such intention exists 

(Abraheem & Carl, 2016; Al-Sammarraie & Khaleel, 2016; Alsaeed & Adams, 2015; 

Alsaeed et al., 2014a; Faaeq, 2014). 

On the other hand, regardless of the excellent design and accessibility of these services, 

IDP will not use it if they are oblivious it exists. Thus, because most of the media 

attention and governmental resources  expended on conflict solving and neglected 

fulfilment the needs of IDP for services, there is a need to examine services awareness 

influence on the IDPs’ intention to use the G2C-ICT services (Khan et al., 2012; 2010). 

Furthermore, because of the sensitivity of information required by such services, as 

well as the importance of accomplishing these governmental transactions, there was a 

need to extend the TIB using contextual variables (i.e. trust and information security). 

To test its role in formulating and predicting the intention to use G2C-ICT services in 

such unstable environments.  

As a conclusion, there is a need to investigate the problematic challenges to form an 

insightful understanding of the influencing factors of Intention and Usage Behaviour 

of G2C-ICT Services among IDP living in abnormal circumstances in unstable-
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developing countries during man-made disasters. This study adopted TIB and 

extended the model by incorporating relevant factors extracted from the practices and 

experiences in the literature to propose a more comprehensive model for the factors 

influencing IDPs' intention and usage behaviour of G2C-ICT services in unstable 

environments. 

1.3 Research Questions  

Based on the background and the problem statement, this study seeks to produce a 

model of critical factors that influence the intention and usage behaviour of G2C-ICT 

services among IDP. Therefore, several questions need to be addressed to achieve the 

purpose of this study. The research questions are: 

1. What are the direct influences of Intention, Facilitating Conditions, Habit, and 

PICC on the IDPs’ usage behaviour of G2C-ICT services? 

2. What are the effects of Services Awareness, Trust, Information Security, Social 

Factors, Affect and Perceived Consequence on the IDPs’ intention to use G2C-

ICT services?  

3. How does Facilitating Conditions, Habit, and PICC moderate the relationship 

between Intention and Usage Behaviour of G2C-ICT services in unstable 

environments? 

1.4 Research Objectives 

The objectives of this study are devised to solve the identified problem discussed in 

the previous sections and to answer the posed research questions. The main objective 

of this study is to create a model of the influencing factors that affect the intention and 

usage behaviour of G2C-ICT services among IDP. To fulfil that, the study attempted 

to achieve the following sub-objectives:  
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1. To determine the direct influence of Intention, Facilitating Conditions, Habit, 

and PICC on the IDPs’ usage behaviour of G2C-ICT services. 

2. To determine the effects of Services Awareness, Trust, Information Security, 

Social Factors, Affect and Perceived Consequence on the IDPs’ Intention to 

use G2C-ICT services. 

3. To examine the effect of Facilitating Conditions, Habit, and PICC in 

moderating the relationship between Intention and Usage Behaviour of G2C-

ICT services in unstable environments. 

1.5 The Significance of the Study 

This study presented theoretical and practical contributions to the literature of ICT. 

Theoretically, this study attempted to develop a unique model that allows a better 

understanding of the factors influences the Intention and Usage Behaviour of the G2C-

ICT services among IDP in unstable environments. This research contributes to filling 

the literature gap by conducting empirical research within the context of war and civil 

conflict among real affected people like IDP. By conducting this study among the 

actual war-affected people; this study addresses the limitations found in previous 

studies conducted in unstable countries. Previous studies (e.g. Faaeq (2014)) included 

citizens lived a normal life in relatively stable areas to study technology acceptance in 

unstable environments.  

Moreover, the current study has a considerable theoretical value because it adds new 

information to the literature in relation to test the joint effect of TIB antecedents such 

as Habit, Social Factors, Affect, Perceived Consequence, and Facilitating Conditions 

on the Usage behaviour of G2C-ICT service in an unstable-developing countries due 

to the lack of information in this regard. This study demonstrated the applicability and 
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the generalizability of this underpinning theory into the study’s new context.  

Furthermore, this study also provided a new outlook in operationalising the TIB model 

within the context of ICT services acceptance and use in unstable developing 

countries. In this regard, integrated four new essential variables into the model; 

Preserved Intensity of Civil Conflict (PICC), Information Security, Trust, and Services 

Awareness.  

Nowadays, IS researchers pay considerable attention to study the use of modern 

technology inventions (e.g. G2C-ICT services) in rural areas, where rural people differ 

from a civilian in regard to different environments, less education, and lower income 

they possess. These three issues are the main reasons for study concentration on rural 

people. However, IDP’s face not only the same unfortunate issues but also the lack of 

shelter (home), security, medical care, unemployment, poverty, and much more 

(Javakhishvili, 2001; Milton & Barakat, 2016; UNHCR, 2015a; Xu & Song, 2011b; 

Zwiebach et al., 2010), therefore it is common sense that they need higher study 

concentration compared to rural due to the mentioned stressor and their special needs. 

This study contributes to the existing body of knowledge in the area of IS studies that 

focus on the long-term displaced people, particularly in the middle east environment, 

due to the scarcity in the field of such studies. The findings of this study initiate further 

research in the field of ICT among displaced people by providing new empirical facts. 

Furthermore, this study will be used as agenda-setting for scholars working in the field 

of man-made disasters and their influence on ICT acceptance and usage behaviour 

among affected citizens. 

From a practical perspective, this study has some practical significance. The first 

contribution lies in proposing a model of factors that affect the intention and usage 
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behaviour of G2C-ICT services among long-term IDP. This model could be used to 

help policy-makers, especially in unstable countries, to consider these factors when 

developing useful and acceptable ICT services to their war-torn citizens. Moreover, 

this study improving the understanding of war-torn citizens’ behaviour when using the 

technology applications, which, in turn, contributes to the development of more 

specific targeting techniques, meet the needs of beneficiaries, and increasing their 

satisfaction. Understanding how the communities in which information technology is 

adopted represent an essential element in the success of the ICT.  

This study provides valuable information to the key stakeholders based on the analysis 

of the data collected from the affected citizens, which constitutes the highest segment 

of the unstable countries’ population and the most vulnerable one. The findings of this 

research can assist policymakers in unstable countries to target these vulnerable 

citizens and increase their usage and satisfaction regarding the online governmental 

services. This study model can be utilised by the key stakeholders to improve the 

consistency of decisions, enable exploration of more decision options, and Facilitate 

group decision making. Furthermore, the study model helps G2C-ICT services 

developers to understand which characteristics have the most relative importance 

within the context of services usage in unstable and risky environments.  

On the other hand, this study helps the Iraqi higher authorities in recognising the 

current status of Iraqi e-G portal (after ISIS conflict erupted) as one of the large-scale 

ICT projects provided by the government to citizens. This status of e-G portal includes 

the availability of services, satisfaction, benefit, routine, cost, time, flexibility, and 

Internet speed among citizens. As well, it will support the efforts towards alleviating 

the overcrowding on the governmental premises in the cities hosting IDP. 
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Finally, the study model could be used in other regions facing conflicts to predict the 

intention and usage behaviour of G2C-ICT service. The results of this study help in 

addressing one of the main questions that the United Nations High Commissioner for 

Refugees sees as crucial. In order to achieve its goals for all world’s refugees and IDP 

which is: How can ICT be used for community development among displaced 

populations? (Sreenivasan, Bien-Aime, & Connolly-Ahern, 2014).  

1.6 The Scope of the Study  

Two streams of ICT service have been studied in the previous studies, namely supply-

side and demand-side. The first stream deals with the usage of ICT service from a 

supply-side perspective (local and national government) (Holden, Norris, & Fletcher, 

2003; Moon & Norris, 2005) to explore variables that affect the intention and usage of 

the online services by the government itself. While the second stream studied the usage 

of G2C-ICT service from a demand-side perspective to examine the factors that 

influence citizens’ intention and usage behaviour of G2C-ICT service. This study is 

related to a demand-side perspective because it will focus on G2C-ICT services among 

IDP. 

Consequently, the unit of analysis is represented by individuals. This study seeks to 

determine individuals’ response as one of its objectives is related to identifying the 

factors affecting the intention and usage behaviour of G2C-ICT services among IDP. 

The research environment is the whereabouts of displaced Iraqis inside Iraq; the 

majority of them stayed in six Iraqi governorates. As on 3rd of August 2016, six 

governorates host 62% (2,067,606 individuals) of the total identified IDP population: 

Baghdad 16%, Dahuk 12%, Erbil 12%, Kirkuk 11%, Salah Al-Din 6%, and 

Sulaymaniyah 5% (International Organization for Migration, 2016). Additionally, this 
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study focuses on developing a model of factors that influence the intention and usage 

behaviour of government to citizens’ ICT services among displaced citizens. The study 

will be conducted quantitatively by distributing questionnaire copies to the group of 

adults among the displaced people who represent the users of the G2C-ICT services. 

The questionnaire will be utilized as the main data collection technique. 

1.7 Definition of Terms 

The definition of terms used in this study can help the readers to understand this study 

more clearly. They defined as follows 

Information and Communication Technologies (ICT): refer to hardware, software, 

networks and media for collection, storage, processing, transmission and presentation 

of information in the formats of voice, data, text and images (Songu, Powell, Barry, & 

Brar, 2016). 

G2C-ICT services: refer to the utilization of ICTs in the web-based (e-G) or mobile 

applications (m-G) in order to improve service delivery effectiveness in the public 

sector (Esichaikul, Anwer, Rehman, & Anjum, 2016). 

War-torn citizens: refer to the people of the countries that severely damaged by a 

long war, especially between different ethnic, religious or sectarian groups. 

Internally Displaced People: “Persons or groups who have been forced to flee their 

homes suddenly or unexpectedly in large numbers, as a result of armed conflict, 

internal strife, systematic violations of human rights or natural or man-made disaster, 

and who are within the territory of their own country” (UNCHR, 1992). 

Civil Conflict: a situation in which people, groups or countries are involved in a 

serious disagreement or argument. Or a violent situation or period of fighting between 

two groups in the country (Turnbull et al., 2010).  
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Structural Equation Model (SEM): refer to class of multivariate techniques that 

combine aspects of factor analysis and regression, enabling the researcher to 

simultaneously examine relationships among measured variables (Hair, Hult, Ringle, 

& Sarstedt, 2017). 

1.8 Structure of the Thesis 

Chapter one introduces an entrance to the topic of the study which is examining the 

influencing factors that affect the intention and usage behaviour of G2C-ICT services 

among IDP as a war-torn citizen in Iraq. It also presents the background of the problem 

statement and the motivations to conduct the current study. Moreover, the chapter 

introduces the research questions and objectives. It also explains the significance of 

the study and concludes by presenting the scope of this study. 

Chapter two presents a review of the literature regarding the types and benefits of 

electronic government and mobile government and previous related studies. Moreover, 

the chapter reviews some important theories with a description of each theory and the 

factors covered by the theory. The chapter also illustrates the differences between the 

natural and man-made disasters as well as IDP and ordinary people, then displays 

general information about Iraq and its ICT development stage. Finally, the chapter 

concludes by explaining the utilised underpinning theory and hypothesised 

relationships for the current study and how they were theoretically conceptualised.  

Chapter three starts by introducing the research design of the study, followed by a 

presentation of the conceptual framework and measurements’ operational definitions 

of this study. Furthermore, it provides complete information about the practical steps 

that were performed such as the sampling techniques, the data collection and the 

analysis procedures for the study. 
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Chapter four presents the empirical results obtained from the current study. Since this 

study followed a quantitative approach, the first sections of the chapter exhibit the 

response rate and data screening and cleaning, followed by the demographic statistics 

and normality test sections. The next sections present the assessment of PLS-SEM 

model results included all the details regarding the measurement and the structural 

model assessment. 

Chapter five highlights the findings of the current study regarding the study’s 

phenomenon (i.e. the intention and usage behaviour of G2C-ICT services) and the 

main issues and factors that contribute to this phenomenon from the quantitative point 

of view. The chapter also explains those results in light of the related literature. 

Finally, chapter six presents the main conclusions, theoretical and practical 

contributions, the limitations of the current study and the possible directions for future 

studies. 
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2 CHAPTER TWO 

LITERATURE REVIEW 

 

This chapter presents the description of many topics collectively made the foundation 

of this study, starting with the description of the electronic government, its types, the 

obtained benefits, and mobile governments. Following this further, this chapter 

assigned to examine previous usage behaviour studies regarding G2C-ICT services. 

The next section reviews the natural and non-natural disaster, followed by the 

explanation of why IDPs are different from ordinary people. Then it outlines the 

general information about Iraq. Specifically, this section will discuss issues concerning 

this study for Iraq, which is the conflicts in Iraq, Iraqi IDPs, ICT in Iraq, and e-G 

project in Iraq. Then the chapter discusses usage behaviour models and theories on 

information systems inclouding the Theory of Interpersonal Behaviour and its factors, 

which could influence the usage behaviour of G2C-ICT services among IDPs will then 

inspected. 

The framework of the study have been discussed afterwards to determine the 

relationships between the variables of this study. The framework has been developed 

based on the recent literature related to ICT usage behaviour in its general perspective 

with the aim of drawing inferences and possible adoption of confirmed instruments 

and/or variables for this study. Finally, this chapter discusses the development of the 

research hypotheses in detail. Figure 2.1 illustrates the literature review map. 
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2.1 The Online Governmental Services 

The development of information and communication technologies (ICTs) have been 

growing increasingly and it has led to the launching of online governmental services 

such as electronic government (e-G) in the late 1990s (Al-Swidi & Faaeq, 2018; 

Alruwaie et al., 2012; Alsohybe, 2007). In the present time, the term of e-G has been 

employed by government agencies all over the globe to facilitate their communication 

and interactions with their employees, citizens, agencies (Al-Sammarraie et al., 2016; 

Al-Sammarraie & Khaleel, 2016; Alshihi, 2006; Faaeq, 2014; Yavwa & 

Twinomurinzi, 2018). In this regard, e-G is defined as "The utilisation of Information 

Technology (IT), Information and Communication Technologies (ICTs), and other 

web-based telecommunication technologies to improve and/or enhance the efficiency 

and effectiveness of service delivery in the public sector" (UNPAN, 2014). 

 In another words, e-G refers to the use of ICT in the public sector to provide electronic 

services via online. In the IS field, interest over e-G has increased over the past decade 

as governments have realised its potential to change bureaucracies and to improve 

public service efficiency and effectiveness through improving services provided to 

citizens and businesses, and promoting both participation and democracy (Faaeq, 

2014; Rowley, 2011).  

Moreover, the e-G primary objective is to serve beneficiaries at an extensive area 

compared to traditional governmental processes of service; these activities are 

performed within a single government institution or between various government 

departments using information networks and remote connectivity. In general, e-G can 

be described as an utilisation of IT in public sectors to align and integrate workflows 

and processes, to sufficient organise data and information, improve the delivery of 
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public service, and extend communication connections for the people’s engagement 

and empowerment (UNPAN, 2014).  

For over twenty years, e-G services have increasingly expanded all over the globe and 

have transformed into a required vital tool to serve the beneficiaries, and it has caught 

the attention of several researchers in the IS field. For instance, e-G studies in the 

developed nations including the United Kingdom (UK) (Davies & Williams, 2003; 

Griffin & Halpin, 2005; Hamilton, Pavan, & McHale, 2011), the United States of 

America (USA) (Lee, Braynov, & Rao, 2003b; Yun & Opheim, 2010), Sweden 

(Ruuska & Teigland, 2009), Germany (Mkude & Wimmer, 2014) Singapore (Teo, 

Srivastava, & Jiang, 2009), and Taiwan (Wang & Shih, 2009). 

With regards to the studies of the same calibre in the context of developing nations, 

these include the studies conducted in Malaysia by Eskandar and Raman (2013); Suki 

and Ramayah (2010); Yahya, Nadzar, Masrek, and Rahman (2011), in Indonesia by 

Rokhman (2011), and in Thailand by Wangpipatwong, Chutimaskul, and Papasratorn 

(2008). Moreover, in the context of the Middle East, relevant studies dedicated to the 

topic include the ones focused on Jordan (Abu-Shanab & Policy, 2014; Al-Zoubi et 

al., 2011; Al-Zoubi, 2012; Alawneh et al., 2013; Alhyari, Alazab, Venkatraman, 

Alazab, & Alazab, 2013; Alsharafat, Alfawwaz, & Al-shatnawi, 2014; Mofleh & 

Wanous, 2008), on Saudi Arabia (Al-Sobhi, Weerakkody, & El-Haddadeh, 2011; 

Alsaif, 2014; Alsobhi, Weerakkody, & Elhaddadeh, 2011), on Qatar by (AL-Shafi & 

Weerakkody, 2009, 2010), on Kuwait (Alawadhi & Morris, 2008), on Sudan by 

(Ahmed, Alhadi, & Seliaman, 2015), and on Iraq (Abdulwahid, Mutaliba, Yusofa, & 

Alib, 2014); AL-Dabbagh (2011); Al-Khafaji (2016); (Alkhafaji, Shittu, & Osman, 
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2012); Faaeq (2014); (Hameed, Shukur, Al-khafaji, & Al-Farhan, 2014; Mohammed 

et al., 2016).  

Moreover, the e-G primarily provides services to those under its authority to 

electronically transact with the government, where the services vary based on users’ 

needs and capacity of ICT. Such differences have brought about the creation of 

different kinds of e-G application namely Government to Employee (G2E), 

Government-to-Government (G2G), Government to Business (G2B), and Government 

to Citizen (G2C). The government to employees services described as an automated 

government database system that maintains and distributes personal information of 

employees (UNPAN, 2014), while the government to government service described 

as a customised electronic cooperation between the organisations under the 

government authority (Barry, 2012). Meanwhile, government to business is a 

collaboration between the government and businesses, and government to citizens 

services is a web tool that provides government applications and facilitates citizens 

communication with the government online (Al-Sobhi et al., 2011). 

Recently, the G2C services have become a top priority among the other e-G services 

as is evidenced by many studies such as (Al-Sammarraie & Khaleel, 2016; Al-Swidi 

& Faaeq, 2018; Alhujran & Shahateet, 2010; Ibrahim, 2011; UNPAN, 2014). The 

importance of this type of e-G services lie in fact that the government have placed all 

their services on the web to make it possible for citizens to transact online and shift 

from traditional services to e-services in the public sector to reinforce the rapid 

development of technological changes.     

In the context of Iraq after the U.S. occupation, the country was deemed to be among 

the top corrupt  countries, wherein the citizens of Iraq had to pay considerable bribes 
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to government employees to receive the basic legitimate rights and to complete timely 

transactions (Transparency International, 2014). In this stead, the use of e-G services 

will mitigate the need to interact with government employees and corruption/bribes 

instead of service. From another viewpoint, the early stages of e-G implementation 

were confined to the developed nations. More specifically, at the onset of the 

millennium, Middle Eastern nations, including the UAE, Saudi Arabia, Yemen, Sudan 

and Oman began their e-G applications implementation (Li & Osman Abdalla, 2014; 

UNPAN, 2014), where majority of the challenges in ICT were noted to be related to 

the political and regulatory environment. In fact, Arab states are often lagging behind 

in their future networked readiness owing to the following factors; uneven records 

regarding legal and regulatory issues, ineffective ICT strategies, R&D shortages, 

excessive dependence on foreign technology, and weaknesses in ICT implementation 

(Hamade, 2009). 

Due to the above shortcomings, the past few years experienced a growing interest in 

e-G studies focusing on adoption and acceptance. In this regard, several authors have  

highlighted the variation in the  influence of variables and its significant  within 

different contexts with regards to the e-G usage behaviour and acceptance 

(International Telecommunication Union, 2012; Kumar & Best, 2006; Lau, 

Aboulhoson, Lin, & Atkin, 2008; Rehman & Esichaikul, 2011; Rokhman, 2011; Tan, 

2013). Despite the many studies that dedicated to the issues of e-G in different 

countries, most of them were relatively incomplete as they did not address the potential 

variables and theories (e.g., TIB), which if it may be tested in another context and 

technologies, may also influence and predict the usage of e-G.  
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2.1.1 Electronic Government Types 

 As mentioned earlier, the delivery of government services are categorised based on 

the beneficiaries and interaction chain, and they are; Government to Employees (G2E), 

Government to Government (G2G), Government to Business (G2B), and Government 

to Citizen (G2C). These categories basically depend on the different needs of the 

stakeholders (Al-Khafaji, 2016; Faaeq, 2014). These are diagrammatically represented 

in Figure 2.2 as follows:  

 

 

 

 

 

 

 

 

 

2.1.1.1 Government to Employees (G2E) 

First, the G2E is a type of online management system catering to public institution 

personnel. According to studies, one part of the service should facilitate the service of 

the establishment, while the other part facilitates interaction among employees 

(Abuduaini, 2014; Rokhman, 2011). This e-G type comprises a versatile information 

database that works to eradicate undue time expended on going through paper 

archives. The G2E service is based on an automated database system that maintains 

Figure 2.2. E-G Services Types (Alsaeed, Adams, & Boakes, 2014a) 

G2
G 

G2
C 

G2
E 

G2
B 



30 
 

personal files, distribute them in an equilibrate manner, and improves the attribution 

and verification of the demands among employees (Faaeq, 2014). 

2.1.1.2 Government to Government (G2G) 

This type of e-G refers to a customised electronic collaboration and online non-

commercialized business interaction between government institutions, its departments 

and government authorities (UNPAN, 2014). Such interaction can take the form of 

vertical dimension, taking place among government agencies, or horizontal, taking 

place among central and local government agencies. 

2.1.1.3 Government to Business (G2B) 

Government to business services include employees social contribution, declaration 

and notification of corporate tax, new company registration, submission of data to 

statistical offices, statements of customs, environment-related permits, and public 

procurement (Al-Sammarraie & Khaleel, 2016; Al-Swidi & Faaeq, 2018; Faaeq, 

2014). Al-Zoubi et al. (2011) and Ibrahim (2014) also supported the importance of the 

services rendered from the G2B instances. 

2.1.1.4 Government to Citizen (G2C)  

Arguably, the majority of government services lie in this application, directed towards 

providing citizens and others with comprehensive electronic resources to respond to 

individuals’ everyday concerns and government transactions. With government-to-

citizen (G2C) applications, the public organisations publish information and contact 

details and communicate online to offer regular services. The ultimate aim of this 

application is to give users different options and communication channels for 

governmental transactions. 
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 In addition, the best practice in e-government is create systems that are designed to 

serve citizens’ needs and enhance life situations rather than simulating government 

departments online (Alshihi, 2006). The National Office for the Information Economy 

in their report about the benefits of e-G (NOIE, 2003) state that “Maximum value can 

be attained from citizen-centric e-government systems that follow life events, rather 

than being limited by agency boundaries”. 

This study mainly focus on G2C channel because there is a need for research on the 

citizen's intention and usage behaviour of ICT services in developing countries (Al-

Sammarraie et al., 2016; Al-Sammarraie & Khaleel, 2016; Al-Swidi & Faaeq, 2018; 

Alsohybe, 2007; Faaeq et al., 2013). Regarding, the G2C for the purpose of this study, 

citizens are defined as a consumer of public goods and services (Kannabiran, Xavier, 

& Anantharaaj, 2004). The entire interactions between government and citizen are 

done online through this services which mainly aims to facilitate citizen’s life. 

Moreover, the G2C services provide income tax, declaration and notification of 

assessment, e-passport, key card, e-license, e-birth/death certificates, e-scientific 

innovation form, and e-participants. Additionally, it also provides services for labour 

offices in the form of driver’s license, car registration, application for building permits, 

and documentation of police reports, marriage certificates requests, higher education 

enrollment, residential address change declaration, hospital appointment and other 

health-related services (Rowley, 2011).  

According to the literature (Alsaeed & Adams, 2015; Faaeq et al., 2013; Faaeq, 2014), 

there are not enough studies concerning the G2C services in particular. Several 

countries have also shown their inclination to enable citizens in rural and urban areas 
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to avail of the information systems and technology tools to communicate and deal with 

the government (Adulwahab & Dahalin, 2011; Faaeq et al., 2013; Khan et al., 2010). 

2.1.2 Benefits of Electronic Government  

Governments all over the globe nowadays have acknowledged the advantages that e-

G can provide (Alsaeed & Adams, 2015; Faaeq et al., 2013); and as such, governments 

should leverage the e-G function to increase its reaped benefits. Moreover, it is notable 

that the e-G benefits experienced in developed, as well as developing nations, are 

similar (Alhujran & Shahateet, 2010; Faaeq, 2014). The studies indicated that e-G had 

facilitated the access to government services to businesses, government employees and 

citizens 24/7. That indicates the significance and importance of e-G implementation. 

E-government has two key objectives (1) internally which is mainly focused on 

processes (operations) to facilitate rapid, transparent, accountable, efficient, and 

effective public administration activities, which resulting in significant cost savings 

per transaction for the government, and (2) externally focused services, which, focused 

on services provide satisfactory services to the public, business organisations, and 

other agencies at any time and without keeping customers wait too long in long queues 

(Bhatia, Bhatnagar, & Tominaga, 2009). This service also simplifies interactions 

between different agencies by offering various government online services. In the next 

sections, the long-term goal and advantages of e-G strategy implementation are 

discussed. 

2.1.2.1 Transparency  

Transparency considered among the drivers of the e-G implementation by enabling 

citizens to participate directly in decision making concerning the system. It facilitates 

an environment for public feedback and ideas generation via a web-based system such 



33 
 

as online communities. This medium for public discourse improves the transparent 

sharing of valuable information designed for the above motives and intentions (Faaeq, 

2014; Ibrahim, 2014). For instance, Seoul Metropolitan Government is an 

electronically enabled government via the adoption of an initiative created to assist the 

citizens of Seoul in fighting corruption online.  

More specifically, the above initiative was based on a system known as Online 

Procedures Enhancement for Civil Applications (OPEN) – a website that enables 

Seoul citizens to submit and oversee applications, permits, services and in so doing, it 

assists in the promotion of transparency and mitigates delays or mishandling of 

procedures by the civil officers. This is evidenced by a survey study that indicated that 

84.3% of the Seoul citizens convinced that OPEN contributes to the administrative 

transparency of the government (Bonham, Seifert, & Thorson, 2001). Additionally, 

the e-G services usage works towards reducing the corruption in the country 

characterised by corruptions, like Iraq (Transparency International, 2014). 

2.1.2.2 Efficiency and Cost Reduction  

Several studies agreed that the employment of information and communication 

technologies (ICT) would contribute to the increase in efficiency and cost reductions 

(Ahmed et al., 2015; Alfaadel, Alawairdhi, & Al-Zyoud, 2012; UNPAN, 2014). The 

studies evidenced that the e-G and ICT tools use by the governments expect greater 

efficiency in their performance, and hence, automation of operational tasks enhances 

the service delivery in light of their consistency, and it minimises errors. E-G also 

reducethe overhead cost and the redundant processes via proper alignment and re-

engineering of the operational processes (Alsharafat et al., 2014; Li & Osman Abdalla, 

2014). 
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Compared to the manual government operations, the use of the online for government 

service transaction reduce  the costs of activities processing. Aside from efficiency and 

cost reduction, e-G use may also safeguard citizens’ lives in risky environments like 

Iraq that is rife with conflicts, explosions and kidnappings. 

2.1.2.3 Improved Services  

Another e-G characteristic is its provision of opportunity to the government for 

improved performance and it's enabling its effective and efficient provision of public 

service. If the government is inclined to use online services, employing the initiative 

of e-G will assist it in reducing bureaucracy and maximises service access and service 

quality (Alhyari et al., 2013; Faaeq, 2014). Accordingly, the public and businesses 

have invested their hopes in the provision of the government of easy and fundamental 

requirements and in being responsive to meeting citizens’ needs. 

These benefits will wholly leverage if the government’s information, processes and 

access to basic needs are emphatically stated online (Faaeq, 2014). In this regard, the 

ICT services revolution assists governments in creating new services and assisting the 

combination of new and existing services to satisfy the citizens’ demands (Alsohybe, 

2007; Faaeq, 2014). Such a benefit can be realised in the context of Iraq if its citizens 

sequentially use e-G services. 

2.1.2.4 Citizen Participation   

Another advantage of e-G implementation is citizen participation that manifested 

through a remote connection to citizens via the internet unhindered by geographical 

locations, and the use of the platform for the reception and sending of information. 

According to the proponents of e-G, as more and more the youth become familiar with 

technology and the Internet, this makes them participate more in their countries’ 
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political activities (Faaeq, 2014). In this regard, a government website that is user-

friendly and interactive can promote the participation of the citizens, mainly when it 

is a treasure trove of invaluable information (Abuduaini, 2014). In Iraq, this service is 

not available yet because the Iraq e-G provides only e-services. Additionally, there is 

a limitation and lack of e-participant services in Iraq. 

2.1.2.5 Increase Capacity and Improve Network Infrastructure  

Apart from the above-discussed advantages, it is evident that technology helps the 

ability of the government to develop a functional shared database system by enabling 

customers and clients to access the required information, and this ultimately leads to 

the faster transfer of information. As a result, any target service (goods/decision-

making process) is delivered promptly, and this eventually improved the network 

among the customers (Ibrahim, 2014). Moreover, enhanced national information 

infrastructure is among the many advantages that e-G provides (Alsohybe, 2007; 

Faaeq, 2014). 

2.1.3 Mobile Government  

The Mobile-government refers to the utilisation of wireless technologies (e.g., mobile 

networks and handheld devices) to provide government information and services to 

users to satisfy their various needs and specialisations. It began when e-government 

facilitated through internet services obtained from wireless networks available in 

extensive areas in comparison to landlines networks. Such extensive network helps e-

government when it comes to the proliferation of mobile culture among citizens, 

particularly among the youth.  

The growing popularity of mobile technologies (m-technologies) like mobile phones, 

laptops, and personal digital assistants (PDAs) facilitated by wireless networks has 
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brought about the government transformation from e-government into mobile 

government (m-government), where the latter is an extension or a supplement of the 

former (m-government).The m-government is an extension or a supplementary form 

of e-government (Hameed et al., 2014). Several factors have contributed to the success 

and spread of e-government using a mobile phone, these include the availability of 

mobile phones among the citizens and the use of its applications on a global scale to 

send text and MMS, and to connect online. This indicates that users are capable and 

ready to take advantage of their mobile device for commercial services, at any time 

and place, which makes it more proportional and attractive to many. 

The trend of mobile phones use among youth allows them to acquire modern services, 

and experience new and different applications and programs. This is supported and 

compounded by the low prices of mobile phones and the development of services (3G 

and 4G), enabling firms to create secure and timely service applications. Moreover, 

some e-government applications are more appropriate to be used in mobile devices 

rather than computers; for instance, parking reservation services through text 

messages. In fact, there are no distinct computer services that cannot be accessed 

through handheld devices. 

On the other hand, the advantage of the mobile phone easily carries (mobility) and its 

ability to provide the information or service to the user at any time and any place (broad 

reach). Furthermore, mobile phones are characterised by their easy mobility and ability 

to provide information at any time and place. As such, some agencies should deliver 

services to people in any geographical location, on the so-called (location-based 

service). All this and more predict the better future and more government services 

using a mobile environment, which makes it necessary for government and other 
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agencies in all countries to take advantage of this environment in establishing and 

implement electronic applications up to users at any time and wherever they want. 

2.2 The Natural and Man-made Disaster  

The term disaster has been defined in different ways, with the initial studies 

concentrated on its destructive effects (the number of death tolls) of external forces 

such as hurricanes (Gilbert, 1998). According to Kreps (1995), disasters refer to non-

routine events in societies or in regions/communities involving that disrupts the area 

and cause physical harm. Contrastingly, routines refer to repetitive, recognisable 

patterns formed by interdependent actions, conducted by individuals. They are 

generative systems that are not linked to rules and procedures but are somewhat 

dynamic, adaptable, and they function without basic rules and norms (Pentland & 

Feldman, 2005). 

About this, the major defining properties of disaster events, both natural and man-

made is the duration of the effect, which is described as the time between the cause of 

the physical harm and social disruption until they are no longer felt, this duration can 

be characterised as short or open-ended. Generally speaking In general, Oliver (1998), 

stated that disasters are processes and not events, and they are characterised by 

processes between societal individuals, groups and organisations, the physical 

environment and culture comprising of norms and values (Semaan & Mark, 2012). 

Short-lived disasters can be accompanied by unfolding processes that can be long and 

entailing changes in the relationship between the society, the physical environment 

and culture (Kiliç, Kiliç, & Aydin, 2011; Starbird et al., 2010). Due to the 

characterisation of disasters as an event as opposed to a process, prolonged studies of 
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disaster have not received much attention as researchers have mostly focused on the 

emergency stages of disaster (Oliver & Hoffman, 1999). 

In the aftermath of the crisis, the previous routines of daily life may no longer be 

available as victims recover from the event. Researchers studying disasters have 

investigated this recovery process: how dose affected populations deal with, adapt to, 

and resume normal social function following a crisis event. By surveying the literature, 

easy to identify that when crises occur, human systems often improvise their structures 

and routines, roles, work facilities and locations, resources, and hours of operation to 

interact with the new situation (Tan et al., 2017). 

Studies concerning disaster frequently employ socio-temporal models as 

methodological tools that enable them to describe social phenomena that take place at 

a specific time before, during, and following a disaster (Tierney & Oliver, 2012; 

Whybark, 2015). Among several existing models (e.g. (Carr, 1932; Dynes, 1970; 

Hoffman, 1999; Mileti, Drabek, & Haas, 1975; Powell, 1954)). Powell’s (1954) model 

has been the most extensively utilised model in literature in demonstrating different 

activities related to the recovery process in light of eight socio-temporal stages namely, 

pre-disaster, warning, threat, impact, inventory, rescue, remedy and recovery (Semaan 

& Mark, 2012). 

The initial four stages of Powell’s model (i.e. pre-disaster, warning, threat, impact) 

cover the period before the disaster detection to when a disaster takes place. In 

particular, in pre-disaster, the disaster is yet to take place, in the warning phase, the 

potentially affected population notified of the threat of disaster, and in the threat stage, 

measures to prevent potential effects are adopted. Lastly, in the impact phase, the 
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actual disaster strikes, after which the population realises the changes that are required 

to mitigate the disruption’s impact. 

The following three stages (inventory, rescue, remedy) describe the emergency-related 

activities that people engage in, which lead to the recovery phase. In the inventory 

phase, people adapt to the event and attempt to identify the actions to take. This phase 

characterised by a sense of individualism where the victims try to understand the event, 

and they focus their concerns on property and families (by trying to locate them). For 

example, during hurricane Katrina, safe lists were created where people could report 

their whereabouts, and such lists were used by family and friends to locate each another 

(Hoffman, 1999).  

Rescue is the next stage. It is the period where people engage in activities to aid in the 

relief effort. This phase can be marked by altruism, as often the  people engage in 

prosaically behaviour , and they does not  belong to any formal authoritative groups 

that associate with relief, such as the Red Cross and Red Crescent societies, usually 

the citizens often form groups to lead the initial response effort in order to conduct 

search and rescue operations and distribute food and clothing while donating to victims 

(Semaan & Mark, 2012). 

The remedy stage begins when formal organising bodies, such as fire brigades and Red 

Cross personnel, provide relief. During this period, citizens begin to gather in a 

physical place and reconstruct their lives. People collocate and begin to re-establish 

their social networks: individuals forge new relationships, re-connect with others, and 

in some cases, relationships can deteriorate. People may also turn to close family 

members (i.e. parents and siblings) for support. During this phase, people often travel 

to the site of physical disruption to lending their loved ones hand by helping them 
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rebuild, or, by providing them with financial assistance (Al-Ani, Mark, & Semaan, 

2010; Semaan, 2011). The final stage, which is the recovery stage, is characterised by 

a return to normalcy. In this phase, individuals have either returned to their homes or 

built homes in new locations, people continue to work and attend school regularly, and 

other societal activities resume. 

This study has been conducted on the remedy and recovery stages in man-made 

disasters in the form of civil conflict and war environments. War environments are a 

special case of Powell’s model as people are experiencing several phases concurrently 

(Semaan & Mark, 2012); for instance, victims of the disaster may be working on 

recovery from a recent attack while facing new threats and warnings. According to 

prior studies (Hoffman, 1999; Semaan, 2011), the majority of disasters are small-scale 

in their extent, and they occur over a short period. However, people who experience 

war (i.e. war-torn citizens like IDP) can be subjected to prolonged disruption. 

Moreover, victims may have to live and adapt to the ever-risky environment and deal 

with it in their daily lives.  

This type of victims who are living in a place rife with the crisis have to develop 

continuous situational awareness during their day-to-day activities as disruptive forces 

(bombings and rampant killing) can occur anywhere at any time. Hence, the victims’ 

behaviours in war-torn areas are different from those who are displaced by natural 

disasters. The different in characteristics between war environments and natural 

disasters in the latter four phases of Powell’s model presented in Table 2.1. 
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Table 2.1 
 
The Dissimilarities in Characteristics of Natural and Non-natural Disaster for IDPs. 

Phase Characteristics of Natural 
Disaster 

Characteristics of a Man-made 
Disaster 

Inventory Individuals ascertain the 
survival of family and 
companions (can be difficult). 

Difficult to ascertain the survival of 
family and companions due to an 
unsafe environment. 

Rescue Individuals engage in pro-
social, Altruistic behaviour 
and lead the initial response 
effort. 

May is not able to trust strangers as 
they may be insurgents or members of 
a militia. 

Remedy Individuals try to meet 
physically; They rebuild 
social networks; Friends and 
family arrive to provide 
support. 

Travelling to meet others face-to-face 
maybe insecure; Cannot trust 
strangers/difficult to collocate; 
Distance may separate support 
networks. 

Recovery Usual life resumes/new norms 
can emerge. 

Disruption turns out to be a piece of 
routine life/new norms can emerge. 

Source:(Semaan & Mark, 2012) 

2.3 Why are IDP Behaving Differently from Ordinary People? 

According to, Hyer, Woods, and Boudewyns (1991), Childs and de Wit (2014), Noori, 

Helinski, & Spanagel (2014) a stressor is behaviours or situations related to physical 

and psychological or environmental condition 

There is a marked distinction between the lives of IDPs compared to the lives of 

ordinary civilians or lives in the rural areas as the former faced with challenges, and 

they encounter several stressors that could significantly influence their behaviours. 

Majority of these stressors come from the unstable and risky environment around 

them. These stressors contributed and reflected in their interaction manner with people 

around them, and with the effective tools that they use in coping with their new 

situation, which may continue for an indefinite period (Tan et al., 2017).  

Albert Bandura claimed in his widely used Social Cognitive Theory that human 

behaviour shaped and controlled automatically and mechanically by environmental 
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stimuli. Furthermore, he stated that “people construct outcome expectations from 

observed conditional relations between environmental events around them, and the 

outcomes that given actions produce” (Bandura, 2001, pp 2). 

These stressors can be categories and illustrated as economics, recovery, rebuilding, 

loss of physical possessions or resources, health, family, social, and changes in the 

view of the world or oneself stressors. The next sub-sections explain these mentioned 

stressors. 

2.3.1 Economic Stressors 

A variety of continuing economic problems may act as secondary stressors following 

extreme events. They include the loss of income, following the loss of employment, 

and the loss of savings, emergency money or retirement security through having to pay 

for repairs or recovery (Ehrlich et al., 2010; Picou & Hudson, 2010). Lack of financial 

assistance or support to help to improve people’s economic situations, or loss of 

financial credit (Ehrlich et al., 2010; Goodwin, 2017; UNOCHA, 2014; Wickrama & 

Wickrama, 2011). Moreover, loss of employment or ‘livelihood’(Goodwin, 2017; 

Irmansyah, Dharmono, Maramis, & Minas, 2010; Kilmer & Rivas, 2010; Overstreet, 

Salloum, & Badour, 2010; Picou & Hudson, 2010; Salah, Ayazi, Lien, Eide, & Hauff, 

2015), lack of stable employment or employment assistance , along with the loss of 

farmland, business or tools required for work can also contribute to stressors and affect 

the behaviour of people (Ehrlich et al., 2010; Goodwin, 2017; Kilmer & Rivas, 2010; 

Picou & Hudson, 2010). 

Additionally, stress arising from difficulties with applications for financial assistance 

or compensation through insurers or loss adjustors. People may lack understanding of 

application processes and the roles, responsibilities and rights of the various parties 
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(Carroll, Balogh, Morbey, & Araoz, 2010). Often, there is insufficient help or advice 

in making claims, and conflicting information is given to applicants or problems arise 

from inconsiderate attitudes (Carroll et al., 2010; Wickrama & Wickrama, 2011). 

Furthermore, the lack of compensation or insurance payments after an event may also 

contribute to psychological stress or mental disorders such as depression (Carroll et 

al., 2010; Picou & Hudson, 2010).  

Economic stressors include disputes with insurance companies, state grant lenders, and 

loan providers over applications that were not processed or were delayed or denied 

(Carroll et al., 2010; Picou & Hudson, 2010). There were reports of lack of satisfaction 

with insurance payouts or refusals to re-insure properties in high-risk areas in the 

future. There were also problems with affected people being restricted to purchasing 

new possessions by the terms of their policies or by a lack of available money (Carroll 

et al., 2010). These impacts on income and savings contribute further to future 

economic insecurity, especially if people were affected by repeated disasters. 

2.3.2 Recovery and Rebuilding Stressors  

Recovery and rebuilding processes start soon after disasters and may continue for 

many years. Numerous stressors can contribute to IDP’s distress and affect their 

behaviour. Many IDPs lack understanding, information or advice about recovery 

processes (Carroll et al., 2010). There are reports of continuing lack of essential 

services such as gas, electricity and water supplies and medical services, which may 

present difficulties. Often, IDPs have to contend with continued house damage 

(Overstreet et al., 2010; Picou & Hudson, 2010; Zwiebach et al., 2010), and some live 

in temporary accommodation such as caravans or dormitories (Picou & Hudson, 2010; 

Xu & Song, 2011a, 2011b). Other IDPs experience a lack of housing assistance (e.g. 
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IDP in Iraq) (UNHCR, 2015a), this lack includes delays in the work being done, and 

lack of community participation or help in constructing temporary housing which can 

be a stressor for some IDPs (Kilmer & Rivas, 2010; UNHCR, 2015a; Wickrama & 

Wickrama, 2011). 

2.3.3 Loss of Physical Possessions or Resources Stressors  

The majority of IDPs experience the loss of their physical possessions and resources 

such as cars, furniture, home appliances and clothing (Ehrlich et al., 2010; Zwiebach 

et al., 2010). The impact of replacing these items can be substantial, especially if there 

are delays in payouts from insurance policies if applicable or grants and the 

sentimental value of some lost or damaged items may make them irreplaceable. 

2.3.4 Health-related Stressors 

Health problems stressors contain concerns about the health of self, family and friends 

(Cepeda, Saint Onge, Kaplan, & Valdez, 2010; Ehrlich et al., 2010; Evans, 2017; Salah 

et al., 2015; Zwiebach et al., 2010). This stressor includes new health problems 

explicitly caused by the disaster, or a continuation or exacerbation of pre-existing 

illnesses. Additional challenges include a lack of time for sleep and lack of access to 

medical care or prescription medication (Evans, 2017; Kilmer & Rivas, 2010; 

UNHCR, 2015b).  

2.3.5 Education and Schooling Stressors  

Adverse impacts of disasters on schooling, study and tutoring considered among the 

most significant problems facing IDPs, especially those who continue their 

displacement for a long time (long-term IDP). There are negative impacts on displaced 

students when they are losing the opportunity for further education or training (Ehrlich 

et al., 2010; Evans, 2017; Milton & Barakat, 2016; Overstreet et al., 2010). That is due 
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to lack of ability to provide buildings and teaching staffs able to accommodate the vast 

number of displaced students in the areas of displacement (Evans, 2017; Irmansyah et 

al., 2010; Kilmer & Rivas, 2010; Milton & Barakat, 2016; UNHCR, 2015a). 

2.3.6 Family Stressors 

 The changes in the correlation of families following disasters event can be 

problematic, by introducing new forms of upsetting experiences. Families stressors 

may include the breakdown in relationships, reduced social support from a partner, 

intimate partner abuse (Anwar, Mpofu, Matthews, Shadoul, & Brock, 2011; Fernando, 

Miller, & Berger, 2010). Also changes to marital status and negative impacts on family 

relationships due to lack of free time to spend with families (Cepeda et al., 2010; 

Irmansyah et al., 2010).  

Moreover, a breakdown in household daily activities and correlation that ordinarily 

provide stability and routine can also be a stressor (Cepeda et al., 2010; Ehrlich et al., 

2010; Irmansyah et al., 2010; Kelley et al., 2010; McDermott, Cobham, Berry, & 

Stallman, 2010). Changes in the composition of households through loss of family 

members, or having additional family members or friends living with the family for 

some time after an event (Overstreet et al., 2010), further disrupts family life and the 

perceptions that people have of their families as unified. 

2.3.7 Social Stressors 

Just as family support networks are critical in helping people to cope with the stress of 

extreme events, so too are other social networks and social support. Disruption and 

breakdown of social networks and relationships with friends, work colleagues and the 

wider community all contribute stressors. These concepts can be referred to as negative 

impacts on friendship (Cepeda et al., 2010; Ehrlich et al., 2010; Irmansyah et al., 2010; 
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Kiliç et al., 2011; McDermott et al., 2010; Salah et al., 2015; Wickrama & Wickrama, 

2011). Consequently, physical separation from family and friends remains an 

important stressor even up to 18 months after an event (Overstreet et al., 2010). 

Furthermore, reduced levels of social support, loyalty and mutuality from parents, 

peers, teachers and the wider community have been highlighted as matters that affect 

the psychological and behavioural status of the IDPs (Ehrlich et al., 2010; Evans, 2017; 

Kelley et al., 2010; Xu & Song, 2011b; Zwiebach et al., 2010).  

2.3.8 Changes in the View of the World or Oneself Stressors  

Commonly after a disaster, people may have a range of psychological experiences act 

as stressors and contribute to distress or affect their behaviour. Usually, IDPs 

experience feeling reduced levels of independence (Cepeda et al., 2010; Ehrlich et al., 

2010) or value to others and feel that they lack control over their environment or 

predictability over their future, and also some people lose their aspirations for the 

future (Xie, Liu, & Gan, 2011). They lack goal setting (Cepeda et al., 2010; Ehrlich et 

al., 2010), and feel their lives have lost meaning or purpose or they lack optimism 

about the future (Cepeda et al., 2010; Ehrlich et al., 2010). Likewise, fear of recurrence 

of the extreme event is another significant issue for many IDPs. Especially, for 

example, when they experience another displacement due to civil war fighting after 

the first displacement or torrential rains after floods (Carroll et al., 2010; Lau et al., 

2010). At last, the important points in stressors categories can be summarised in Table 

2.2. 
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Table 2.2 
Summary of the Important Points in Stressors Categories 

Category The stressors 
Economic Loss of continuing loss of income. 

Loss or lack of employment. 
Impact on house values. 
Lack of help, advice and information for 
applications to insurers and providers of grants or 
loans. 
Conflicting information. 
Applications for insurance payouts or state grants 
delayed or denied. 

Problems with recovery 
and rebuilding homes 

Continuing lack of essential services. 
Lack of information or advice to understand the 
application process for rebuilding the property. 
Progressive damage to houses. 
Continuing to live in temporary accommodation. 
Lack of housing assistance. 
Problems with the restoration of homes or property. 
Dealing with daily life and recovery processes. 

Loss of physical 
possessions or resources 

Loss of car, furniture, appliances and clothing, 
including items of sentimental value. 

Health New or continuing health concerns or conditions. 
Lack of access to healthcare. 
Lack of access to psychosocial care. 
Lack of access to prescription medication. 

Education and Schooling Lack of education opportunities or facilities. 
Loss of socialisation that is part of attending school. 
Changing to new schools or educational 
establishments. 

Familial Breakdown of relationships and loss of intimacy. 
The breakdown in household activities and 
functioning.  
Breakdown of familial resilience. 
Changes in household composition. 
Parental psychopathology. 
Impact on parenting skills. 
Physical and mental abuse and neglect of partners or 
children. 

Social Physical separation from friends. 
Disruption of social networks and relationships. 
Reduction in the level of social support. 

Changes in the view of 
the world or oneself 

Loss of aspirations for the future. 
Fear of recurrence of an extreme event. 
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To sum up, due to all these challenges and stresses that are facing IDPs, which have a 

deep effect on their psychological status according to the aforementioned 

psychological and health references. Hence it will be reflected on their behaviour and 

the way they are interacting and communicating with the people around them and with 

the tools and means available to them (e.g. ICT services) to cope with their new 

situation that may continue for an indefinite duration.  

In consequence, just as it is not reasonable using the available benchmarks from 

developed countries for studying ICT usage behaviour in developing countries (Faaeq 

et al., 2013; Sundqvist et al., 2005). There is no doubt that it is ill-advised and 

unreliable employing the benchmarks and facts derived from ICT usage behaviour 

studies made among citizens lived ordinary lives in urban as well rural areas, for IDP 

who are living under the influence of all the stresses and difficulties that have been 

mentioned. It is, therefore, necessary to examine the usage behaviour of G2C-ICT 

services among IDP in the field of IS. 

2.4 General Information about Iraq 

Iraq land reported as one of the hosts of the oldest civilisations in the world. It consists 

of varieties of cultural lineage and racial groups, including Arabs, Kurds, Assyrian, 

Turkmen and many other minorities. 

Baghdad is the capital city of Iraq with the total land area of 437,072 sqm km and a 

population of 35,693,042 (Department of Economic and Social Affairs, 2016). 

Recently, the security level of the country has been decreased due to the pervading 

conflict, violence and social-political instability characterised by a high rate of 

corruption (Institute for Economics and Peace, 2015; International Organization For 

Migration, 2014; UNOCHA, 2014).  
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Nowadays, the Iraqi government is made up of 22 ministries and three independent 

institutions, these ministries are (M. of Interior, M. of Defence, M. of Industry, M. of 

Higher Education, M. of Commerce, M. of Finance, M. of Labour and Social Affairs, 

M. of Oil, M. of Transportation, M. of Science & Technology, M. of Foreign Affairs, 

M. of Culture, M. of Migration and Displacement, M. of Electricity, M. of Religious 

Affairs, M. of Education, M. of Human Rights, M. of Housing and Construction, M. 

of Health, M. of Justice, M. of Environment and M. of Communication). The 

independent institutions are Federal Board of Supreme Audit, High Electoral 

Commission and Central Bank (General Secretariat for the Council of Ministers, 

2015). The sub-sections that follow will discuss the conflict in Iraq. 

2.4.1 Conflicts in Iraq 

Kraemer, Stice, Kazdin, Offord, and Kupfer (2001) in their Conflict Barometer report 

defined conflict as the clash of interests or positional differences over national issues 

between at least two parties, happening within a period of time, duration and with 

varying magnitude. In most circumstances, the two warring parties are determined to 

pursue their interests and doggedly achieve their goals.  

Deutsch (1990) defined conflicts through several paradigms, but with the reflection of 

the various diverse levels through which conflicts exist in society. Therefore, it pointed 

that our society at present characterised by a high rate of increase in different forms of 

civil conflicts and violent happenings on the global scale. Undoubtedly, it is pathetic 

that the possibility of an increase in the rate as the situation gets worse (Institute for 

Economics and Peace, 2015, 2018; Khan et al., 2010; National Intelligence Council, 

2008).  
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Oxford Advanced Learner’s Dictionary defines the term ‘conflict’ from two 

perspectives, first and foremost, that it connotes “a situation in which people, groups 

or countries are involved in a serious disagreement or argument, second, as “a violent 

situation or period of fighting between two countries” (Turnbull et al., 2010). 

According to two surveys conducted by (Kraemer, Stice, Kazdin, Offord, & Kupfer, 

2014). The number of conflicts on a global stage has increased sharply from 345 

conflicts in 2008 to 424 conflicts in 2014. These conflicts were recorded with different 

circumstances of both intrastate and interstate while conflicts that are intrastate were 

said to be accounted for most of the civil crisis. Reported reasons and items that 

justified the occurrence of the conflicts include Territory, Secession, Decolonization, 

Autonomy, System/ideology, National power, Regional predominance, International 

power, and Resource control (Kraemer et al., 2001).  

Since 2003, Iraq suffered from an unresolved civil conflict (conflicts and violence) 

which led to the loss of lives and property (Institute for Economics and Peace, 2018; 

International Organization For Migration, 2014; Khan et al., 2010; UNOCHA, 2014). 

Moreover, UNAMI (2015) display the statistical report of Iraq showing the data of the 

fatalities recorded during the duration of conflicts and unstable circumstances since 

2003, and it has been updated by a report of  Conflict-Casualties-Monitor (2018) for 

the number of documented civilian deaths from violence. This data illustrated in Table 

2.3.  
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Table 2.3 
Total Estimated Iraqi Civilian Fatalities, by Years 

Year Fatalities Year Fatalities 
2003 7,300 2011 1,578 
2004 16,800 2012 4,622 
2005 20,200 2013 9,852 
2006 34,500 2014 20,218 
2007 23,600 2015 17,578 
2008 6,400 2016 16,393 
2009 3,000 2017 13,187 
2010 2,500   

Source: Adopted from UNAMI (2015) and Conflict-Casualties-Monitor (2018). 

The last conflict with the massive impact on Iraq was the vast conflict with the so-called 

Islamic State in Iraq and Syria (ISIS). Within its core in Syria and Iraq, ISIS made 

significant territorial gains in 2014 by capturing wide area in Iraq and Syria (The 

Heidelberg Institute for International Conflict Research, 2014). Figure 2.3 below shows 

a comparison of war and ISIS occupied area between January 2014 and December 

2014. ISIS began occupied of the western area of Iraq specifically Anbar province at 

the beginning of the year, and by the end of the year, the Islamic State was able to 

impose a full control of the Sunni areas that make up more than 60% of the area of 

Iraq. At the same time, the clash between the Kurdistan Regional Government and the 

central government of Iraq also continued, due to tensions over the control of the oil 

trade with Turkey and the status of Kirkuk (HIICR, 2015). 
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Figure 2.3. War and ISIS-controlled areas in Iraq in 2014 

Pedersen (2002) asserted that the consequences of civil conflicts and violence on the 

host society are numerous, ranging from the environmental, economical to the 

psychological effect. Despite this intimidating report of civil conflict and violence,  

there still a lack of IS studies and in particular online services that concern with the 

psychological consequences of the civil conflicts and its influence on the usage of 

technology among war-torn citizens (Al-Swidi & Faaeq, 2018; Faaeq, 2014; Khan, 

2010; Khan et al., 2012). 

2.4.2 Internally Displaced People in Iraq 

The term ‘internal’ on the one hand is used to denote that which exist within the 

enclave or territory of a country. While ‘displaced persons’ on the other hand is a term 

that refers to any person or persons who has been forcefully uprooted from his habitual 

place of residence to another part of the country due to problems which may be man-

made or foisted by nature. Former UN Secretary-General Boutros Ghali is the first 

person how to make an official attempt at ascribing meaning to the term ‘internally 
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displaced persons’. The erudite world-class diplomat defines the term to mean: 

“Persons or groups who have been forced to flee their homes suddenly or unexpectedly 

in large numbers, as a result of armed conflict, internal strife, systematic violations of 

human rights or natural or man-made disaster, and who are within the territory of 

their own country” (UNCHR, 1992). 

Internally displaced people (IDP) are the most vulnerable people around the globe, and 

in contrast to refugees, IDPs are forced to flee within their international country’s 

borders where they are hard-pressed in searching for sanctuary. Even if they have fled 

for similar refugees reasons (armed conflict, generalised violence, human rights 

violations), IDPs legally remain under the protection and jurisdiction of their 

government, cannot omit their association with their governments entirely, and they 

need to communicate and deal with it, even though that government might be the cause 

of their escape (UNHCR, 2015b). Over the years, the number of IDPs was always 

higher than the number of refugees (IDMC, 2017). Figure 2.3 illustrates graphically 

the numbers of refugees and internally displaced persons per year worldwide. 

 

Figure 2.4. Number of IDPs and Refugees per Year Worldwide (IDMC, 2017) 
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At the beginning of 2014, conflicts began between the Iraqi government forces and 

ISIS. The battles raged on until the present time. To this end, the collapse of the Iraqi 

army as a result of the fighting led to the loss of over 1/3rd of the Iraqi land (The 

provinces of Mosul and Salah al-Din, Anbar, and large parts of the provinces of Diyala 

and Kirkuk), that all came under the control of ISIS.  Moreover, as a consequence of 

this conflict, Iraqi people forced to flee their homes, in vast numbers of the population 

from different provinces towards safer locations and become IDP within their own 

country (North & South Iraq) (UNHCR, 2015a; UNOCHA, 2014). Internal 

Displacement Monitoring Centre of UN report that the number of IDP in Iraq has 

reached 3.3 million as a result of conflict and violence, without any probability to 

return (UNHCR, 2015a). Figure 2.5. shows the whereabouts of IDPs in Iraq. 

 

Figure 2.5. The Whereabouts of IDPs in Iraq (IDMC, 2015) 

Iraq recorded displacement of 2.2 million Iraqi citizens in 2014 alone. Thus, due to the 

vast increase of IDP number in a short time. Therefore, the government agencies and 

international relief organisations faced a challenge in aiding them and looked for 
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assistance from the international community to help in providing basic life necessities 

like food, sheltering and medical care (IDMC, 2015; IILHR, 2015; UNHCR, 2015a).  

This increasing number of displaced people still make many problems in various 

fields. One of the most significant problems that have arisen is with governmental 

service’s fields. The Iraqi government, until recently, have one channel based on 

paperwork in most of the official transactions such as issuing passports, licence, birth 

certificates, death certificates, scientific innovation form, paying the fines, and else. 

This channel requires the presence of citizens in government offices. However, 

according to the interview with the General Manager of the Nationality Department 

(Al_Sabah, 2014) and with Director of Immigration and Nationality office in Erbil 

(Dalshad, 2014), one of the most significant problems faced by the Iraqi government 

is the great crowds on government offices in IDPs host cities. Which adversely affect 

the workflow in these offices, and in some cases disrupted work completely.  

Moreover, citizens’ security around the government offices is another critical issue. 

The congestion of citizens around government offices creates major security problems. 

Terrorists will target these crowds to kill the greatest possible number of casualties, 

which in turn increase the risk level on IDP lives. Protect such crowds in previous 

years was unattainable for the Iraqi government. Which led to the loss of thousands of 

Iraqi civilians (International Organization For Migration, 2014; Younus, 2014). 

Semaan and Mark (2012) indicated that during any disaster, people often stop their 

routine activities and engage in new, emergency-related behaviours to alleviate the 

effects of the disruption. Therefore, if  IDPs left the manual  transactions in achieving 

the governmental transactions, even partially, and use G2C-ICT services instead; that  

will assist them to save their time, money and lives on the one hand, and, on the other 
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hand,  it will immensely help the government offices in the continuation of its work 

smoothly and efficiently (Abraheem & Adams, 2017; Abraheem & Carl, 2016). 

The majority of the services required by the IDP provided in the Iraqi e-G portal and 

Ministries’ web pages. These services include e-Passport, e- e-License, e-Fines, 

Scientific Innovation Form, e-Birth Certificates and e-Death Certificates (Iraq 

Electronic Services, 2016). For instance, there are huge congestions on the passport 

offices made by the displaced citizens who wish to obtain passports (Al_Sabah, 2014; 

Dalshad, 2014). The number of people waiting outside the offices reaches thousands 

per day.  While the displaced can complete most of this transaction through available 

service in the Iraqi e-G portal (Iraq Electronic Services, 2016), this situation indicates 

the lack of G2C-ICT services usage among IDP. The two-photograph presented in 

Figure 2.6 gives reality picture of the straitened situation for Iraqi government offices 

in the host cities. 

 

Figure 2.6. Congestion near the Passport Offices in Northern Iraq  
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Moreover, due to the lack of space required for camps in the cities centre, a 

considerable ratio of IDP are sheltered in camps near Iraqi cities rather than the city 

centres (IILHR, 2015; UNOCHA, 2014). This situation implies wastage of time and 

money of the IDPs to reach government offices to obtain the simplest service 

transaction. Whereas most of these required transactions are available in the Iraqi e-G 

(Al-Swidi & Faaeq, 2018; Faaeq, 2014; Iraq Electronic Services, 2016). Therefore, 

increasing the dependency on ICT in carrying out transactions will considerably 

alleviate the situation of government offices and the IDPs simultaneously. 

Although ISIS took over large swathes of territory in 2014, nowadays the government 

made a successful effort to undertaken the control of its land from extremist groups, 

this has allowed some IDP to return to their places. However, IDP’s suffering did not 

vanish upon return, where the majority of returned IDP to areas of origin still face the 

same severely situation to access to essential services, extensive destruction of 

property, security risks, and lack of livelihood opportunities or financial resources. Yet 

2.09 million people continue to be displaced. Furthermore, in response to the harsh 

living conditions faced by returning IDP’s in their hometowns, this leads to the second 

wave of displacement (UNHCR, 2017; UNICEF, 2018; UNOCHA, 2018). 

2.4.3 Lack of Legal Documentation 

According to IILHR (2015) report, many displaced families were forced by ISIS to 

flee quickly without carrying their personal identification such as ID, passport and 

bank cards. While for other IDP, documents were confiscated by ISIS forces or it had 

been abandoned by them to avoid detection (i.e. Christ, Shabak, Yazidis, Assyrians 

and Shiites) (A. Mohammed, 2014). This has created one of the most critical issues for 

IDP families, as a late-2014 survey conducted by USAID indicated that 44% of all 
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IDP families had one or more members without a national identity card (IILHR, 2015). 

In particular, lack of identification makes some services unavailable to IDPs and 

restricts their movement. Identity documentation is also critical for registration with 

the Ministry of Migration and Displacement, which allows the Iraqi government to 

track IDPs and provide them with Non-Food Items (NFI) support, such as heaters, 

stoves, blankets, carpets and plastic sheeting (A. Mohammed, 2014). 

As a result, IDP become trapped in the camps and temporary shelters, due to the lack 

of their personal documentation (IILHR, 2015). Therefore. IDP had crowds on 

government offices in hostess cities to issue a replacements formal documents, which 

in turn negatively affect and disrupted the workflow in these offices (Al-Sabah, 2014; 

Dalshad, 2014). Iraqi G2C-ICT Services could make a significant positive change for 

IDP who suffer from a lot of hazards and contribute to relieving pressure on them 

(Alsaeed & Adams, 2015).  

2.4.4 Information Communication Technology (ICT) in Iraq  

Despite the insecurity, Iraq has reached the developmental level of using ICT tools in 

2007, as well the public service and the communication sector according to UN-

ESCWA (2007), particularly on telecommunications with much more success 

recorded. Moreover, Iraq started a better optimal usage of the internet in late 2002, 

with a magnificent effort invested in rebuilding and developing the network 

infrastructure (UN-ESCWA, 2007). Guo et al. (2015) asserted that although Iraq 

suffered from high levels of violence and corruption, it has observed that Iraq has 

succeeded in further developing its ICT infrastructure.  

In addition to that, On February 2006, the Ministry of Communication declared its 

strategy to offer network services, covering the whole country using the Wireless 
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Local Loop (WLL), and collaborative effort by Iraq Telephone Postal Company 

(ITPC) also enjoyed. The step was taken as part of the ministries’ strategies employed 

to improve the communication and network infrastructure, and also prepare a seven 

fibre–optic loops to establish a network control all over the parts of Iraq (UN-ESCWA, 

2007; Younus, 2014). The public and private sector of mobile companies that operated 

in Iraq during 2003 contributed reasonably to the resolution of the conflict in the 

country by raising Iraq's information society. In October 2003, three companies 

operating in Iraq obtained the Global System for Mobile communication (GSM) 

licences to distribute and offer handphone services, covering all parts of Iraq. 

2.4.5 Mobile Cellular Subscriptions and Internet Penetration in Iraq 

The continuing civil war occurring in Iraq is affecting essential services, but 

notwithstanding this predicament, the country resumes to sustain a functioning mobile 

sector in many geographic ranges. The penetration rate of mobile device exceeds 

82.18% per 100 people (ITU, 2017; Elebe, 2017; The world bank, 2018; Weber & 

Hamlaoui, 2018). Subscribers to telecom services are 1.27 million for mobile 

broadband and 29 million for mobile phone services. Mobile-cellular telephone 

subscriptions were 101 per 100 persons during 2014. The fixed-broadband 

subscriptions (per 100 people) increased from 0.0% in 2005 to 11.7% in 2014. The 

percentage of households with a computer increased from 5.0% in 2005 to 46.0% in 

2014. The percentage of households with Internet access at home increased from a 

deficient percentage to 45.0% in 2014, Individuals using the Internet increased from 

less than 1,0% in 2005 to 47.7% in 2015 (BuddeComm, 2018). 

The rate of the mobile user within the conflict area is 92.2% among IDP’s (Govermors, 

2015). Before the civil conflict, the ministry of communication in cooperation with the 
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telecommunication firms made considerable efforts to expand the cellular coverage. 

Nowadays, 4G LTE had been deployed across Iraq, and there was also a growing fibre 

optic network underway across parts of the country (GSMA, 2017). Due to the recent 

improvement in internet coverage across Iraq, internet usage on mobile phones among 

IDPs’ aged 15 to 24 have reached 80.1% (Govermors, 2015). According to ITU (2016) 

statistics, Iraq has 30.2 million cellular subscriptions from 2002 to 2016 as shown in 

Figure 2.7. 

 

 

The influence of the mobile internet is essential in countries where a significant 

amount of the population can only access the internet via a mobile device such as Iraq. 

The use of 3G and 4G technology allow the use of mobile data and internet services 

and refining access to information (GSMA, 2016). The major telecommunication 

providers in Iraq are Asiacell, Zain, and Korek, have launched major humanitarian 

projects to support IDPs with a sequence of charity assistance initiatives, which 

designed to enhance living conditions and support clear lines of communication. 

Figure 2.7. Cellular Subscriptions in Iraq (ITU, 2016) 
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The chairman of Asiacell Faruk Mustafa said: “Communication is vital in crisis 

situations and we are working hard to enable Iraq’s displaced population to call their 

loved ones and share the news with friends and family. We are supporting a range of 

services designed to re-connect people who have been forced from their homes, and 

ensure they have sufficient services” (Gsma, 2016). Therefore, Asiacell expanded its 

coverage to include all 18 governorates, where the network covers 99.06% of the Iraqi 

population, also made the distribution of 10,000 free SIM cards, and handsets 

distribution to support IDP’s in camps equipped with free mobile data. On the other 

hand, Zain is implementing a variety of initiatives including numerous commercial 

packages that are intended to ease the connectivity, offers discounted rates for IDP’s 

to use without having to worry about the cost. The rollout of mobile broadband 

networks across the country has led to a noticeable increase in connections penetration 

over the last few years, especially after the launch of 3G services connection from Zain 

and Asiacell (GSMA, 2016).  

Asiacell, Zain, and Korek in cooperation with UNOPS, UNHCR, Office of the 

Resident Coordinator, World Health Organization, OCHA, and World Food Program, 

established a call centre for IDPs. This call centre/hotline launched to provide 

displaced populations across Iraq with relevant information on humanitarian 

assistance; this initiative started in September 2015. Also, after setting up the hotline 

entire centre received around 54,461 calls, those were made seeking help in various 

areas across Iraq in 2016 (Ooredoo, 2014; Ericsson, 2016; GSMA, 2017). 

Overall, the high rate of mobile subscriptions and internet broadband among IDPs’ 

across various provinces in Iraq (Govermors, 2015; ITU, 2016; ITU, 2017; The world 

bank, 2018), and the conflicted environment highlights the significance of utilizing 

these technologies in enhancing governmental services delivery, especially for IDP. 
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G2C-ICT services represent an excellent opportunity to provide this essential service 

and eliminate some of the challenges faced by citizens and government offices as 

network coverage extends to almost all of Iraq.   

2.4.6 E-Government Project in Iraq 

The first evidence of e-governance in Iraq can be dated back to the year 2004, when 

the Ministry of Science and Technology signed a contract with an Italian company to 

formulate a plan for an Iraqi e-Government project. The first Iraqi e-Government 

project was a small project related to an e-traffic system. Eventually, in 2007, the Iraqi 

government decided to develop an e-Government project whereby the five most vital 

ministries would link to the Prime Minister’s office. The Council of Ministers order 

number 46 established the e-Government committee in 2009 and assigned the Ministry 

of Science and Technology as leadership. Since then, each Iraqi ministry has an e-

Government office (Mohammed et al., 2016). 

Ministry Of Science and Technology and the Iraq Commission for Computers and 

Informatics were the two primary centres that worked together to link with public 

administration agencies with the aid of Wireless Broadband Network. Which used as 

the wireless network that serves as the backbone to integrate electronic government 

and Management Information System (MIS) (UN-ESCWA, 2007). 

Iraq has three main electronic centres for the delivery of e-G services; Baghdad, 

Nasiriyah, and Erbil. According to Chatfield and Alhujran (2009), Iraqi e-G project at 

present reached the two-way interaction stage. Moreover, there are many benefits can 

be achieved through the expansion of implementing e-G services in Iraq. For 

examples, the enhancement of good governance, transparency and accountability 

among the agencies; thus, they increase the mutual trust between the government and 
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the citizens. The e-G reduces the running cost of the government administration, so it 

makes the government budget more reasonable and masses-friendly. Finally, the 

government to business service will enhance and strengthen the intra-agency 

communication within all levels of the government and the entire society as well (UN-

ESCWA, 2007; UNPAN, 2014). 

The e-G applications are very important to help the user to achieve the transactions 

quickly. E-G is still the high-priority application that helps citizen (e.g. IDPs) to deal 

with the government offices. Moreover, e-G makes an opportunity available to the 

beneficiaries to get the benefit from this service, such as reducing the cost of the 

transactions, improving the quality of the services, increasing the transparency, and by 

using the online services the citizens will be safer from the explosion, killing, and 

kidnapping (keep them secure). Therefore, it is imperative to study the usage behaviour 

and increase the acceptance of e-G by usage among citizens, especially war-torn 

citizens, in countries suffering from conflicts and violence. 

2.4.7 Iraqi Electronic Government Pathway  

The e-G strategy is believed to be the best adaptable strategy worthy of being 

implemented and utilised to attain a reasonable level of success if the procedural steps 

made with highly sophisticated support and sponsorship. Hence, the government 

sector delivered an integrated service designed for an improved opportunity to achieve 

a better community participation despite some other challenges posed to the 

development process (AL-Dabbagh, 2011; Faaeq, 2014). Further, to achieve the 

success of e-G, it is critical to understand and influence citizens’ usage behaviour of 

e-G services (Fu, Farn, & Chao, 2006). Due to the success of the e-G initiative is 

contingent upon citizens’ willing to use these services because its voluntary and not 
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compulsory (Limayem, Hirt, & Cheung, 2007b; Park, 2008). Furthermore, for the 

success of e-G services, many strategies are highlighted, including theories that apply 

to different fields of the information system to test its usage behaviour. Have been 

further discussed in the explanation of information system models and theories. In 

general, an information system indicates that its eventual success depends on its usage 

behaviour and continued use rather than first-time use (Limayem et al., 2007b; 

Wangpipatwong et al., 2008). Furthermore, United States Agency for International 

Development (USAID) and Ministry Of Sciences and Technology (MOST) built a 

strategy during 2003-2010, which aimed at developing the Iraqi e-G project as shown 

in Figure 2.8.  

 

The pathway of Iraq e-G started in 2003, where the services provided in the initial 

phase, and then, followed by the identification phase, where the government started 

information communication technology. In 2006/7, the government built a phase and 

came with standards and structures. Next, there is a new stage called the integration 

phase, where the government started building the e-G platform in 2010. Finally, the 

2003 
2004/5 

2006/7 

2010/- Service 
Difficulties 

ICT 
Strategy 

Standards  
Org. Structures 

Capacity building 
e-G Platform  

Service 
Integration  

Figure 2.8. Pathway of e-G in Iraq 2003-2010 (Al-Sammarraie & Khaleel, 
2016) 



65 
 

current stage involves the integration of the services and expands the phase. The e-G 

strategy has the best possible chance of success if the process moves forward with 

high-level support and sponsorship (AL-Dabbagh, 2011). A government sector 

delivered integrated services and improved opportunities for community participation. 

Nonetheless,  there are several challenges which exist, and it faces the development 

and implementing the process (AL-Dabbagh, 2011; Faaeq, 2014). 

2.4.8 Assessing E-Government Progression Level in Iraq 

Evaluating Iraqi e-services’ efficiency and technical sophistication is considered a 

critical issue because it may not reach the acceptable level to accomplish the 

governmental transactions. Moon (2002) described an e-government development by 

the 5-stage model of various levels of interaction with its users and the degree of 

technical sophistication. The model emphasises that there be various stages of e-

government, which reflect the level of technological sophistication and interaction 

with users. Each stage is described further in the following:  

Stage 1. Simple information dissemination (one-way communication): The 

government's basic electronic and static data used to view the 's information on the 

website online. 

Stage 2. Two-way communication (request and response): This stage allows the 

interaction between citizens and government. The two-way interaction method allows 

citizens to interact, download forms, and submit forms online to the government. 

Stage 3. Service and financial transactions: At this stage, the government allows 

citizens to conduct financial transactions through the web portal provided by the 

government, such as paying taxes, fines, along with the ability to pay the water and 

electricity bills.  
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Stage 4. Integration (horizontal and vertical integration): At this stage, the government 

integrates services and the participation of all the data to enhance efficiency, ease of 

use, and effectiveness of e-government services. This stage is difficult for the 

government because it will take a long time and many resources to merge services.  

Stage 5. Political participation: this stage promotes and develops political participation 

through the Internet, such as electronic voting and opinion polls, where broader and 

direct interaction with the citizens occurs. At this stage, the political activities provided 

online for citizens. 

Another e-government assessment model developed by the United Nations Division 

for Public Economics and Public Administration in 2002 to identify the five stages for 

quantifying progress of e-government (UNDPEPA, 2002).  The Study identifies e-

Government stages as representative of the Government’s level of development based 

primarily on the content and deliverable services available through official websites. 

These stages are: 

• Emerging: An official government online presence is established through a few 

independent official sites.  The information in this stage is limited, basic and static.  

• Enhanced: Government sites increase; its information to become more dynamic. 

Content and information are updated with greater regularity.  

• Interactive: Users can download and upload forms, e-mail officials, interact through 

the web and make appointments and requests.  

• Transactional: Users can pay for services or conduct financial transactions online.  

• Seamless: Full integration of e-services across administrative boundaries. Total 

integration of e-functions and services across administrative and departmental 

boundaries. 
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Each development stage has different features for collaborations or interactions. 

Therefore, each government organisation and agencies may reach different 

development level that means it does not depend on customer needs but it is based on 

the organisation and agencies abilities. Since 2009, most of the Iraqi G2C-ICT services 

reach two-way interaction stage of Moon (2002) model which is equivalent to the 

Interactive stage in UNDPEPA (2002) model (Chatfield & Alhujran, 2009; Iraq 

Electronic Services, 2016). Figure 2.9 shows the main page of Iraq e-Gove portal. 

 

Figure 2.9. The main page of Iraqi e-government portal 

The aims of e-G are not only the transformation from manual workflow into electronic, 

it's about making services easy and accessible via the Internet to all citizens 24/7. 

Transfer the existing government functions to an electronic platform will keep it safe 

and accessible. However, the transformation process in the unstable situation also calls 

for rethinking, about the best ways that it should carry out by the government in order 

to improve processes and integration to introduce best services to citizens and mitigate 

the pressure on them (Al-Hashmi & Darem, 2008; Alsaeed et al., 2014a). 
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Iraqi e-services project has reached the two-way interaction stage in the e-services 

projects development, which is considered a satisfactory stage (Chatfield & Alhujran, 

2009). The majority of Iraqi ministries are in touch with the Iraqi citizens by many 

electronic services. It is worth to mention that many transactions can be done by 

depending even partially on G2C-ICT services. These available services help citizens 

to shorten transactions procedures, reduce the time, and minimise the effort to perform 

the transaction (Ibrahim, 2014; Iraq Electronic Services, 2016; The Iraqi Ministry of 

Interior 2014). Table 2.4 shows some of the Iraqi online services categorised by 

ministries 

Table 2.4 
Iraqi Governments to Citizen’s ICT Services 

Ministry Name  Services Provider  The Service  
Ministry of 
Interior 

Directorate General of 
Nationality And Civil 
Status 

-Issuing the ID card 
-Issuing the Nationality 
certificate 
-Issuing the Birth Certificate 

  -Issuing the Death Certificate 
  -Issuing the marriage certificate 
 Central Office of 

Information 
-Issuing housing cards 

 -Renovation citizens information 
 General Directorate of 

Passports 
-Issuing passports 

 - Visa granting and residence 
card for foreigners 

 General Directorate of 
Traffic 

-Issuing driving licences 
 -Issuing Vehicle registration card 
  -Query for traffic fines 
Ministry of 
Finance 

General Insurance 
Company 

-Issuing insurance for life 
and property 

 The Directorate of 
General Retirement 

-Issuing retirement card and 
amount of salary calculation 

 Directorate of Tax -Providing information and 
obtaining taxes 

Ministry of 
Trade 

General Company For 
Foodstuff Trading 

-Issuing consolidated food card 
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Ministry of 
Higher 
Education 

The Directorate of 
Equivalence of 
Degrees  

-The ratification of academic 
certificates 

The Directorate of 
Central Admission 

-Applying for universities and 
institutes 

Ministry of 
Justice 

Supreme Judicial 
Council 

-Registration of the marriage 
contract 

Ministry of 
Labour And 
Social Affairs 

Department of 
Employment And 
Loans 

-Provide jobs for the unemployed 

Ministry of 
Science and 
Technology 

Directorate of Research 
and Development 

-Issuing Patent certificate 

High Electoral 
Commission 

High Electoral 
Commission 

-Voter registration 

 It is noteworthy that, the offices which belong to the the Ministry of the Interior has 

faced the largest crowd numbers of people compared by the others Ministrys office 

(Alsabah, 2014; Dalshad, 2014), due to the lack of identity documents and their quest 

to issuing missing documents (IILHR, 2015).  

2.5 Usage Behaviour of G2C-ICT Services 

Information science is a discipline that investigates the properties and behaviour of 

information, the roles governing the flow of information and the means of processing 

information (Borko, 1968) as cited by (Huang, 2017). Hawkins (2001) also indicated 

that information science draws on essential concepts from related disciplines such as 

behavioural science, communications, management and computing technology to 

become a whole focusing on information. Within such related disciplines, behavioural 

science involves psychology and human-computer interaction.  

From the perspective of behavioural science, researchers within the information 

science field may examine the use of information technology in society, along with the 

interaction between people, organisations, and any existing information systems 

(Hawkins, 2001). Thus, behavioural studies of information systems users may help 
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information science researchers to understand what factors determine the use of 

information systems. As a result, the supplier may develop strategies to encourage 

beneficiaries to use information systems and, thereby, information may be transmitted 

and shared effectively through information systems use (Huang, 2017). 

Actual or usage behaviour refers to the individual’s notable response in a specific 

situation with regards to a specific target, with behaviour as a function of compatible 

intentions (Walela, 2009). As a field, behavioural psychology proposes theories to 

explain the individuals’ adoption of new ICT, where behaviour is a critical factor for 

successful services (Al-Mushasha & Hassan, 2011; Pessemier et al., 2016; Yilmaz et 

al., 2013). According to Davis et al. (1992) and Igbaria (1992), the broader use of 

Information Systems is a significant determinant of successful/failed IS projects. It has 

been an important objective for the suppliers of modern technologies to determine why 

users accept or reject IS under their volition. Therefore, research in this area is 

sufficient to determine relevant factors that would assist the developers to create 

systems that users are inclined to use. Palanisamy (2004) stated that IS acceptance and 

voluntary use is essential for technology success, and unused system provides no 

value. 

2.6 Review of the Previous Related Studies 

In the case of Iraq, there are few studies that have dedicated to examining online 

services. These studies investigated different aspects of the Iraqi online services. For 

instance some studies examining the architecture of the services (Mohammed, Hasson, 

Shawkat, & Al-khafaji, 2012), design and usability (AbdulWahid, 2015; Abdulwahid 

et al., 2014; Abdulwahida, Mutaliba, Yusofa, & Alib, 2014; Salih, 2012; Wahid, Ali, 
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Ismail, & Mutalib, 2015), and the challenges and future steps (Al-Taie & Kadry, 2013; 

Aldabbagh, 2011; Ibrahim, 2014; Mohammed et al., 2016; Younus, 2014). 

On the other hand, Al-khafaji, Shittuline, and Osman (2012) planned to examine the 

effect of resistance to change on Iraq’s G2G services among employees working in 

governmental agencies. In another study by the same authors (Al-khafaji, Shittu, & 

Osman, 2014a) used qualitative method and diffusion of innovation theory in their 

attempt to identify the top factors that influence the electronic interaction between 

local Iraqi agencies.  

Nevertheless, studies concerning the acceptance usage behaviour of online services in 

Iraq are still scarce, where there are only a few studies dedicated to it (Al-Swidi & 

Faaeq, 2018; Al Imarah, Zwain, & Al-Hakim, 2013; Faaeq, 2014; Faaeq, Alqasa, & 

Al-Matari, 2014). Al-Sammarraie et al. (2016); Al-Swidi and Faaeq (2018); Alimarah 

et al. (2013); Faaeq (2014); Faieq (2016a, 2016b) employed the UTAUT model to test 

the acceptance and use of e-government services among staff in the higher education 

institutions in Iraq. Al Imarah et al. (2013) findings indicated that certain factors affect 

the services usage behaviour such as Effort Expectancy, Performance Expectancy, and 

Facilitating Conditions with the exclusion of social influence that was found to have 

an insignificant effect on the usage behaviour.  

Moreover, the UTAUT was also utilised by Alqasa and Al-Matari (2014) in their 

recent study that investigated the e-G adoption among Iraqi public agencies. They 

selected three variables namely social influence, performance expectancy and effort 

expectancy for their testing and found a positive impact from all the three variables on 

e-G usage behaviour. Their findings support the contention that mixed findings stem 

from different countries characterised by a different culture, sample sizes, nations, 
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economic, environmental and political situations. The main contribution of their study 

is its examination of the phenomenon in a new environment. 

Regarding the civil conflict and its effect on the acceptance of online governmental 

services, there have been a few researchers attempted to investigate this matter. First 

attempted was by Khan (2010); Khan et al. (2012); Khan et al. (2010). They draw 

upon the conflict theory, digital divide, and technology adoption literature, to deal with 

the civil conflict, behavioural conflict, and digital divide issues of e-G in Afghanistan. 

They empirically tested a model to predict citizens’ perception of e-government 

service in a conflict zone using a sample size of 360 citizens from two peaceful 

provinces of Afghanistan. Results indicated that civil conflict and behavioural conflict 

played a moderating role between the relationship of digital divide and e-government 

service use intention. Furthermore, access and social divide had a significant effect on 

e-government service use intention. However, the researchers tried to investigate the 

civil conflict influence by conducting their study among samples of the population 

from two peaceful provinces and living in normal circumstances (Internet cafes 

customers and university students), rather than real affected citizens by war and civil 

conflict. 

The second attempted was by Al-Sammarraie et al. (2016); Al-Swidi and Faaeq 

(2018); Faaeq (2014); Faieq (2016a, 2016b). They extended the UTAUT model by E-

Services Awareness and PICC in their attempt to predict continued usage intention of 

e-G among Iraqi universities employee. They found a significant influence of e-

services awareness, performance expectancy, facilitating conditions, and effort 

expectancy on usage behaviour, and an insignificant influence of PICC, social 

influence, education, income, experience, age and gender. However, the models of 

prior studies concerning continues use of the e-G based on UTAUT. They repeated the 
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model with the exclusion of other theories like TIB and the influence of other variables 

like trust and information security. On another hand, all the studies were conducted 

among samples of the population living in normal situations (universities employees) 

in relatively safe areas, rather than citizens affected by war and civil conflict like IDP 

with multiple stressors such as lack of income, shelters, and healthcare (UNHCR, 

2015a; UNOCHA, 2014). 

The third attempted was by (Glood et al., 2016a; Glood, Osman, & Nadzir, 2016b). 

They tried in their studies to investigate the contributing factors of m-G success in the 

Iraqi context using a quantitative method to collect data from Iraqi citizens in rural 

areas. Results show that information quality has a positive effect on the use of m-G, 

whereas the use of m-G has a substantial effect on the net benefits of m-G services. 

The moderating effect of civil conflicts between the use and net benefits of m-G is 

supported negatively. Nevertheless, the prior studies’ findings are not applicable to the 

war-torn citizens in unstable environments due to two reasons. First, the studies 

conducted in south Iraq, which is a safe area and out of the civil conflict zone (Institute 

for Economics and Peace, 2015, 2017, 2018). Second, the survey was about one 

application concern the weather, it is not related to the governmental transactions and 

not affected by civil conflict. Also, it can be dispensed with tens of popular 

applications that provide more accurate weather information.  

On the other hand, Abraheem and Adams (2017); Alsaeed et al. (2014b, 2017) made 

a review for the IS literature to extract and evaluate (by a panel of experts) the main 

factors that influence and contributes toward a successful implementation of e-

Services in Syria which is unstable country. The resulting derived table of factors and 

conceptual framework provides some insight to which factors may have the most 

influencing impact on e-services implementation for nations going through 
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geopolitical uncertainty. In sum, there is a lack of empirical studies that investigate the 

determents of the Intention and Usage behaviour of G2C-ICT services among war-

torn citizens like IDP in unstable and dangers environments. 

2.7 Review of IS Usage Behaviour Theoretical Frameworks. 

A variety of theoretical perspectives used by IS researchers in studying the individual’s 

reactions to computing technology. This section presented some of the theoretical 

frameworks used in IS research; these include (a) Theory of Reasoned Action (TRA), 

(b) Theory of Planned Behaviour (TPB), (c) Technology Acceptance Model (TAM), 

(d) Innovation Diffusion Theory (IDT), (e) Motivational Model (MM), (f) 

Decomposed Theory of Planned Behaviour (DTPB), (g) an extension of TAM or what 

is known as TAM 2, (h) Unified Theory of Acceptance and Use Technology Model 

(UTAUT), (i) Technology acceptance model 3 (TAM3), and (j) Theory of 

Interpersonal Behaviour (TIB). 

Researchers in the field of information systems such as Compeau, Higgins, and Huff 

(1999) noted that behaviour in the IS theoretical frameworks (e.g., the use of 

computers, use ICT services) viewed as the result of a set of beliefs about technology 

and a set of effective responses to the behaviour. For instance, the beliefs are 

represented by the perceived characteristics of innovating in Innovation Diffusion 

research, by perceived usefulness and perceived ease of use in the Technology 

Acceptance Model, by behavioural beliefs and outcome evaluations in the Theory of 

Planned Behaviour, and by outcome expectations in the Social Cognitive Theory 

(Compeau et al., 1999). Effective responses typically measured by attitudes towards 

using an individual’s evaluation of the behaviour as either positive or negative. The 

commonalities in these models reflect a belief in the cognitive basis of behaviour.  
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The body of research based on these theoretical frameworks has produced some useful 

insights into the cognitive, affective and behavioural reactions of individuals to 

technology, and into the factors that influence these reactions. 

2.7.1 Theory of Reasoned Action (TRA) 

TRA is one of the behavioural theories used in studying the behavioural intention of 

the individual to adopt and use the innovation. It was developed by Fishbein and Ajzen 

(1975) with a model that focuses on behavioural intention instead of actual usage. 

According to Kim, Lee, and Yoon (2015), TRA is one of the widely used models to 

determine behavioural intention, using its four determinants which are (a) attitude, (b) 

behavioural intention, (c) actual use, and (d) subjective norms. In TRA, the actual use 

is determined by the behavioural intention instead of attitude towards users’ behaviour. 

The behavioural intention determined by users’ attitude and subjective norms 

(Fishbein & Ajzen, 1975). Furthermore, the users’ attitude is said to be determined by 

the person's belief about the consequences of the behaviour and also referred to the 

individual's feeling towards performing a behaviour. While the subjective norm 

defined as the user's belief in the importance of the opinion of other people as to 

whether or not he/she performs a behaviour (Southey, 2011). Figure 2.10 shows the 

diagram of the TRA model with its components.  

 

 

  
 

Attitudinal beliefs 
and evaluation 

Behavioural 
Intention Actual Use 

Normative beliefs 
and motivation to  Attitude  

Subjective 
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Figure 2.10. Theory of Reasoned Action  
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TRA presented as one of the most import ant users’ acceptance models that have used 

in examining the acceptance of information technology in business organisations. 

However, a comparison between the TRA and theory of planned behaviour (TPB) 

showed that TPB is stronger (higher ability) than TRA in testing the individual's 

intention to use (Faaeq, 2014). Moreover, TRA has been tested widely in sociological 

and psychological research, the literature of information systems has also presented 

some disadvantages of TRA. It argued that many other factors could influence users’ 

behavioural intention to use information technology, such as E-services awareness and 

not only subjective norms and attitude. Furthermore, some studies found TRA to be 

lacking in some ways, for example, TRA leaves aside factors that could also have an 

influence on behavioural intentions and on the behaviour itself. Likewise, TRA 

ignored the unstable circumstances and how the unique status might affect the 

intention and usage of technology (Faaeq et al., 2013; Khan, 2010; Khan et al., 2012; 

Khan et al., 2010). 

2.7.2 Theory of Planned Behaviour (TPB) 

The TPB developed by Ajzen (1985) is based on TRA to present the situations when 

the human does not have complete control over their behaviour. TPB defines the 

relationships between beliefs, attitudes, norms, behavioural control, intentions, and 

behaviour. As an illustration, Figure 2.11 shows that Attitude toward Using, Subjective 

Norms, and Perceived Behavioural Control influence an individual’s Behavioural 

Intention to perform a given behaviour.  
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This theory adds other factors like behavioural control which defines a person’s 

perception of how he/she can perform a particular behaviour while the availability of 

facilities and resources also help persons to have control over their identified 

behaviour. Theory of planned behaviour widely applied in information and 

communication technology in the context of evaluating a variety of behaviours. Also, 

the TPB model explains how a person has complete control over his/her behaviour. 

However, just like TRA, TPB model does not consider all factors like Information 

Security and civil conflicts and violence from the possibility of influencing usage 

behavioural of information technology. 

2.7.3 Technology Acceptance Model (TAM) 

TAM is an instrument developed by Davis in (1989), it is used to predict and measure 

user's acceptance and use of information technology and other computer applications 

(Davis et al., 1989). Moreover, it was presented as one of the most significant 

acceptance and usage of information technology and information system models which 

have been widely applied by researchers to examine the information technology 

acceptance proved to be a strong predictor of computer technology use (Davis, 1989; 

Lai & Li, 2005). Despite the vast usage of TAM and its popularity, many researchers 

have indicated its weakness lies in its non-inclusion of other variables that could be 
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Figure 2.11. Theory of Planned Behaviour (Ajzen, 1991) 
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used to determine persons’ attitude. For instance, Abdelghaffar and Magdy (2012) 

argue that TAM may not be suitable to explain the adoption and use of different types 

of technologies and service channels since it does not take into account other issues 

such as trust, risk and social factor. Since the establishment of TAM, some researchers 

try to improve to increase the capability of description and explanation of the TAM 

Model (Lee et al., 2010). Figure 2.12 illustrates the components of TAM. 

 

 

 

 

 

 

2.7.4 Diffusion of Innovation (DOI) 

Diffusion of innovation defined as a process that is used to convey innovation and 

spread its emergence among members of a social setting through some particular 

channels over a given period (Rogers Everett, 1995). Innovation intended for adoption 

is defined as art, idea, practice, or an object that is perceived as new by an individual. 

Innovation Diffusion Theory (IDT) had been in use to examine the acceptance of 

innovations in many fields, such as agricultural tools and organisational innovations 

since 1960 (Rogers, 2010) while Moore and Benbasat (1991) re-defined it with seven 

constructs for the adaptation of IDT into the information system context. 

Figure 2.12. Technology Acceptance Model (TAM) (Davis, Bagozzi, & 
Warshaw, 1989) 
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Regarding that added constructs, relative advantage is the first one, which defined as 

the degree to which an individual perceives that innovation will improve his/her work 

performance. Followed by compatibility which defined as the extent to which a user 

perceives that he/she has the knowledge and resources to use an innovation. Thirdly, 

complexity (ease of use), which is explained as the degree of ease associated with the 

use of innovation, then fourthly is a trial ability which explained as the opportunity of 

trying a particular system by users before it used. Fifth, observability (result 

demonstrability) is explained as the degree to which the results of the experience are 

clear to the other members of the social setting, followed by an image, which is a 

construct that explains the degree to which a user perceives that using a technology 

will enhance his/her image or status in the social setting. The last construct is the 

voluntariness of use that referred to as the degree to which an individual believes that 

using a particular technology will be free (i.e. Not mandatory) (Moore & Benbasat, 

1991). 

IDT theory is used to examine the users’ acceptance of computer programmes (such 

as computer games) and other widely used technologies because it uses 

communication and media channels to deliver innovation to society (Alrawashdeh, 

2011; Faaeq, 2014). However, similar to other theories and models, IDT has its 

disadvantages, too. According to (Rogers, 2004), IDT as an acceptance model only 

focused on the attributes of the innovations without considering any other 

psychological factors that influence the acceptance of innovations, such as effect of 

civil conflicts and violence on the users’ perceptions towards the adoption of a 

technology (Khan, 2010; Khan et al., 2012; Khan et al., 2010). 
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2.7.5 Motivational Model (MM) 

Davis et al. (1992) adapted the motivational model into information technology 

context. The purpose of this model is to evaluate the psychological motivations of 

individuals in perceiving a behaviour. This model determines users’ behaviour by 

perceiving the extrinsic motivation and intrinsic motivation. The extrinsic motivation 

is the degree to which a user perceives that using a particular information technology 

will enable him/her to achieve better outcomes (Alrawashdeh, 2011; Faaeq, 2014). 

While the intrinsic motivation is the degree that makes a user execute a behaviour 

because he/she does not have a motivation other than carrying out the activity 

personally. For instance, a user will use a system if he/she perceives that using that 

system will be enjoyable, or he/she has the experience in using a system (Venkatesh 

et al., 2003). Motivational model (MM) is a popular model, which has been used as a 

research framework for many studies from different contexts and fields. 

However, MM as a model that focuses on characteristics of technology, despite its 

weaknesses, has been evaluated and adopted by many researchers in specific areas, 

such as information system and business because extrinsic motivation and intrinsic 

motivation are not the only factors that determine a user's intention to use information 

technology. The weakness of this model, such as other models, is in neglecting to 

measure the influence of trust, security, conflicts and violence among users. 

2.7.6 Decomposed Theory of Planned Behaviour (DTPB) 

Taylor and Todd (1995) combined TPB constructs with some adapted constructs to 

present a new design of the TPB model, which considered as helpful to the perception 

of the relationships between the belief structure and the Behavioural Intention. Figure 

2.13 shows the constructs of DTPB model.  
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DTPB model presents three sets of belief structure which are attitudinal beliefs, 

normative beliefs, and control beliefs. The formal Perceived Behavioural Control 

constructed into the DTPB in which Taylor and Todd (1995) categorise into Self-

Efficacy and Technology Facilitating Condition, Resources Facilitating Condition. 

Additionally, Taylor and Todd explain that, when comparing the TPB and DTPB, the 

decomposition outcomes some added values, regarding increased descriptive, high 

accuracy, and more understanding of the antecedents of behaviour. Also, the DTPB 

provides a complete understanding of a behaviour practice and more efficient 

assistance to IS managers and researchers who are interested in the field of study.  

The DTPB model uses constructs from the Innovation Diffusion Theory characteristics 

by Rogers (1995) as Attitude dimension (Perceived Usefulness, Compatibility, Ease 

of Use), Subjective Norm dimension (Peer Influence and Superior's Influence), and 

Perceived Behavioural Control. In other words, DTPB supports a broad approach to 

understanding how an Attitude, Subjective Norm, and Perceived Behavioural Control 

can influence the individuals’ intention to perform the behaviour. However, this hybrid 

model neglects the influences of unstable circumstances on the users. 
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Figure 2.13. Decomposed Theory of Planned Behaviour 
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2.7.7 Extension of the TAM (TAM2) 

Venkatesh and Davis (2000) developed an extended TAM or TAM2 to further explain 

users’ intention and the perceived usefulness using the cognitive instrument process 

and the social influence process. The social influence process is explained to have three 

interrelated factors that affect individual behaviour, to determine if the user rejects or 

adopt the technology. Figure 2.14 shows the components of TAM2.  

 

 

The first identified factor is a subjective norm that refers to a user who believes in the 

importance of the opinion of other people as to whether or not he/she uses technology 

(Lee, Braynov, & Rao, 2003a). Then secondly is an image which refers to the level of 

the user perceives that the particular system's usage drive the improvement of his/her 

image or status, while the last factor is voluntariness (Moore & Benbasat, 1991), a 

factor that defined as the level of the user believes that the actual usage of a particular 

technology is voluntary.  

2.7.8 Unified Theory of Acceptance and Use of Technology (UTAUT)  

The UTAUT is a technology acceptance model developed by Venkatesh et al. (2003). 

The significance of UTAUT is to clarify the individual intentions to use information 

technology. Venkatesh et al. (2003) developed UTAUT through analyses on a 
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Figure 2.14. Components of TAM2 (Venkatesh & Davis, 2000) 



83 
 

combination of eight models and theories that have been employed by IS researchers 

to identify and explain information technology acceptance and usage. The theories are 

(a) TRA, (b) TAM, (c) MM (d) TPB, (e) C-TAM-TPB (f) MPCU (g) DOI, and (h) 

SCT. UTAUT has four constructs to predict users’ behavioural intention and behaviour 

of use, namely: (a) performance expectancy, (b) effort expectancy, (c) social influence 

and (d) facilitating conditions (Venkatesh et al., 2003). The relationships between 

these constructs, behavioural intention and behaviour of use are moderated by four key 

factors, i.e., age, gender, voluntariness and experience (Venkatesh et al., 2003). The 

following Figure 2.15 shows the UTAUT diagram. UTAUT has been widely adopted 

in the different studies that tend to be relevant and recent in the realm of technology 

acceptance studies.  

 

 
 

 

 

 

 

Figure 2.15. UTAUT (Venkatesh et al., 2003) 

UTAUT used in understanding the influencing factors on the individuals’ acceptance 

of the innovation, and it provides for managers a useful way to estimate and evaluate 

the success of using new technologies. There are much information systems studies 

adopt UTAUT as underpinning theory and extend UTAUT by adding new variables 

and examine the new model. 
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2.7.9 Technology Acceptance Model 3 (TAM3) 

The Technology acceptance model 3 (TAM3) developed by Venkatesh and Bala 

(2008) via extending of TAM, due TAM often needs to expand or extend its scope 

through the addition of new related variables to capture the characteristics of the new 

technology in question (Venkatesh & Davis, 2000). This extension was motivated by 

the need to predict the usability of new information technology and to identify and 

stimulate the use of the technology. Synthesising prior research on TAM model, 

impose (Venkatesh & Bala, 2008) to proposed TAM3 to address these concerns. 

TAM3 is a new development in the adoption technology domain. Undoubtedly, the 

TAM3 theory has made significant theoretical contributions by identifying the 

determinants of perceived ease of use and perceived usefulness. TAM3 model has 

incorporated elements of context, content, process, and individual differences 

(Venkatesh & Bala, 2008). The TAM3 model that provides rich details on capturing 

the dynamics and complexity of technology adoption. There has been far too little 

research on applying the TAM3 model in various contexts and domains (Faqih & 

Jaradat, 2015). Figure 2.16 shows the components of TAM3. 
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2.7.10  Theory of Interpersonal Behaviour (TIB) 

The Theory of interpersonal behaviour (part of the Triandis (1980) Model of 

Subjective Culture and Social Behaviour) used by information system researchers as 

a basis for studying individual IT acceptance and usage behaviour (Al-Khaldi & 

Olusegun Wallace, 1999; Bergeron, Raymond, Rivard, & Gara, 1995; Betts, 

Setterstrom, Pearson, & Totty, 2014; Chang & Cheung, 2001; Cheung, Chang, & Lai, 

2000; Moody & Siponen, 2013; Nadhrah & Michell, 2013, 2014; Pare & Elam, 1995; 

Robinson, 2010; Thompson, Higgins, & Howell, 1991, 1994). Thompson et al., 

(1991,1994) and Bergeron et al. (1995) are among the first researchers who have used 

this theory in the field of the information system. They sought to explain the personal 

computer usage, and information systems use by grounding their research models on 

a TIB theoretical framework, which explicitly addresses the social, cultural, political 

and organisational factors that may influence and explain the user’s behaviour in a 

theoretical framework.  

Essentially, the TIB is like the other intention-behaviour models in that it also proposes 

a set of psychosocial factors that influence the realisation of behaviour. Also, to 

address social, cultural, political and organisational factors, the theory proposed by 

Triandis (1980) incorporates many of the same concepts and constructs as TRA but 

also modifies and redefines them. For instance, while TRA considers all beliefs that a 

person has about an act or behaviour, Triandis makes a distinction between beliefs that 

link emotions to the act (occurring at the moment of action) and beliefs that link the 

act to future consequences. To encompass a larger number of relevant variables, 

Triandis proposed a theoretical network of interrelated hypotheses around the 

constructs of attitude and behaviour, placing them in the broadest possible context. 

The major constructs of the TIB and the relations among them leading to their 
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influence/explanation of the behaviour of an individual diagrammatically depicted in 

Figure 2.17.  

 

Figure 2.17. Theory of Interpersonal Behaviour (Robinson, 2010) 
 

The TIB has proven its predictive capabilities in explaining and predicting behaviour. 

The question then arises of why it has not been used in research to the same degree as 

other psychosocial models. Several major criticisms launched at Triandis TIB. 

Bergeron, Raymond, Rivard, and Gara (1995), Godin (2008) and Robinson (2010) 

state that Triandis' TIB framework is not only complete, but it is also quite complex. 

Godin (2008) indicated that the TIB is used less frequently by researchers because 

researchers prefer parsimonious (less complex) models. The more complex a model 

is, the less it used in empirical research (Martiskainen, 2007). The TIB contains more 

variables and constructs that were initially not given much attention to other similar 

models (facilitating conditions and habits). Another reason, the TIB used less 

frequently because Triandis (1980) does not provide clear guidelines for the 

operational definition of the variables within his model, unlike the TPB for example. 

The operational definitions of the variables within the TIB left to the researcher 

without clear specifications from Triandis (Godin, 2008; Robinson, 2010).  

Godin (2008) states that many scientists were previously unaware that essential 

concepts such as facilitating conditions were a part of the TIB, as many of Triandis’ 

concepts incorporated into the TPB as an extended TPB. Within the above-noted 
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criticism of Triandis’ TIB, one needs to appreciate the continued valuable predictive 

power of the model with regards to behaviour (Godin, 2008; Robinson, 2010). 

2.7.11 Recent Examples of TIB Researches 

The TIB has received little attention in information system area. However support for 

its use can be found from other research disciplines. The health sciences have used the 

TIB more widely, and studies have shown the model to be useful for a range of social 

behaviours (Winzenberg & Higginbotham, 2003). Research by Gagnon et al. (2003) 

concluded that the TIB had advantages over other models due to its more 

comprehensive approach and Gagnon, Sánchez, and Pons (2006) supported the use of 

the TIB because it could be applied to a variety of situations in the field of 

implementation science. 

While the TIB has been used somewhat infrequently in IS research but has shown to 

be useful in explaining behaviour (Zill, Saddam, Ramayah, & Muhammad Imran, 

2017). The following Table 2.5 contains the existing studies that adopted TIB either 

entirely or partially by a combination with other theories and factors in various 

contexts, in the period between 1995 (the start time of electronic services) and 2017. 

Table 2.5.  
The Existing Studies Adopted TIB with Context and Additional Constructs 
Author & 

Year 
Context Examined TIB Constructs Depend. 

Variable 
Additional 
Discovered 
Constructs 

Bergeron 
et al. 
(1995) 

Executive 
Information 
Systems 

Affect, Habits Hierarchies, 
Facilitating Conditions, 
Consequences, Social 
factors. 

Usage 
Behaviour 

- 

Pare and 
Elam 
(1995) 

Personal use of 
the computer  

Social norms, Beliefs, 
Anxiety, Organizational 
Facilitating Conditions, and 
Habits. 

PC Use Enjoyment, Perceived 
Usefulness, and 
Departmental 
Facilitating 
Conditions 
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Author & 
Year 

Context Examined TIB Constructs Depend. 
Variable 

Additional 
Discovered 
Constructs 

Cheung et 
al. (2000) 

Personal use of 
the Internet 

Affect, Social factors, 
Facilitating Conditions. 

Current 
Usage 

Near-term 
Consequences, Long-
term Consequences, 
and Complexity. 

Chang 
and 
Cheung 
(2001) 

Personal use of 
the Internet 

Affect, Social factors, 
Facilitating Conditions. 

Intention Near-term 
Consequences, Long-
term Consequences, 
and Complexity 

Gagnon et 
al. (2003) 

Telemedicine 
adoption by 
physicians 

Affect, Intention, Habits, 
Perceived Consequences, 
Facilitating Conditions, 
Social Factors (as Perceived 
Social Norms, Personal 
Normative belief, Role 
beliefs, Personal Normative 
Belief, Self-Identity). 

Behaviour - 

George 
(2003) 

Executive 
Information 
Systems 

Habits, Affect, Social 
Factors, Consequences, 
Facilitating Conditions.  

Behaviour - 

Woon and 
Pee 
(2004) 

Personal use of 
the Internet 

Affect, Intention, 
Facilitating Conditions, 
Perceived Consequences, 
Habits, and Social Factors. 

Internet 
Abuse 
Behaviour 

Job Satisfaction 

Ikart and 
Ditsa 
(2004) 

Executive 
Information 
Systems 

Habits, Facilitating 
Conditions, Social Factors, 
Perceived Consequence (as 
Attitudes towards Using). 

Actual 
System 
Use 

Perceived Usefulness, 
Perceived Ease of 
Use. 

Gagnon et 
al. (2006) 

Health 
Technology 
Assessment 

Perceived Consequence (as 
Attitudinal Beliefs) Social 
Factors (as Normative 
Beliefs, Personal Normative 
Beliefs), Facilitating 
Conditions, Intention, and 
Habit. 

Usage 
Behaviour 

- 

Ikart 
(2007) 

Executive 
Information 
Systems 

Habits, Facilitating 
Conditions, Social Factors, 
and Perceived Consequence 
(as Attitudes towards 
Using). 

Actual 
System 
Use 

Perceived Usefulness 
and Perceived Ease of 
Use. 

Bina, 
Karaiskos
, and 
Giaglis 
(2007) 
 
 

Mobile data 
services 

Habits, Affect, Facilitating 
Conditions, Social Factors, 
and Perceived 
Consequences. 

Actual 
MDS Use 

Perceived Ease of Use 
and Security. 
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Author & 
Year 

Context Examined TIB Constructs Depend. 
Variable 

Additional 
Discovered 
Constructs 

Pee et al. 
2008 

Personal use of 
the Internet 

Habits, Social Factors, 
Intention, Affect, Perceived 
Consequences, and 
Facilitating Conditions. 

Usage 
Behaviour 

- 

Robinson 
(2010) 

Software 
piracy making 
use 

Perceived Consequences, 
Social Factors, Affect, 
Intentions, Habit, 
Facilitating Conditions. 

Behaviour - 

Moody 
and 
Siponen 
(2013) 

Personal use of 
the Internet 

Attitude, Social Factors, 
Habits, Affect, Intention and 
Facilitating Conditions. 

Usage 
Behaviour 

Penalties, Self-
Concept, Roles, and 
Benefits. 

Betts et al. 
(2014) 

Personal use of 
the Internet 

Habits, Facilitating 
Conditions, Affect for 
Cyberloafing, and Intent to 
Cyber loaf. 

Cyber 
loafing 
Behaviour 

Distributive Justice, 
Procedural Justice, 
Interpersonal Justice, 
and Informational 
Justice. 

Nadhrah 
and 
Michell 
(2014) 
 

Healthcare 
Information 
Systems 

Facilitating Conditions, 
Affect, Intention, Social 
factors, Perceived 
Behaviour’s Consequences, 
and Habits. 

Usage 
Behaviour 

Perceived 
Behavioural Control, 
Ease of Use, 
Professional norm, 
Personal Value, and 
Process impact value. 

Chowdhur
y Golam 
& James, 
(2016) 

Workplace 
technology 
adoption 

Attitude Towards Services. Usage of 
the 
website 
for 
decision 
making 

Impact on Job, 
Training Support, 
Impact on Client, 
Organisational 
Support, End-user 
value, Leadership 
Support, Role clarity, 
Organisational 
Preparedness. 

Amin 
(2016) 

Personal use 
of the 
Internet 

Social factors, Affect, 
facilitating 
conditions. 

Internet 
giving 
behaviour 

Religious satisfaction 

 

Valois, Desharnais, and Godin (1988) compared the predictive strength of the TRA 

and the TIB, in respect to exercise intention and behaviour, and found the TIB to be a 

better approach to understanding exercise intentions. Interestingly, the research found 

that effect had an important influence on intention and concluded that the attitude is 

the main aspect to consider in the development of health promotion interventions. 
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Boots and Treloar (2000) applied the TIB to investigate the prediction of medical 

interns’ attendance of an educational programme. The research found that the intention 

to attend was largely predicted by the perceived benefits from the programme, but 

actual attendance was best predicted by facilitating conditions and habit (Boots and 

Treloar, 2000). Research by Winzenberg and Higginbotham (2003) investigated 

factors affecting the intention of educational providers to deliver effective medical 

education to general practitioners. The types of factors identified through the 

qualitative research were consistent with the TIB, which provided additional support 

for the use of the model in future health research. 

In the field of environmental psychology, Bamberg and Schmidt (2003) compared the 

predictive strength of the TPB, NAM and the TIB for travel mode choice and found 

that the inclusion of habit made the TIB a better predictor of behaviour than either the 

TPB or NAM. The NAM model explained 14% of the behavioural variance, whereas 

intention, from the TIB and the TPB, explained around 45% of the variance. After 

controlling the effect of intention, habit had a significant, even stronger effect on 

behaviour. The researchers concluded that car use is a habitual choice process that, 

rooted in past conscious considerations, usually involves routine shaped automatic 

associations between situations and habitually chosen options (Bamberg and Schmidt, 

2003). 

Despite their scarcity, some information systems studies, in fields such as 

organisational and managerial economics, provide findings relevant to the TIB 

appliance use. Often this branch of economics has used the Technology Acceptance 

Model (TAM), and its successor TAM2, which are based on the TRA (Legris, Ingham, 

& Collerette, 2003). However, the TAM models are subject to the same criticisms of 

the rational choice theory, so some studies have applied the TIB. 
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Pare and Elam (1995) used the TIB to investigate the discretionary use of computers 

by knowledge workers. The research found that perceived consequences, affect 

computer use, internal beliefs and habits were dominant factors for the prediction of 

computer usage. Due to constraints to the study, not all of the factors in the TIB could 

be investigated and the results could only explain 30% of usage variance. Thus, the 

authors conclude that future research should include more elements of the TIB. Paré 

and Elam (1995) also compare their results to similar research by Thompson et al., 

(1991). Paré and Elam argue that both sets of results “confirm that Triandis’ theory of 

behaviour should be applied for understanding and explaining computer usage 

behaviour in a voluntary environment” (Paré and Elam, 1995 p226). 

Cheung et al. (2000) adapted the TIB to help investigate Internet usage at work. The 

study excluded the habit construct and used the social factors construct as a direct 

influence on Internet use and indirect influence on affect. The construct complexity 

(the opposite of perceived ease of use in TAM) was also included. In contrast to other 

research in this field, Cheung et al. (2000) found that facilitating conditions had the 

most significant effect on Internet use in the workplace. The research found that social 

factors had the second most significant role, suggesting that a social environment, 

which encourages the use of the Internet, makes individuals feel more positive about 

its use. 

Interestingly, Cheung et al. (2000) concluded that the positive impact from the 

combination of social pressure and the near-term consequences (e.g. usefulness of the 

Internet) resulted in users’ affect (i.e. enjoyment) being a less important factor. Cheung 

et al. (2000) also found that complexity had a significant negative effect on direct 

Internet use and indirectly through affect and consequences. Thus, ease of use appears 

to increase the use of the Internet. 
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Similar research by Chang and Cheung (2001) investigated graduate students’ 

intention to use the Internet. The adapted model found that affect, social factors, 

facilitating conditions and consequences had positive impacts on the intention to use 

the Internet. Interestingly, affect was found to be the most important factor in the 

formation of students’ intention. Chang and Cheung (2001) also found that complexity 

had a significant negative indirect effect on students’ intention to use the Internet.  

More recent research by Bina et al. (2007) investigated the adoption of mobile data 

services (MDS) with the TIB and an additional “ease of use” construct taken from 

TAM. The research found that facilitating conditions were of particular significance 

and concluded that the TIB’s generic framework provided a useful means to cover the 

multiplicity of MDS features and specific usage characteristics.  

One of the latest IS studies that relied on the TIB made by Nadhrah and Michell (2014) 

when they study the physician’s behaviour of workaround the healthcare information 

systems. They found that TIB considers direct variables useful for workaround 

behaviour, the perception of workaround consequences relates to the type of actor 

(creator, performer). For example, a physician might avoid using a cumbersome 

system he dislikes by writing a discharge summary manually as a workaround and 

perceive considerable benefits of time and effort saved. 

TIB has been applied in various IS fields in a different period, but there is a lack in 

examining TIB capability to predict the usage behaviour of ICT services, especially 

G2C services. Moreover, there is an absence of a model in the literature that uses TIB 

as an underpinning theory and link with Perceived Intensity of Civil Conflict (PICC), 

Service Awareness, Trust, and Information Security in the same framework to predict 

the usage behaviour of ICT services in unstable environments or among IDP. 
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2.7.12 Theory of Interpersonal Behaviour Factors  

Triandis (1980) stated that interpersonal behaviour is a multifaceted and complex 

phenomenon, because, in any interpersonal encounter, a person’s behaviour (e.g. use 

G2CICT services) is determined by what that person perceives to be appropriate in 

that situation. This behaviour is subsequently determined by what others pressure them 

to do, the extent to which the individual enjoys or dislikes the behaviour, besides the 

consequences that are perceived to associated with the particular behaviour including 

the extent to which the person values these consequences (Triandis, 1980). Previous 

behaviours primarily interpreted according to what is assumed to be the cause of these 

behaviours. The entire social setting, including aspects of an individual’s personality, 

has the power to influence and modify interpersonal relations (Triandis, 1980). 

2.7.12.1 Behaviour  

The first of the concepts that make up the TIB model is what referred to as Behaviour 

(Act). At a basic level, a particular act is conceptualised as a socially defined pattern 

of muscle movements which differ regarding duration, intensity, frequency and the 

possibility of occurrence (Triandis, 1980). Specific behaviours are subject to too many 

influences and too numerous to constitute the appropriate primitive terms of good 

theory. Behaviours of this nature do not have to mean in themselves because they 

acquire meaning only from the contexts in which they occur (Robinson, 2010).  

According to Triandis, behaviour in any situation is a function partly of the intention, 

partly of habitual responses, and partly of the situational constraints and conditions 

present in any particular situation in which a behavioural response initiated (Moody & 

Siponen, 2013; Robinson, 2010). The frequency of a particular behaviour partly 

determined by how natural the act (e.g. ICT service usage) is for the individual. 
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Behaviours that are natural for an individual have different determinants to those 

behaviours that rarely occur and that the individual not prepared for (Triandis, 1977). 

In the case of this research study, behaviour refers to an individual usage for G2C-ICT 

services. 

2.7.12.2 Intention 

The second factor is the Intention (goal), where behaviours (acts) are characteristically 

the result of the particular intentions (goals) that an individual has a goal “is an 

outcome of a sequence of specific acts” (Triandis, 1977). However, a behavioural 

intention “is a cognitive antecedent of an act” (Triandis, 1977, p.5). Triandis (1980) 

stated that “intention represents an individual’s conscious plan or self-instruction to 

carry out a behaviour” (Woon & Pee, 2004). Intentions considered as either specific 

or general. Behaviours connected to specific intentions, as the pattern of behaviour, 

organised, sequential, and is peculiar to a particular goal. Any specific intention is 

usually the manifestation of some different general intentions (Triandis, 1977) as 

intentions are influenced by rational thought, and social, normative and emotional 

factors (Robinson, 2010). 

2.7.12.3 Social Factors  

Social factors is the third concept in the TIB model. According to Triandis (1980), 

Social factors are anchored on “an individual’s internalisation of the reference group’s 

subjective culture, and specific interpersonal agreements that the individual has made 

with others, in specific social situations” (Karaiskos, Bina, & Giaglis, 2008). Social 

factors are a combination of norms, roles, and self-concept. 

Norms defined as the “beliefs that certain behaviours are correct, appropriate, or 

desirable, and other behaviours are incorrect, inappropriate, immoral or undesirable” 



95 
 

(Robinson, 2010; Triandis, 1977). Norms are the social rules about what should or 

should not be done (Nadhrah & Michell, 2013). Norms that an individual hold is 

predominately a function of the social group to which the individual belongs. As a 

result, some norms are weak while others are particularly strong; some norms apply to 

all people while other norms only apply (or not applicable) to certain people situations. 

Breaking a norm can result in certain consequences; however, these consequences are 

diverse and vary among groups and individuals (Robinson, 2010; Triandis, 1977). 

Roles refer to sets of behaviours that are considered appropriate for people holding 

particular positions in a group (Robinson, 2010; Triandis, 1977). Roles and role 

behaviours are defined differently in different societies. Many traditional societies 

shape their various roles for them to become consistent, so that role conflict avoided 

(Triandis, 1980). However, in modern societies rules are continually changing, and 

individuals find themselves belonging to a variety of groups that make conflicting 

demands upon them, resulting in role conflict (Robinson, 2010; Triandis, 1977). 

Self-concept falls in line with norms and rules; however, self-concept refers to “a 

person’s ideas about who he or she is” (Robinson, 2010; Triandis, 1977). Self-esteem, 

referring to how valuable a person feels they are; and the ideas an individual has 

regarding what behaviours are correct, appropriate or desirable all form part of the 

ideas that a person holds regarding who he or she is. If an individual think of 

him/herself as moral, their behaviour is likely to be of a high moral standard, unlike 

an individual who does not have thought of that nature (Triandis, 1977). Self-concept 

refers to the idea that a person has to him/herself as mentioned above. However it also 

refers to the goals (intentions) that are appropriate for the person to pursue, and the 

behaviours that the person does or does not engage in (Triandis, 1989). 
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2.7.12.4 Affect 

Affect is the fourth component in the TIB model. Affect toward a behaviour refers to 

the emotions an individual feel at the thought of a particular behaviour (in this study, 

G2C-ICT services usage). Affect represents an emotional state that the performance 

of a particular behaviour evokes for that individual (Nadhrah & Michell, 2013; 

Robinson, 2010). Affect refers to a person’s feelings of elation, pleasure, distaste or 

discontentment with regards to the behaviour in question. These emotions can either 

be positive (pleasant) or negative (unpleasant) and either strong or weak (Robinson, 

2010; Triandis, 1977). Behaviour may be associated with pleasant stimulation or with 

disgust, anxiety or distress. 

2.7.12.5 Perceived Consequences 

The fifth concept in the TIB is Perceived Consequences; Perceived Consequences refer 

to the subjective probability that certain consequences will follow on from a particular 

behaviour and that the outcome generated will either hold a positive or negative value 

for the individual (Robinson, 2010; Woon & Pee, 2004). This idea of perceived 

consequences is like what Bandura (1977) termed outcome expectations in his Social 

Cognitive Theory (SCT). Outcome expectations refer to an individual’s perceptions of 

the specific outcomes that will be generated as a result of behaviour (Bandura, 1977). 

Bandura (1977) stated that individuals are motivated to engage in a particular 

behaviour when they have anticipated the possible outcomes of that behaviour before 

its execution and the outcomes are of high value to the individual. 

Triandis (1977) states that the connection between behaviour and perceived 

consequences is not always strong. What an individual perceives to be a result of their 

behaviour and the actual consequence that occurs as a result of that behaviour, may 

differ to a lesser or greater degree (Robinson, 2010). Individuals attach value to 
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consequences, which refers to how good or bad a person would feel if the anticipated 

consequence were to happen (Nadhrah & Michell, 2013). When individuals engage in 

certain behaviours, they do not always react to the positive outcomes with the same 

enthusiasm, nor do they get equally upset when the behaviour results in negative 

outcomes (Triandis, 1977). 

2.7.12.6 Facilitating Condition 

Facilitating Conditions is the sixth component in the TIB model. Triandis (1980) stated 

that Facilitating conditions refer to the ability of the person to actually carry out the 

behaviour (perform the act), his level of arousal in regard to the act, the difficulty of 

the act, the individual's possession of the knowledge required to perform the act, and 

the environmental factors present that increase the probability of the behaviour 

(Robinson, 2010). The absence or presence of facilitating conditions will affect 

whether or not the behaviour will be performed. Therefore, if the situation does not 

allow the individual to carry out the behaviour, habit and intention will have limited 

relevance (Gagnon et al., 2006). Within this study, facilitating conditions were 

measured by the perception of being able to access required resources as well as to 

obtain knowledge and the necessary support needed to use ICT services. 

2.7.12.7 Habits 

The seventh concept in the TIB is Habits. Triandis (1980) defines habits on the one 

hand as “situation-behaviour sequences that are or have become automatic, so that 

they occur without self-instruction". According to Triandis, habits are what people 

usually do, and the individual is typically not conscious of the sequences, for example, 

driving a car. They are closely related to a person's experience and ability to perform 

a given behaviour (act). 
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After Triandis (1977) defining Habit, the definition was subject to adjustment and 

change according to the type, area, and purpose of the study and the context in which 

it the habit comes to describe frequent behaviour (Limayem et al., 2007b). Table 2.6 

illustrates some of the prior research studies on Habit from different disciplines and 

how they define the Habit in each study. 

Table 2.6 
The Definition of Habit in the Prior Research Studies 

Study Area Definition of Habit 

(Aarts & 
Dijksterhuis, 
2000a) 

Travel mode 
choice 

Habit is defined as “goal-directed automatic 
behaviours that are mentally represented. 

(Dunn, 2000) Adaptive and 
maladaptive 
behaviour 

The author conceptualises habit from the 
neuroscience point of view. He introduced 
the concepts of thresholds for action, 
modulation, and motivation to re-establish 
homoeostasis. 

(Dawson, 
2014) 

IS usage in the 
educational 
environment 

The extent to which using a particular IS has 
become automatic in response to certain 
situations. 

(Limayenm, 
Hirt, & 
Cheung, 2003) 

IS usage in the 
educational 
environment 

Habit refers to the non-deliberate, 
automatically inculcated response that 
individuals may bring to IS usage. 

(Verplanken, 
2006) 

Eating snack,  
Mental habits, 
and Word 
processing 

Habit is automaticity and mental efficiency 
of behaviour occurring in stable contexts. 

(Robinson, 
2010) 

Pirating 
software 

A habit is a general tendency an individual 
has towards making unauthorised copies of 
software based on prior experience as it is 
concerned with a lack of thinking and 
reasoning processes with regards to the target 
behaviour. 
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Building on previous work in other disciplines, Limayem et al. (2007b) define Habit 

in the context of IS usage as "the extent to which people tend to perform behaviours 

(use IS) automatically because of learning".  

TIB suggests that the habitual nature of behaviour, in addition to intentions, will 

influence the individual's response to a given situation. Triandis argues that habits be 

more important than intentions for many behaviours. In Triandis’ TIB model, he 

strongly emphasises the importance of past behaviour on the present situation 

(Nadhrah & Michell, 2013). Moreover, Triandis (1977) maintained that the potential 

to engage in a particular behaviour is higher the greater the weight exerted by habit. A 

habit is considered strong for some reasons; the person may engage in the behaviour 

naturally, or the individual may have received positive, large and frequent 

reinforcement for performing that behaviour in the past; and may have developed the 

expectation that behaving in this way would lead to reinforcement (Triandis, 1977). 

The complex situation facing war-torn citizens in unstable and conflict environments 

besides their unique characteristics such as culture, trip, and social relations in 

developing countries, require an integration of the theory or extend the theory with a 

number of relevant variables to build a new and comprehensive research framework 

that will determine the factors influencing the usage behaviour. Therefore, the TIB in 

this study will be extended with Trust, Service Awareness, Information Security, and 

Perceived Intensity of Civil Conflict.  

Among all the models and theories used to investigate the usage behaviour issues of 

information systems. Nevertheless, there is a lack of previous studies in investigating 

the antecedent of TIB and in the conflict area. Thereupon, the current study fulfilled 

literature gap regarding conflict environment in Iraq as the most dangerous country in 
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the world (Institute for Economics and Peace, 2015; UNHCR, 2015a). Taking into 

consideration, the result of examining theories in a new environment can be great 

opportunities for the creation of new facts (Alvesson & Karreman, 2007; Faaeq et al., 

2013). 

2.7.13 Summary of the TIB 

Unlike other psychological models, the TIB “captures many of the criticisms levelled 

at rational choice theory” (Jackson, 2005). The examples above highlight that this 

enables the framework to be adapted to a range of behavioural circumstances, which 

includes the usage of new technologies. The TIB is one of the few theories to 

incorporate emotional, habitual, social and contextual factors, alongside the constructs 

found in rational choice derived models. The TIB’s habit and contextual constructs 

also allow the model to link “to people’s every day consuming behaviours” 

(Martiskainen, 2007). Thus, the TIB relates closely to elements of practice theory and 

traditional psychological constructs. Jackson (2005) provides the following words to 

describe the model succinctly. 

“In summary, my behaviour in any particular situation is, according to Triandis, a 

function partly of what I intend, partly of my habitual responses, and partly of the 

situational constraints and conditions under which I operate. My intentions in their 

turn are influenced by social, normative and affective factors as well as by rational 

deliberations. I am neither fully deliberative, in Triandis‟ model, nor fully automatic. 

I am neither fully autonomous nor entirely social. My behaviours are influenced by my 

moral beliefs, but the impact of these is moderated both by my emotional drives and 

my cognitive limitations” (Jackson, 2005 p 95). 



101 
 

2.8 Summary of Chapter Two  

This chapter presented an overall background on the technologies of online 

governmental services. This chapter has reviewed the relevant information related to 

the implementation of these services in Iraq. The chapter includes many sections used 

to discuss the e-G and m-G, its types, and benefits of applying these technologies in 

such a complicated context. This chapter has discussed also the progression of Iraqi e-

G development level and its pathway.  

This chapter addressed some models and theories related to usage behaviour in the 

information system, and have provided a brief of these theories and factors that make 

up these theories. Finally, this chapter discussed in details the Theory of Interpersonal 

Behaviour. The chapter discussed the history of this theory, its factors, strength, 

weakness, recent TIB researches, and the reasons behind applying it in this context. 
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3 CHAPTER THREE 

METHODOLOGY 

 

3.1 Introduction 

The main purpose of this study was to explore some of the psychological mechanisms 

and produce a model that could explain and predict IDPs’ intention and usage 

behaviour of G2C-ICT services in a war environment. The knowledge resulted from 

this purpose aims at predicting and drawing effective strategy that helps to increase 

IDPs' dependence on G2C-ICT services instead of manual transact. Figure 3.1 shows 

the research process phases. 
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3.2 Theoretical Framework of the Study  

This research study employs Theory of interpersonal behaviour framework as a 

theoretical foundation due several studies have confirmed the TIB validity and 

reliability in a different context. Also due it succeeded in explaining and predicting the 

behaviour of users towards using or workaround the information systems available to 

them in simplifying their work, whether entirely or partially (Nadhrah & Michell, 

2013, 2014). Furthermore, TIB established based on a set of significant variables that 

have proven their strength and predominately used to gain a comprehensive 

understanding as to what determines behaviour or what factors cause behaviour in 

general (Redd, 2012). The TIB is useful in explaining and understanding complex 

human behaviours predominately those behaviours that influenced by their social and 

physical environments (Milhausen et al., 2006; Robinson, 2010).  

Furthermore, there is a lack of studies that investigate the antecedent of TIB in a 

conflict environment. Thereupon, the current study will fulfil the literature gap 

regarding conflict environment in Iraq as a most dangerous country in the world 2015 

(Institute for Economics and Peace, 2015; UNHCR, 2015a). Moreover, there is a 

shortage of studies that adopt TIB in predicting usage behaviour of G2C-ICT services, 

despite the TIB ability in predicting usage behaviour in many other domains and 

various context. Where Alvesson and Karreman (2007) as well as Faaeq et al. (2013) 

further noted that examining theories in new contexts can provide opportunities for the 

creation of new knowledge. These justify that the TIB is suitable for this study. The 

research model for this study will be used to test empirically the hypothesised 

relationships among the incorporates factors. Further analysis will be done to 

determine the relative importance of the independent variables in influencing usage 

behaviour of G2C-ICT service among IDP. 
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3.3 Research Hypotheses Development  

Triandis (1977) stated that any behaviour is a multifaceted and complex phenomenon, 

because, in any interpersonal encounter; a person’s behaviour is determined by what 

that person perceives to be right in that particular situation. This behaviour is 

subsequently determined by what others pressure them to do, the extent to which the 

individual enjoys or dislikes the behaviour, and the consequences that are perceived to 

be associated with the particular behaviour including the extent to which the person 

values these consequences.  

Triandis’ TIB framework recognised in social psychology as an important model for 

studying human behaviour. According to Triandis' TIB, the probability that a particular 

behaviour will occur (e.g. use ICT services) is determined by three main factors; Habit, 

Behavioural Intention, and Facilitating Conditions. Where Habit is “the strength of the 

previous behaviour in producing the target behaviour”. Behavioural Intention is “the 

intention to engage in the particular act”. Facilitating Conditions are “the presence or 

absence of conditions that facilitate the performance of a specific behaviour” 

(Osbourne & Clarke, 2006; Robinson, 2010; Triandis, 1977).  

3.3.1 Intentions and Usage behaviour 

Usage Behaviour is the Dependent Variable (DV) in this study model. Behaviour 

refers to the actual physical act of performing a particular behaviour in the past (Woon 

& Pee, 2004). Execution of behaviour in the past is theoretically different from a habit 

(Larose & Kim, 2006; Robinson, 2010). In the case of this research study, usage 

behaviour refers to an IDP engaging in using any government to citizens ICT services 

deuring their displacement. In another words, Usage Behaviour refers to the IDP 
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engaging in the physical act of using G2C-ICT service in the past (i.e. after ISIS war 

starts). 

On the other hand, Triandis (1980) stated that Intention “represents an individual’s 

conscious plan or self-instruction to carry out a behaviour” (Woon & Pee, 2004). 

Numerous studies hypothesise that intentions are usually precise predictors of 

behaviour (Limayem, Khalifa, & Chin, 2004; Woon & Pee, 2004). In Triandis’ view, 

intentions are immediate antecedents of behaviour. Triandis (1980) stated that 

behavioural intention refers to the instructions that people give to themselves to behave 

in particular ways in certain situations (Osbourne & Clarke, 2006). Intentions represent 

the degree to which a person is willing to try and invest in the particular behaviour, or 

the amount of effort one is willing to exert to perform a particular act. 

In the case of this research study, Intention refers to the instructions that IDP give to 

themselves to use G2C-ICT services in conflict situations. Intentions represent the 

degree to which the displaced citizen is willing to use any G2C-ICT services or the 

amount of effort the displaced citizen is willing to exert to use G2C-ICT services to 

accomplish any needed governmental transaction. Therefore, the following hypothesis 

is proposed:  

H1: There is a significant influence for the Intention on Usage Behaviour of G2C-ICT 

services among IDP in unstable environments. 

3.3.2 Habit and Usage Behaviour 

Triandis (1980) stated that a habit refers to behaviour that has become automatic and, 

therefore, occurs without self-instruction and deliberation. Habitual behaviour is a 

form of automatic and routine behaviour; it refers to behaviour that individuals repeat 
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because the behaviour is either easy, comfortable or rewarding. When behaviour is 

habitual, the individual does not engage in the reasoning of what may be the best thing 

to do, as the actual behaviour becomes the individual's goal in itself rather than the 

imagined expected outcomes associated with the target behaviour (Betts et al., 2014). 

So according to TIB, when using G2C-ICT services became habitual, the displaced 

citizen will use it whenever the governmental transactions are needed. This instant use 

comes without deep thinking if there any other way to get those services. 

TIB states that the influence of prior experience (habit) is strongest when behaviour 

parallels closely to the previous behaviour and when that previous behaviour 

frequently occurred (Milhausen et al., 2006; Robinson, 2010), including the ability of 

the individual to have the know-how to accomplish specific tasks and behaviours. 

Thus, whenever use of ICT applications is more frequent by any displaced citizen in 

accomplishing the daily task (e.g. sending emails, communicate with relatives, surfing 

Facebook) will affect significantly on his usage of G2C-ICT services in accomplishing 

his governmental transactions.  

Triandis (1977) strongly emphasised the effect of Habit in influencing behaviour and 

a variety of studies (Betts et al., 2014; Moody & Siponen, 2013; Nadhrah & Michell, 

2013, 2014; Woon & Pee, 2004) have shown its effectiveness in predicting future 

behaviour. However, according to the review of Habit literature, there is a scarcity of 

studies that examine the influence of Habit in predicting usage behaviour of any G2C-

ICT services. Despite the importance of considering habits factors in explaining usage 

behaviour of information systems which stated by Domarchi, Tudela, and González 

(2008), and highlighted empirically by (Limayem et al., 2007b). 
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According to Triandis (1977), situations characterised by high levels of uncertainty, 

threat or anxiety (like Iraqi IDP situation) lead to individuals experiencing 

higher levels of arousal. In cases of this nature, the weight of habit becomes larger than 

that of intention. Arousal increases the burden of habit further so that for over-learned 

behaviours, arousal will lead to the improved performance of that particular act (e.g. 

G2C-ICT services) (Robinson, 2010; Triandis, 1977). When an individual encounters 

entirely new behaviour, the weight of habit is seldom significant. However, when 

arousal increases the weight of habit, it interferes with the new behaviour and, as a 

result, the performance of that behaviour weakens (Robinson, 2010; Triandis, 1977). 

As a result, many researchers found a direct influence for habit on the usage behaviour 

(Zill, Saddam, Ramayah, & Muhammad Imran, 2017; Jiang & Deng, 2011). Therefore, 

the following hypotheses have been proposed:  

H2: There is a significant influence for the Habit on Usage Behaviour of G2C-ICT 

services among IDP in unstable environments. 

3.3.3 The Moderating Effect of Habit  

Morris and Venkatesh (2000) in addition to Venkatesh et al. (2003) empirically 

explained the significance, direct and moderating impact of specific variables towards 

the intention and usage behaviour. Management, psychology and other disciplines’ 

theories depend on moderating variables, particularly those affecting both strength and 

relationship between two other variables (Dawson, 2014). Although the moderating 

effect is almost ubiquitous, the testing and interpretation methods are still ambiguous 

(Dawson, 2014). Not unlike other disciplines, IS or MIS research is rife with theories 

that suggest the linkage between two variables that depend on a third variable (Morris 

& Venkatesh, 2000).  



108 
 

Habit is one of the moderators in TIB model that has been proved its significance in 

affecting the relationship between Intention and Behaviour. Theoretically, the 

potential to carry out a particular behaviour is proportional to the behavioural intention 

which corresponds to that act. According to Morris and Venkatesh (2000), Habits and 

intentions are dependent on the ability of the individual (e.g. IDP) to carry out the 

particular act (e.g. use ICT services). It is imperative to understand that the weight of 

habit is contingent on whether the behaviour in question is over-learned or automatic 

as opposed to deliberate requiring the cognitive processes of thought and planning. 

Therefore, the weight of habit will be more significant when the behaviour is more 

deliberate (Robinson, 2010; Triandis, 1977).  

Consequently, behavioural intention and habit are related, because if intentions are 

relatively constant over time, they will inevitably cause the same behaviour over and 

over (habit). When behaviour is new and unlearned, the intention is solely responsible 

for the behaviour, while when the behaviour is old and over-learned and has performed 

numerous times, the behaviour is then said to be under the control of habit. Habit is 

also deemed to be in control of the behaviour when the individual is highly emotionally 

aroused (Triandis, 1977). So, if the displaced citizen had a constant intention 

previously to use G2C-ICT services, this usage became a habit, and it will be repeated 

whenever governmental transaction needed without requiring the cognitive processes 

of thought and planning to usage (intention). 

The social situation also plays a role in the strength of habit. When the current social 

situation resembles situations in which the behaviour has occurred in the past, the 

weight of habit will be larger (Triandis, 1977). The weight of intention is also 

contingent on the social situation and individual personality differences. When the 

social situation is new, and the behaviour has not yet become automatic or over-
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learned, the weight of intention will be larger compared to the weight in situations that 

are familiar (Triandis, 1977). The social situation is much relevant to this study's case 

because the IDP have accidentally found themselves in a new social situation, 

separated from friends and relatives, without permanent shelter, without work, 

education and health care. So, to investigate the influence of Habit towards Intention 

and Usage Behaviour of G2C-ICT services among IDP, the researcher proposes the 

following hypotheses: 

H3: Habit has a significant moderating effect on the relationship between IDP’s 

intention to use G2C-ICT service and their Usage Behaviour. 

3.3.4 Facilitating Conditions and Usage Behaviour 

Triandis (1980) stated that facilitating conditions include the individual’s ability to 

perform the act, the difficulty of the act, the person’s possession of the knowledge 

required to carry out the act, and the environmental factors present that increase the 

probability of the behaviour (e.g. using G2C-ICT services) (Osbourne & Clarke, 2006; 

Robinson, 2010). Facilitating conditions are also defined in the context of technology 

as one’s belief regarding the extent to which a governmental and technical 

infrastructure is available to facilitate using the system (Al-Gahtani, Hubona, & Wang, 

2007).     

As mentioned, an individual must have the ability or skill to carry out the behaviour 

that he or she has the desire to perform (Triandis, 1980). For example, an IDP who has 

the desire to use ICT services needs to possess the required skills to do the behaviour. 

Facilitating conditions predominately refer to any environmental conditions that make 

a particular behaviour easy to accomplish, for example, the availability of the needed 
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resources or lack of security measures in place that enable an individual to engage 

easily in a particular behaviour (Osbourne & Clarke, 2006).  

The conditions facilitating the use of a technology or services are essential to support 

and encourage use. Previous researchers (e.g., Alawadhi and Morris (2008); Alshehri, 

Drew, Alhussain, and Alghamdi (2012a); Ovais Ahmad, Markkula, and Oivo (2013)) 

found that facilitating conditions have a significant influence on the usage of G2C-ICT 

service. Examples of relevant facilitating conditions may include; inappropriate 

measures in place to prevent the use of G2C-ICT services, lack of educational 

campaigns to the use of G2C-ICT services, and access to all the physical resources 

needed to use of G2C-ICT services. 

In the context of this study, facilitating conditions is a crucial factor for any displaced 

citizen in G2C-ICT services' usage. Facilitating conditions represent firstly the ability 

of IDP to use the services. Secondly, how easy it is to use these services; for instance, 

some G2C-ICT services maybe appear complicated for inexpert IDP in ICT 

applications. Thirdly, the IDP’s possession of the essential knowledge to the usage of 

these services. Lastly, the environmental factors in the IDP’s sheltering places. These 

environmental factors may include technical infrastructures (e.g. availability of mobile 

network and internet services) and availability of electricity and computers or hand-

held devices required to use these kinds of services. Therefore, the following 

hypotheses have been proposed: 

H4: There is a significant influence for the Facilitating conditions on Usage Behaviour 

of G2C-ICT services among IDP in unstable environments. 
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3.3.5 The Moderating Effect of Facilitating Conditions 

At any level of intention or habit, the absence or presence of facilitating conditions 

will affect whether the behaviour will be performed. Therefore, if the situation does 

not allow the individual to carry out the behaviour, intention and habit will have 

limited relevance (Gagnon et al., 2006). As mentioned earlier, when habit has a 

high/strong weighting the execution of the target behaviour is highly probable. In this 

instance, facilitating conditions are enabling the behaviour to take place. The objective 

factors in the environment are conducive to using ICT services and therefore allowing 

the target behaviour to execute with ease. However, if the objective external factors in 

the environment hinder or impede the behaviour from executing, it is then the 

high/strong weighting of habit or intention will be obsolete in the sense that the 

facilitating conditions will prevent the behaviour from executing. 

The environment, where people find themselves, increases the probability of certain 

types of behaviours and decreases the probability of others. Triandis (1977) strongly 

states that facilitating conditions need to assess to predict behaviour effectively 

(Robinson, 2010). Triandis (1989) indicated that facilitating conditions directly affect 

the actual behaviour rather than intentions as a moderator between them. That is 

because one might have the intention to perform a certain act, but the environment 

may not support the behaviour in question and as a result, would not be able to be 

executed (Osbourne & Clarke, 2006; Robinson, 2010).   

In the context of this study, no matter how strong the necessity and intention of a 

displaced citizen to use the G2C-ICT services, the absence or presence of facilitating 

conditions (e.g. required knowledge, mobile network, and internet services) will affect 

the ability of the citizen to use these services. Therefore, if the IDP situation and 
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environment do not support their use of the services, their habit and intention to use 

will have limited importance. 

To investigate the moderating influence of Facilitating Conditions towards Intention 

and Usage Behaviour of G2C-ICT services among IDP, the researcher proposes the 

following hypotheses:  

H5: Facilitating conditions have a significant moderating effect on the relationship 

between IDPs’ intention to use G2C-ICT service and their Usage Behaviour in 

unstable environments. 

3.3.6 Perceived Intensity of Civil Conflict and Usage Behaviour  

Although the conflicts and violence have grown rapidly over the years, searches of 

literature on the moderating role of the intensity of civil conflicts since the year 2000 

provide scarcity and lack of relevant studies. Civil conflicts classified into two forms, 

namely never-ending conflicts and ending conflicts (Gershenson & Grossman, 2000). 

Ending conflicts explained as the ones that are resolved immediately when there is a 

change in political dominance. While never-ending conflicts may continue perpetually 

such as the experience of Palestine and Kashmir. Classifying conflict based on 

perceived intensities gives latent conflict, manifest conflict, crises, severe crises and 

war. Additionally, it must be noted that manifest conflicts and latent conflicts are non-

violent, whereas severe crises, crises, and war are violent (The Heidelberg Institute for 

International Conflict Research, 2014). 

The study of Khan et al. (2012) is probably one of the pioneer studies to combine 

digital divide, technology adoption and civil conflict issues in the context of electronic 

services in Afghanistan. The study contributed to the exploration of the effects of the 
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civil conflict on the e-services provided through Internet (Khan et al., 2012). This 

study showed a diverse direction of research for this area. Where previously, most of 

the research related to conflict focused more on the internal conflict in the organisation 

such as internal organisational conflict and interpersonal conflict that affect the 

organisation (Barki & Hartwick, 2001; Trimmer, Collins, Will, & Blanton, 2000). 

For instance, some of IS studies showed that the potential impact of conflict has been 

mainly studied from the interpersonal perspective and the organizational one (Smith 

& McKeen, 1992), relationship conflict (Kankanhalli, Tan, & Wei, 2006), task conflict 

(Kenneth et al., 2000), and process conflict (Robey, Farrow, & Franz, 1989) as areas 

of focus. Some literature on e-G services related the association with political 

instability (Basu, 2004) because it considered among the main challenges that e-G 

services are facing, especially, as it affects e-G initiative in the developing countries. 

Studies related with civil conflicts countries and electronic services shows a mix of results. 

Civil conflict is said to have a positive relationship with technology adoption and 

emphasised its effects on the adoption of technology for natural resources management 

(Sanginga, Kamugisha, & Martin, 2007). Another study asserted that the rate of the 

civil conflict in a country explains the behavioural intention of the citizens towards the 

adoption of new technology (Partridge, 2007). It observed that civil conflicts would 

reduce the level of technology adoption because the country’s resources solely 

concentrated on winning the war instead of citizens’ adoption of new technologies.  

Originally, Karl Marx was the founder of conflict theory but later adapted and 

developed by other theorists such as Max Weber to a position that an individual or a 

group intention is the beginning when explaining conflict theory. Additionally, 

conflict theory is traced to the role played by one person or a group within the larger 
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social scene. One of the theories in conflict state that the whole point of society is to 

create social change and this change occurs through a matter of physical strife and 

struggle which are synonymous to the happenings in Iraq (Amanto, 2009).  

Some of the effects of civil conflicts in the society include psychosocial and 

environmental ones, with a discouraging record of research to have dealt with the 

impact of civil conflict on technology usage behaviour. This study employs the 

psychological effects of violence and civil conflict on the IDPs’ towards the usage 

behaviour of G2C-ICT services in Iraq. Stemming from the TIB, the researcher 

developed a model extended by Perceived Intensity of Civil Conflict (PICC) to use for 

testing the effects of conflicts and violence among IDP. 

Khan et al. (2010a, b, 2012) tested and developed an integrated model from theories 

drawn from the literature of digital divide, technology adoption, and conflict to predict 

the intention to use e-G services using a sample size of 360 citizens from Afghanistan 

using a survey approach as the data collection instrument. A recent study by Khan et 

al. (2012), investigated the moderating role of PICC on the relationship between E-

service Culturability, E-service Access, E-service Access Quality, E-service Usage 

Skills (EUS), E-service Social Support, and Services Awareness Using Partial Least 

Squares (PLS) approach. The framework included components of the social divide, 

access divide, intention to use e-G service and that conflict (perceived behavioural 

conflict and perceived intensity of civil conflict) moderates certain predictors of 

intention, to use e-G services. The implications could be useful for research, policy, 

and practice of e-G service adoption in conflict zones. Additionally, Khan (2010a, b, 

2012) included life satisfaction in his framework.  
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Another study by Trimmer, Collins, Will, and Blanton (2000) enumerated the 

successful Information Systems Development (ISD) and opined that conflict degree is 

of sustained attention to both the researchers and the practitioners. While the expansion 

of the ISD scope provides both the enterprise-wide and the web-based systems and 

those involved in the ISD be of cross organisational functions, experiences and 

responsibilities (Trimmer et al., 2000). They said that the involvement of the un-

uniform set of persons in the ISD project has the possibility of resulting in higher levels 

of conflict, especially within the development group, with the point that not all conflict 

is detrimental to the tasks of the organisations. Finally, the impact of conflict on ISD 

as well as the factors contributed to its existence should also be considered in the 

investigation of the different forms of conflict. Therefore, the current study takes into 

consideration another kind of conflict called civil conflict and its impact on G2C-ICT 

services (Trimmer et al., 2000). 

Pedersen (2002) mentioned that ethnic conflicts, wars and even the political violence 

that have taken over the larger percentage of the world is traceable to some structural 

causes of environmental and economic decline, asset depletion, and erosion of 

available subsistence farming land, leading to more pronounced impoverishment and 

food insecurity for the majority of the population in most of the poor and indebted 

countries. Rivalry, political violence, and internal war are also observed causes of the 

growing ethnic and religious tension. It resultantly changes the nature of the armed 

conflicts, thus leading to the assertion of some analysts that the contemporary wars 

between the states during the second half of the 20th century are of lesser problems 

than that within states. 

Four studies investigated PICC as a moderator and used instruments related to the 

unstable environment (Faaeq, 2014; Glood, Osman, & Nadzir, 2016; Khan et al., 2012; 
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Khan et al., 2010). Therefore, the measurement items have been adapted to measure 

the PICC in this study. PICC have been used to measure the perceived intensity of the 

civil conflict and violence that affect the IDP (users). Thereupon, the current study 

tries to fill the literature gap regarding risky and insecure environment such as the 

conflict and violence area where Iraqi IDPs live. To explain the PICC effect on the 

correlation between Intention and Usage Behaviour of G2C-ICT services, the 

following hypothesis has been proposed: 

H6: The Perceived Intensity of Civil Conflict has a significant moderating effect on 

the relationship between IDPs’ intention to use G2C-ICT service and their Usage 

Behaviour. 

To investigate the PICC direct effect on the IDPs’ Usage Behaviour of G2C-ICT 

services, the following hypothesis has been proposed: 

H7: There is a significant influence for The Perceived Intensity of Civil Conflict on 

Usage Behaviour of G2C-ICT services among IDP. 

 

3.3.7 Services Awareness and Intention  

Awareness is one of the important variables related to the Innovation Diffusion Theory 

(IDT) (Amescua, 2007). It explains whether the users are aware of the service itself 

and its benefits or not (Al-Majali, 2011b; Amescua, 2007). Abdelghaffar & Magdy, 

(2012) stated that awareness is the first step towards users knowing that the 

government provides its services over the Internet. Many studies linked the importance 

of Services awareness to G2C-ICT services (Graafland & Ettedgui, 2003; Jaeger & 

Thompson, 2003; Khan, 2010; Khan et al., 2012; Khan et al., 2010).  
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Several studies found that government must promote awareness among citizens to 

access and use any ICT services by utilizing different channels, including 

communicating directly with citizens to explain the benefits of using these services 

and to offer training and technical support if needed (Anjum, Rehman, Esichaikul, & 

Anwer Anwer, 2016; Khan et al., 2012; Khan et al., 2010). Government efforts to 

publish the information about the availability of G2C-ICT services besides 

encouraging and facilitating the usage of these services conveys the message that the 

government is committed to the interests of the citizens and has taken their needs and 

requirements into consideration (Faaeq, 2014). 

This study included services awareness for many reasons. First, the awareness of 

citizens including IDP about the availability of G2C-ICT service is crucial (Jaeger & 

Thompson, 2003). Second, a report from Europe identified that e-G services 

familiarity highly correlated with the intention towards e-G service use, and most of 

the citizens were not always aware of the type of government service available online 

in different countries around the world (Faaeq, 2014; Graafland & Ettedgui, 2003), 

and this issue may be involving Iraqi IDP. Third, citizens’ awareness of the existing 

of G2C-ICT services is a is a major concern (Faaeq, 2014; Khan et al., 2012; Khan, 

2010; Khan et al., 2010; Graafland & Ettedgui, 2003). Indeed, the lack of awareness 

has a negative impact on citizens’ intentions to use G2C-ICT services (Almuraqab & 

Jasimuddin, 2017; Dahi & Ezziane, 2015). 

Also, based on the literature, it can be seen that the mass media influence discussed in 

several IT fields in various countries, but in Iraq, the government neglected media to 

promote ICT service's availability, benefit, and process among Iraqis, especially IDP. 

The current study explores the level of awareness of IDP towards the intention to use 

Iraqi G2C-ICT services. Carter and Weerakkody (2008) noted that making G2C-ICT 
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services well-known will increase the intention to use it. Moreover, (Kamal, 

Esichaikul, & Rehman, 2012) confirm the relationship between citizens’ awareness 

and their intention to use G2C-ICT services. Therefore, the following hypothesis has 

been proposed: 

H8: There is a significant influence for the Services Awareness on the IDPs’ Intention 

to use G2C-ICT services in unstable environments. 

3.3.8 Social Factor and Intention  

Triandis (1980) stated that social factors refer to the individual’s internalisation of the 

reference groups’ subjective culture, the specific interpersonal agreements that the 

individual has made with others in specific social situations. Social factors represent 

the norms and roles that form as a result of the interactions between individuals and 

the people around them. Triandis (1977) includes “contractual arrangements” under 

social factor, which are made by a person with other people including how a person 

considers a particular behaviour to be consistent with their self-concept.  

Rules of behaviour determine some of the variances of behaviour in many social 

situations. Behaviour in social situations that individuals encounter on a daily basis is 

predominately governed by a set of rules that dictate how they should behave 

(Robinson, 2010; Triandis, 1977). Moreover, certain behaviours are typically felt to 

be more consistent with an individual’s self-concept than others. For example, the 

behaviour of “typing an article” may be more consistent with a person's self-

conception than the behaviour of “hitting somebody”. An individual’s behavioural 

intention will follow from these self-attributed traits. Therefore, self-conceptions have 

the power to either facilitate or impede an individual’s particular behavioural intention 

(Triandis, 1980). Our self-concept strongly influenced by how people around us think 
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of us. It is communicated to us in the way that people act around us, which indicates 

that we are one thing rather than another.  

IDP in the civil conflict environments experiencing a new social life with unstable and 

different attributes. Disruption and breakdown of IDPs’ social networks and 

relationships with friends, work colleagues and the wider community all contribute 

stressors. These concepts can be referred to as negative impacts on IDPs’ social life 

(Cepeda et al., 2010; Ehrlich et al., 2010; Irmansyah et al., 2010; Kiliç et al., 2011; 

McDermott et al., 2010; Salah et al., 2015; Wickrama & Wickrama, 2011). 

Consequently, physical separation from family and friends remains an important 

stressor even up to 18 months after an event (Overstreet et al., 2010). Furthermore, 

reduced levels of social support, loyalty and mutuality from parents, peers, teachers 

and the wider community have been highlighted as matters that affect the 

psychological and behavioural status of the IDPs (Ehrlich et al., 2010; Evans, 2017; 

Kelley et al., 2010; Xu & Song, 2011b; Zwiebach et al., 2010). 

These major changes in the IDPs’ social life affected the IDP’s internalisation of the 

reference groups’ subjective culture, the specific interpersonal agreements that the IDP 

has made with others in civil conflict situations. Thus, social factors represent the 

affected norms and roles that form as a result of the interactions between IDP and the 

people around them in the civil conflict environments. An IDP’s intention to use G2C-

ICT services will follow from these affected norms and roles. Therefore, the IDPs’ 

self-conceptions have the power to either facilitate or impede an IDP’s intention to use 

these services (Triandis, 1980).  

The memory that an individual has of their past behaviour is another contributing 

factor to their self-concept (Triandis, 1977). An individual’s self-concept is the theory 
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that the individual has constructed about himself or herself, referred to as self-theory. 

An individual’s belief in the correctness of behaviour can be a powerful predictor of 

whether or not they will engage in that particular act (Triandis, 1977). Thus, IDPs’ 

self-concept and belief in the correctness of using G2C-ICT services when 

governmental transactions needed can be a powerful predictor of whether or not they 

will use it.  

Social factor as direct determinants of behavioural intention is represented as 

subjective norms in the theory of planned behaviour (Ajzen, 1991) and the second 

version of the technology acceptance model (Venkatesh and Davis, 2000), and they 

are represented as a social influence in the unified theory of acceptance and use of 

technology (Venkatesh et al., 2003). While they have different labels, each of these 

constructs contains the explicit or implicit notion that an individual’s behaviour is 

influenced by the way in which he or she believes that others will view him or her as 

a result of having used the technology (Venkatesh et al., 2003). 

Eventually, Social Factor has the power at a societal level to influence an individual’s 

intention towards a particular behaviour (Limayem et al., 2004). Social factors and 

emotions play a significant role in forming intentions towards a particular behaviour 

(e.g. using G2C-ICT services) (Jackson, 2005). Perceived social pressure to/not to 

engage in a particular behaviour affects the individual intentions to perform a specific 

behaviour (Limayem et al., 2007b). Therefore, it is the social pressure at the societal 

level that has the potential to influence the IDP intention to use G2C-ICT services in 

the context of this study. Hence, the following hypothesis is proposed: 

H9: There is a significant influence for the Social Factor on the IDPs’ Intention to use 

G2C-ICT services in unstable environments. 
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3.3.9 Affect and Intention 

Affect associated with behaviour refers to the particular assembly of emotions that 

become activated at the thought of the behaviour (Limayem et al., 2004; Robinson, 

2010). “Cues associated with any behaviour, including special cues such as the 

cognitive representation of the behaviour as a behavioural intention, become 

associated with certain pleasant or unpleasant outcomes” (Triandis, 1977). 

Behaviours that elicit a particular emotional response may also elicit a variety of 

behaviours that are consistent with that specific response. There is an association 

between emotion and behaviour because the thought of the particular behaviour 

(conditioned stimulus) becomes associated with the emotions attached to pleasant or 

unpleasant events (unconditioned stimuli) (Triandis, 1977). The effective components 

strength is dependent on the intensity and frequency of associations of the behaviour 

of positive or negative events (Triandis, 1980). 

Eventually, Triandis (1977) stated that affect refers to the pure emotion of joy, elation, 

pleasure, depression, distaste, discontentment, or hatred individuals feels with regards 

to a particular behaviour (use G2C-ICT services in this study). Affect is included in 

Triandis’ TIB model as he states that literature shows a relationship between an 

individual’s affect towards a particular behaviour and their subsequent intention to 

perform that particular act (Limayem et al., 2004).  

In the context of this study, the Affect refers to the pure emotion of joy, delight, 

pleasure, depression, distaste, discontentment, or satisfaction an IDP feels with regards 

to use G2C-ICT services. This Affect towards using G2C-ICT services influences 

IDPs’ subsequent intention to use these services whenever governmental transactions 

needed. Hence, the following hypothesis has proposed: 
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H10: There is a significant influence for the Affect on the IDPs’ Intention to use G2C-

ICT services. 

3.3.10 Perceived Consequences and Intention 

Perceived Consequences are an inevitable outcome of engaging in any behaviour. 

When a particular behaviour leads to a certain outcome, and this occurs frequently, the 

connection between behaviour and the perceived consequence becomes stronger 

(Osbourne & Clarke, 2006; Robinson, 2010; Triandis, 1977). The value of perceived 

consequences is dependent on the subjective probability that a particular consequence 

will follow the behaviour, including the value of that consequence to the individual 

(Gagnon et al., 2006). Human behaviour is predominately goal-directed; we 

predominately engage in behaviours with the aim of attaining a particular goal that 

holds a specific value that we desire. Perceived consequences are activated when an 

individual focuses on a goal; however, the behaviour may not take place if the social 

factors and affect that behaviour is larger or have a greater impact on the individual 

than the perceived consequences (Triandis, 1977). A particular behaviour may be 

perceived to lead to a highly valued goal; however, the individual may experience 

higher levels of negative affect with regards to the behaviour in question or pressure 

from his or her peers to refrain from engaging in the behaviour. As a result, the 

behaviour may not take place (Triandis, 1977).  

As a consequence, the anticipated outcome acts as an incentive to behave in a certain 

manner (Peters, 2009). The strength of perceived consequences or outcome 

expectations is high when the behaviour frequently and consistently connected with 

consequences and when these consequences have a high perceived value, which is 

either positive or negative (Osbourne & Clarke, 2006). The actual consequences of 
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behaviour serve as feedback (reciprocal exchange), modifying the above components 

that determine behaviour. Therefore, behaviour has the potential to change attitudes 

(Triandis, 1977). 

Triandis (1977) states that one of the problems surrounding the relationship between 

attitudes (perceived consequences) and behaviour is that different researchers have 

measured attitudes in varying ways. Behavioural intention is the best measure for 

predicting behaviour; however, since the behavioural intention is related to affect, one 

also needs to consider the studies in which the affect toward the behaviour measured 

as suitable for the illustration of the relationship of attitudes to behaviour (Triandis, 

1977). However, according to Bandura (1986), an individual’s cognitions play a major 

role in influencing behaviour, and as a result, an individual’s attitude towards the target 

behaviour is vital. The reason being that attitudes can be conceptualised as either 

favourable or unfavourable towards a particular behaviour, influencing whether or not 

it will be performed ((Bandura, 1986) as cited in (Robinson, 2010)). Taking Triandis’ 

view into account, research has shown that a person’s attitude towards behaviour (use 

G2C-ICT services in this case) is affected by the cognitive beliefs that the individual 

holds regarding the outcomes that will follow from that behaviour (Al-Rafee & 

Cronan, 2006; Robinson, 2010). The TIB model predicts that, when facilitating 

conditions make the behaviour impossible to carry out, attitudes will then be unrelated 

to behaviour.  

In the context of this study, Perceived Consequences refer to the inevitable outcome 

that IDP gained when they were using G2C-ICT service. When using G2C-ICT 

services leads to the inevitable result (e.g. facilitate the governmental transactions), 

and this frequently occurs, the connection between this usage and the perceived 

consequence becomes stronger. As mentioned early, IDPs’ usage of G2C-ICT services 
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is predominately goal-directed, they predominately use these services to attain a 

particular goal (i.e. accomplishing a transaction) that holds a specific value they desire 

(e.g. save their time, money and avoid exposure to risks). 

Perceived consequences of using G2C-ICT services are activated when an IDP focuses 

on a goal (accomplishing governmental transaction); however, this usage may not take 

place if the Social Factors and Affect of this usage is more significant or have a greater 

impact on the IDP than the Perceived Consequences (Triandis, 1977). Using G2C-ICT 

services may be perceived to lead to a highly valued goal (accomplishing a transaction 

without exposure to risks); however, the IDP may experience higher levels of negative 

affect with regards to this usage or pressure from his/her peers to refrain using these 

services. As a result, they may not use it.   

As a consequence, the anticipated outcome of using G2C-ICT services acts as an 

incentive to use these services again. The strength of perceived consequences or 

outcome expectations is high when this usage is favourable and consistently connected 

with consequences and when these consequences have a high perceived value for IDP. 

Attitude towards using G2C-ICT services is affected by the cognitive beliefs that the 

IDP holds regarding the outcomes that will follow this usage (Al-Rafee & Cronan, 

2006; Robinson, 2010). Hence, the following hypothesis is proposed: 

H11: There is a significant influence for the Perceived Consequences on IDPs’ 

Intention to use G2C-ICT services in unstable environments. 

3.3.11 Information Security and Intention 

Information Security is a complex social phenomenon that reflects technological, 

behavioural, social, psychological, and organisational aspects of interactions among 

human and non-human agents (Lu, Yu, Liu, & Yao, 2003). According to Setiadi, 



125 
 

Sucahyo, and Hasibuan (2013) security is those controls that protect the physical 

environment or systems place, or where the application, data, network and 

infrastructure are established. Meanwhile, security is the protection of personnel, 

hardware, programs, and networks from physical circumstances and events that could 

cause serious losses or damage (Setiadi et al., 2013; Zissis & Lekkas, 2011). This 

includes protection from fire, disasters, burglary, theft, vandalism, harassment, and 

workplace (Åhlfeldt, Spagnoletti, & Sindre, 2007). In short, security issues also 

include protection against intrusion, unauthorised access, editing, and alteration and 

removal of files or documents. According to Ebrahim and Irani (2005), the security 

sector is necessary due to the high price of failure. Nevertheless, it helps boosting-up 

the self-confidence of an individual and eventually, his ability to productively 

participate in the process of reflective experiments in living (Al-Khafaji, 2016), and 

has emerged as a pressing social concern and is applied to computer security as well.  

Information Security has been investigated by many researchers in the online or e-

services domain (Huang, Liu, Fang, & Zuo, 2016; Montesdioca & Maçada, 2015; 

Öğütçü, Testik, & Chouseinoglou, 2016; Zavareh et al., 2012). Cronin (1995) believed 

that privacy issues such as security, censorship and eavesdropping would discourage 

communication. It is even more critical to G2C-ICT services, especially in an unstable 

and risky context, as governments typically keep more information about their 

customers (i.e., citizens) than do web-vendors (Abri, McGill, & Dixon, 2009; Alawneh 

et al., 2013). 

A study of assurance in the service quality research of e-commerce has included 

security as quality items (Swaid & Wigand, 2007). Also, Consumers of online banking 

and online commerce believe that security is critical and even form obstacles to 

adoption of online banking (Hartono, Holsapple, Kim, Na, & Simpson, 2014; Subsorn 
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& Limwiriyakul, 2012). In the e-learning environment also, the importance of security 

has been documented by many researchers (Zamzuri, Manaf, Yunus, & Ahmad, 2013). 

Government organisations at all levels use, collect, process, and disseminate a broad 

range of sensitive information on personal, financial, and medical aspects. Hence, IT 

departments in organisations should be aware that security is not only critical for the 

availability and delivery of government services but also to build citizen confidence in 

the online services and transactions they provide or will be providing. 

On the other hand, Alatalo and Siponen (2001) found that people will risk their 

information security and accept the loss of privacy as long as there is a positive 

outcome from such information disclosure. The popularity of social networking 

websites such as Facebook, and YouTube, reveal that people are far less apprehensive 

about giving their private information online and are willing to sacrifice privacy 

information if they see the benefit in doing so. Thus, it is reasonable to expect that if 

the IDPs believe their information collected and treated purposes (i.e. complete 

government transactions) fairly, they will not prevent sharing personal information. 

Moreover, Abri et al. (2009) found that security concerns significantly influence 

citizens' intentions to use e-government services among Oman citizens.  

Information security factor has been included in the study model due to the full-scale 

wars Iraq suffered from such as civil conflict and external threats like ISIS and hostile 

countries. As well as the lack of studies that investigated the impact of this factor on 

the intention to use any G2C-ICT services in unstable countries, especially, among 

IDP. As mentioned early in chapter two, the affected citizens of a man-made disaster 

like Iraqi IDP will be more cautious to exposure to any situation or use of anything 

that could be employed to hurt them or endanger their lives (Tan et al., 2017) . This 

may include using G2C-ICT services that may require a declaration of sensitive 
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information in such dangerous environments such as their origins, religious and ethnic 

affiliations. 

Therefore, Information Security has been included in this study as one of the 

substantial factors, because it could have a significant impact on the IDPs’ intention to 

use G2C-ICT services. Hence, the following hypothesis has been proposed: 

H12: There is a significant influence for the Information Security on IDPs’ Intention 

to use G2C-ICT services in unstable environments. 

3.3.12 Trust and Intention 

Trust is an indicator of a positive belief about the perceived reliability of, dependability 

of, and confidence in a person, object or process (Fogg & Tseng, 1999). Gefen, 

Karahanna, and Straub (2003) define trust as the expectation that the trusted party will 

behave in an ethical, dependable, and socially appropriate manner and will fulfil their 

expected commitments in conditions of interdependence and potential vulnerability. 

The use of technology in the 21st century has been explosive. It believed that the 

increased trust in technology leads to more efficient utilisation and rapid acceptance 

of this technology (Carter & Weerakkody, 2008). In this study, trust refers to the IDPs’ 

willingness to rely on the Iraqi G2C-ICT services for conducting governmental 

transactions based on the gained benefits and the feelings of confidence or assurance 

(Alawneh et al., 2013). 

Further, technology trust elements can have a profound effect on the speed and 

efficiency of technology use, and acceptance. Makes individuals like IDP rely on 

internet security and privacy systems for safeguarding personal information against 

unauthorised use (Lippert, 2002). While these systems focus on safety, security, and 

privacy, the infrastructures that support predictability, reliability, and utilisation of 
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technology, which jointly classified as technology trust, are all underdeveloped and 

were particularly important to the government services sector.  

Providers have identified the lack of the trust in the online context as one of the most 

significant obstacles to the acceptance of transaction in a significant number of 

discussions (Hoffman, Novak, & Peralta, 1999). Furthermore, trust was the key to the 

success of both e-learning and m-learning (Lawless & Allan, 2004). Also, trust is the 

main facilitator of wireless mobile transactions because human beings need to 

understand the social surroundings of the virtual environment (Jaradat, 2011). Trust in 

Information Systems is becoming more relevant to academics and practitioners 

(Burkhard, Schooley, & Horan, 2013). It is worth to note that trust in the electronic 

banking channel such as mobile channel is the major determinant of the acceptance of 

new technology. Where (Sukkar & Hasan, 2005) agrees that trust in the electronic 

channel influenced the acceptance and use of technology.  

The use of government services systems often involves multiple parties, and trust must 

be exchanged with the government, the program being serviced, and the technology 

being used to access the service. If trust is lacking with any party, citizens are unlikely 

to engage with these systems (Dombrowski, Hayes, Mazmanian, & Voida, 2014). In 

e-commerce, consumers’ trust in their online transactions is important and has been 

identified as a key to the development of electronic commerce (Yousafzai, Pallister, & 

Foxall, 2003). Moreover, some researchers, for instance, Alshafi and Weerakkody 

(2009) and Al-Sobhi et al. (2011) argued that take-up of digital services in the Gulf 

Cooperation Council countries represent key challenges that are related to trust. Also, 

Carter and Weerakkody (2008) and Fodor and Brem (2015) found that trust has a 

significant influence on the Intention to Use e-G services among UK and Germany 

citizens.  
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In the context of this study, the full-scale wars Iraq suffered from such as civil conflict 

and ISIS, as well as the external threats from hostile countries, have led to many 

negative impacts on affected citizens like IDP (UNHCR, 2015a, 2015b). As discussed 

in Table 2.1, IDP of man-made disasters may not be able to trust new-unusual things 

as they may risky and strangers as they may be insurgents or members of a militia. 

These new things may include G2C-ICT services that require a declaration of sensitive 

information in such dangerous environments such as their origins, religious and ethnic 

affiliations. IDP will be more cautious to exposure to any situation or use of anything 

that could be employed to hurt them or endanger their lives (Tan et al., 2017; 

UNOCHA, 2014). 

The IDPs’ utilization of G2C-ICT services involves multiple parties, and trust must be 

exchanged with the government, the service, and the technology being used to access 

the service. If trust is lacking with any party, IDP are unlikely to use these services. 

Thus, this study adapted the trust into the proposed model and hypothesised that the 

trust-TIB causal relationships might potentially explain a greater proportion of war-

torn Intention towards using G2C-ICT services. As well as the lack of studies that 

investigated the impact of Trust on the intention to use any G2C-ICT services in 

unstable countries, especially, among IDP. This study expected to show that trust will 

have some effect on the IDPs’ intention to use G2C-ICT services. Therefore, the 

following hypothesis has been proposed: 

H13: There is a significant influence for the Trust on the IDPs’ Intention to use G2C-

ICT services in unstable environments. 

Finally, based on the above discussions, the conceptual model for the present study 

illustrated in Figure 3.2.  
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Figure 3.2. The Conceptual Model for the Study 

 

3.4 Research Design 

The research design is largely based on the strategic plan comprising methods and 

procedures of data collection and analysis about a certain population in an attempt to 

find a solution to the problem statement (Sekaran, 2014). The present study aims to 

examine the correlation among the antecedents, Perceived Consequence, Information 

Security, Social Factor, Affect, Trust, Facilitating Conditions, Habit, Perceived 

Intensity of Civil Conflict, Intention, Services Awareness and Usage Behaviour of 

G2C-ICT services among IDPs. Based on this objective, the following sections explain 

the study approach, the purpose of the research, and the unit of analysis. 

3.4.1 Study Approach  

Two approach types of research design may be utilised to solve the research problem: 

1) quantitative and 2) qualitative approach (Sekaran, 2014; Zikmund, Babin, Carr, & 

Griffin, 2012). A qualitative method is unstructured and exploratory in nature, 

allowing the researcher to involve only a small number of respondents (Zikmund et 

al., 2012). Respondents in a qualitative method provide information about their 
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feelings, thoughts, and views. Therefore, researchers cannot generalise the results to 

the whole population due to the limitation of the sample size (Zikmund et al., 2012).  

In contrast, a quantitative method allows researchers to collect data from a large 

sample size and statistically determine the extent to which a certain phenomenon is 

accurate and reliable. Hence, by using a quantitative approach, researchers can 

examine the significance among and between research variables and can generalise the 

results to the whole population (Zikmund et al., 2012). Furthermore, Sekaran and 

Bougie (2011) and Emory and Cooper (1990) indicated that the research should be 

designed according to the type of information desired, the purpose of the study, 

resource availability, type of investigation, study setting, research objectives, the 

extent of researcher interference, the unit of analysis and time horizon. Because the 

key aim of this study is to empirically test certain hypotheses to examine the 

relationships between the study variables, the nature of this study is a correlation study. 

According to Sekaran and Bougie (2011) former correlational studies are typically 

conducted for two purposes: 

1) To examine and explain the variance of the dependent variables and  

2) To understand the relationship between two or more variables in a certain situation. 

Additionally, a correlation study is a cross-sectional study, wherein the desired data 

are gathered just once to measure all the variables simultaneously (Sekaran & Bougie, 

2011). By contrast, a longitudinal study that allows researchers to involve small 

numbers of respondents over a longer period, which limits the possibility of 

generalising the findings, whereas the cross-sectional method allows larger sample 

size to involved within a certain time frame (Sekaran, 2003). Survey questionnaires 

are designed and distributed as such an instrument allowing the researcher to collect 
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primary data from a large sample size (Sekaran, 2003). A questionnaire instrument is 

based on thorough studies, and research can measure the behaviour, beliefs, and 

attitudes of respondents through statistical analysis, which assists in assuring the 

reliability of the findings (Sekaran & Bougie, 2011; Zikmund et al., 2012). Moreover, 

according to Sekaran (2014) and Creswell (2013), quantitative research is one that is 

formal, systematic and is used to define and examine the expected causal relationships 

and calculate interaction impacts among the study variables. 

After reviewing the qualitative and quantitative research methods, the quantitative 

approach was found to be more suitable for this study, as it allows the researcher to 

generalise the results to the entire population (Sekaran & Bougie, 2011; Zikmund et 

al., 2012). In this context, the survey questionnaire for this study has been designed 

using an interval scale method. In particular, a 5-point Likert-type scale was adopted 

to design the survey questionnaires because such scale allows the researcher to perform 

certain arithmetical operations on the data collected from the respondents (Sekaran, 

2003). Besides, the analysis results of this method can be summarised in the form of 

statistical values with a high level of confidence (Faaeq et al., 2013).  

3.4.2 Research Strategy  

The strategy of the research comprises a list of procedures to be achieved by carrying 

out the research to provide useful results (Yin, 2013). Several scholars have 

highlighted three main research types, namely exploratory research, descriptive 

research and hypothesis testing (Sekaran, 2014). Specifically, exploratory research is 

carried out when the issue under study has not been sufficiently and clearly explained. 

This type of investigation helps in determining what is going on, seeking new 

viewpoints, asking questions and tackling a set of phenomena in a new way. This is 
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often used in qualitative studies. On the other hand, descriptive research is carried out 

to explain a phenomenon accurately through narrative-type descriptions, 

classifications or measured relationships to present an accurate picture of events and 

situations (Sekaran, 2014).  

The third type, hypothesis testing enables researchers to determine and infer causal 

relationships among the study variables (Sekaran, 2014). In other words, hypothesis 

testing tends to highlight the nature of underlying relationships or recognise 

differences among various study factors in the situation, thus increasing the likelihood 

of understanding the research (Kumar, 2014). Hence, the testing of hypotheses offers 

a better understanding of the relationships between the variables (Sekaran, 2014). 

Based on that notion, the researcher uses a correlation study to describe the 

contributing factors that are related to the research objectives of this study. The 

correlation study is relevant to the identification of important factors associated with 

problems and objectives (Sekaran & Bougie, 2011) as well as the discovery of the 

relationship between two or more aspects of the situation (Kumar, 2014).  

3.4.3 Unit of Analysis  

Consistent with Sekaran (2014) and Zikmund et al. (2012),  it is important that the unit 

of analysis from which the response is planned to be obtained must be first identified 

to determine the solution to the problem statement. The unit of analysis is the level of 

collection of the data to be analysed in the data analysis procedure. It may comprise 

an individual or an organisation. In the context of the present study, individual IDP is 

considered to be the unit of analysis as it is the individual user who utilises the G2C-

ICT services. More importantly, IDPs in sheltering cities were requested for their 

opinion concerning the G2C-ICT services in an unstable environment. Consequently, 
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the Iraqi IDP considered as the unit of analysis in the present study because it is 

consistent with its objectives. 

3.5 Conceptual Framework  

A conceptual framework is a collection of interrelated concepts that guide the research, 

determine what things to be measured and what relationships to be required by the data 

(Faaeq, 2014; Faaeq et al., 2013). Additionally, a conceptual framework represents 

reality; it explains in greater details those aspects (variables) of the real world which 

the scientist considers to be relevant to the problem investigated and clarifies the 

significant relationship between them (Sekaran, 2014; Creswell, 2013). In chapter one, 

the issues and background of the problem indicate that several potential factors may 

influence the intention and usage behaviour of G2C-ICT services among IDPs. 

Therefore, this study intended to examine its framework antecedents among IDPs in 

Iraq. Also, the current study intended to establish the direct and moderating effect of 

PICC, Habit and Facilitating Conditions on the relationship between intention 

antecedents and usage behaviour in an unstable environment. 

A comprehensive review of literature performed in chapter two showed that previous 

studies on the usage behaviour of IS have focused on the ICT services as adopted in 

the developed and developing nations. The literature, however, revealed the absence 

of a model using Theory of Interpersonal Behaviour in the G2C-ICT service domain. 

Also, there is a scarcity of studies that correlate TIB as an underpinning theory with 

Perceived Intensity of Civil Conflict (PICC), Trust, Services awareness, and 

Information Security within the same framework to investigate more comprehensively 

the factors that may influence the usage behaviour of G2C-ICT services among IDPs 

in the unstable environment.  
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Figure 3.3. The Conceptual Framework for the Study 

Review of literature also revealed that the key problem lies in the high failure rate of 

the G2C-ICT projects associated with lack of consciousness of the factors that affect 

citizens to use/workaround the ICT services (Faaeq, 2014; Rehman & Esichaikul, 

2011). There seems to be a lack of attempts to investigate the effect of Perceived 

Intensity of Civil Conflict (PICC), Information Security, and Trust in a conflict 

environment, especially among real people affected by conflict like IDP. The literature 

also recorded few data on investigating the intention and usage behaviour of G2C 

services with Theory of Interpersonal Behaviour. Concerning the current study, it 

considers several variables (e.g. PICC, Trust, and Information Security) that influence  

the intention and usage behaviour of G2C-ICT services among IDPs. Figure 3.3 shows 

the conceptual framework for the study. 
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words, the operational definition provides the details of how the researcher measures 

the variable more deeply. 

On the other hand, Zikmund et al. (2012) defined the operationalisation as the process 

of identifying scales that correspond to variance in concept to be involved in a research 

process. Therefore, the researcher discusses the operational definitions that are utilised 

in this research as shown in Table 3.1. 

 
Table 3.1 
Operational Definitions 

Variable Operational Definition  
1. Social Factor  Familiar and important people in the community, who have higher 

prestige, think and support the use of G2C-ICT services after displacement 
to complete the governmental transactions (Adulwahab & Dahalin, 2011; 
Venkatesh et al., 2003). 

2. Facilitating 
Conditions 
 

The degree to which an IDP believes that resources, knowledge, and 
necessary infrastructure exist to support the use of G2C-ICT services, 
alongside harmonisation with lifestyle, availability of specific information 
and support in case of difficult access to the service (Alawadhi & Morris, 
2008). 

3. Usage 
behaviour of 
G2C-ICT 
services 

Refers to the IDP engaging in using any G2C-ICT services. Usage 
Behaviour refers to the IDP engaging in the physical act of using G2C-ICT 
service (Larose & Kim, 2006; Robinson, 2010). 

4. Perceived 
Consequence  

The palpable positive and negative consequences as well the evaluation of 
the previous G2C-ICT service usage, which will create beliefs about 
outcomes from using this service (Fishbein & Ajzen, 1975; Huma, 
Hussain, Thurasamy, & Malik, 2017). 

5. Habit  The extent tends of IDP to use the G2C-ICT services automatically without 
self-instruction when the governmental transactions needed (Limayem et 
al., 2007b). 

6. Intention  The degree to which IDPs are willing to try using the G2C-ICT services, 
or the amount of effort they are keen to exert in using the services 
(Robinson, 2010). 

7. Affect  Emotion or desire that can influence behaviour reflected by IDP when 
using the G2C-ICT services, such as the feelings of joy, pleasure, elation, 
satisfaction, disgust, depression displeasure, discontentment, or hatred 
(Triandis, 1977; Venkatesh et al., 2003). 

8. Trust  The IDPs’ willingness to rely on the G2C-ICT services for conducting 
governmental transactions based on the gained benefits and the feelings of 
confidence or assurance (Alawneh et al., 2013) 
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9. Information 
Security 

The IDPs’ perception of the G2C-ICT services as a protected platform 
without any uncertainty or adverse consequences after use (Alawneh et al., 
2013). 

10. Perceived 
Intensity of 
Civil Conflict  

The IDP's conscious of the surrounding massive violence forces which 
fuelling civil conflict due to the sectarianism and a positional difference 
about national values (Khan, 2010; Khan et al., 2012; Khan et al., 2010; 
The Heidelberg Institute for International Conflict Research, 2014). 

11. Services    
Awareness 

The IDP’s awareness about the availability, benefits, and usage of the 
G2C-ICT services, simultaneous with the promotions made by the 
government to increase consciousness and familiarity level (Almajali, 
2011; Khan, 2010; Khan et al., 2012; Khan et al., 2010).   

  

3.7 Variables Measurement 

The survey measured eleven variables. These variables are Social Factor, Affect, 

Perceived Consequence, Information Security, Trust, Facilitating Conditions, Habit, 

Perceived Intensity of Civil Conflict, Intention, Services Awareness and Usage 

Behaviour of the G2C-ICT services. All these variables measurements are adapted 

from previous related studies. Table 3.2 summarises the instrument used for variables. 

Table 3.2 
Codes and Measurements of the Variables 

Variable & 
source 

Codes Measurements 

Perceived 
Consequences 
(Moody, 2011; 
Robinson, 
2010) 

 The use of G2C-ICT services in my governmental 
transactions was:  

PC1 - Bad - Good 
PC2 - Foolish - Wise 
PC3 - Unfavourable - Favourable 
PC4 - Harmful - Beneficial 
PC5 - Negative – Positive 

Trust (Alawneh 
et al., 2013) 

T1 -Iraqi G2C-ICT services are trustworthy/can be trusted 
to deliver governmental services to its users. 

T2 -I expect that my use of the Iraqi G2C-ICT services will 
be increased in the future. 

T3 -I trust that all my personal information will remain in 
the Iraqi G2C-ICT services. 

T4 -Iraqi G2C-ICT services are always increasing Iraqis' 
attention and interest. 

T5 -I trust the benefits provided by the Iraqi G2C-ICT 
services. 
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Services 
Awareness 
(Alawneh et 
al., 2013) 

SA1 - I receive enough information about the benefits of 
G2C-ICT services. 

SA2 - I receive enough information about G2C-ICT services. 
SA3 - I receive enough information about how to use G2C-

ICT services. 
SA4 - Nowadays, most of the government services are 

available on the Internet. 
SA5 - The government promotes awareness about G2C-ICT 

services provided through the Internet.  

Information 
Security  
(Alawneh et 
al., 2013) 

Secu1 -Iraqi G2C-ICT services have enough 
safeguards/cybersecurity to make me feel comfortable 
in conducting governmental transactions. 

Secu2 -Iraqi G2C-ICT services ensure the confidentiality of 
my personal information. 

Secu3 -Iraqi G2C-ICT services will never misuse my personal 
information. 

Secu4 -Iraqi G2C-ICT services have adequate technological 
standards and tools to ensure that the data I send cannot 
be modified by unauthorised people. 

Secu5 -Iraqi G2C-ICT services adhere to personal data 
protection laws. 

Secu6 -Iraqi G2C-ICT services only collect users' data that are 
necessary for its functioning. 

Secu7 -Iraqi G2C-ICT services do not provide my personal 
information to others without my consent. 

Social Factors  
(Moody, 2011; 
Moody & 
Siponen, 2013; 
Pee, Woon, & 
Kankanhalli, 
2008) 

SF1 
 

-My family would expect that I use the G2C-ICT 
services to accomplish the governmental transaction. 

SF2 
 

-My friends would expect that I use the G2C-ICT 
services to accomplish the governmental transaction. 

SF3 
 

- For me, as Internally Displaced People (IDP), it is 
appropriate to use the G2C-ICT services to perform the 
governmental transaction. 

SF4 - Using the G2C-ICT services to perform a 
governmental transaction is fitting for my situation as an 
IDP. 

SF5 - I would feel bad if I am not using the G2C-ICT services 
to perform the governmental transaction. 

 The following people think that I should use the G2C-
ICT services in my governmental transactions. 

SF6 - My family 
SF7 - My friends 
SF8 - My colleagues 
SF9 - My relatives 

Facilitating 
Conditions 
(Alawadhi & 
Morris, 2008; 

FC1 -I have the necessary resources to use G2C-ICT 
services. 

FC2 -I have the necessary knowledge to use G2C-ICT 
services. 



139 
 

Moody, 2011; 
Moody & 
Siponen, 2013)  

FC3 -I can get help from others when I have difficulties using 
G2C-ICT services. 

FC4 -Using the G2C-ICT is compatible with other 
technologies I use. 

FC5 -I have enough Internet experience to use G2C-ICT 
services. 

Habit (Huang, 
Wu, & Chou, 
2013; 
Limayem et al., 
2007b; Moody, 
2011) 
 

H1 -Using the G2C-ICT services has become (easy/routine) 
to me. 

H2 - Using the G2C-ICT services is natural to me. 
H3 -When faced with a governmental transaction, using the 

G2C-ICT services is the best option for me. 
H4 -I do not think twice before using G2C-ICT services in 

performing the governmental transactions. 
Intention  
(Hu, Chau, Liu 
Sheng, & Tam, 
1999; Moody, 
2011; Moody 
& Siponen, 
2013) 

INT1 -I intend to use G2C-ICT services in my governmental 
transactions whenever it is available via the Internet. 

INT2 -I intend to use G2C-ICT services as often as I needed. 
INT3 -I intend to use G2C-ICT services in the future. 
INT4 -I expect that I would use G2C-ICT services in the 

future. 
INT5 -I expect to use G2C-ICT services frequently in the 

future. 

Usage 
Behaviour of 
G2C-ICT 
services (Al-
Majali, 2011a; 
George, 2003; 
Moody, 2011; 
Moody & 
Siponen, 2013) 

UB1 -I find that G2C-ICT services useful for managing my 
life matters. 

UB2 -I believe that G2C-ICT services create an easy way to 
perform my transaction. 

UB3 -I agree that that G2C-ICT services are encouraging. 
UB4 -I believe that fast Internet access speed is important in 

use of that G2C-ICT services. 
UB5 -Using G2C-ICT services helps me to accomplish my 

usual/routine tasks. 
UB6 -I will be regret if not using G2C-ICT services. 

Affect 
(George, 2003; 
Moody, 2011; 
Moody & 
Siponen, 2013) 

 The G2C-ICT services I use is always: 
AFF1 -Available 
AFF2 -Reliable 
AFF3 -Effective 
AFF4 -Flexible 
AFF5 -Easy-to-use/User friendly 
AFF6 -Fast 
AFF7 -Overall satisfactory 

Perceived 
Intensity of 
Civil Conflict 
(Khan, 2010; 
Khan et al., 
2012; Khan et 
al., 2010) 

PICC1 -There are clear differences in the positions regarding 
objectives between individuals and groups around me. 

PICC2 -There are continuous conflicts (un-manifested) around 
me. 

PICC3 - There are manifest conflicts between 
Individuals/groups around me. 

PICC4 -There are severe conflicts around me. 
PICC5 -Strong conflicts generate crises around me. 
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In this phase, it was important to make sure that the variables’ items are written in 

simple language, doesn’t overwhelm the memory of the respondents. Moreover, the 

researcher was careful to avoid ambiguities words and any assumptions.   

3.8 Questionnaire Design  

The format of a questionnaire represents the physical planning of questions on a few 

pages. It concerns its general manifestation, and it is crucial to a successful study 

(Taylor & Summerhill, 1992). Therefore, it is important that the questionnaire must be 

good-looking and brief. It collects demographic information as necessary, focuses on 

items based on single topics or ideas, defines and explains ambiguous terms, and words 

the questions clearly. Also, when forming the questionnaire, the researcher should 

avoid leading questions, organise items from general to specific, and keep items and 

response options together. Finally, careful attention has to be given to the length of the 

questionnaire along with the content, order, and type of individual questions.  

In this study, the researcher develops the questionnaire by adopting an adequate design 

from the literature (Faaeq, 2014). The questionnaire consists of four parts along with 

the cover letter which includes: the title of the study; the logo and name of the 

University of Utara Malaysia; four squares for questionnaire number; the purpose of 

the survey; a statement guaranteeing the confidentiality of the respondent; and the 

researcher’s email address and date. Finally, there is a filtering question, namely: Do 

you use any G2C-ICT services (E-governments, or M-government) for any 

governmental transactions (e.g. obtaining a Passport or ID card, issuing a driving 

license, etc...) after your displacements? If the answer to this question is "no", the 

respondent will move to the comments' section (at the end of the questionnaire) and 
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write the reason behind not using such services yet (Taylor & Summerhill, 1992). But, 

if the answer is "yes", the respondent will proceed to the next section.  

The questionnaire consists of four parts (sections). Part one collected demographic 

information about respondents. Part two used to collect information about e-G portal 

status in the Republic of Iraq following the eruption of ISIS conflict. It includes eight 

simple statements that inquiring about the availability of services, satisfaction, benefit, 

routine, cost, time, flexibility, and internet speed (Al-Nidawi, Al-Wassiti, Maan, & 

Othman, 2018; Al-Sammarraie & Khaleel, 2016; Faaeq, 2014; Lallo, 2012). Besides, 

the answer is marked by ticking in the "yes" or "no" parentheses. Part three designed 

to includes the measurement of the factors that influence the intention and usage 

behaviour of the G2C-ICT services among IDPs. In this part, a shady background used 

for the explanation of the table and the rows were coloured to confirm the right answer 

by line. The respondents were asked to circle the appropriate response (Taylor & 

Summerhill, 1992). Additionally, part four includes two questions. The first question 

is related to the barriers and challenges facing the G2C-ICT services, while the second 

question is concerned with the respondents’ comments. Then, at the end of the 

questionnaire, there will be the researcher’s acknowledgement for the respondents’ 

contribution. (see Appendix 1). 

The questionnaire designed using a booklet type questionnaire (Taylor & Summerhill, 

1992; Sudman & Bradburn, 1982). Sudman & Bradburn (1982) argued that the use of 

the booklet type questionnaire is useful because of: (1) making it easier for the 

respondent to turn the pages; (2) looking more professional and easier to follow, and 

(3) making it possible to use a double page format for questions about multiple events 

or persons. 
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A five-point scale utilised for the measurements starting with "1" Strongly Disagree 

till "5" Strongly Agree with the statement (Ikart, 2005; George, 2003). Having five-

point scale tends to be a right balance for having enough points of discrimination 

without having to maintain too many response options (Sauro, 2010). Due to a large 

number of variables in the model and to have a reliable instrument to ensure a high 

quality of the data, the researcher attempt to take in consideration the following points: 

1- The measures were chosen based on solid empirical literature. 

2- The questionnaire was self-administrated to the respondents to increase the 

response. 

The questionnaire is written in English as attached in Appendix 1. Hence the majority 

of the respondents was native Arabic speakers, the questionnaire translated into Arabic 

language using a back-translation technique to achieve the measurement equivalences 

in both languages (Brislin, 1970). The questionnaire sent to a language centre having 

bilingual experts (Arabic/ English) to ensure the consistency of the two versions (the 

original and the translated questionnaire). The Arabic version then after translated back 

into English by another bilingual expert to remove or resolve any differences. Also, to 

ensure the best response rate, get more accurate data and attract the attention, coloured 

high-quality printing used to print out the survey. 

3.9 Questionnaire Scale  

For the current study, Likert is the major scale used to measure the responses as it is 

widely used in the IS research and has been extensively tested in both MIS and social 

science (Faaeq, 2014). The present study used a five-point Likert scale for measuring 

most of the variables in this study (Al-Majali, 2011) ranging from 1 to 5: (1) Strongly 

disagree, (2) Disagree, (3) Undecided, (4) Agree, and (5) Strongly Agree.  
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3.10 Questionnaire Pre-Test  

Sekaran & Bougie (2011) revealed that validity means the researcher asks a question 

that represents the concept. In this case, the measure of content validity refers to the 

adequacy and representativeness of items that tap the concept. Cavana et al. (2001) 

stated that content validity of the instrument could be achieved through two ways, 

namely by developing the instrument items from past literature and by the judgement 

of a panel of experts.  

A pre-test is a preliminary assessment of the measurement instrument to look at some 

possible difficulties that may encounter the potential respondents when filling it out. 

In other words, pre-test entails validating the content of the measurement instrument 

(Tojib & Sugianto, 2006). Before using the instrument for the actual data collection, it 

is recommended to assess the instrument for its suitability (Sekaran & Bougie, 2011). 

Content validity test was used to make sure that the items used to measure the 

constructs are considered appropriate, adequate and correspond to the concept they 

intend to measure; content validity can also be referred to as face-validity (Sekaran & 

Bougie, 2011). This type of validity can be carried out using a panel of experts who 

read and review the instrument and check whether the used items adequately represent 

the intended constructs and whether the items’ wording is clear, understandable and 

free of ambiguity (Sekaran & Bougie, 2011). The expertise of four senior lecturers and 

Iraqi ICT project proficient were approached to assess the questionnaire and to get 

their opinions and feedback about enhancing the questionnaire regarding its wording, 

comprehensibility and its overall design. Based on their feedback, valuable 

amendments made on the items regarding the sentence structure, appropriate choice of 

words and arrangement.  
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Then after, consultation about the survey have been taken from an expert appointed by 

School of Quantitative Science/ UUM. Moreover, the researcher sent all relevant 

information (e.g. operational definitions, study model) and the questionnaire by email 

to Professor Harry C Triandis, the founder of Theory of Personal Behaviour (TIB), 

and received his high value evaluation as a theory expert. All of their comments and 

suggestions regarding the clarity, relevance and consistency of the questions 

incorporated into the survey instrument. A final pre-test conducted on the final 

translated copy of the questionnaire. The researcher pre-tested the assessment of the 

measurement instrument and based on the comments and monitoring the volunteers 

while they are filling the questionnaire, the researcher modifies the questionnaire and 

made the necessary improvements on design and flow until reach the final better 

design. A copy of the final Arabic questionnaire can be found in Appendix 2. 

3.11 Pilot Study  

A pilot study is “a small-scale research project that collects data from respondents 

similar to those that will be used in the full study” (Zikmund et al., 2012). According 

to Teijlingen, Rennie, Hundley, and Graham (2001), researchers usually conduct a 

pilot study for several reasons, including: (1) developing and testing the adequacy of 

research instruments; (2) identifying logistical problems that might occur during the 

data collection stage; (3) estimating variability in outcomes to help determine sample 

size; (4) establishing whether the sampling frame and technique are efficient; and (5) 

collecting preliminary data. A pilot study serves as a measure for discovering 

inadequacies, which decreases biases and access measurement factor reliability before 

the questionnaire is distributed to the final respondents (Pallant, 2013; Sekaran, 2014). 
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According to Hertzog (2008) and Lackey and Wingate (1998), a sample in the range 

of 20–25 will probably be adequate or using 10% of the sample required for a full 

study. Thus, the researcher used fishbowl draw to choose 60 participants who were 

randomly selected from two of the IDP sites in Erbil- Iraq. After that, 47 questionnaires 

were returned out of 60 questionnaires that distributed for the pilot study. Moreover, 

six questionnaires have a lot of items not answered and excluded because it was 

incomplete. The final data includes 41 questionnaires that were used in pilot test 

analysis, which were sufficient because the sample size required for this study was 

384. The reason for the pilot study is to test the reliability, validity and visibility of the 

research instrument as well as to determine the time needed for conducting the main 

study. Table 3.3 illustrates the demographic statistics for the respondents of a pilot 

study. 

Table 3.3 
Demographic Statistics for Pilot Study 

Group Category Frequency % Cumulative 
Percent 

Gender Male 15 36.6 36.6 
Female 26 63.4 100.0 

Age 18-22 18 43.9 43.9 
23-35 11 26.8 70.7 
36- 45 8 19.5 90.2 
46-55 3 7.3  97.6 
≥ 56 1 2.4 100.0 

Marital Status Single 22 53.7 53.7 
Married 16 39.0 92.7 

Divorced 1 2.4 95.1 
Widowed 2 4.9 100.0 

Education Level Read/Write 3 7.3 7.3 
Sec-School 11 26.8 34.1 
Bachelor 14 34.1 68.3 
Diploma 12 29.3 97.6 
Master 1 2.4 100.0 

 PhD 0 0.0 100.0 
Occupation 

Status 
Public 11 26.8 26.8 
Private 4 9.8 36.6 

Freelancers 4 9.8 46.3 
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Jobless 22 53.7 100.0 
Former 

Residential Area 
City/Urban 32 78.0 78.0 

Rural 9 22.0 100.0 
Monthly Income 
(Iraqi Thousand 
Dinars) 

≤ 250 17 41.5 41.5 
251 – 500 4 9.8 51.2 
501 - 750 13 31.7 82.9 

≥ 751 7 17.1 100.0 
Internet usage 

period 
< year 8 19.5 19.5 

1-3 years 14 34.1 53.7 
3 to 5 years 10 24.4 78.0 

> 5 years 9 22.0 100.0 
 

Using the Statistical Package for Social Science (SPSS) Version 21, the researcher 

tested instrument reliability. Cronbach's alpha used to analyse the data from the pilot 

study resulting in eliminating questions that were similar or did not measure the 

construct (Klopping & McKinney, 2004; Sekaran, 2014). According to many statistic 

scholars (Chua, 2013; Nunnally & Bernstein, 1994; Piaw, 2013; Santos, 1999), 0.70 

of Cronbach's alpha coefficient is the constructs’ cut-off value for being acceptable. If 

the construct shows poor reliability, then individual items within the item-total 

correlation value lower than 0.3 should be eliminated to increase the Cronbach's alpha 

coefficient for the constructs and improve its reliability. “This indicates that this item 

is not measuring the same construct as the rest of the items in the scale are measuring” 

(Santos, 1999). Therefore, there are five items eliminated from the questionnaire 

following this criterion, (H2) from Habit variable, (Secu2) from Information Security, 

(SF1 and SF2) from Social factor, and (Int4) from Intention variable’s items. The table 

in Appendix 3 illustrates the reliability analysis of the pilot study. 

3.12 Population and Sampling Procedures 

This section provides a discussion of the population, sampling frame, sample size and 

distribution of the questionnaire to the respondents. 
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3.12.1 The Target Population of the Study 

This study is applied in the ICT services setting involved IDPs in Iraq who have used 

the G2C-ICT services after the displacement. In general, the main respondents in this 

study were the adult individuals IDP in Iraq, and they are displaced to six Iraqi 

governorates named Dahuk, Erbil, Sulaymaniyah, Kirkuk, Salah al-Din, and Baghdad. 

Moreover, the selection of this population relies on the following reasons: 

1. According to the displacement tracking matrix report issued by the International 

Organization for Migration in August 2016, there are about 3.385 Million IDPs 

in Iraq nowadays (International Organization for Migration, 2016). On 3rd of 

August, 2016, six governorates hosted 62% (2,067,606 individuals) of the total 

identified IDP population: Baghdad 16% (521,700), Dahuk 12% (398,274), 

Erbil 12% (391,302), Kirkuk 11% (381,858), Salah Al-Din 6% (208,848), and 

Sulaymaniyah 5% (165,625) (International Organization for Migration, 2016).  

2. Currently, the Iraqi government attempts to support society towards using 

technology and ICT services (Alallaq, 2015; Saleh, 2015). Therefore, the 

Ministry of Communications has carried out several projects to increase the 

speed and efficiency of Internet service. Also, the mobile phone companies 

recently use the third-generation services to ensure the best services to their 

subscribers (Ministry of Communications, 2015). This has increased the 

opportunity for the IDP to use this internet service to access the available G2C-

ICT services. 

3. By using the hosting governorates as the sampling frame, the population list of 

the IDPs is easily accessible based on the accurate and new statistics from the 

International Organization for Migration-Iraq Mission (International 
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Organization for Migration, 2016). Thus, this ensured the right sampling 

selection. 

4. The majority of Iraqi IDPs were forced to flee without their documentation; other 

IDPs had their documents confiscated by ISIS militants or being abandoned to 

avoid detection. This makes them in need to take advantage of the G2C-ICT 

services. Moreover, a significant number of them are also going to immigrate to 

other countries; so, they need a passport. Therefore, it is necessary for those IDPs 

to utilise the "Obtaining a Passport" services (Iraq Electronic Services, 2016).  

5. The IDPs at hosting cities face real challenges and conflicts (killing or 

kidnapping) and insecurity statement (violence environment). Thus, they need 

to use the G2C-ICT services to reduce the risk and save their lives. Therefore, 

this sample (IDPs) will represent the population of the current study.  

3.12.2 Sampling Frame 

A sampling frame refers to the list of population elements from which a sample is 

drawn. These elements could be individuals, institutions, geographic areas, or other 

(Babbie, 2011). A sampling frame might result in research bias if it is not up-to-date 

(Särndal, Swensson, & Wretman, 2003). Hence, after deciding the type of respondents, 

the task of getting the list of IDPs distributed across governorates of Iraq based on last 

statistics report and master list issued on 24th of November, 2016 from the International 

Organization for Migration-Iraq Mission (International Organization for Migration, 

2016). The master list contains very detailed, useful, and accurate information about 

the IDP in Iraq. For instance, it contains Location of Displacement (Place id, 

Governorate, District, Location name in Arabic and English, Latitude, Longitude, and 

Number of families and individuals). The master list also comprises Governorate of 
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origin, Shelter type (camp, host families, hotel, religious building, unfinished building, 

etc.), Period of displacement, and three links for the map (Open Street Map, Google 

Map, Bing Map) which had been used as a guide to the IDP places.  

The IOM statistics indicate that Iraq has about 3.3 Million IDPs distributed in all 

governorates of the Republic of Iraq, as shown in Table 3.4. 

Table 3.4 
Distribution of IDP Families and Individuals by Governorate (International 
Organization for Migration, 2016) 

Governorate of displacement Families Individuals % 

Anbar 105,983 635,898 19% 
Baghdad 86,950 424,842 13% 
Dahuk 66,379 395,040 12% 
Erbil 65,217 361,464 11% 
Kirkuk 63,643 359,892 11% 
Salah al-Din 34,808 301,452 9% 
Ninewa 48,671 289,982 9% 
Diyala 14,807 168,842 5% 
Sulaymaniyah 27,604 153,018 5% 
Najaf 13,168 79,008 2% 
Kerbala 11,363 68,178 2% 
Babylon 9,553 57,318 2% 
Wassit 4,107 24,642 1% 
Qadissiya 4,010 24,060 1% 
Thi-Qar 1,537 19,222 1% 
Basrah 1,791 10,746 0% 
Missan 1,005 6,030 0% 
Muthanna 946 5,676 0% 
Total 561,542 3,385,310 100% 

 

This study conducted among IDP who displaced to six provinces under the Iraqi 

government control, and beyond the scope of the military conflict zones. These 

provinces were Baghdad, Dahuk, Erbil, Kirkuk, Salah Al-Din, and Sulaymaniyah. The 

number of IDPs in Baghdad is the highest with 424,842 IDPs, distributed in 618 places. 

Followed by Dahuk with 395,040 IDPs distributed in 140 places, and Erbil with 

361,464 distributed in 185 places. Then, Kirkuk with 359,892 IDPs live in 111 places; 
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Salah Al-Din with 301,452 IDPs live in 165 places. Finally, Sulaymaniyah with 

153,018 IDPs distributed in 251 places. There were about 1,995,708 IDPs represent 

62% of total Iraqi IDPs in these six governments (International Organization for 

Migration, 2016).  

As mentioned earlier, the main respondents in this study were the adult individuals 

IDPs. According to the humanitarian situation report issued by UNICEF in June 2016, 

47% of IDPs are children under 18 (UNICEF, 2016). Thus, approximately 1,057,725 

IDPs are adults representing 53% of the total IDPs in those six governments.  

3.12.3 Sample Size 

The sample is a subset of a larger population. If certain statistical procedures are 

followed, the researcher needs not to select every item in the population because the 

results of a good sample should have the same characteristics of the population as a 

whole (Zikmund et al., 2012). As mentioned earlier, the report of the International 

Organization for Migration (2016) indicated that there are around 3.3 IDPs in Iraq. 

Therefore, for the population more than 1000,000, 384 IDPs are suitable according to 

Table 3.4 (Sekaran & Bougie, 2011). This study selected 384 IDPs as the sampling 

size. 

Table 3.4 
Determining Sample Size of a Given Population  

Population size    Sample size 
20,000 377 
30,000 379 
40,000 380 
50,000 381 
750,000 383 

1000,000 384 
Source: Sekaran and Bougie (2011, p. 295-296) 
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Based on the above discussion, 384 samples are aimed to be technically acceptable, 

completed, and returned. However, the recorded response rate for Middle East citizens 

in the past studies is between 40-60% (Al-Majali, 2011b; Faaeq, 2014). Additionally, 

the results that are derived from a large sample could be generalised to the whole 

population (Hair, 2010). Based on this evidence, the researcher distributed (890) 

questionnaire copies among IDPs.  

As noted, 890 questionnaire copies distributed to the IDPs in the six Iraqi governorates. 

Before that, two-stage cluster sampling has been followed. First, Iraqi governorates 

have been chosen as clusters (geographical cluster) following the sample frame. 

Second, the researcher used a Systematic Random Sampling method to choose 

approximately 2% of IDPs places in each governorate to be visited due to the large 

number of IDPs places (1470), which is also more than the 890 questionnaire copies 

that needed to be distributed. Therefore, in total there are 29 IDPs’ hosting places that 

have been visited. These IDPs’ places were 12 in Baghdad, 3 in each of Dahuk and 

Salah Al-Din, 4 in Erbil, 2 in Kirkuk, and 5 in Sulaymaniyah. The determination of 

the probability sampling of IDPs for each governorate is needed. The probability 

sampling was calculated using the following formula: 

Proportionate stratified random sample = (sample /population) x stratum size 

(Koyuncu & Kadilar, 2009) 

Thus, the formula, in this case, will be:  

No. of questionnaires allocated for each governorate = (890 / 1,057,725) x No. of 

adults IDP in this governorate.  

Table 3.5 illustrates the number of locations visited and the number of questionnaire 

copies that have been distributed for each governorate. 
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Table 3.5 
The Probability Sampling of IDPs for Each Governorate 

Governorate Number 
of IDPs 

Number 
of adults 

% of 
sampling 

NS 
of 
IDPs 

No. of 
IDPs 
locations  

No. of 
locations 
Visited  

Baghdad 424,842 225,166 21.3% 189 618 12 
Dahuk 395,040 209,371 19.8% 176 140 3 
Erbil 361,464 191,575 18.1% 162 185 4 
Kirkuk 359,892 190,742 18.0% 161 111 2 
Salah al-Din 301,452 159,769 15.1% 134 165 3 
Sulaymaniyah  153,018 81,099 7.7% 68 251 5 
Total  1,995,708 1,057,725 100% 890 1470 29 

 

As shown in Table 3.5, in Baghdad, 189 questionnaire copies distributed because it 

hosts 225,166 adults constituting 21.3% of the total adult IDPs in the selected six 

governorates. In Dahuk a number of 176 questionnaire copies have been distributed as 

it hosts 209,371 adults IDP constituting 19.3% of the total adults IDP in the chosen six 

governorates. Kirkuk and Erbil host approximately the same number of IDPs; 

therefore, the number of questionnaire copies for each of them was 162 for Erbil and 

161 for Kirkuk. Salah Al-Din hosts approximately 159,769 adult IDPs; therefore, 134 

copies have been distributed there. Finally, Sulaymaniyah takes the lowest number of 

questionnaire copies because it hosts 81,099 adult IDPs only. 

The table in Appendix 4 illustrated more details about the IDPs locations that have 

been visited and the number of questionnaires that have been distributed/received for 

each location. Then afterwards, Simple Random Sampling method has been utilised to 

distribute questionnaire copies among IDPs in the chosen places by using IDP 

information lists provided by local administrations of hosting areas. So, each member 

of the IDPs population had an equal opportunity to participate in this study. Appendix 

5 shows a simple of the IDPs information lists used in the Simple Random Sampling 

process. 
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3.13 Data Collection Procedures  

After piloting and pre-testing the questionnaire, data have been collected from six 

governorates under the Iraqi government control, hosting the majority of IDPs 

(Baghdad, Dahuk, Erbil, Kirkuk, Salah al-Din, and Sulaymaniyah). This study used a 

face-to-face survey. The data collected from all six governorates hosting IDPs during 

the same period.  

There were fifteen assistants from these six Iraqi governorates helped in collecting the 

distributed questionnaires from IDPs’ sites in their provinces. One of them was a PhD 

holder, four of them were master degree holders, and the rest were bachelor degree 

holders. Two assistants in Sulaymaniyah, three in Baghdad, three in Erbil, three in 

Salah al-Din, two in Kirkuk, and two in Dahuk. The researcher visited the IDP’s sites 

with them first to distribute the questionnaires (as illustrated in more details in 

Appendix 4 and 5). The assistants then visited each location at least two times to collect 

the distributed surveys and sent them to the researcher for analysis procedures.   

Moreover, before the distribution procedures start, the researcher asked for permission 

to collect the data, because some IDPs may be afraid to fill in the questionnaire since 

any Iraqi university or organisation do not support the researcher. Additionally, the 

researcher is also required to complete security clearance procedure, which required 

many meetings and visits to the Ministry of Interior and Ministry of Higher Education. 

That was due to the critical and sensitive circumstances in the study area, the issuing 

procedures of security clearance for this study take more than six weeks. Appendix 6 

shows the official letter that has been used to cross the police and army checkpoints to 

reach IDPs hosting sites. 
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3.14 Analysis Method 

The current study used SEM as the key analysis method. Structural Equation 

Modelling is a combination of statistical modelling that examines the relationships 

among several latent constructs (Hair et al., 2017). PLS-SEM technique is called a 

second generation structural equation modelling (Wold, Martens, & Wold, 1983). The 

relatively new technique works well with structural equation models that contain latent 

variables and a series of cause-and-effect relationships (Gustafsson & Johnson, 2004). 

The PLS-SEM approach is a good and flexible tool for the statistical model building 

as well as prediction (Hair, Sarstedt, Ringle, & Mena, 2012).  

Specifically, the PLS technique has been used in this study for the following reasons. 

Firstly, PLS path modelling becomes more appropriate for real-world applications and 

more advantageous to be used when models are complex. The soft modelling 

assumptions of the PLS technique (i.e. the ability to flexibly develop and validate 

complex models) gives it the advantage of estimating large complex models. The 

current study examines the relationships, and because of the complexity of model 

relationships which are based on TIB (Godin, 2008; Robinson, 2010), the use of PLS-

SEM techniques is appropriate for better prediction. 

Secondly, in most social science studies, data tend to have normality problem while 

PLS path modelling does not necessarily require data to be normal (Chin, 1998). In 

other words, PLS treats non-normal data relatively well. By and large, PLS path 

modelling is selected for this study to avoid any normality problem that might arise in 

the course of data analysis procedure. Thirdly, PLS-SEM offers more meaningful and 

valid results, while other methods of analysis such as a software package like SPSS 

often lead to less clear conclusions and would require several separate analyses 
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(Bollen, 1989). Additionally, Tabachnick and Fidell (2007) stated that PLS is one of 

the most powerful statistical tools in social and behavioural sciences that can test 

several relationships simultaneously. That is, PLS can examine the overall model as 

one unit. Moreover, examining a model with numerous independent factors is easy 

with this technique. Also, it can examine the model mediator variables, and finally, it 

can be used even with small sample size (Wallenburg & Weber, 2005). 

According to Chin (1998), SEM is better for its flexibility compared with the first 

generation of analysis techniques. SEM flexibility allows researchers to the interplay 

between theory and data. In SEM, researchers can demonstrate relationships among 

several predictors and criterion variables to construct unobservable latent variables, 

model errors in measurement for observed variables, and statistically assess a priori 

theoretical and measurement assumptions against empirical data. 

SEM consists of two major functions: 1) the measurement (i.e. what are the things that 

need to be measured, how to measure them, and how the reliability and validity of 

conditions are met); 2) causal relationships among variables and their explanation 

because the variable is complex and unobserved (Hair et al., 2017; Hair, 2010). 

3.15 Partial Least Squares-Structural Equation Model (PLS-SEM) 

A structural equation model (SEM) has two main components for performing data 

analysis, the measurements model and the structural model. The measurements model 

is also known as the outer model (Henseler, Ringle, & Sinkovics, 2009). This outer 

model includes a unidirectional predictive association between each latent construct 

and its respective indicators.  
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In the measurement model, any multiple relationships are not acceptable; thereby, the 

indicators of constructs have to be associated merely with a single latent construct. 

PLS-SEM has no problem handling both the reflective and formative measurements 

model (Hair et al., 2017). Reflective items are considered to be functions of the latent 

variable, and as such, changes in the latent variable are reflected in changes in the 

indicators variables. Hence, headed arrows in the reflective indicators are pointing 

from the latent variable toward the indicators of that construct. The associated 

coefficient in such reflective PLS-SEM measurements is known as factor loading or 

precisely outer loading (Hair et al., 2017). 

On the other hand, formative indicators are the foundation of the latent construct. 

Hence changes in the construct indicators can explain and determine changes in the 

value of the latent variable (Hair et al., 2017). Unlike reflective indicators, headed 

arrows in the formative case are pointing from the indicators toward the latent 

construct; however, the associated coefficients are identified as outer weight in PLS-

SEM. The criteria to test the reliability and validity of the measurement model are 

presented in the following sub-sections.  

3.15.1 Criteria of Assessing Measurements Model (Outer Model) 

Because the construct indictors of the measurements model in this study are 

Reflective, the following criteria were used to evaluate reliability and validity (Hair, 

2010; Hair et al., 2017; Henseler et al., 2009). Convergent validity is the degree to 

which multiple items measure the same construct are in agreement. According to Hair 

(2010) and Hair et al. (2017), the criteria to asses convergent validity include:  

1. Individual item reliability - factor loading; 

2. Composite reliability (CR); and 
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3. Average variance extracted (AVE). 

Discriminant validity is the degree to which the items differentiate among construct or 

the correlations between the measures of potentially overlapping constructs. The 

criteria to examine discriminant validity include: 

1. Cross loading; and 

2. Latent variable correlation (square root of AVE). 

Table 3.6 provides detailed information about the specific criteria to evaluate 

convergent validity and discriminant validity.  

Table 3.6 
Criteria for Assessing Measurement Model (Outer Model) 

Convergent Validity 
Criteria  Description 
Individual item reliability – factor 
loading; 

Factor loading should be greater than 0.708 
for each item. 

Composite reliability (CR)  
(CR) should be higher than 0.70 to 
materialise internal consistency between 
constructs’ indicators. 

Average Variance Extracted (AVE)  AVE should be greater than 0.50. 

Discriminant Validity 
Criteria  Description 

Cross loading  

The value of the factor loading of each item 
to its respective construct should exceed the 
correlation with other constructs. 

Latent variable correlation (square 
root of AVE). 

The value of square root of AVE should 
be higher than the correlation between 
the factors off-diagonal elements in the 
rows and columns. 

Heterotrait-Monotrait (HTMT) 

An estimate of what the true correlation 
between two constructs would be, if they 
were perfectly reliable. The HTMT ratio 
between two constructs close to 1 indicates a 
lack of discriminant validity. 

Source: Hair et al. (2017); Henseler, Ringle, and Sarstedt (2015); Voorhees, Brady, 
Calantone, and Ramirez (2016) 
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3.15.2 Criteria for Assessing Structural Model (Inner Model) 

Once researchers have evaluated the reliability and validity of the measurement model, 

they can proceed to estimate the structural model (also known as the inner model) in 

the context of PLS-SEM on the way to testing the hypothesised relationship (Henseler 

et al., 2009). The inner model illustrates the relationship between the latent constructs 

of the study model. In this context, PLS-SEM allows only recursive relationships in 

the structural model, in different words, no causal loops. Hence, the structural path 

between latent constructs can merely head in a single direction. There are two types of 

constructs in this structural model, exogenous and endogenous latent constructs. An 

exogenous term represents the constructs that do not have a structural path association 

pointing at them. An endogenous term represents a latent construct explained by 

another construct (s) in the structural model (Hair et al., 2011). The fundamental 

criteria to examine structural model include:  

1. The coefficient of determination (R2) for the endogenous variables; 

2. Effect size (f2) of the exogenous variables; 

3. Prediction relevance (Q2); 

4. The goodness of fit (GoF); and 

5. Examining the path coefficient (using bootstrapping). 

Table 3.7 illustrates the detailed criteria to evaluate Structural Model (Inner Model). 
 

Table 3.7 
Criteria for Evaluating Structural Model (Inner Model) 

Criteria  Description 
The 
coefficient of 
determination 
(R2)  

Chin (1998) suggested that values of R2 above 0.67 are considered 
high, while values ranging from 0.33 to 0.67 are 
moderate, whereas values between 0.19 and 0.33 are weak and any R2 
values less than 0.19 are unacceptable. 

Effect size (f2)  Cohen’s (1998) criteria to determine effect size (f2) recommended that 
values of f2 above 0.35 are considered large, values ranging from 0.15 
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to 0.35 are medium, values between 0.02 to 0.15 
small effect size and lastly any values less than 0.02 are considering 
with no effect size. 

Predictive 
relevance (Q2)  

According to Chin (2010) and Hair et al. (2017), the value of cross-
validity redundancy above zero (Q2 > 0), indicates that there is a 
predictive relevance while a value of Q2 less than zero means that the 
model lacks predictive ability. 

The goodness 
of fit (GoF)  

Regarding the criteria of (Wetzels, Odekerken-Schröder, & Van 
Oppen, 2009), 0.1 means small GoF, 0.25 is considered medium and 
value greater than 0.36 indicates a large GoF. 

Estimate path 
coefficient  

The value of path coefficient should be estimated in term of 
magnitude, sign and significant (the later via bootstrapping), 
commonly used critical values for two-tailed tests are 1.65 
(significance level = 10%), 1.96 (significance level = 5%), and 
2.57 (significance level = 1 %) (Hair et al.,2017). 

Sources: Hair et al., (2017); Chin (1998); Cohen (1998); Wetzels et al., (2009). 

3.16 Summary of Chapter Three 

This chapter discussed the research methods that have been used with the intention of 

fulfilling the purpose of this study. The chapter also discussed the research design, 

variables measurement, survey questionnaire design, population and sample, data 

collection procedures and finally, analysis techniques that have been applied in the 

current study. The next chapter discusses the results and data analysis. 
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4 CHAPTER FOUR 

 RESULTS AND DATA ANALYSIS 

4.1 Introduction 

This chapter presents the results of the data analysis procedures. First, this chapter 

examined how the respondents were distributed according to the demographic 

variables. In addition, regarding the quantitative data, Smart-PLS version 3.2.6 was 

used to produce the results. This chapter also presents the hypothesis testing, the effect 

of the moderators on the proposed relationships in order to establish the basis for the 

study’s findings and conclusions. 

Moreover, assess the outer measurement model as a prerequisite for the inner structural 

model assessment and hypotheses testing. Specifically, this chapter proves the 

goodness of the outer model related to the constructs of this study. Once the construct 

validity was established, the process was to examine the quality of the structural 

model. Finally, the hypotheses testing procedures were reported. 

4.2 Response Rate 

Before the assessment of the measurement model and the structural model, it is logical 

and important to start by explaining the current study’s context and presenting 

sufficient information about the study’s respondents and their profile in order to draw 

a clear picture about the study’s environment and to provide a better understanding 

about the phenomenon under question (Chin, 2010). In this study, data were collected 

from December 11th, 2016 to January 21st, 2017 for almost six weeks (41 days) in the 

IDPs hosting sites of six Iraqi governorates (Baghdad, Dahuk, Erbil, Kirkuk, Salah al-

Din, and Sulaymaniyah governorates) located in the north and centre of Iraq. Data 
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collection was carried out after obtaining approval from the Ministry of Higher 

Education and security clearance from the Ministry of Interior in the Kurdistan region 

of Iraq, as shown in Appendix 6. 

After the distribution of the questionnaires at each site, a period of few days was given 

to the respondents to complete the questionnaire; each site was visited at least three 

times to collect as many filled questionnaires as possible and to encourage those who 

did not finish their questionnaires to complete it by giving them additional time. 

Telephone calls, sending of short message services (SMS) and self-visit to the hosting 

sites, were done wherever it is needed as follow up and for increasing the response 

rate. Follow-up was used to increase the response rate which is in agreement with the 

suggestion of some researchers. The researchers utilised follow-up throughout the data 

collection and gave incentives to the participants as a stimulus to get feasible data for 

the analysis (Maxfield, 2015; Sekaran, 2014). 

Moreover, out of 890 questionnaires that were distributed among respondents, 705 of 

them were returned which equal to the response rate of 79.21%. The table in Appendix 

4 contains details information about the response rate for each visited location. The 

questionnaires contain a filter question that classifies the respondents in two groups 

regarding using G2C-ICT services for any governmental transactions after 

displacement. 241 of returned response tick on (No) which equals to 34%. That is 

mean 34% of respondents’ IDPs did not use any G2C-ICT services in any transaction 

throughout displacement. While 464 of respondents which equals to 66% of returned 

response tick on (Yes), which mean they used one or more of G2C-ICT services in the 

needed transaction throughout displacement.  

Furthermore, in some returned questionnaires, the respondent leaves some question 

without an answer. This issue is called missing data which is well known in the survey 
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process (Hair, 2010). Following the rule of thumb by (Hair et al., 2017; Ramayah, 

Cheah, Chuah, Ting, & Ali, 2017), any observation with more than 15% of missing 

data (i.e. unanswered questions) should be deleted from the dataset. Reflecting that 

rule within the current study, any observation with nine missing values and above (i.e. 

nine unanswered questions) should be deleted from the dataset (Hair et al., 2017; 

Ramayah et al., 2017); as a result, 60 observations (i.e. questionnaires) were omitted 

from the dataset, and 404 observations were considered valid and used for statistical 

analysis.  

According to Pallant (2013), for the variables’ interrelationship analysis, the sample 

size is needed to be ten times the independent variables of the study model. As such, 

the collected questionnaires are enough for doing further analysis. Since the total 

numbers of independent variables in this study are ten, the sample size of the study 

should be more than 100 respondents. The 404 valid questionnaires meet the 

requirements of examining the relationships between the variables in the conceptual 

model of this study (Sekaran, 2014).  

4.3 Data Screening and Cleaning 

This section highlights data screening and cleaning of the collected data. Four different 

analysis procedures and techniques were conducted to ensure that the collected data 

are suitable and clean before analysing it by using PLS-SEM. However, this has been 

done by applying missing data, removing outlier, nonresponse bias test, and 

multicollinearity test. Therefore, the following section will discuss each test 

separately. 
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4.3.1 Treatment of Missing data  

Due to the negative effect of missing values, data screening is necessary before 

performing an analysis because missing data will certainly influence the outcomes. 

Hence, collected data was examined fully because previous studies have established 

that missing value is a considerable issue due to its ability to affect the findings of the 

empirical studies negatively. Twenty-nine collected survey questionnaires had less 

than 15% of missing data (represent 7.1% of the valid collected questionnaires). 

Treating these missing data before performing the analysis was very crucial due to the 

sensitivity of Smart PLS regarding missing data. Thus, it was carefully checked and 

treated. 

The general treatment of such missing data is usually done through SPSS by replacing 

any missing data with the mean or the median of nearby points. Consequently, in the 

current study, the questionnaires that were found to have missing data were replaced 

by the mean of nearby values as suggested by (Hair, 2010). Table 4.1 illustrate the 

frequency of missing value for each item of study variables. 

Table 4.1 
The Frequency of Missing Value for Each Item 

Item Valid Missing Item Valid Missing Item Valid Missing 
ESA1 403 1 S1 401 3 INT3 398 6 
ESA2 400 4 S2 403 1 INT4 401 3 
ESA3 401 3 S3 400 4 T1 398 6 
ESA4 396 8 S4 402 2 T2 402 2 
ESA5 397 7 S5 401 3 T3 403 1 
SF1 404 0 S6 400 4 T4 399 5 
SF2 402 2 UB1 401 3 T5 402 2 
SF3 400 4 UB2 403 1 AFF1 401 3 
SF4 404 0 UB3 401 3 AFF2 402 2 
SF5 399 5 UB4 403 1 AFF3 397 7 
SF6 402 2 UB5 401 3 AFF4 403 1 
SF7 401 3 UB6 400 4 AFF5 399 5 
H1 402 2 FC1 400 4 AFF6 400 4 
H2 403 1 FC2 399 5 AFF7 403 1 
H3 401 3 FC3 403 1 PC1 401 3 



164 
 

PICC1 403 1 FC4 400 4 PC2 399 5 
PICC2 398 6 FC5 401 3 PC3 398 6 
PICC3 401 3 INT1 399 5 PC4 402 2 
PICC4 403 1 INT2 403 1 PC5 399 5 
PICC5 400 4       

 

4.3.2 Removing Outliers 

In quantitative studies, checking to see if any outliers exist in the collected data is 

necessary. According to Byrne (2013), outliers are any observation that numerically 

has distance with a comparison to the rest of dataset. Previous literature shows that 

many different methods of discovering outliers exist for given research, among which 

includes categorising data points based on an observed (Mahalanobis) distance from 

the research’s expected data (Hair, Black, Babin, Anderson, & Tatham, 2006). In the 

current study, a table of chi-square statistics was applied to determine the outliers. The 

optimal value to detect the outliers for the current study was determined to be 29.588 

at a level 0.001 as it was related to 10 independent variables that used in this study. 

Outliers can be simply computed by performing a simple linear regression by selecting 

the usage behaviour of G2C-ICT services as the dependent variable and then selecting 

all the independent variables. However, it should be noted here that the demographic 

variables were excluded from this linear regression analysis. Based on the output of 

Mahalanobis test, the values of thirteen survey questioners ranged from 30.767 to 

53.352, which imply it was found to be an outlier because it exceeds the predetermined 

value of Mahalanobis (29.588) as discussed earlier. Appendix 7 illustrates the findings 

of Mahalanobis for each collected questionnaire. 
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4.4 Common Method Variance Test 

Common method variance (CMV), refers to “variance that is attributable to the 

measurement method rather than to the construct of interest” (Podsakoff, MacKenzie, 

Podsakoff, & Lee, 2003). Researchers have generally agreed that common method 

variance is a major concern for scholars using self-report surveys (Koh, Kim, & Kim, 

2003; Podsakoff et al., 2003). For example, in a meta-analytic review of 55 studies, 

Organ and Ryan (1995) stated that studies conducted using self-report surveys are 

associated with spuriously high correlations due to common method variance. 

According to Podsakoff, MacKenzie, and Podsakoff (2012) evidence of the impact of 

method biases on item validity and reliability comes from some meta-analyses of the 

results of confirmatory factor analyses. 

The present study adopted several procedural remedies to minimise the effects of CMV 

(MacKenzie, Podsakoff, & Podsakoff, 2011a, 2011b; Podsakoff et al., 2003; 

Viswanathan & Kayande, 2012). First, to reduce evaluation apprehension, the 

participants were informed that there is no right or wrong answer to the items in the 

questionnaire and they were also given an assurance that their answers were 

confidential throughout the research process. Second, improving scale items were also 

used to reduce method biases in the present study. This was achieved by avoiding 

vague concepts in the questionnaire, and when such concepts were used, simple 

examples were provided. 

To further improve scale items, all questions in the survey were written in a simple, 

specific and concise language. Besides the procedural remedies described above, the 

present study also adopted Harman’s single factor test proposed by Podsakoff and 

Organ (1986) to examine common method variance. Traditionally, in this procedure 
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all variables of interest are subjected to an exploratory factor analysis and the results 

of the unrotated factor solution are then examined to ascertain the number of factors 

that are necessary to account for the variance in the variables (Koh et al., 2003). 

The main assumption of Harman’s (1967) single factor test is that if a substantial 

amount of common method variance is present, either a single factor may emerge, or 

one general factor would account for most of the covariance in the predictor and 

criterion variables (Podsakoff & Organ, 1986). In general, according to Podsakoff et al. 

(2006), the amount of variance accounted for CMV according to the field of research (e.g., 

marketing, management, and psychology). For instance, studies that investigate 

behavioural-related topics, common method biases exists when the co-variance accounted 

for that single factor is greater than 40.7% (Hashim, 2012). 

Following Podsakoff and Organ (1986), all items in this study were subjected to 

principal components factor analysis. The results of the analysis yielded six factors, 

explaining a cumulative of 51.17% of the variance; with the first (largest) factor 

explaining 25.188 % of the total variance, which is less than 40.7%. Additionally, the 

results indicate that no single factor accounted for the majority of covariance in the 

predictor and criterion variables (Podsakoff et al., 2012). Hence, this suggests that 

common method bias is not a major concern and is unlikely to inflate relationships 

between variables measured in the present study. 

4.5 Multi-collinearity Test 

Before testing the proposed model, it is important to examine the model for collinearity 

issues (Hair et al., 2017). Collinearity happens when two constructs (i.e. latent 

variables) within the model are highly correlated; and when several constructs are 

involved in such situation, it is referred to as multi-collinearity (Hair et al., 2017). 
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When collinearity exists, it affects the results obtained from the data analysis process 

because it (i.e. collinearity) increases the standard errors which will alter the model 

estimates and subsequently affects the final results (Hair et al., 2017). In other words, 

the presence of multi-collinearity between independent variables makes it impossible 

to separate the effects of two (or more) of them on a dependent variable. If two 

variables are significantly collinear, it becomes impossible to determine which of the 

variables accounts for variance in the dependent variable. 

A criterion called the Variance Inflation Factor (VIF) need to be calculated to detect 

collinearity for all the exogenous variables within the model. A VIF value below five 

means that the model does not show critical levels of collinearity and as a result, it is 

considered acceptable and adequate for the next stage of assessment (Hair et al., 2017; 

O’brien, 2007). The current model’s collinearity values were below the mentioned 

threshold as displayed in Table 4.3 for the two sets of exogenous constructs and their 

associated endogenous constructs (i.e. Intention and Usage Behaviour of G2C-ICT 

Services). Collinearity test requires that each endogenous construct and its associated 

set of predictors (i.e. exogenous constructs) need to be examined separately from the 

complete structural model (Hair et al., 2017). 

Table 4.2 
Variance Inflation Factor for Collinearity Assessment 

 Usage Behaviour of 
G2C-ICT Services  Intention 

Intention 1.7951  
Facilitating Conditions 1.3821 

 

Habit 1.6486 
 

PICC 1.4783 
 

Perceived Consequence  1.1661 
Information Security 

 
1.5858 

Services Awareness  1.5127 
Social Factor  1.3376 
Trust 

 
2.2899 

Affect 
 

1.9230 
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4.6 Demographic Statistics 

Based on the demographic analysis, the respondents of this study were composed of 

35.43% females and 64.57% of males. About 45.48% of the respondents aged between 

18 to 23 years old; 33.92% aged between 23 and 36; 8.79% aged between 36 and 46; 

8.54% aged between 46 and 56 and 3.27% of the respondents were above 56. 

Regarding their education level, 45.98% have a high school degree, 40.7% have a 

bachelor degree, 5.28% have a diploma degree, 3.77% have a master’s degree, 2.26% 

have a PhD degree, and 2.01 of respondents were at read/write education level. 

Regarding marital status, 69.60% of the respondents were single, 25.63% were 

married, 3.52% were widowed, and 1.26% of the respondents were divorced.  

Regarding respondents’ occupation status,  57.54% of the respondents were jobless, 

18.84% were freelancers, 18.34% were public sector employees, and 5.28% of the 

respondents were private sector employees. In regard to former resident area, 52.01% 

were resident in the urban area, and 47.99 of the respondent were resident in a rural 

area before their displacement. In terms of respondents’ monthly income, 44.47% of 

the respondents were earning 250,000 Iraqi dinars or less (≈200 USD), 21.86% were 

earning between 251,000 to 500,000 Iraqi dinars, 14.32% were earning between 

500,000 to 750,000 Iraqi dinars, and 19.35% were earning 750,000 Iraqi dinars or 

more. Moreover, regarding respondents’ Internet usage duration, 29.15% were using 

the Internet for less than a year, 29.65% for one to three years, 18.59% for three to five 

years, and 22.61% of respondents were using the Internet for more than five years. 

Finally, regarding Internet surfing frequency during their displacements period. The 

statistical analysis shows that 41.1% of the participants use the Internet less than five 

times per week. The analysis also shows that more than half of the respondents (238 

IDP represent 58.9% of the total respondents) uses the Internet more than five times 
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weekly. Where 30.2% declare that they are using the Internet 5 to 30 times per week, 

and 28.7% stated that they are using the Internet more than 30 times weekly. This last 

statistic confirms the survey made by GALLUP (2015), which indicated that web 

surfing habit had not decreased significantly among Iraqi IDPs. The summary of 

demographic statistics of the respondents illustrated in Table 4.3. 

Table 4.3  
Demographic Statistics 

 Category Frequency Percent 
Gender Male 257 64.57% 

Female 141 35.43% 
Age 18-23 181 45.48% 

23-36 135 33.92% 
36-46 35 8.79% 
46-56 34 8.54% 
≥56 13 3.27% 

Marital Status Single 277 69.60% 
Married 102 25.63% 
Divorced 5 1.26% 
Widowed 14 3.51% 

Education Level Ph.D. 9 2.26% 
Master 15 3.77% 
Diploma 21 5.28% 
Bachelor 162 40.70% 
Sec-School 183 45.98% 
Read/Write 8 2.01% 

Occupation Status Public sector  73 18.34% 
Private sector  21 5.28% 
Freelancers 75 18.84% 
Jobless 229 57.54% 

Former Residential Area Urban 207 52.01% 
Rural 191 47.99% 

Monthly Income ≤ 250,000 177 44.47% 
251,000 - 500,000 87 21.86% 
500,000 – 750,000 57 14.32% 
≥ 750,000 77 19.35% 
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Internet usage duration Less than a year 116 29.15% 
1-3 years 118 29.65% 
3 to 5 years 74 18.59% 
More than 5 years 90 22.61% 

Times per week using 
the Internet 

Less than five times 166 41.1% 
5 - 30 times 122 30.2% 

 More than 30 times 116 28.7% 
 

4.7 Normality 

Another important issue that needs to be checked is the distribution of the data and 

whether it is normally or abnormally distributed as it is one of the reasons and the 

requirements for using SEM-PLS; because SEM-PLS is capable of dealing with 

abnormally distributed data as one of the technique’s strength points (Hair et al., 2017). 

For this purpose, two statistical tests were employed: the first one is the Shapiro-Wilk 

test and the second one is skewness and kurtosis test. 

Regarding the Shapiro-Wilk test (Razali & Wah, 2011), the null hypothesis for the 

Shapiro-Wilk test is that the data is normally distributed. In order accept or reject the 

null hypothesis, the W-value is calculated for the Shapiro-Wilk test which ranges 

between zero and one; if the W-value was close to one, this means the data is normally 

distributed, and the null hypothesis is accepted; otherwise, small values of the W-value 

indicates the non-normality of the data and leads to the rejection of the null hypothesis. 

After running the Shapiro-Wilk test using the statistical software SPSS version 21, all 

the W-values (i.e. that can be found under the column named Sig in Table 4.4) were 

equal to 0.00; which means that the null hypothesis was rejected and the data was not 

normally distributed. 
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Table 4.4 
Shapiro-Wilk test of Normality 

 Kolmogorov-Smirnova Shapiro-Wilk 
Statistic df Sig. Statistic df Sig. 

SA1 .189 391 .000 .890 391 .000 
SA2 .170 391 .000 .907 391 .000 
SA3 .178 391 .000 .901 391 .000 
SA4 .171 391 .000 .897 391 .000 
SA5 .170 391 .000 .907 391 .000 
SF1 .256 391 .000 .788 391 .000 
SF2 .251 391 .000 .813 391 .000 
SF3 .188 391 .000 .880 391 .000 
SF4 .254 391 .000 .850 391 .000 
SF5 .250 391 .000 .854 391 .000 
SF6 .253 391 .000 .844 391 .000 
SF7 .247 391 .000 .850 391 .000 
H1 .198 391 .000 .909 391 .000 
H2 .261 391 .000 .835 391 .000 
H3 .211 391 .000 .876 391 .000 
PICC1 .198 391 .000 .857 391 .000 
PICC2 .208 391 .000 .874 391 .000 
PICC3 .215 391 .000 .878 391 .000 
PICC4 .225 391 .000 .872 391 .000 
PICC5 .245 391 .000 .805 391 .000 
S1 .165 391 .000 .904 391 .000 
S2 .216 391 .000 .907 391 .000 
S3 .162 391 .000 .912 391 .000 
S4 .169 391 .000 .909 391 .000 
S5 .187 391 .000 .906 391 .000 
S6 .200 391 .000 .901 391 .000 
UB1 .240 391 .000 .848 391 .000 
UB2 .272 391 .000 .836 391 .000 
UB3 .220 391 .000 .889 391 .000 
UB4 .277 391 .000 .758 391 .000 
UB5 .275 391 .000 .841 391 .000 
UB6 .170 391 .000 .907 391 .000 
FC1 .172 391 .000 .912 391 .000 
FC2 .173 391 .000 .916 391 .000 
FC3 .290 391 .000 .853 391 .000 
FC4 .202 391 .000 .901 391 .000 
FC5 .183 391 .000 .913 391 .000 
INT1 .292 391 .000 .792 391 .000 
INT2 .294 391 .000 .811 391 .000 
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INT3 .253 391 .000 .796 391 .000 
INT4 .347 391 .000 .300 391 .000 
T1 .200 391 .000 .891 391 .000 
T2 .198 391 .000 .898 391 .000 
T3 .212 391 .000 .908 391 .000 
T4 .188 391 .000 .906 391 .000 
T5 .187 391 .000 .906 391 .000 
AFF1 .200 391 .000 .903 391 .000 
AFF2 .236 391 .000 .898 391 .000 
AFF3 .194 391 .000 .914 391 .000 
AFF4 .167 391 .000 .911 391 .000 
AFF5 .184 391 .000 .907 391 .000 
AFF6 .161 391 .000 .909 391 .000 
AFF7 .204 391 .000 .898 391 .000 
PC1 .242 391 .000 .889 391 .000 
PC2 .209 391 .000 .905 391 .000 
PC3 .235 391 .000 .895 391 .000 
PC4 .248 391 .000 .883 391 .000 
PC5 .231 391 .000 .895 391 .000 

The second normality test was conducted by calculating the skewness and kurtosis 

values (Cramer & Howitt, 2004). The z-scores were calculated by dividing the 

skewness and kurtosis values by their associated standard errors; the rule of thumb 

states that when the z-score is above +1.96 or below -1.96 thresholds, this indicates a 

violation of the normality distribution (Cramer & Howitt, 2004).  

Table 4.5 
Skewness and Kurtosis Tests 

 Skewness Std. 
Error 

z-
value  Kurtosis Std. 

Error z-value  

SA1 0.323 0.122 2.648 Not Normal -0.515 0.244 -2.111 Not Normal 
SA2 0.261 0.122 2.139 Not Normal -0.708 0.244 -2.902 Not Normal 
SA3 0.313 0.122 2.566 Not Normal -0.672 0.244 -2.754 Not Normal 
SA4 0.001 0.122 0.008 Normal -1.165 0.244 -4.775 Not Normal 
SA5 0.025 0.122 0.205 Normal -1.094 0.244 -4.484 Not Normal 
SF1 -0.962 0.122 -7.885 Not Normal -0.362 0.244 -1.484 Normal 
SF2 -0.98 0.122 -8.033 Not Normal -0.048 0.244 -0.197 Normal 
SF3 -0.445 0.122 -3.648 Not Normal -0.9 0.244 -3.689 Not Normal 
SF4 -0.537 0.122 -4.402 Not Normal -1.041 0.244 -4.266 Not Normal 
SF5 -0.76 0.122 -6.230 Not Normal -0.381 0.244 -1.561 Normal 
SF6 -0.805 0.122 -6.598 Not Normal -0.364 0.244 -1.492 Normal 
SF7 -0.731 0.122 -5.992 Not Normal -0.546 0.244 -2.238 Not Normal 
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H1 -0.197 0.122 -1.615 Normal -0.669 0.244 -2.742 Not Normal 
H2 -0.864 0.122 -7.082 Not Normal -0.258 0.244 -1.057 Normal 
H3 -0.486 0.122 -3.984 Not Normal -0.909 0.244 -3.725 Not Normal 
PICC1 -0.681 0.122 -5.582 Not Normal -0.463 0.244 -1.898 Normal 
PICC2 -0.607 0.122 -4.975 Not Normal -0.45 0.244 -1.844 Normal 
PICC3 -0.588 0.122 -4.820 Not Normal -0.54 0.244 -2.213 Not Normal 
PICC4 -0.667 0.122 -5.467 Not Normal -0.381 0.244 -1.561 Normal 
PICC5 -1.002 0.122 -8.213 Not Normal -0.025 0.244 -0.102 Normal 
S1 0.205 0.122 1.680 Normal -0.948 0.244 -3.885 Not Normal 
S2 -0.139 0.122 -1.139 Normal -0.572 0.244 -2.344 Not Normal 
S3 0.168 0.122 1.377 Normal -0.851 0.244 -3.488 Not Normal 
S4 -0.081 0.122 -0.664 Normal -0.941 0.244 -3.857 Not Normal 
S5 -0.325 0.122 -2.664 Not Normal -0.641 0.244 -2.627 Not Normal 
S6 -0.12 0.122 -0.984 Normal -0.857 0.244 -3.512 Not Normal 
UB1 -0.729 0.122 -5.975 Not Normal -0.567 0.244 -2.324 Not Normal 
UB2 -0.863 0.122 -7.074 Not Normal -0.217 0.244 -0.889 Normal 
UB3 -0.455 0.122 -3.730 Not Normal -0.8 0.244 -3.279 Not Normal 
UB4 -1.316 0.122 -10.78 Not Normal 0.96 0.244 3.934 Not Normal 
UB5 -0.883 0.122 -7.238 Not Normal -0.069 0.244 -0.283 Normal 
UB6 -0.238 0.122 -1.951 Normal -0.869 0.244 -3.561 Not Normal 
FC1 0.093 0.122 0.762 Normal -0.914 0.244 -3.746 Not Normal 
FC2 -0.041 0.122 -0.336 Normal -0.663 0.244 -2.717 Not Normal 
FC3 -0.845 0.122 -6.926 Not Normal 0.162 0.244 0.664 Normal 
FC4 -0.369 0.122 -3.025 Not Normal -0.386 0.244 -1.582 Normal 
FC5 -0.145 0.122 -1.189 Normal -0.872 0.244 -3.574 Not Normal 
INT1 -1.126 0.122 -9.230 Not Normal 0.331 0.244 1.357 Normal 
INT2 -1.108 0.122 -9.082 Not Normal 0.623 0.244 2.553 Not Normal 
INT3 -1.165 0.122 -9.549 Not Normal 0.665 0.244 2.725 Not Normal 
INT4 -0.971 0.122 -7.959 Not Normal 0.091 0.244 0.373 Normal 
T1 0.145 0.122 1.189 Normal -0.874 0.244 -3.582 Not Normal 
T2 -0.438 0.122 -3.590 Not Normal -0.564 0.244 -2.311 Not Normal 
T3 -0.148 0.122 -1.213 Normal -0.456 0.244 -1.869 Normal 
T4 -0.261 0.122 -2.139 Not Normal -0.748 0.244 -3.066 Not Normal 
T5 -0.242 0.122 -1.984 Not Normal -0.908 0.244 -3.721 Not Normal 
AFF1 0.32 0.122 2.623 Not Normal -0.668 0.244 -2.738 Not Normal 
AFF2 -0.125 0.122 -1.025 Normal -0.592 0.244 -2.426 Not Normal 
AFF3 -0.006 0.122 -0.049 Normal -0.623 0.244 -2.553 Not Normal 
AFF4 0.029 0.122 0.238 Normal -0.913 0.244 -3.742 Not Normal 
AFF5 -0.19 0.122 -1.557 Normal -0.947 0.244 -3.881 Not Normal 
AFF6 0.077 0.122 0.631 Normal -0.981 0.244 -4.020 Not Normal 
AFF7 -0.282 0.122 -2.311 Not Normal -0.922 0.244 -3.779 Not Normal 
PC1 -0.359 0.122 -2.943 Not Normal -0.935 0.244 -3.832 Not Normal 
PC2 -0.153 0.122 -1.254 Not Normal -0.933 0.244 -3.824 Not Normal 
PC3 -0.279 0.122 -2.287 Not Normal -0.979 0.244 -4.012 Not Normal 
PC4 -0.553 0.122 -4.533 Not Normal -0.544 0.244 -2.230 Not Normal 
PC5 -0.324 0.122 -2.656 Not Normal -0.972 0.244 -3.984 Not Normal 
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The results displayed in Table 4.5 confirm the abnormality of the data. As a result, the 

findings obtained from the Shapiro-Wilk test, the skewness and the kurtosis tests added 

further justification for using the PLS-SEM technique for analysing the data for the 

current study, as it requires no prior assumptions regarding the distribution of the data 

(Chin, 2010; Hair et al., 2017), which is the case in the current study. 

4.8 Assessment of PLS-SEM Path Model Results 

It is necessary to mention that a study conducted by Henseler and Sarstedt (2013) and 

Hair et al. (2017) suggests that the goodness-of-fit (GoF) index is not suitable for 

model validation. In the light of the recent development about the unsuitability of PLS 

path modelling in model validation, the present study adopted a two-step process to 

evaluate and report the results of PLS-SEM path, as suggested by (Ringle, Sinkovics, 

& Henseler, 2009). This two-step process adopted in the present study comprises (1) 

the assessment of a measurement model, and (2) the assessment of a structural model, 

as depicted in Figure 4.1 (Hair et al., 2014; Henseler et al., 2009). 

Figure 4.1. A Two-Step Process of PLS Path Model Assessment 

Assessment of 
Measurement 

Model

• Examining individual item reliability 
• Ascertaining internal consistency reliability
• Ascertaining convergent validity
• Ascertaining discriminant validity

Assessment of 
Structural Model

• Evaluating the level of R-squared values
• Determining the effect size
• Ascertaining the predictive relevance
• Assessing goodness of fit
• Assessing the significance of path coefficients 
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4.9 Measurement Model Assessment 

Chin (2010) and Hair et al. (2017) have asserted on the issue of clear and detailed 

reporting of the data analysis procedure in order to ensure the high quality and the 

eligibility of the results. The PLS-SEM reporting technique involves two main steps: 

assessing the measurement model (i.e. the outer model) followed by assessing the 

structural model (i.e. the inner model) (Chin, 2010; Hair et al., 2017). The assessment 

of the measurement model concentrates on the reliability and the validity of the 

constructs and the indicators (i.e. the items) that are used to measure a certain construct 

(i.e. a latent variable). Reliability refers to the accuracy and the consistency of the 

measurement instrument; while validity refers to whether the measurement instrument 

truly represented the constructs it was intended to measure originally (Hair et al., 

2017). The validity assessment of measurement model can be assessed depending on 

convergent validity and discriminant validity tests (Chin, 2010; Hair et al., 2017).  

4.9.1 Internal Consistency Reliability 

The internal consistency reliability is an important criterion, and it must be evaluated 

for each construct within the proposed model; this test can be accomplished by 

examining the value of Composite Reliability (CR) for each latent variable (Hair et 

al., 2017). Composite reliability is another way to test reliability, and it is a measure 

of the overall reliability of a collection of heterogeneous but similar items. This 

calculated value (i.e. composite reliability), ranges from zero to one and it is 

considered to be acceptable if it exceeds the threshold of 0.7 to confirm that the 

construct indicators reflect the latent variable (Hair et al., 2017). In the current study, 

the CR values for the model’s constructs ranged from (0.783) to (0.920), which is 
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considered a satisfactory criterion for the constructs. Table 4.6 presents the CR values 

for all the constructs within the current study’s model. 

4.9.2 Factor loading (Outer loading) 

Factor loading of the measurement model is an essential reliability test for examining 

the load of each item on its respective construct. In fact, factor loading reflects the 

level to which the items of the same construct are consistent with each other. The more 

consistency between construct items the highest factor loading will be. Thus, Hair et 

al. (2017) suggested that factor loading should meet the requirement of the standard 

value of 0.70. After analysing the data, the loadings of the items within the current 

study’s model ranged from (0.558) to (0.884). However, indicators with loadings of 

0.5 and 0.6 can still be retained if the construct’s CR value was above the accepted 

threshold (i.e. 0.7) and if there exist other indicators within the same construct with 

values (i.e. loadings) above 0.7 for comparison purposes (Chin, 2010; Hair et al., 2017; 

Hair, Ringle, & Sarstedt, 2011); therefore, the indicators with loadings below 0.708 in 

the study’s model were preserved except FC5 indicator for Facilitating Conditions and 

SA5 for Services Awareness. 

4.9.3 Average Variance Extracted (AVE) 

Convergent validity refers to the amount of variance a certain construct shares with its 

own indicators, or in other words, the extent to which the indicators of the same 

construct correlate positively with each other (Chin, 2010; Hair et al., 2011, 2016). 

The value of the Average Variance Extracted (AVE) is used to assess the convergent 

validity of a measurement model where the AVE value is considered acceptable when 

it is equal or above the threshold value of 0.5 for a certain construct (Chin, 2010; Hair 

et al., 2017; Ramayah et al., 2017). For this study, all the constructs ’AVE values 
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within the measurement model were above 0.5 which indicated that it has satisfied the 

criterion of convergent validity. Table 4.6 displays the Items loading, Composite 

Reliability, and AVE values for all the constructs within the measurement model. 

Table 4.6 
Internal Consistency and Convergent Validity  

Constructs Items Loading CR AVE 
Affect AFF1 0.6989 0.897 0.556  

AFF2 0.7529    
AFF3 0.8198    
AFF4 0.7713    
AFF5 0.7456    
AFF6 0.6774    
AFF7 0.7425   

Services Awareness SA1 0.7787 0.817 0.530 
SA2 0.7604    
SA3 0.7288    
SA4 0.6341   

Facilitating Conditions FC1 0.6709 0.808 0.513 
FC2 0.7248    
FC3 0.7684    
FC4 0.6977   

Habit H1 0.5728 0.783 0.553  
H2 0.8841    
H3 0.7409   

Intention INT1 0.8345 0.911 0.719  
INT2 0.8797    
INT3 0.8722    
INT4 0.8023   

Perceived Consequence PC1 0.8318 0.917 0.688 
PC2 0.7959    
PC3 0.8251    
PC4 0.8305    
PC5 0.8628   

Perceived Intensity of 
Civil Conflict 

PICC1 0.8156 0.895 0.630 
PICC2 0.8360    
PICC3 0.8039    
PICC4 0.7540    
PICC5 0.7548   

Information Security S1 0.5583 0.859 0.501  
S2 0.7346    
S3 0.6248    
S4 0.7853   



178 
 

 
S5 0.8409    
S6 0.6654   

Social Factors SF1 0.7850 0.909 0.624  
SF2 0.7904    
SF3 0.6958    
SF4 0.8218    
SF5 0.8473    
SF6 0.8186    
SF7 0.7598   

Trust T1 0.7251 0.865 0.564  
T2 0.8292    
T3 0.8188    
T4 0.6829    
T5 0.6847   

Usage Behaviour of G2C-
ICT Services 

UB1 0.8034 0.884 0.562 
UB2 0.8251    
UB3 0.6823    
UB4 0.7849    
UB5 0.7723    
UB6 0.6036   

4.9.4 Discriminant Validity 

Discriminant validity can be defined as the degree to which a certain construct can be 

differentiated from other constructs within the same model; in other words, to what 

extent the study’s participants recognized a certain variable (i.e. a construct)  

distinctively and did not confuse it with other variables of the same study (Chin, 2010; 

Hair et al., 2017). 

The discriminant validity can be evaluated using two methods: 1) the Fornell-Larcker 

criterion (Fornell & Larcker, 1981) and 2) the cross-loadings of the measurement 

indicators (Chin, 2010; Hair et al., 2017). The rule of thumb for the Fornell- Larcker 

criterion is that each construct’s square root of the AVE value must be greater than the 

construct’s correlations with other latent variables (i.e. constructs) within the same 

model (Chin, 2010; Hair et al., 2017; Ramayah et al., 2017).  
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Another method for assessing discriminant validity is by examining the outer loading 

of each indicator; the rule of thumb is that each indicator’s outer loading on its original 

construct must be greater than the same indicator’s cross-loadings on other constructs 

(Chin, 2010; Hair et al., 2017; Ramayah et al., 2017). The current study employed 

both methods for assessing discriminant validity, and the data analysis results showed 

that all the constructs within the model had fulfilled the discriminant validity criterion; 

Table 4.7 presents the results of the Fornell-Larcker method with more detail; the 

diagonal cells on the table represent the square root of the AVE values for all the 

constructs; the diagonal cells were found to be greater than all the off-diagonal cells 

which represent the construct’s correlations with the other constructs in the model.  

Table 4.7 
Discriminant validity Fornell-Larcker Method 

 AFF FC H INT PICC PC S SA SF T UB 
AFF 0.745           
FC 0.387 0.716          
H 0.329 0.442 0.744         

INT 0.231 0.468 0.544 0.848        
PICC 0.035 0.220 0.472 0.514 0.794       
PC 0.299 0.251 0.278 0.309 0.135 0.830      
S 0.457 0.328 0.365 0.239 0.132 0.255 0.708     

SA 0.376 0.380 0.521 0.472 0.298 0.254 0.363 0.728    
SF 0.217 0.338 0.511 0.486 0.416 0.155 0.218 0.374 0.790   
T 0.672 0.486 0.411 0.452 0.085 0.331 0.495 0.484 0.321 0.751  

UB 0.264 0.500 0.624 0.684 0.477 0.262 0.347 0.438 0.546 0.419 0.749 
Note: (AFF = Affect, SA=Services Awareness, FC= Facilitating Conditions, UB = Usage Behaviour of 
G2C-ICT Services, H= Habit, INT= Intention, PICC= Perceived Intensity of Civil Conflict, PC= 
Perceived Consequence, S= Information Security, SF=Social Factor, T=Trust) 

On the other hand, Table 4.8 presents the results of the second method (i.e. the 

indicator cross-loading),  the bold font cells represent the indicators’ loadings on their 

original constructs; those values were found to be greater than the indicators’ cross-

loadings on other constructs of the model. The results obtained from the two methods 
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affirmed that all constructs in the model were distinctively recognized in this study 

and that discriminant validity for the measurement model was achieved. 

Table 4.8 
Discriminant validity (indicator cross-loading method) 

 AFF FC H INT PICC PC S SA SF T UB  

AFF1 0.699 0.276 0.229 0.169 0.002 0.149 0.338 0.313 0.195 0.451 0.111  

AFF2 0.753 0.297 0.166 0.183 0.023 0.201 0.443 0.286 0.173 0.565 0.230  

AFF3 0.820 0.296 0.274 0.212 0.031 0.198 0.414 0.291 0.252 0.555 0.252  

AFF4 0.771 0.326 0.251 0.126 0.039 0.256 0.436 0.304 0.132 0.524 0.180  

AFF5 0.746 0.332 0.307 0.198 0.107 0.233 0.313 0.299 0.251 0.468 0.231  

AFF6 0.677 0.139 0.241 0.120 0.043 0.272 0.241 0.293 0.140 0.362 0.130  

AFF7 0.743 0.318 0.246 0.160 0.046 0.289 0.377 0.293 0.208 0.551 0.204  

FC1 0.331 0.671 0.296 0.290 0.091 0.176 0.273 0.333 0.264 0.357 0.306  

FC2 0.314 0.725 0.288 0.260 0.104 0.133 0.206 0.276 0.267 0.347 0.285  

FC3 0.184 0.768 0.354 0.470 0.284 0.223 0.244 0.198 0.403 0.306 0.467  

FC4 0.335 0.698 0.316 0.260 0.091 0.167 0.317 0.313 0.275 0.413 0.326  

H1 0.365 0.416 0.573 0.321 0.186 0.263 0.361 0.384 0.289 0.413 0.296  

H2 0.178 0.311 0.884 0.500 0.511 0.192 0.273 0.399 0.595 0.230 0.623  

H3 0.290 0.331 0.741 0.366 0.266 0.212 0.326 0.389 0.400 0.380 0.398  

INT1 0.115 0.396 0.459 0.835 0.437 0.249 0.219 0.315 0.493 0.328 0.611  

INT2 0.194 0.433 0.479 0.879 0.431 0.288 0.243 0.395 0.534 0.384 0.619  

INT3 0.229 0.385 0.473 0.872 0.482 0.259 0.220 0.416 0.506 0.430 0.564  

INT4 0.252 0.371 0.431 0.802 0.390 0.249 0.233 0.363 0.470 0.393 0.519  

PICC1 0.079 0.221 0.440 0.527 0.816 0.182 0.138 0.256 0.512 0.128 0.450  

PICC2 0.032 0.229 0.411 0.421 0.836 0.105 0.118 0.239 0.389 0.060 0.384  

PICC3 0.028 0.126 0.322 0.360 0.804 0.067 0.060 0.175 0.324 0.078 0.330  

PICC4 0.011 0.110 0.266 0.288 0.754 0.055 0.057 0.161 0.266 0.006 0.286  

PICC5 0.006 0.160 0.391 0.388 0.755 0.096 0.125 0.183 0.397 0.052 0.404  

PC1 0.231 0.240 0.250 0.289 0.148 0.832 0.253 0.248 0.202 0.258 0.283  

PC2 0.195 0.196 0.177 0.190 0.046 0.796 0.254 0.241 0.124 0.246 0.165  

PC3 0.249 0.208 0.273 0.281 0.159 0.825 0.237 0.197 0.161 0.255 0.219  

PC4 0.243 0.213 0.223 0.252 0.082 0.831 0.205 0.221 0.097 0.289 0.207  

PC5 0.312 0.175 0.208 0.246 0.098 0.863 0.275 0.209 0.172 0.327 0.190  

S1 0.377 0.273 0.265 0.111 0.037 0.175 0.620 0.291 0.268 0.395 0.231  

S2 0.344 0.320 0.321 0.185 0.104 0.175 0.742 0.301 0.270 0.386 0.315  

S3 0.392 0.212 0.219 0.056 0.006 0.226 0.659 0.259 0.152 0.380 0.166  

S4 0.398 0.223 0.331 0.198 0.101 0.265 0.768 0.328 0.262 0.464 0.213  

S5 0.326 0.273 0.291 0.299 0.146 0.264 0.797 0.292 0.311 0.408 0.357  

S6 0.409 0.249 0.265 0.109 0.057 0.104 0.661 0.230 0.169 0.355 0.204  

SA1 0.355 0.297 0.363 0.360 0.220 0.240 0.336 0.786 0.341 0.395 0.340  

SA2 0.287 0.321 0.387 0.336 0.151 0.159 0.283 0.766 0.389 0.395 0.318  

SA3 0.277 0.229 0.306 0.253 0.131 0.193 0.218 0.720 0.231 0.333 0.190  

SA4 0.222 0.229 0.415 0.310 0.245 0.182 0.298 0.627 0.313 0.293 0.340  
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SF1 0.173 0.337 0.486 0.518 0.422 0.159 0.240 0.325 0.768 0.255 0.525  

SF2 0.237 0.349 0.492 0.476 0.430 0.160 0.228 0.335 0.767 0.250 0.549  

SF3 0.147 0.231 0.450 0.417 0.339 0.213 0.172 0.290 0.663 0.263 0.453  

SF4 0.210 0.349 0.474 0.464 0.350 0.105 0.282 0.371 0.815 0.332 0.474  

SF5 0.254 0.384 0.470 0.465 0.372 0.105 0.320 0.367 0.826 0.347 0.506  

SF6 0.185 0.398 0.465 0.433 0.376 0.132 0.332 0.346 0.793 0.309 0.509  

SF7 0.237 0.278 0.407 0.379 0.329 0.125 0.359 0.367 0.729 0.320 0.439  

T1 0.555 0.303 0.285 0.222 0.005 0.218 0.451 0.348 0.261 0.725 0.236  

T2 0.477 0.418 0.383 0.506 0.198 0.254 0.380 0.406 0.362 0.829 0.394  

T3 0.543 0.381 0.266 0.335 0.013 0.292 0.524 0.322 0.253 0.819 0.313  

T4 0.473 0.337 0.312 0.211 0.010 0.245 0.348 0.392 0.236 0.683 0.266  

T5 0.552 0.363 0.276 0.270 0.001 0.243 0.414 0.401 0.294 0.685 0.308  

UB1 0.232 0.411 0.551 0.608 0.444 0.233 0.300 0.337 0.618 0.341 0.803  

UB2 0.131 0.384 0.504 0.585 0.433 0.165 0.279 0.313 0.535 0.296 0.825  

UB3 0.376 0.364 0.462 0.404 0.159 0.250 0.389 0.365 0.382 0.445 0.682  

UB4 0.150 0.347 0.445 0.559 0.426 0.174 0.219 0.264 0.462 0.235 0.785  

UB5 0.127 0.363 0.458 0.505 0.389 0.193 0.210 0.305 0.470 0.268 0.772  

UB6 0.214 0.394 0.370 0.363 0.228 0.171 0.328 0.317 0.399 0.340 0.604  
Note: (AFF = Affect, SA=Services Awareness, FC= Facilitating Conditions, UB = Usage Behaviour of 
G2C-ICT Services, H= Habit, INT= Intention, PICC= Perceived Intensity of Civil Conflict, PC= 
Perceived Consequence, S= Information Security, SF=Social Factor, T=Trust) 

Recent studies by Henseler et al. (2015) as well Voorhees et al. (2016) critically 

inspected the performance of Fornell-Larcker and the cross-loadings criterion for 

discriminant validity assessment and found that neither approach reliably detects 

discriminant validity issues. Specifically, cross-loadings fail to indicate a lack of 

discriminant validity when two constructs are perfectly correlated, which renders this 

criterion ineffective for empirical research. Likewise, the Fomell-Larcker criterion 

performs very poorly, especially when indicator loadings of the constructs under 

consideration differ only slightly. However, detecting discriminant validity issues 

performance improves for the Fornell-Larcker criterion when indicator loadings vary 

more strongly, but it is still rather poor overall.  

Henseler et al. (2015) and Hair et al. (2017) recommend assessing the heterotrait-

monotrait ratio (HTMT) of the correlations as a remedy. HTMT approach is an 

estimate of what the true correlation between two constructs would be if they were 
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perfectly reliable. The HTMT ratio between two constructs close to 1 indicates a lack 

of discriminant validity. Thus, the heterotrait-monotrait ratio of correlations (HTMT) 

approach was used as an additional test to assess discriminant validity. According to 

Henseler et al. (2015), the HTMT has superior performance in evaluating discriminant 

validity compared to other traditional approaches. Henseler et al. (2015) stated that an 

HTMT value above 0.90 suggests a lack of discriminant validity. When the constructs 

in the path model are conceptually more distinct, a lower and thus more conservative 

threshold value of 0.85 seems warranted. Table 4.9 shows the values of the HTMT 

ratio of correlations for the study model. Because all values were below 0.85 as the 

relevant threshold level, satisfactory discriminant validity was also confirmed. 

Table 4.9 
Discriminant Validity – Results of Heterotrait Monotrait (HTMT) Test 

 AFF FC H INT PICC PC S SA SF T UB 
AFF            
FC 0.516           
H 0.516 0.732          
INT 0.260 0.572 0.735         
PICC 0.076 0.249 0.586 0.580        
PC 0.346 0.307 0.403 0.345 0.139       
S 0.575 0.426 0.530 0.198 0.115 0.271      
SA 0.481 0.556 0.815 0.599 0.373 0.320 0.460     
SF 0.239 0.408 0.654 0.547 0.460 0.173 0.228 0.464    
T 0.809 0.644 0.643 0.485 0.102 0.388 0.614 0.633 0.365   
UB 0.313 0.638 0.829 0.788 0.535 0.300 0.374 0.568 0.622 0.498  

Note: (AFF = Affect, SA=Services Awareness, FC= Facilitating Conditions, UB = Usage Behaviour of 
G2C-ICT Services, H= Habit, INT= Intention, PICC= Perceived Intensity of Civil Conflict, PC= 
Perceived Consequence, S= Information Security, SF=Social Factor, T=Trust) 

Further analysis of these HTMT values using bootstrapping in PLS-SEM shows that 

the bias-corrected 97.5% confidence intervals of HTMT values do not include 1. This 

result provides support for the measures’ discriminant validity (Hair et al., 2017). 
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4.9.5 The Conclusion of the Measurement Model 

The measurement model of this study has been tested according to the suggestions of 

SEM literature. Thus, convergent validity measuring the internal consistency of the 

construct indicators has been tested and successfully exceeded the recommended 

values of all measurements techniques. Hence, this study passes reliability and validity 

tests for its measurements. 

Discriminant validity that was used to evaluate the degree to which items differentiated 

among constructs using cross loading matrix. The cross loading matrix showed that 

the values of all factor loading had higher loadings on their respective constructs 

instead of having a higher loading on another construct as (Chin, 2010; Hair et al., 

2017) suggested. In addition, the variable correlation was also checked by examining 

the square root of AVE. The results implied that all values were higher than other off-

diagonal as Fornell and Bookstein (1982) recommended. Then after, the HTMT test 

results for the variables did not exceed the recommended values for the test.  

Accordingly, the discriminant validity test successfully demonstrated the validity of 

the measurements. Thus, because the tests demonstrated the reliability and validity of 

the data, which both were found to be adequate and sufficient, the researcher 

proceeded to the structural model assessment procedure to test the research 

hypotheses, as it will be discussed in the next section. 

4.10 Structural Model Assessments 

The measurement model assessment for the current study satisfied all the criterions 

(i.e. internal consistency reliability,  factor loading,  AVE and discriminant validity), 

which means that the model is eligible to proceed with the next step of analysis which 

is assessing the structural model (i.e. the inner model) (Chin, 2010; Hair et al., 2017; 
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Ramayah et al., 2017). Several tests need to be carried out in order to assess the 

significance of hypothesized relationships and the predictive power of the proposed 

model such as: Path Coefficients, coefficient of determination (R2), effect size (f2), and 

predictive relevance (Q2) (Chin, 2010; Hair et al., 2017; Ramayah et al., 2017). These 

steps will be discussed thoroughly in the following sub sections. 

4.10.1 The Coefficient of Determination (R2) 

The coefficient of determination (R2) is a measure of the model’s predictive power; it 

can also be defined as the exogenous variables’ combined effect on the endogenous 

variable (Chin, 2010; Hair et al., 2017; Ramayah et al., 2017). In other words, the R2 

refers to how much variance in the endogenous construct (i.e. the dependent variable) 

is explained by its associated exogenous constructs (i.e. the independent variables). 

The value of R2 ranges from zero to one; a higher value of R2 means that the model 

has more predictive power (Hair et al., 2017). Chin (1998), suggested that values of 

R2 more than 0.67 are considered high, while values ranging from 0.33 to 0.67 are 

considered moderate, whereas values between 0.19 to 0.33 are considered weak and 

any R2 values less than 0.19 are unacceptable. Thereby, the quality of the structural 

model depends on the values of R2, which demonstrate the ability of the exogenous 

variable(s) in explaining the endogenous variables.  

Smart-PLS algorithm was used to calculate the R2 value for the model’s two 

endogenous constructs which are Intention and Usage Behaviour of G2C-ICT 

Services. The R2 values were (0.409) and (0.582) respectively. The two values are 

considered adequate and satisfactory (Chin, 2010; Hair et al., 2017; Ramayah et al., 

2017). Based on the results of R2, the power of Intention, Habit, Facilitating 

Conditions, and Perceived Intensity of Civil Conflict together in explaining Usage 
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Behaviour of G2C-ICT Services was found to be moderate as the R2 value was 0.582. 

Indicating that these variables together can account for 58.2% of the variance in the 

Usage Behaviour of G2C-ICT Services among IDP. Finally, the R2 of the Intention 

was moderate with a value of 0.409 referring to the ability of the Social Factor, 

Services Awareness, Affect, Perceived Consequences, Trust, and Information Security 

together in explain 40.9% of the variance in Intention. The researcher also calculated 

the effect size of each exogenous variable, which is discussed in the next section. 

4.10.2 Effect Size (f2) 

After evaluating the R2, determining the change in R2 by assessing the effect size (f2) 

to see whether the effect of a particular exogenous variable on an endogenous variable 

has a substantial effect. Effect size (f2) in another word indicates the relative effect of 

a particular exogenous latent variable on an endogenous latent variable(s) using 

changes in the R-squared (Chin, 1998; Hair et al., 2017). It is calculated as the increase 

in R-squared of the latent variable to which the path is connected, relative to the latent 

variable’s proportion of unexplained variance (Chin, 1998). The effect size could be 

obtained using the PLS algorithm. Cohen (1992) describes f2 values. Accordingly, 

values of f2 more than 0.35 are considered to be a large effect size while, values ranging 

from 0.15 to 0.35 are considered medium, values between 0.02 and 0.15 considered 

small and lastly any values less than 0.02 are considered to not affect. Table 4.10 shows 

the respective effect sizes of the latent variables of the structural model.  

Table 4.10 
Effect sizes of the variables of the structural model 

 f2 Effect Size 
Usage Behaviour of G2C-ICT Services    
Facilitating Conditions 0.0467 Small effect 
Habit 0.1201 Small effect 
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Intention 0.2123 Medium effect 
PICC 0.0164 None 
Intention   
Perceived Consequence 0.0347 Small effect 
Information Security 0.0013 None 
Services Awareness 0.0665 Small effect 
Social Factors 0.1504 Medium effect 
Trust 0.0747 Small effect 
Affect 0.0254 Small effect 

4.10.3 Predictive Relevance (Q2) 

Q2 is used to measure the predictive relevance of the study’s model; in other words,the 

Q2 criterion attempts to measure the model’s predictive capability (i.e. how well an 

endogenous construct’s data points can be reconstructed depending on the model and 

its estimates) (Chin, 2010; Hair et al., 2017; Ramayah et al., 2017; Henseler, Ringle, 

& Sinkovics, 2009). The predictive relevance is usually used as a supplementary 

assessment of goodness-of-fit in partial least squares structural equation modelling 

(Duarte & Raposo, 2010).  

Smart-PLS employs the blindfolding tool to calculate the Q2 measure; this tool uses a 

sample reuse technique that omits certain data points in the endogenous construct’s 

indicators and then the procedure attempts to predict the omitted data points (Chin, 

2010; Hair et al., 2017; Ramayah et al., 2017). The current study used the cross-

validated redundancy approach to calculate the Q2 measure as recommended by (Hair 

et al., 2011, 2016), because this method depends on estimates from both the 

measurement model and the structural model for the prediction process. When the Q2 

measure for an endogenous construct is larger than zero, this means that the model 

demonstrates a satisfactory predictive relevance (Chin, 2010; Hair et al., 2011, 2016). 
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Table 4.11 
Q2 Measure for Endogenous Construct 

Endogenous Construct SSO SSE Q² (=1-SSE/SSO) 
Usage Behaviour of G2C-ICT 
Services  

2346.0000 1635.6709 0.3028 

Intention 1564.0000 1135.8211 0.2738 
  

As shown in Table 4.11, the Q2 values for the two endogenous constructs in this study 

(i.e. Intention and Usage Behaviour of G2C-ICT Services) are (0.2738) and (0.3028) 

respectively; both of them demonstrated to have adequate predictive relevance by their 

exogenous constructs. 

4.10.4 The Goodness of Fit of the Model (GoF) 

Tenenhaus, Vinzi, Chatelin, and Lauro (2005), defined GoF as the global fit measure, 

it is the geometric mean of both the average variances extracted (AVE) and the average 

of R-square (R2) of the endogenous variables. The purpose of GoF is to account on the 

study model at both levels, namely, the measurement and structural models, with a 

focus on the overall performance of the model (Chin, 2010; Henseler & Sarstedt, 

2013). The equation below displays the formula for calculation of GoF. 

𝐺𝑜𝐹 =  √(𝑅2̅̅̅̅ × 𝐴𝑉𝐸̅̅ ̅̅ ̅̅ ) 

Wetzels et al. (2009) provided criteria of GoF to determine whether GoF values should 

be considered to be small, medium, or large as global valid PLS model. Table 4.12 

below presents these criteria. 

Table 4.12 
GoF Baseline Criteria (Wetzels et al., 2009) 

GoF less than 0.1 No fit  
GoF between 0.1 to 0.25 Small 
GoF between 0.25 to 0.36 Medium 
GoF greater than 0.36 Large 

The calculation of the model’s GoF as follow: 
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Average of R2= 0.5194, average of AVE = 0.5823 

𝐺𝑜𝐹 =  √(0.5194 × 0.5823) = 0.55 

According to the criteria by Wetzels et al. (2009) in Table 4.12 above, the value of the 

GoF (0.55) for this study model is large, which provide sufficient global PLS model 

validity. 

4.10.5 Hypotheses Testing (Path Coefficients) 

The final step in evaluating the structural model is examining the research Hypotheses 

through assessing the path coefficient. Each relationship between two latent variables 

(i.e. constructs) within the structural model represents a single hypothesis. The Smart-

PLS analysis tools help to determine which one of those hypotheses (i.e. relationships) 

is significant or non-significant (Chin, 2010; Hair et al., 2017; Ramayah et al., 2017). 

Whether a relationship is significant or not depends on the results obtained from 

running the Smart-PLS bootstrapping function.  

The present study applied the standard bootstrapping procedure with a number of 5000 

bootstrap samples to assess the significance of the path coefficients. This function 

calculates the empirical t-value for each relationship as a measure of the relationship 

significance. The empirical t-value is computed by dividing the relationship’s path 

coefficient by its associated standard error (Hair et al., 2017). A relationship (i.e. a 

hypothesis) is considered significant if the empirical t-value exceeds the critical value 

at a certain level of significance, which is 1.96 in this study (Chin, 2010; Hair et al., 

2011, 2017). However, instead of t-values, researchers recently report p-values that 

correspond to the probability of erroneously rejecting the null hypothesis, given the 

data at hand (Hair et al., 2017). The smaller the p-value, the stronger the significance 
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of the relationship will be. All the direct relationships in the study’s model, their path 

coefficients, p-value and their empirical t-values are presented in Table 4.13. 

Table 4.13 
The Direct Relationships Assessment of the Study’s Model 

Hypothesis 
Statement 

Path 
Coefficient 

Std. 
Error T-value P-Value Decision 

SF → INT 0.316 0.047 6.673 0.000 Supported 
PC→ INT 0.154 0.044 3.531 0.000 Supported 
T → INT 0.315 0.063 4.996 0.000 Supported 
IS → INT 0.034 0.054 0.622 0.534 Not Supported 
SA → INT  0.239 0.046 5.223 0.000 Supported 
AFF → INT 0.170 0.060 2.824 0.005 Supported 
FC → UB  0.163 0.050 3.270 0.001 Supported 
INT → UB  0.408 0.072 5.709 0.000 Supported 
H → UB  0.289 0.052 5.606 0.000 Supported 
PICC → UB  0.103 0.050 2.044 0.041 Supported 

Note: (AFF = Affect, SA=Services Awareness, FC= Facilitating Conditions, UB = Usage Behaviour of 
G2C-ICT Services, H= Habit, INT= Intention, PICC= Perceived Intensity of Civil Conflict, PC= 
Perceived Consequence, IS= Information Security, SF=Social Factor, T=Trust) 

4.10.6 Assessment of the Moderation Effect 

An important part of the analysis process is to assess the moderators’ effect on the 

proposed relationships within the study’s model. A key moderator variable that has 

significant conjunction with technology acceptance models was found by (Venkatesh 

et al., 2003). Specifically, Morris and Venkatesh (2000) and Venkatesh et al. (2003) 

empirically explained the significance, direct and moderating impact of specific 

variables upon BI, adoption and usage behaviours. Management, psychology and other 

disciplines’ theories depend on moderating variables, particularly those affecting both 

strength and relationship between two other variables (Dawson, 2014). 

Studying the effect of moderators can be useful as it could disclose hidden patterns 

and reveal important aspects of the usage behaviour; neglecting such examination 

might result in misleading conclusions and findings (Hair et al., 2017). Consequently, 
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the main goal of this section is to uncover the effect of moderators on the study 

proposed relationships (Hair et al., 2017). 

The current study incorporated three continuous moderators: Habit, Facilitating 

Conditions, and Perceived Intensity of Civil Conflict; those moderators were 

conceptualised to influence the relationship between the independent variables: 

Intention and the dependent variables: Usage Behaviour of G2C-ICT Services. The 

following sections present the results obtained after carrying out the analysis. 

4.10.6.1 The Moderating Role of Facilitating Conditions  

Triandis (1977) strongly states that facilitating conditions need to assess to predict 

behaviour effectively (Robinson, 2010). Triandis (1989) indicated that facilitating 

conditions affect the actual behaviour and intention as a moderator between them. The 

results presented in Table 4.14 are used to address whether facilitating conditions 

moderate the relationship between Intention and Usage Behaviour of G2C-ICT 

services. As evident from the results of the study model, facilitating conditions did not 

act as a moderator in the relationship between Intention and Usage Behaviour of G2C-

ICT services, as Baron and Kenny (1986) moderation criteria state that the moderator 

hypothesis is supported if the interaction term is significant. 

Table 4.14 
The Result of the Facilitating Conditions Moderating Effect 

Hypothesis Statement Path 
Coefficient 

Std. 
Error 

T-
value 

P-
Value Decision 

Facilitating Conditions* 
Intention→ Usage Behaviour 

of G2C-ICT services 
0.014 0.048 0.283 0.777 Not 

Supported 
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4.10.6.2 The Moderating Role of Habit  

Triandis (1977) strongly emphasised the effect of habit in influencing intention and 

behaviour. The results presented in Table 4.15 are used to address whether Habit 

moderates the relationship between Intention and Usage Behaviour of G2C-ICT 

services. The results do not show a significant moderating effect for the Habit, as 

Baron and Kenny (1986) moderation criteria state that the moderator hypothesis is 

supported if the interaction term is significant. 

Table 4.15 
The Result of the Habit Moderating Effect 

Hypothesis Statement Path 
Coefficient 

Std. 
Error 

T-
value 

P-
Value Decision 

Habit * Intention → Usage 
Behaviour of G2C-ICT 

services 
0.004 0.058 0.068 0.946 Not 

Supported 
 

4.10.6.3 The Moderating Role of Perceived Intensity of Civil Conflict   

Previous empirical studies found that PICC affects a moderating role between Services 

Awareness and e-service use intention (Khan, 2010; Khan et al., 2010, 2012). Another 

recent study by Faaeq (2014) and Al-Sammarraie and Khaleel (2016) found that the 

PICC did not have a significant moderating role between use behaviour and continued 

usage intention of e-G services among universities staff. 

Thus, the current study framework extended TIB by PICC construct as a moderator 

between Intention and Usage Behaviour of G2C-ICT services among intensely 

affected people (i.e. IDP) because Iraq is facing a high level of conflicts.  

Table 4.16 
The Result of the PICC Moderating Effect 

Hypothesis Statement Path 
Coefficient 

Std. 
Error 

T-
value 

P-
Value Decision 

PICC * Intention → Usage 
Behaviour of G2C-ICT 

services 
0.000 0.058 0.002 0.999 Not 

Supported 
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The results presented in Table 4.16 does not show a significant moderating effect for 

the PICC, as Baron and Kenny (1986) moderation criteria state that the moderator 

hypothesis is supported if the interaction term is significant. Figure 4.2 presents the 

current study’s proposed model with the structural model assessment. 

 

*The value on the arrow represents the t-value 

Figure 4.2. Structural Model Assessment with Moderator (Full Model)  

 

4.11 Summary of Chapter Four 

The current study followed a quantitative approach. As a result, Smart-PLS was 

employed for the data analysis process of the 391 observations which represented the 

responses of the Iraqi IDP that were surveyed in this study. Both the measurement 

model and the structural model were assessed using the recommended criteria in the 
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literature. The measurement model assessment procedure involved evaluating the 

convergent validity and discriminant validity. The results obtained from carrying out 

the tests were adequate and satisfactory. The next step was assessing the structural 

model by performing the collinearity test followed by calculating the important values 

of coefficient of determination R2, effect size f2, the predictive relevance of the 

proposed model (i.e. Q2), goodness of fit (GoF) and path coefficients, in order to 

estimate the significance of the relationships and subsequently to see whether the 

proposed hypotheses were supported or not. The final stage of the analysis included 

executing moderation assessment analysis to check the moderation effect.  

The next chapter discusses the findings of the current study in a more detailed manner, 

interprets those findings in light of the literature and previous studies and explains how 

those findings addressed the research questions and objectives.
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5 CHAPTER FIVE 

DISCUSSIONS OF THE RESULTS 

 

This chapter discusses the results obtained from the data analysis stage in the previous 

chapter; it also presents each research questions, and how the questions were addressed 

in the study. Furthermore, the effect of the direct and moderating variables is presented 

in this chapter. All these findings are explained with support from the related studies 

in the literature. Finally, the chapter conclusion identifies the revised model for 

contributing factors in Intention and Usage Behaviour of G2C-ICT services among 

IDP in unstable environments.  

5.1 Synopsis of the Study 

This study was carried out in order to investigate the influencing factors that are 

affecting the intention and usage behaviour of G2C-ICT services among IDP in an 

unstable environment. Assessing these factors is essential, as in current times, 

increasing the utilisation of technological innovations such as G2C-ICT services 

among IDP will contribute to protecting and enhancing their lives. Based on the review 

of previous studies, despite the efforts of the government to enhance ICT based service 

penetration in Iraq, the degree of utilisation remains unsatisfactory, mainly, among 

war-torn citizens affected by the conflict erupted nowadays (Al-Sammarraie et al., 

2016; Al-Sammarraie & Khaleel, 2016; Alsabah, 2014; Evans, 2017; Qader, 2014).  

As reiterated in the prior chapters, the main aims of this study are centralised on four 

objectives. First was determining the effects of Services Awareness, Trust, 

Information Security, Social Factors, Affect and Perceived Consequence on the IDPs 

intention to use G2C-ICT services. The second was examining the ability of 
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Facilitating Conditions, Habit, and PICC in moderating the correlation between 

Intention and Usage Behaviour of G2C-ICT services in unstable environments. The 

third objective was determining the direct influences of Services Awareness, Intention, 

Facilitating Conditions, Habit, and PICC on the IDP’s usage behaviour of G2C-ICT 

services. Besides, this study also attempted to discover the status of e-G portal from 

citizen perspective after ISIS conflict erupted as the fourth objective.  

Accordingly, this study has developed a theoretical model grounded on the Trainds’ 

theory of interpersonal behaviour, with the inclusion of Service Awareness, Trust, 

Information Security, and Perceived Intensity of Civil Conflicts. This study used a 

sample from the Iraqi internally displaced people who were distributed to six Iraqi 

provinces (Baghdad, Dahuk, Erbil, Kirkuk, Salah al-Din, and Sulaymaniyah). The unit 

of analysis was individual IDP as a respondent to the questionnaires using personal 

contacts. A total of 890 questionnaires were distributed, and the response rate was 

81.16% of the sample size. However, after screening, only 398 questionnaires were 

valid for further analysis. 

All constructs employed in this study have been validated to ensure their validity and 

reliability. The result shows a satisfactory level of reliability and validity to perform 

further analysis. This study applied PLS-SEM approach to examine the specified 

relationship between research variables and the moderation effects. Table 5.1 

highlights the studies’ main construct and hypothesis with the assessment findings.  
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Table 5.1  
The Assessment of the Study's Model 

The Hypothesis Path 
Coefficient T-value P-Value Findings 

H1: INT → UB 0.408 5.709 0.000 Supported 
H2: H*INT → UB 0.004 0.068 0.946 Not Supported 
H3: H → UB 0.289 5.606 0.000 Supported 
H4:FC*INT → UB 0.014 0.283 0.777 Not Supported 
H5: FC → UB 0.163 3.270 0.001 Supported 
H6: PICC*INT → UB 0.000 0.002 0.999 Not Supported 
H7: PICC → UB 0.103 2.044 0.041 Supported 
H8: SA → INT 0.239 5.223 0.000 Supported 
H9: SF → INT 0.316 6.673 0.000 Supported 
H10: AFF → INT 0.170 2.824 0.005 Supported 
H11: PC → INT 0.154 3.531 0.000 Supported 
H12: S → INT 0.034 0.622 0.534 Not Supported 
H13: T → INT 0.315 4.996 0.000 Supported 

 

The following sections present more detailed discussions about the results of testing 

each hypothesis. 

5.2 The Findings of Determinant Factors  

The present study examines the relationship of 10 determinant factors and Usage 

Behaviour of G2C-ICT services. Those factors are correlated in 13 hypotheses as 

independent and moderating variables. Based on the study objectives, the hypothesis-

test findings illustrated in Table 5.1 are discussed in the following sub-sections. 

5.2.1 Research Objective 1 

The first research objective for this study is determining the direct influences of 

Intention, Facilitating Conditions, Habit, and PICC on the IDPs Usage Behaviour of 

G2C-ICT services. The next subsection will discuss the findings for each hypothesis 

composing this objective. 
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5.2.1.1 The Relationship between Intention and Usage Behaviour of G2C-ICT 

Services  

H1: There is a significant influence for the Intention on Usage Behaviour of G2C-ICT 

services among IDP in unstable environments. 

The Intention in this study refers to the degree to which IDPs are willing to try using 

the G2C-ICT services, or the amount of effort they are keen to exert in using the 

services (Robinson, 2010). In the context of this study, it is expected that the intention 

to use G2C-ICT services will significantly influence its usage.  

The findings reveal that Intention is a salient predictor of the IDP’s Usage Behaviour 

of G2C-ICT services and has the highest significant influence at the 0.001 level of 

significance (β= 0.408, t=5.709, p<0.001). This finding shows that, on average, IDPs 

that intend to use G2C-ICT services are also more likely to adopt them. Consequently, 

in an unstable context, Usage Behaviour is highly correlated with the intention of IDP 

to use G2C-ICT services. Thus, H1 is supported. This finding shows that the high level 

of intention to use G2C-ICT services will increase the probability of taking action and 

use these services. The relationship between Intention and Usage is vital to be 

investigated empirically because the intention is not always highly correlated with 

usage, and investigating only intention and not actual usage can be a source of self-

reporting bias (Ganotakis & Love, 2011). Nevertheless, in this study and within the 

context of G2C-ICT services, we found that intention to use is likely to lead to actual 

usage of this technology in a risky environment. 

There are many empirical studies further highlighted the role of Intention as an 

influence of usage behaviour of such services in various context. Accordingly, this 

finding is in line with (Akman & Mishra, 2017; Alawadhi & Morris, 2008; 
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Almarashdeh & Alsmadi, 2017; Alshafi & Weerakkody, 2009; Escobar-Rodríguez & 

Carvajal-Trujillo, 2014; Shareef, Dwivedi, Laumer, & Archer, 2016; Wang & Shih, 

2009). The same finding of the Intention in this study contrasts with the findings of 

many empirical studies such us (Alsobhi et al., 2011; Yahya et al., 2011). 

5.2.1.2 The Relationship between Habit and Usage Behaviour of G2C-ICT 

Services 

H2: There is a significant influence for the Habit on Usage Behaviour of G2C-ICT 

services among IDP in unstable environments. 

Habit in this study refers to the extent tend of IDP to use the G2C-ICT services 

automatically without self-instruction when the governmental transactions needed          

(Limayem et al., 2007b). The findings show a highly significant role of Habit as an 

influential determinant of IDP’s usage behaviour of G2C-ICT services at the 0.001 

level of significance (β= 0.289, t=5.606, p<0.001). The findings show that Usage 

Behaviour is influenced directly by Habit, supporting H2, and explains the importance 

of habit to Usage behaviour of these services in an unstable context. The findings show 

that when an individual performs an action that becomes a habit, that particular action 

also predicts the future behaviour of that individual. In our case, when IDP became 

familiar with G2C-ICT services and accustomed to using it, they will continue to use 

the service even if the usage grew more complex. Which necessitate the governments 

of unstable countries to work on increasing the use of e-services in times of peace and 

turning it into a habit for their citizens, to assist in alleviating the suffering in times of 

conflict. There are many empirical studies further highlighted the habit as an influence 

of usage behaviour of technology (Alharbi, 2016; Escobar-Rodríguez & Carvajal-

Trujillo, 2014; Escobar-Rodríguez & Carvajal-Trujillo, 2013b; Huma et al., 2017; 

Jiang & Deng, 2011; Veeramootoo, Nunkoo, & Dwivedi, 2018). 
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5.2.1.3 The Relationship between Facilitating Conditions and Usage Behaviour of 

G2C-ICT Services 

H4: There is a significant influence for the Facilitating conditions on Usage Behaviour 

of G2C-ICT services among IDP in unstable environments. 

Several prior empirical studies shed light on Facilitating Conditions as a critical 

influencing factor on usage behaviour of technology in a various context (Alsobhi et 

al., 2011; Faaeq, 2014; Suki & Ramayah, 2010). Regarding the effect of Facilitating 

Conditions on the Usage Behaviour of G2C services, the results show that Facilitating 

Conditions has a significant influence on the Usage Behaviour among IDP (β= 0.163, 

t=3.270, p<0.01). Facilitating Conditions has a statistically significant effect on Usage 

Behaviour of G2C services in an unstable context which supports H4. The research 

finding is supported from a practical perspective where the availability of the necessary 

resources (e.g. electricity, internet access) and knowledge is essential. This finding is 

in line with previous studies that have provided empirical evidence of the significant 

effect of Facilitating Conditions on Usage Behaviour of technology (Alawadhi & 

Morris, 2008; Alsobhi et al., 2011; Bhatti, Abareshi, & Pittayachawan, 2017; Escobar-

Rodríguez & Carvajal-Trujillo, 2014; Faaeq, 2014; Khalifa & Verner, 2000; Suki & 

Ramayah, 2010; Yavwa & Twinomurinzi, 2018).  

5.2.1.4 The Relationship between Perceived Intensity of Civil Conflict and Usage 

Behaviour  

H7: There is a significant influence for The Perceived Intensity of Civil Conflict on 

Usage Behaviour of G2C-ICT services among IDP. 

Perceived Intensity of Civil Conflict (PICC) in this study refers to the IDP's conscious 

of the surrounding massive violence forces which fuelling civil conflict due to the 
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sectarianism and positional differences regarding national values exploited to 

perpetuate the conflict (Faaeq, 2014; Khan, 2010; Khan et al., 2012; Khan et al., 2010; 

The Heidelberg Institute for International Conflict Research, 2014). This political 

instability is considered a key challenge faced by G2C-ICT services in developing 

countries. Therefore, measuring and exploring the association between PICC and the 

citizen’s usage behaviour of these governmental services in conflict environments is 

crucial (Faaeq, 2014; Khan et al., 2012; Khan et al., 2010).  

The statistical results indicated that PICC has a significant effect on the Usage 

Behaviour of G2C-ICT services among IDP at (0.103, t= 2.044, p<0.05), which 

support H7. Such results are expected, since those citizens are subjected to numerous 

surrounding hazards, as a consequence they cannot behave ordinarily. In other words, 

in an unstable environment, because of the restrictions on the movement of war-torn 

citizens due to the risks of explosions, kidnappings and car bombs. This movements’ 

restriction reduced their ability to leave the sheltering places; thus, they cannot reach 

the governments’ offices physically to carry out their transactions. Another reason is 

that, due to the very long period of instability, those affected citizens are seeking useful 

alternative methods to practice their lives (Faaeq, 2014). Therefore, in such unstable 

environments, the findings indicate that utilisation of the G2C-ICT services is the 

optimum method to assist in achieving the needed governmental transactions for 

IDP’s. Therefore, the PICC has an impact on the usage behaviour of G2C-ICT services 

among war-torn citizens. 

This finding is in line with previous studies findings Khan et al. (2010a, 2012), where 

the study results reveal that PICC has a strong influence on the utilisation of 

technology among users in Afghanistan. However, this finding contradicts with Faaeq 

(2014), although the study was conducted in Iraq, the study found that a civil conflict 
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has no significant influence on the continuous use of e-G services. The contradiction 

of finding between the two surveys may be a result of the difference in respondents, 

where Faaeq (2014) used a sample of residents in relatively stable areas (university 

employees) who lives a normal life, not citizens strongly affected by conflicts like the 

IDPs in the present study. 

5.2.2 Research Objective 2 

The second research objective for this study is determining the effects of Services 

Awareness, Trust, Information Security, Social Factors, Affect and Perceived 

Consequence on the IDPs’ Intention to use G2C-ICT services. The next subsection 

will be used to discuss the findings for each hypothesis belong to this objective.   

5.2.2.1 The Relationship between Service Awareness and Intention  

H8: There is a significant influence for the Services Awareness on the IDPs’ Intention 

to use G2C-ICT services in unstable environments. 

The present study empirically tested the relationship between Service Awareness and 

the intention of war-torn citizens to use G2C-ICT services in the unstable environment. 

The results of the SEM/PLS analysis showed that the Service Awareness has a 

significant impact on the Intention at the 0.001 level of significance (β= 0.239, t= 

5.223, p<0.001). The hypothesises result supports the relationship postulated in H8, 

which appears to recommend that Service Awareness has a statistically significant 

effect on the Intention to use G2C-ICT services among war-torn citizens in the 

unstable environment.  

Awareness refers to the extent of citizens consciousness regarding G2C-ICT services 

availability (Abdulrazzak & Tarik, 2003). Regardless of the excellent design and 
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accessibility of the services, people will not use the e-channel route for service delivery 

if they do not know it exists. Several studies have revealed that awareness is crucial to 

enhance and increase the success of innovation. The citizens’ awareness of the G2C-

ICT services availability is a crucial and high priority factor that warrant services 

success (Carter & Bishath, 2008; Khan et al., 2012).  Measuring the awareness of G2C-

ICT services in the conflict and war environment is a vital matter. These services could 

reduce the citizens' presence and movement to achieve governmental transactions, 

which contribute to the preservation of their lives (Abraheem & Carl, 2016; Alsaeed 

& Adams, 2015). In the presence of war, such services are neglected, where most of 

the media attention and governments capabilities shift their focus to cover the crisis 

events. This leads to the fact that the promotion of these services is not a priority for 

national media.  

By discussing the case among war-torn citizens such as IDP in the unstable 

environments of Iraq, Service Awareness has proven its significance practically in 

influencing the intention of those citizens to use G2C-ICT service. Considering the 

low use of these services among IDP, this finding is revealing a substantial lack of 

awareness campaigns informing them about service availability and benefits. Thus, 

paying more attention and effort to this factor will be one of the main reasons to 

increase their intention to use these services. This finding corresponds to the results of 

previous empirical studies, which have provided empirical evidence of the significant 

effect of Service Awareness on the intention to use the G2C-ICT services in various 

context (Jubran, Djamhuri, & Baridwan, 2017; Khan et al., 2012; Khan et al., 2010; 

Shahzad, Xiu, Khan, & Wang, 2018). 
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5.2.2.2 The Relationship between Social Factor and Intention 

H9: There is a significant influence for the Social Factor on the IDPs’ Intention to use 

G2C-ICT services in unstable environments. 

In examining the hypothesis related to the relationship between Social Factor and 

Intention to use G2C-ICT services, the empirical finding implied a highly significant 

role of Social Factor as the most influential determinant of individuals' intention to use 

the services at the 0.001 level of significance (β= 0. 316, t=6.673, p<0.001). The 

statistical results support the hypothesised relationship postulated in H9, as the finding 

indicates that there is a strong correlation between Social Factor and the intention to 

use G2C-ICT services in unstable environments. That is mean that IDP are affected by 

their relatives and acquaintances’ opinions regarding the G2C-ICT services. These 

community relations, although influenced by the war, are still influential and does have 

an impact on IDP intention.  First, the user’s intention is linked to the individual’s 

confidence and a sense that friends or family members support and motivate the usage 

of this service. Second, it is associated with the users feeling that using these services 

suits their position between the close circles of his society and fit their situation as 

IDP. Meaning that Social Factor is essential in relation to the Intention to use e-

government services in conflict areas. The reason for this might be the recent increased 

use of social network applications and websites worldwide (ITU, 2016a, 2017). The 

other reason might because of the culture and tribal nature of society, which requires 

individual to be influenced by family, friends and other relatives in the society.  

This finding is consistent with the findings of previous developing countries studies in 

other contexts such as studies of (Abu-Shanab, 2014; Escobar-Rodríguez & Carvajal-

Trujillo, 2013a; Lian, 2015; Weerakkody, El-Haddadeh, Al-Sobhi, Shareef, & 

Dwivedi, 2013a; Zhou & Li, 2014), who indicated that Social Factor have a large share 
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of technology acceptance studies. Social factor heavily influences individuals who 

may or may not accept the new technology based on their beliefs and social 

background. The social factor is one of the crucial variables that commonly play an 

essential role in influencing the individual’s intention to use new technologies. 

However, this finding contradicts with the findings of Alshehri et al. (2012a), and 

Alsaif (2014) who investigated the critical factors affecting the acceptance of G2C-

ICT services. Their findings show that the surrounding community has no significant 

effect on the individuals’ Intention to use these services due to the differences in 

context and population of the study.  

5.2.2.3 The Relationship between Affect and Intention 

H10: There is a significant influence for the Affect on the IDPs’ Intention to use G2C-

ICT services. 

In examining the hypothesis related to the relationship between Affect and Intention, 

the results implied that the influence of the Affect on the Intention to use G2C-ICT 

services has a substantial impact at 0.01 level of significance (β= 0.170, t=2.824, 

p<0.01). This result supported the hypothesised relationship as postulated in H10. The 

finding indicates that there is a strong correlation between Affect, and high levels of 

Intention to use the G2C-ICT services. Intention to use these services is associated 

with the war-torn citizen’s emotions feel toward using the service.  

The emotional state that evoked in the former individuals’ experience with these 

services influences the user's intention whether to use the G2C-ICT services in 

unstable environments or not use the service. The emotional state implies the war-torn 

citizen’s feelings of gladness, distaste, or discontentment with these services. Thus, 

the elements that contribute to this emotional state are essential to increase the 
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intention to use the G2C-ICT services among war-torn citizens; those elements 

comprise availability, reliability, flexibility, satisfaction, effectiveness, and the user-

friendly characteristic. These Affect elements must be fulfilled by the services 

providers (government) which further leads to the satisfaction of war-torn citizen 

regarding the services. Citizens with a more positive attitude toward the G2C-ICT 

services are likely to use these services. This finding is in line with other studies that 

have provided empirical evidence as to the significant influence of Affect on Intention 

to use the G2C-ICT services in a different context (Hung, Chang, & Yu, 2006; Hung, 

Tang, Chang, & Ke, 2009; Rana & Dwivedi, 2015; Sahu & Gupta, 2007).  

5.2.2.4 The Relationship between Perceived Consequences and Intention 

H11: There is a significant influence for the Perceived Consequences on IDPs’ 

Intention to use G2C-ICT services in unstable environments. 

The present study empirically tested the relationship between Perceived Consequences 

and the intention of war-torn citizens to use G2C-ICT services in an unstable 

environment. The results of the SEM/PLS analysis showed that the Perceived 

Consequences has a highly significant impact on the Intention at the 0.001 level of 

significance (β=0.154, t=3.531, p<0.001). This result supports the hypothesised 

relationship as postulated in H11, which appears to recommend that Perceived 

Consequences has a statistically significant effect on the Intention to use G2C-ICT 

services among war-torn citizens in an unstable environment.  

Perceived Consequences refers to the palpable positive or negative consequences as 

well as the evaluation of the previous G2C-ICT service usage, which will create beliefs 

about outcomes from using this service (Fishbein & Ajzen, 1975; Huma et al., 2017). 

No matter how well designed and flexible the services are, war-torn citizens will not 

use any G2C-ICT service if they do not believe that it is sufficient in facilitating the 
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desired governmental transaction. The Perceived Consequences of G2C-ICT services 

is crucial, high priority factor for more acceptable and successful services in unstable 

environments. Supporting the confidence of the war-torn citizens in G2C-ICT services 

in the conflict and war environment is a vital matter. If the governments of unstable 

countries increase the effort in providing a good, wise, favourable, beneficial, and 

positive user experience for their citizens, this will increase the perceived 

consequences, which in turn, increase the intention to use these services in such 

dangerous environments. 

By discussing the case among war-torn citizens like IDP in the unstable environments 

of Iraq. Perceived Consequences has proven its significance practically in influencing 

the intention of those citizens to use G2C-ICT service. Considering the low use of 

these services among IDP, this finding is revealing a substantial lack of beliefs about 

outcomes from using these services and its benefits. Thus, paying attention to this 

factor will be one of the main reasons to increase the intention to use these services. 

This result corresponds to the results of previous empirical studies, which have 

provided significant empirical evidence of the of Perceived Consequences effect on 

the intention to use the G2C-ICT services in a different context (Khan et al., 2012; 

Khan et al., 2010; Naranjo Zolotov, Oliveira, & Casteleyn, 2018). 

5.2.2.5 The Relationship between Information Security and Intention 

H12: There is a significant influence for the Information Security on IDPs’ Intention 

to use G2C-ICT services in unstable environments. 

Information Security in this study refers to the war-torn citizens’ perception of the 

G2C-ICT services as a protected platform without any uncertainties or adverse 

consequences after use (Alawneh et al., 2013). This perception includes their beliefs 
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that the information submitted by them will not be disclosed to any unauthorised party, 

and their information gathered throughout the transaction, will not be altered by any 

unauthorised party. 

In examining the hypothesis related to the relationship between the Information 

Security and Intention, the results of the SEM/PLS analysis surprisingly imply that the 

influence of Information Security on Intention to use G2C-ICT services is not 

significant (β= 0.034, t=0.622, p>0.05). However, this result does not support the 

hypothesised relationship postulated in H12. The finding indicates that there is no 

correlation between Information Security and high levels of Intention to use the G2C-

ICT services in unstable environments. Hence, the war-torn citizens’ perception of 

their Information Security does not have any direct influence on their Intention to use 

G2C-ICT services in unstable environments. 

In deferent context, citizens had significant concerns regarding the security of their 

data (i.e. bank account number, debit card), which they ought to declare in the system 

for government communication. The citizens are worried about how their data will be 

dealt with, who will utilise that data, where it will be stored, and for what reason it will 

be employed. Therefore, the main concern is related to the personal information of the 

citizens while communicating with the government. 

This finding is aligned with many studies in the literature reporting that Information 

Security does not affect the Intention to use e-services among ordinary citizens in 

different contexts (Lee & Rao, 2007; Rehman & Esichaikul, 2011; Santhanamery & 

Ramayah, 2018; Taherdoost, 2017b). The same finding contradicts with the findings 

of Al-Ghaith, Sanzogni, and Sandhu (2010); Alharbi, Papadaki, and Dowland (2017); 
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Shatat (2017); Taherdoost (2017a) studies, which provides empirical evidence that 

Information Security influences Intention to use e-services.  

This unexpected contrasting result can be interpreted firstly by referring to Maslow’s 

hierarchy of human needs (Maslow, 1943), which represents the priorities in human 

lives. In this hierarchy, physical safety is the second largest and most fundamental 

need for humans that follow physiological needs (physical requirements for human 

survival like breathing and water). This hierarchy explains that, when civil conflict is 

severe, war-torn citizens show high interest in using these services, even though it 

meant risking their personal information’s security to maintain their physical safety 

rather than emerging in the surrounding hazards. Whatever the war-torn citizens’ need 

for personal Information Security, it does not match their need for physical safety in 

environments of conflict (Sultan & Noor, 2017).   

Another reason could be that the Iraqi people are still not clear or aware of the security 

issues and potential threats accompanying these services, because they are new to 

technology. As s result of the economic siege imposed on the country, wars, and 

conflicts that followed led to delays in building the infrastructure necessary to operate 

modern technologies like the Internet (Khan et al., 2012).  

Furthermore, the Iraqi G2C-ICT services are a supplemental channel at interaction 

level to facilitate the governmental transactions for Iraqis. These services do not 

involve highly sensitive information or financial transactions. Thus, Information 

Security did not influence the Intention of war-torn citizens to use G2C-ICT services. 

5.2.2.6 The Relationship between Trust and Intention 

H13: There is a significant influence for the Trust on the IDPs’ Intention to use G2C-

ICT services in unstable environments. 
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In this study, trust refers to the IDPs’ willingness to rely on the G2C-ICT services for 

conducting governmental transactions based on the gained benefits and the feelings of 

confidence or assurance (Alawneh et al., 2013). The trust in these services 

encompasses individual trust in the government controlling and providing the services 

and trust in the technology and underlying infrastructure through which the services 

are provided (Carter & Belanger, 2004). The findings show a highly significant role of 

trust as an influential determinant of IDP intention to use the G2C-ICT services at the 

0.001 level of significance (β= 0.315, t=4.996, p<0.001). This finding is suggesting 

that increasing Trust is indeed a key component in war-torn citizen’s intention of 

utilising these services that deserve on-going attention from the governments. The 

finding of the significant role that Trust is playing supported by several prior studies 

in various context. 

Many studies in the literature investigated the impact of Trust on the intention in 

various context, which further shows that trust has a significant impact on the Intention 

to use G2C-ICT services. The findings from this study are consistent with the findings 

of various studies (Abri et al., 2009; Abu-Shanab & Policy, 2014; Alalwan, Dwivedi, 

& Rana, 2017; Alshehri, Drew, Alhussain, & Alghamdi, 2012b; Bélanger & Carter, 

2008; Carter & Weerakkody, 2008; Fakhoury & Aubert, 2015; Saxena, 2017; Sharma, 

Al-Badi, Rana, & Al-Azizi, 2018; Voutinioti, 2013; Weerakkody et al., 2013a; 

Weerakkody, El-Haddadeh, Al-Sobhi, Shareef, & Dwivedi, 2013b). 

This finding suggests that more significant concern to the success of G2C-ICT service 

in unstable environments is that citizens can willingly bestow their trust on the service, 

trust in the service assistance provided to them, and trust the government as the 

provider and controller of these services. According to their survey conducted at the 

same time as this study, American Institute of Public Opinion (GALLUP, 2015)  
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indicated the increase of Iraqis confidence in their government, which is one of the 

vital reasons of this finding. 

5.2.3 Research Objective 3 

The third research objective for this study is examining the effect of Facilitating 

Conditions, Habit, and PICC in moderating the relationship between Intention and 

Usage Behaviour of G2C-ICT services in unstable environments.  The next subsection 

will be used to discuss the findings for each hypothesis belong to this objective. 

5.2.3.1 Moderating Effect of Habit 

H3: Habit has a significant moderating effect on the relationship between IDP’s 

intention to use G2C-ICT service and their Usage Behaviour. 

Habit in this study refers to the extent tend of IDP to use the G2C-ICT services 

automatically without self-instruction when the governmental transactions are needed 

(Limayem et al., 2007b). However, unlike what proposed by TIB, the findings show 

that Habit does not act as a moderator for the strong correlation that exists between the 

Intention to use G2C-ICT services and the Usage Behaviour in unstable and risky 

context. This finding contradicts with prior studies in another domains and contexts 

that considered the Habit as a significant moderator on the correlations between 

intention and actual behaviour (Bina et al., 2007; Gagnon et al., 2003; Huang, 2017; 

Lee, 2016; Sheeran, Godin, Conner, & Germain, 2017).  

The formulation of habitual propensity requires the conducted behaviour to be 

performed repetitively as a routine, in a stable context for a reasonable period (Chiu et 

al., 2010). Therefore, the reason for this study findings' contradiction may be due to 

the profound change in the IDPs' situation and living conditions. Whereas various 
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studies reported that the formation of a habit is derived from a certain amount of 

repetition or practice in a given stable context (Venkatesh, Thong, & Xu, 2012). Thus, 

when the IDPs' context changes the habits loses its role (Chiu, Hsu, Lai, & Chang, 

2010; Verplanken & Wood, 2006).  

Triandis (1980) indicated that behaviour is a function partly of the intention, partly of 

the habitual responses, and partly of the situational constraints and conditions. 

Individuals like IDP may neglect to follow up on their habitual behaviour when 

situation and contexts change as the new circumstances require intention revaluation 

(Chiu et al., 2010; Wood, Tam, and Witt, 2005). Limayem, Hirt, and Cheung (2007a) 

highlighted that in a stable context, the person's formed habit is identified explicitly 

with their routinized utilisation. When this context condition shifts into unstable, 

Intention turns into a vital factor as people need to think about their actions with 

intellectual perception. That is confirmed by the finding of this study, which shows 

that IDPs' Intention to use G2C-ICT services has the most significant influence among 

other factors on the Usage behaviour. On the other hand, Huang (2017); Limayem and 

Hirt (2003); Limayem et al. (2007a) demonstrated that the moderating effect of habit 

on the relationship between intention and actual usage is substantially sturdier for users 

with the substantial usage experience. Numerous prior research about habit nature and 

activity clarify how the experienced involvement can diminish the habit sturdiness 

(Aarts & Dijksterhuis, 2000b; Wood & Neal, 2007, 2009; Wood & Rünger, 2016). So 

the more frequently IDP uses the G2C-ICT service, the more probable it ends up 

habitual. 

Therefore, due to the newness of these services in Iraq, the majority of IDPs are not 

considered experienced users. Also, the unstable contextual environment that IDPs live 

in caused that the Habit lost its role in moderating the strong correlations between 
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IDPs' Intention to use G2C-ICT services and Usage behaviour. This finding is in line 

with many existing studies of other technologies, such as (Bina et al., 2007; Lee, 2016; 

Sheeran et al., 2017). 

5.2.3.2 Moderating Effect of Facilitating Conditions 

H5: Facilitating conditions have a significant moderating effect on the relationship 

between IDPs’ intention to use G2C-ICT service and their Usage Behaviour in 

unstable environments. 

Triandis (1977) emphatically states that facilitating conditions need to be assessed to 

predict behaviour effectively (Robinson, 2010). Triandis (1989) indicated that 

facilitating conditions affect the actual behaviour and intention as a moderator between 

them. As evident from the results of the study model, facilitating conditions proposed 

in Triandis’ original model did not significantly moderate the relationship between 

IDPs' Intention to use G2C-ICT services and their Usage Behaviour (β= 0.014, 

t=0.283, p>0.05). So, H4 is not supported. 

The fact that G2C-ICT services are a different technology than the other analysed in 

other TIB studies could explain this finding. Indeed, IDP cannot execute their intention 

to use the G2C-ICT services if the facilitating environment cannot provide the 

opportunity or prevent it. However, the essential facilitating conditions required for 

IDP to use the G2C-ICT services are knowledge plus necessary resources such as 

electricity, internet access, and device to run these services (i.e. smart-phone, laptop 

or PC). Therefore, this finding might be due to the platform used; where mobile 

devices are the primary platform for the majority of IDPs using G2C-ICT services. 

These devices are far more user-friendly than traditional devices like PC are. Most of 
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the IDPs have mobile devices and find it easy to use; the electricity and Internet access 

are available in most of their sheltering places (GALLUP, 2015; ITU, 2016a, 2017). 

So, the essential facilitating conditions required for IDP to use the G2C-ICT services 

are available. Thus, Facilitating Conditions does not have a moderating effect on the 

strong correlation between IDPs' Intention to use G2C-ICT services and their Usage 

Behaviour in unstable and risky environments. In other words, whenever the IDP intent 

to use any G2C-ICT services, the Facilitating conditions required for actual use do not 

have much value because of its obtainable. This finding is in line with previous 

empirical studies in another technology domain such as (Chung, Lee, & Kuo, 2016; 

Lian, 2015; Moody & Siponen, 2013; Yavwa & Twinomurinzi, 2018).  

5.2.3.3 Moderating Effect of PICC  

H6: The Perceived Intensity of Civil Conflict has a significant moderating effect on 

the relationship between IDPs’ intention to use G2C-ICT service and their Usage 

Behaviour. 

The literature revealed that PICC moderated technological factors such as e-service 

access and intention to use e-service (Khan, 2010; Khan et al., 2012). Another scholar 

also found that civil conflict moderated the relationship between performance 

expectancy and the continuance usage of e-government services (Faaeq, 2014). PICC 

in this study refers to the IDP's conscious of the surrounding massive violence forces 

which fuelling civil conflict due to the sectarianism and positional differences 

regarding national values exploited to perpetuate the conflict (Faaeq, 2014; Khan, 

2010; Khan et al., 2012; Khan et al., 2010; The Heidelberg Institute for International 

Conflict Research, 2014).  However, the moderation test exhibits that PICC does not 

have a significant moderating effect on the relationship between Intention and Usage 
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Behaviour of G2C-ICT services in unstable environments. Thus, the hypothesis H6 is 

not supported. 

In this study, Usage Behaviour of G2C-ICT services refers to the usefulness of these 

services and its ability to provide an easy way for managing IDPs’ life matters, 

especially with the availability of facilitating factors (Almajali, 2011). On the other 

hand, Intention refers to the degree to which IDPs are willing to try using the G2C-

ICT services, or the amount of effort they are keen to exert in using the services 

(Robinson, 2010). The statistical finding of this study shows high correlation and the 

significant direct relationship between IDPs’ Intention to use G2C-ICT services and 

their Usage Behaviour. This strong correlation relationship between Intention and 

Usage Behaviour was not influenced by IDP's Perceived Intensity of Civil Conflict. 

This finding may be a result of the relatively young age of respondents, 79.4% of this 

study are of young ages (those answer “Yes” they used the G2C-ICT services after 

displacement). This younger generation is more familiar and highly adaptable with 

technology as compared to the older generations (Almoawi & Mahmood, 2011; Sultan 

& Noor, 2017). Additionally, this younger generation also born and grow up in the 

country facing long war and instability since 1980. Therefore, their conscious of the 

surrounding massive violence did not influence the strong correlation between their 

intention and usage behaviour of the technology due to the long unstable period they 

lived.  

Another reason may be because the utilisation of the G2C-ICT services is not limited 

to the physical restriction such as civil conflict. The intensity of civil conflict may 

hinder war-torn citizens’ ability to reach the government's offices to conducts 

transactions physically, but it does not represent a reason not to use the G2C-ICT 

services if they intend to do so. Previous studies reported that PICC produced a mixed 
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Figure 5.1. The Final Revised Model 

result for variables related to environmental factors. For example, a study by Khan et 

al. (2012) found that civil conflict moderated the external factor such as culture with 

the intention to use e-service. However, the same study also reported that civil conflict 

does not moderate the relationship between social supports with the intention to use e-

service. Similarly, effort expectancy and the continuance usage of the e-government 

services in Faeeq (2014). Figure 5.1 shows the revised model of the contributing 

factors influences the intention and usage behaviour of G2C-ICT services among war-

torn citizens in unstable environments. 

  

 

5.3 Summary 

In this chapter the detailed discussion on the findings of the hypothesis concerning the 

relationship between dependent variables and independent variables was presented. A 

total of 13 hypotheses were tested. Subsequently, their implications towards attaining 

the objectives of the study were discussed. All three of the moderating effect 

hypotheses were found to be not significant on the relationship between the war-torn 

citizens' intention to use G2C-ICT services and their usage behaviour. 

Intention Social Factor 

Affect Service Awareness 

Usage Behaviour of G2C-ICT Services  

Trust Habit Perceived Consequence Facilitating Conditions 

Perceived Intensity of Civil Conflict 
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On the other hand, the results of direct hypotheses testing imply that only one was not 

significant, whereas the other nine hypotheses were determined to be significant. 

Therefore, the proposed model of influencing factors of G2C-ICT services Intention 

and Usage Behaviour amongst in unstable environments is valid. The next and last 

chapter of this study will discuss the achievement of this study, the theoretical 

contributions, and its practical implications.  
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6 CHAPTER SIX 

CONCLUSION AND FUTURE WORK 

 
Proposing and examining a model that predicts G2C-ICT Intention and the Usage 

behaviour among war-torn citizens in unstable contextual environments was the prime 

objective of this study. This chapter displays the conclusion of the study and discourses 

the pertinent areas covered in this study. Likewise, this chapter displays an overview 

of the research along with outlining the value and contribution provided to the 

knowledge. Finally, this chapter shed light on the research implications (practical, and 

theoretical), research limitations, and suggestions for future research directions are 

discussed respectively. 

6.1 Study Achievements 

This study adopted the Theory of Interpersonal Behaviour to achieve the research 

objectives among other reviewed theories due to its confirmed validity and reliability 

in several studies and various contexts. Also, due to its effectiveness in explaining and 

predicting various human behaviour, especially, complex behaviours affected by the 

social and physical influencers in the surrounding environment. Furthermore, the study 

model is established based on TIB variables that have proven their strength plus a set 

of significant factors which are used to gain a comprehensive understanding as to what 

influences the Intention to use G2C-ICT services and the Usage Behaviour in unstable 

environments. Ultimately, six emotional variables comprising habitual, social, and 

contextual factors from TIB originally together with three external factors investigated 

in this study and conclude that nine of them have a significant effect on the intention 

to use and usage behaviour of G2C-ICT services among war-torn citizens. These nine 
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factors were Habit, PICC, Social Factors, Affect, Trust, Perceived Consequence, 

Facilitating Conditions, Intention, and Service Awareness. The relationships between 

the factors were initially represented by thirteen hypotheses, to achieve the main 

objective of this study. 

The first achieved objective in this study was determining the effects of Services 

Awareness, Trust, Information Security, Social Factors, Affect and Perceived 

Consequence on the IDPs’ Intention to use G2C-ICT services. The statistical findings 

show that all mentioned factors are directly and significantly influencing the IDPs’ 

Intention to use G2C-ICT services in the civil conflict area except for Information 

Security. The path coefficient (beta) values of the relationships between the 

determinants and the Intention revealed that Social Factor was found to be the most 

significant determinant (β= 0.316), followed by Trust (β= 0.315).  

The second achieved objective in this study was determining the direct influences of 

Intention, Facilitating Conditions, Habit, and PICC on the IDPs’ usage behaviour of 

G2C-ICT services. The statistical findings show that all mentioned factors are directly 

influencing the IDPs’ usage behaviour of G2C-ICT services in the civil conflict 

context. The path coefficient (beta) values of the relationships between the 

determinants and the Usage behaviour demonstrate that Intention to use the services 

was found to be the most significant determinant (β= 0.408), followed by Habit (β= 

0.289). The obtained results from the relationships between the Intention and usage 

behaviour on the one hand and the other factors on the other showed that these factors 

are related, thus justifying the basis for their recommendation as significant 

contributing factors for the intention and usage behaviour of G2C-ICT services among 

war-torn citizens. 
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The third achieved objective of this study was examining the possible moderating 

effect of Facilitating Conditions, Habit, and PICC on the relationship between 

Intention and Usage Behaviour of G2C-ICT services in unstable environments. The 

statistical findings show that all mentioned factors do not have a significant influence 

on the strong correlation of IDPs’ Intention to use G2C-ICT services and usage 

behaviour in the civil conflict context. The findings were inconsistent with what 

hypothesised initially in the TIB and the limited literature of PICC. The possible 

reasons for these inconsistent findings have been discussed previously each in its 

section of Chapter Five. 

The fourth achieved objective of this study was exploring the status of e-G portal from 

citizen perspective after the last civil conflict erupted. Eight fundamentals have been 

investigated in this study indispensable for services in any e-G portal. These 

fundamentals were availability, benefit, cost, Internet speed, satisfaction, routine, time, 

and flexibility. The findings imply that more than half of the respondents confirm their 

knowledge about the availability of at least one governmental service on the Iraqi e-G 

portal. Nevertheless, the portal is not yet flexible. The majority of the respondents 

(More than three-quarters of the respondents) were not satisfied with the e-G portal 

and believe that Internet speed is influencing the e-G portal.    

On the other hand, the results show that the majority of respondents agreed that 

utilising these services could benefit them and reduce administrative routine, cost, and 

time wasted in manual transact with the government. Overall, the findings of this 

objective demonstrate that there is a significant opportunity could be exploited by the 

governments to increase G2C-ICT service acceptance among war-torn citizens within 

conflict nations. Governments ought to increase the flexibility, user’s satisfaction, and 
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service availability consciousness among their citizens in order to obtain desirable 

results. The next section will discuss the contribution to knowledge made by this study. 

To the researcher’s knowledge, this study is one of the first empirical studies that 

address the issue of Intention and Usage behaviour of G2C-ICT services among war-

torn citizens like IDPs. The researcher also claims that this research study is the first 

study that extended the Theory of Interpersonal Behaviour by the inclusion of Trust, 

Information Security, PICC, and Service Awareness to investigate its ability in 

predicting the intention and usage behaviour in e-services domain within the complex, 

unstable environment. Overall, it can be concluded that this study extends the 

knowledge base of ICT services use and citizens’ acceptance. Which in turn, 

contributed significantly to the cumulative research on the IS field by investigating 

and confirming the impact of some of the salient influencing factors identified in the 

extant literature on G2C-ICT service intention and usage behaviour among war-torn 

citizens in unstable and conflict contexts. This study could assist the governments of 

92 less peaceful countries in their endeavour toward more acceptable ICT applications 

among their affected citizens to utilise it in alleviating the negative consequences of 

man-made disasters. 

6.2 Theoretical Contributions 

Several theoretical contributions can be drawn from this study. This study developed 

a model that allows a better understanding of the factors influences the Intention and 

Usage Behaviour of the G2C-ICT services among war-torn citizens in unstable 

environments. This research contributes to filling the literature gap by conducting 

empirical research within the context of war and civil conflict among real affected 

people like IDPs.  
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The current study implemented the Theory of Interpersonal behaviour into the new 

context of the online services domain to investigate the intention and usage behaviour 

of G2C-ICT services among war-torn citizens. This study demonstrated the 

applicability and the generalizability of this underpinning theory into the study’s new 

context. Furthermore, this study extends knowledge on the validity of Theory of 

Interpersonal Behaviour in online services use and acceptance area. The literature 

review in Section 2.8.12 showed that there is a lack of studies that have empirically 

tested TIB within the online services area, also examining its ability to predict the 

intention and usage behaviour of the citizens in developing countries. TIB proved its 

predicting ability in various context, especially with environmental influences. This 

study addressed the lack of studies in the body of the technical literature that examines 

the TIB predicting capability in complex environmental conditions like civil conflict. 

This study also provides evidence for the ongoing debate in the literature about how 

appropriate it is to apply models of technology acceptance that initially developed from 

a western perspective in a non-western context (Faaeq et al., 2013; Faaeq, 2014; 

McCoy, Galletta, & King, 2007). The major perception is that most technologies 

acceptance and usage theories are designed and produced in developed countries and 

are culturally-biased in the context of their social and cultural systems. This bias might 

arrest the applicability of these technologies theories when moving to other diverse 

cultures and environments. 

Additionally, the current study has a worthwhile theoretical value, since it adds new 

information to the literature base in relation to testing the joint effect of TIB 

antecedents such as Habit, Social Factors, Affect, Perceived Consequence, and 

Facilitating Conditions on the Intention and Usage behaviour of G2C-ICT service in 

an unstable environment due to the lack of information in this regard. It provides a 
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new outlook in re-conceptualising as well as operationalising the TIB model within 

the context of ICT services acceptance and use in unstable developing countries by 

integrating four new essential variables into the model; Preserved Intensity of Civil 

Conflict (PICC), Information Security, Trust, and Services Awareness.   

This study contributed to the literature by demonstrating the insignificant moderating 

effect of Habit and Facilitating Conditions which initially proposed in TIB within 

G2C-ICT services in the unstable developing country. This study extended the TIB 

model in an unstable context and provided evidence of the robustness of this new 

model in predicting the intention and usage behaviour of war-torn citizens. 

On another hand, the existing ICT literature especially in developing countries, have 

neglected war-torn citizens like IDPs which led to a lack of information and data 

relating to them in the literature. This study extends the knowledge literature of 

information system by shedding light on war-torn citizens such as displaced people. 

This segment of people has their own special needs and characteristics that ought to 

be addressed for better usage and acceptance of modern technology in complex and 

risky situations. This study can serve as agenda-setting for scholars working in the 

field of disasters and their effects on the ICT acceptance and behaviour among affected 

citizens. This study broadens the understanding of the user’s perception of information 

systems under the influence of violence and civil conflict. Moreover, by selecting the 

actual war affected people as participants, this study addresses the limitations found in 

previous studies conducted in unstable countries. Previous studies (e.g. Faaeq (2014)) 

included citizens lived a normal life in relatively stable areas to study technology 

acceptance in unstable environments.  
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6.3 Practical Implications 

The theoretical contributions are strongly linked to practical contributions. The 

practical contributions are not limited to the increase of G2C-ICT services penetration 

among IDP in unstable context, but also enhance the efficient use and better 

exploitation of available provided services. Thus, it contributes towards enhancing the 

depth of use of these services and other technologies among war-affected citizens like 

IDP. Moreover, one of the main practical contributions is improving the understanding 

of IDPs’ behaviour when using the technology applications, which, in turn, contributes 

to the development of more specific targeting techniques, meet the needs of 

beneficiaries, and increasing their satisfaction. 

This study provides several practical implications within the context of G2C-ICT 

services acceptance and uses in developing countries, especially those facing 

instability. The key stakeholders that can benefit from the practical implications of this 

research include the government’s agents and policymakers, services developers, and 

civil society organisations. Through investigating the effect of various factors on the 

Intention and Usage Behaviour of G2C-ICT services and how their interaction increase 

the use among IDP in such risky environments. This study provides valuable 

information to these key stakeholders based on the analysis of the data collected from 

the IDP, which constitutes the highest segment of the unstable countries’ population 

and the most vulnerable one. The findings of this research can assist policymakers in 

unstable countries to target these vulnerable citizens and increase their usage and 

satisfaction regarding the online governmental services. 

The study model helps G2C-ICT services developers to understand which 

characteristics have the most relative importance within the context of services usage 
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in unstable and risky environments. The services developers need to understand that 

beyond the two traditional factors (usefulness and ease of using the services), which 

are important, there are other important factors highlighted in this study that can affect 

the intention to use and usage behaviour of these services among citizens facing high 

stressors and risks on their lives like IDP. 

The practical benefits of the confirmed study model can be detailed in many points, 

for example, but not limited: 

• Improve consistency of decisions: the study model will help decision-makers 

and developers in unstable countries in making more consistent decisions and improve 

their prediction in such emergent and risky context. This is because this model has 

been developed based on the knowledge of experts and empirical investigations of the 

usage of the services among IDP (Lilien, 2011). 

• Enable exploration of more decision options: in such complex and 

dangerous situations, the options available to developers and decision-makers are 

many with unclear consequences. Thus, it would be physically impossible for them to 

evaluate each option. Models developed based on the empirical investigations like this 

study model can help stakeholders in making a systematic decision by evaluating these 

options effectiveness and support them to move away from their prior dispositions 

decisions  (Kayande, De Bruyn, Lilien, Rangaswamy, & Van Bruggen, 2009; Lilien, 

2011; Morana, Schacht, Scherp, & Maedche, 2017). Thus, this model will contribute 

significantly in creating and developing more utilised G2C-ICT services among IDPs’ 

which fit their needs and consider their sensitive situation. 

• Facilitate group decision making: the study model provides focus and 

objectivity for decision making of crisis committee by expressing the influencing 
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factors and relationships that reside between them based on practical investigations. In 

the same way, the model can help the committee in deliberate and converge on a 

decision (Schultz & Dellnitz, 2018). For instance, this study model indicates that for 

IDPs' intention to use Iraqi G2C-ICT services, Information Security does not have a 

significant influence, but Service Awareness has. So instead of wasting a budget on 

developing the security aspects of these services, they can spend the budget in 

promoting these services in various available channels to increase the usage. 

Moreover, the study model practically indicated that for IDPs’ usage behaviour of 

G2C-ICT services, IDPs’ habit represent a strong predictor. Thus, decision-makers in 

unstable countries should understand that it might be beneficial to try to shape their 

citizens' habit during the peace period. This citizens habit can be a valuable factor in 

increasing the usage of the G2C-ICT services among citizens during the war and 

instability periods. This citizens' habit could be strengthened by converted some 

governmental transactions' procedures entirely or partially to online services. This 

conversion will assist in many points, such as promoting the G2C-ICT services and 

transfer the services from being an available option only. Furthermore, duo to the 

significant influnce of facilitating condition on the IDPs’ usage behaviour of G2C-ICT 

services. The decision-makers and developers should make every effort to make the 

services more user-frindlly and convenient for mobile devices. The experience from 

the Iraqi IDP shows that mobile phones were the only devices that they were able to 

carry with them during the displacement due to its importance and lightweight 

(GALLUP, 2015; ITU, 2016a). 

For Services Awareness also, which was one of the significant predictors of IDP’s 

intention to use G2C-ICT services. The government can benefit from social media, 

TV, radio and other media platforms in promoting these beneficial services. This could 
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help in increasing the popularity of G2C-ICT services among IDP and improve their 

trust and confidence in the feasibility of using them. Moreover, the study model 

clarifies the significance of Trust in influencing IDPs’ intention to use the services. 

This trust could be increased by developing G2C-ICT services to fit IDPs’ needs and 

reduce their apprehension. 

Thus, this study will be useful for services developer of government agencies in 

countries facing instability and conflict while delivering online services. Which in torn 

will support the efforts towards alleviating the war and conflict consequences on the 

affected citizens like IDP. Furthermore, the study will help the Iraqi higher authorities 

in addressing the concerns of IDP by developing and implementing better G2C-ICT 

services. It is a crucial element for technology success is understanding the concerns 

of post-conflict regions' communities in which technology is adopted. Recognising 

these changes and their effects can have a positive impact on how to inform policy and 

shape interventions which can help in building and enhancing economic activity, and 

deliver essential public services, such as education and medical care. 

6.4 Research Limitations 

While this research has provided valuable and relevant findings, some limitations 

which are relevant to future research are presented below. 

The data collected from six provinces, under the Iraqi government control, and beyond 

the scope of the military operations zones. These six provinces are hosting the majority 

of IDPs (62% of total Iraqi IDPs). The researcher could not collect any data from the 

IDPs sheltered in areas occupied by ISIS, southern Iraq, or areas adjacent to military 

operations. That was because of the high risk on the researcher life and prohibition 

made by the Iraqi army on civilians’ entrance to these danger areas. Moreover, this 
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research was conducted among IDPs within only one country (Iraq), and hence it is 

hard to decide whether the conceptual model proposed is applicable in other 

technology and whether it could be applied in the context of other countries. 

On the other hand, this study took a general perspective in regard to the type of G2C-

ICT services being studied (i.e. the study did not examine the intention and usage 

behaviour of a specific service); however, this general approach was also followed by 

several studies within the literature (Al-Sammarraie et al., 2016; Al-Sammarraie & 

Khaleel, 2016; Aldosari, 2014; Faaeq, 2014; Mohamed, 2017). Focusing on a specific 

type of services can confirm the results of the current study and might reveal further 

findings about the Intention and Usage behaviour regarding specific service.  

6.5 Directions for Future Research 

The researcher intends to use the results of this research as a base to conduct further 

studies on G2C-ICT services in another unstable environment like Africa. The 

researcher will present the findings of this research and conduct interviews with senior 

managers in Iraqi government agencies in order to address the issues that were found 

to be necessary from the perspective of the war-torn citizens participated in this study. 

There is undoubtedly a need for more research about technology acceptance and 

implementation to be conducted in Iraq, especially for advanced technologies that can 

help in alleviating the tragic situation there. The war-torn citizens, especially IDPs, are 

facing great difficulties in all aspects of life, such as health, education, and financial. 

However, there is a limitation in the technological literature conducted to address these 

valuable issues. Thus, there is an urgent need for technology studies assist in achieving 

more acceptance for promising technology like e-learning and e-health applications. 

Also, the researcher only employed a survey questionnaire in this study. Therefore, the 
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researcher proposes that qualitative methods and in-depth interviews to determine 

more factors that might have an impact on the users to increase and further enhance 

the use of technology applications in dangerous and unstable circumstances. To 

achieve this; a great effort must be made to establish a trusted relationship between the 

researcher and the respondents. 

The finalised model could likewise be utilised and examined using different 

technological advancements to test its applicability to predict the intention and usage 

behaviour of other innovations. The TIB based model for this study is a new model 

verified its ability to predict the intention and usage behaviour of online services in a 

sophisticated context. The TIB model has not been tested in another context. Future 

research, regardless of whether directed in developing or developed nations, can test 

or extend the model to be applicable to suit other context and type of technology under 

investigation. This study was mainly concerned with war-torn citizens (IDP) in Iraq. 

It would be interesting for future studies to test the model and investigate the ICT 

acceptance in another areas and sample, where the cultural background, technological 

development, and study settings are different. 

On the other hand, further studies on online services in unstable countries can also be 

conducted, since there is a lack of studies in the existing literature. Moreover, unstable 

countries can be compared with other stable countries that use online services in a 

comparative study. As this research was conducted on the basis of the Theory of 

Interpersonal behaviour, future studies can extend the model and apply it to deferent 

online services such as G2G or G2B. Alternatively, other new theories and models 

such as UTAUT2 and TAM3 can be applied in the same context. Furthermore, future 

studies can investigate other factors that may affect Intention and Usage Behaviour in 

such unstable and risky environments. The variables that can be examined include 
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effort expectancy, system integration, resistance to change, cost, enjoyment, e-

readiness, perceived usefulness, and ease of use. 

Further investigation of the impact of the moderators Facilitating conditions, PICC, 

and Habit is required. These factors need to be included in models to be developed in 

future studies. The findings of this study regarding the insignificant moderating effects 

of these variables in the study context and the contradicting results with what was 

initially hypothesised in the TIB call for further investigation in this area.
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Appendix 1 

English Questionnaire 

 Questionnaire No: 

UNIVERSITI UTARA MALAYSIA 

COLLEGE ARTS AND SCIENCE  

QUESTIONNAIRE 

Research Title: "Modelling Usage Behaviour of Government to Citizens ICT 
Services among War-torn Citizens" 

Dear Respondents,  

  This questionnaire is designed to investigate the usage behaviour of G2C-ICT 
services  among internally displaced people as war-torn citizens. G2C-ICT services 
refers to “The use of information Information and communication Communication 
technology Technology (ICT) tools and applications to offer government information 
and services to citizens, businesses, and other government organizations via the 
Internet”.  

This study will be in partial fulfillment of the requirements for attaining the 
doctoral degree at the University Utara Malaysia (UUM), Malaysia. All individual 
responses will be kept anonymous and treated with strict confidentiality so that you 
can feel free to be frank in your answers. We assure you that all answers will be used 
only for this study and the code on the instrument is known only to the researchers and 
will not be communicated in any form. For your information, by cooperating you will 
help internally displaced people to enhance their life. 

Thank you for your willingness to participate in this study. Your time and effort 
are highly appreciated. 

Date:         /       / 2016     

Universiti Utara Malaysia.  

Researcher e-mail address: s811631@student.uum.edu.my  

 

 

 

 

 
 

 

 
   

 Do you use any G2C-ICT services (E-governments, and M-government) for 
any governmental transactions (e.g. obtaining a Passport or ID card, issuing 
driving license, etc...) after your displacements?       Yes                No     

If your answer is YES, please proceed to section A. 

If your answer is NO, please go to the comments section (Section D, second 
question in the last page) and write why you do not use any G2C-ICT services.  
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We would like to collect some informations about yourself so that we can understand 
better your decisions related to the use of G2C-ICT services. 

(Please tick (✓  ( the appropriate box) 

1. Gender 
Male  

5. Occupation 

Public sector employees  
Female  Private sector employees  

2. Age 

18 - 22  Freelancers  
23 -35  Jobless  
36- 45  6. Former 

Residential Area 
City/Urban  

46-55  Rural  
≥ 56  

7. Your monthly 
income 

≤ 250,000  

3. Marital 
status 

Single  251,000 - 500,000  
Married  501,000 – 750,000  
Divorced  ≥ 751,000  
Widowed  

8. The duration you 
have used the 

Internet 

Less than a year  

4. Education 
level 

Ph.D.  1-3 years  
Master  3 to 5 years  
Bachelor  More than 5 years  
Diploma  9. Times per week 

you are using the 
Internet 

Less than five times  
Sec-School  5 - 30 times  
Read/Write  More than 30 times  

 
 

We would like to know some information about the status of Iraqi eG portal. 
(Please tick (✓  ( the appropriate box)  

Statement Answer 
1- I am aware of the availability of the services in Iraqi e-G portal. Yes No 

2- In general, I am satisfied with the current services in Iraqi e-G 
portal. 

Yes No 

3- I am aware of the benefits of the current services in Iraqi e-G 
portal. Yes No 

4- The services in Iraqi e-G portal reduce the normal 
administrative routine in Iraq. Yes No 

5- Using the current services in Iraqi e-G portal decrease the cost 
of citizen transaction. Yes No 

6- Using the current services in Iraqi e-G portal enable me to 
complete my transactions more quickly. Yes No 

7- The current services in Iraqi e-G portal were flexible. Yes No 

8- The services in Iraqi e-G portal were affected by Internet speed. Yes No 

   Section B: E-Government Services Status among Iraqis  

   Section A: Personal Information 
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We would like to understand your opinions about the antecedents that are affecting the 
usage of eG services in Iraq.  

(Please (       ( on the appropriate answer) 

 
(For this section rest, please circle (       ) the appropriate number based on a 5-point scale 

as below) 

 
Strongly Disagree Disagree Uncertain Agree Strongly Agree 

1 2 3 4 5 
 

 

3- Services Awareness  Degree of Agreement 
13. I receive enough informations about the availability 

of G2C-ICT services. 1        2        3        4        5 

14. I receive enough information about the benefits of 
G2C-ICT services.  1        2        3        4        5 

15. I receive enough informations about how to use 
G2C-ICT services. 1        2        3        4        5 

16. The government promotes awareness about G2C-
ICT services provided through the Internet. 1        2        3        4        5 

17. Nowadays, most of the government services are 
available on the Internet. 1        2        3        4        5 

 
 
 
 
 

1–  Perceived Consequences   
The use of G2C-ICT services in my governmental transactions was: 
1. Bad  Extremely Quite Neither Quite Extremely Good 
2. Foolish                    Extremely Quite Neither Quite Extremely Wise 
3. Unfavourable          Extremely Quite Neither Quite Extremely Favourable 
4. Harmful                  Extremely Quite Neither Quite Extremely Beneficial 
5. Negative                 Extremely Quite Neither Quite Extremely Positive 

2- Social Factors Degree of Agreement 
6. For me, as Internally Displaced People (IDP), it is 

appropriate to use the G2C-ICT services to perform 
governmental transaction. 

1        2        3        4        5 

7. Using the G2C-ICT services to perform governmental 
transaction is fitting for my situation as an IDP. 1        2        3        4        5 

8. I would feel bad if I am not using the G2C-ICT 
services to perform governmental transaction. 1        2        3        4        5 

The following people think that I should use the G2C-ICT services in my governmental 
transactions. 

9. My family 1        2        3        4        5 
10. My friends 1        2        3        4        5 
11. My colleagues 1        2        3        4        5 
12. My relatives 1        2        3        4        5 

   Section C: The factors that affect Usage Behaviour of G2C-ICT Services   
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Degree of Agreement 4- Habit   
1        2        3        4        5 18. Using the G2C-ICT services has become 

(easy/routine) to me. 

1        2        3        4        5 19. When faced with a governmental transaction, using 
the G2C-ICT services is the best option for me. 

1        2        3        4        5 20. I do not think twice before using G2C-ICT services in 
performing governmental transactions. 

 

5 – Perceived Intensity of Civil Conflict   Degree of Agreement 
21. Latent conflict: There are clear differences in the 

positions regarding objectives between individuals 
and groups around me. 

1        2        3        4        5 

22. There are continuous conflicts (unmanifested) around 
me. 1        2        3        4        5 

23. Crisis: There are manifest conflicts between 
Individuals/groups around me. 1        2        3        4        5 

24. Severe Crisis: There are severe conflicts around me. 1        2        3        4        5 
25. Strong conflicts: Strong conflicts generate crises 

around me.  1        2        3        4        5 
 

6 –  Facilitating Conditions   Degree of Agreement 
26.  I have the necessary resources to use G2C-ICT 

services. 1        2        3        4        5 

27.  I have the necessary knowledge to use G2C-ICT 
services. 1        2        3        4        5 

28.  I can get help from others when I have difficulties 
using G2C-ICT services. 1        2        3        4        5 

29.  Using the G2C-ICT is compatible with other 
technologies I use. 1        2        3        4        5 

30.  I have enough Internet experience to use G2C-ICT 
services. 1        2        3        4        5 

 

Degree of Agreement 9 – Information Security   

1        2        3        4        5 
31.  Iraqi G2C-ICT services has enough safeguards/cyber 

security to make me feel comfortable in conducting 
governmental transactions. 

1        2        3        4        5 32.  Iraqi G2C-ICT services will never misuse my 
personal information. 

1        2        3        4        5 
33.  Iraqi G2C-ICT services has adequate technological 

standards and tools to ensure that the data I send 
cannot be modified by unauthorized people. 

1        2        3        4        5 34.  Iraqi G2C-ICT services adheres to personal data 
protection laws. 

1        2        3        4        5 35.  Iraqi G2C-ICT services only collects users' personal 
data that are necessary for its functioning. 

1        2        3        4        5 36.  Iraqi G2C-ICT services does not provide my personal 
information to others without my own consent. 

 
 
 
 
 
 
 
 
 
 

Strongly Disagree Disagree Uncertain Agree Strongly Agree 
1 2 3 4 5 
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Strongly Disagree Disagree Uncertain Agree Strongly Agree 
1 2 3 4 5 

 

8 –Trust   Degree of Agreement 
37. Iraqi G2C-ICT services is trustworthy/can be 

trusted to deliver governmental services to its users. 1        2        3        4        5 

38. I expect that my use of the Iraqi G2C-ICT services 
will be increased in the future. 1        2        3        4        5 

39. I trust that my all personal information will remain 
in the Iraqi G2C-ICT services. 1        2        3        4        5 

40. Iraqi G2C-ICT services is always increasing Iraqis' 
attention and interest.  1        2        3        4        5 

41. I trust the benefits provided by the Iraqi G2C-ICT 
services. 1        2        3        4        5 

 
Degree of Agreement 10 – Intention   

1        2        3        4        5 
48. I intend to use G2C-ICT services in my 

governmental transactions whenever it is available 
via Internet. 

1        2        3        4        5 49. I intend to use G2C-ICT services as often as I 
needed. 

1        2        3        4        5 50. I intend to use G2C-ICT services in the future. 
1        2        3        4        5 51. I will frequently use G2C-ICT services in the future. 

 
Degree of Agreement 11 – Affect    

The G2C-ICT services I use is always: 
1        2        3        4        5 52. Available 

1        2        3        4        5 53. Reliable 

1        2        3        4        5 54. Effective 

1        2        3        4        5 55. Flexible 

1        2        3        4        5 56. Easy-to-use/User friendly 

1        2        3        4        5 57. Fast 

1        2        3        4        5 58. Overall satisfactory 

 

 

Degree of Agreement 7 – Usage behaviour of G2C-ICT  
          services   

1        2        3        4        5 42. I find  that G2C-ICT services useful for managing 
my life matters. 

1        2        3        4        5 43. I believe that G2C-ICT services create an easy way to 
perform my transaction. 

1        2        3        4        5 44. I agree that that G2C-ICT services are encouraging. 

1        2        3        4        5 45. I believe that fast Internet access speed is important 
in use of that G2C-ICT services. 

1        2        3        4        5 46. Using a G2C-ICT services helps me personally to 
accomplish my usual/routine tasks. 

1        2        3        4        5 47. I will be regret if not using G2C-ICT services. 
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We would like to seek your general comments and advices regarding the barriers and 
challenges G2C-ICT services are facing in Iraq. 

 

1.0 What are the barriers and challenges in the implementation of G2C-ICT services process 
in Iraq, and how can the government overcome these barriers and challenges? 

…………………………………………………………………………………………………

…………………………………………………………………………………………………

…………………………………………………………………………………………………

………………………………………………………………………………………………… 

…………………………………………………………………………………………………

…………………………………………………………………………………………………

………………………………………………………………………………………………… 

2.0 Please, write your comments (if any) here. 

…………………………………………………………………………………………………

…………………………………………………………………………………………………

…………………………………………………………………………………………………

…………………………………………………………………………………………………

…………………………………………………………………………………………………

…………………………………………………………………………………………………

………………………………………………………………………………………………… 

Your time and corporation are highly valued 

 

Thank you. 

 

 

   Section D: Comments and Advices 
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Appendix 2 
Arabic Version of the Questionnaire 
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Appendix 3 

The Result of Pilot Analysis 

Construct Cronbach's 
Alpha Item code 

Corrected 
Item-Total 
Correlation 

Cronbach's 
Alpha if Item 
Deleted 

Services 
Awareness  .837 

Awar1 .693 .789 
Awar2 .533 .832 
Awar3 .720 .781 
Awar4 .567 .824 
Awar5 .686 .791 

Social Factor  .682 → .793 

SF1 .139 .719 
SF2 .113 .713 
SF3 .495 .622 
SF4 .542 .611 
SF5 .466 .639 
SF6 .442 .644 
SF7 .556 .623 
SF8 .342 .660 
SF9 .355 .657 

Habit .612 

H1 .435 .514 
H2 .141 .731 
H3 .637 .332 
H4 .426 .517 

Perceived 
Intensity of 
Civil Conflict   

.722 

PICC1 .241 .759 
PICC2 .533 .656 
PICC3 .639 .607 
PICC4 .463 .683 
PICC5 .549 .647 

Information 
Security .682 

Secur1 .471 .625 
Secur2 .082 .749 
Secur3 .407 .643 
Secur4 .368 .655 
Secur5 .521 .608 
Secur6 .448 .632 
Secur7 .557 .598 

Usage 
Behaviour of 
G2C-ICT 
Services  

.817 

UB1 .508 .803 
UB2 .785 .738 
UB3 .587 .788 
UB4 .471 .814 
UB5 .848 .729 
UB6 .331 .838 
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Facilitating 
Conditions .787 

FC1 .576 .743 
FC2 .643 .720 
FC3 .668 .718 
FC4 .509 .764 
FC5 .455 .788 

Intention .674 

INT1 .589 .542 
INT2 .621 .544 
INT3 .557 .562 
INT4 .077 .721 
INT5 .314 .676 

Trust .802 

T1 .700 .728 
T2 .458 .802 
T3 .684 .734 
T4 .529 .782 
T5 .572 .771 

Affect  .868 

AFF1 .608 .855 
AFF2 .629 .851 
AFF3 .850 .823 
AFF4 .483 .869 
AFF5 .455 .875 
AFF6 .756 .833 
AFF7 .753 .833 

Perceived 
Consequences .866 

PC1 .621 .857 
PC2 .755 .821 
PC3 .656 .846 
PC4 .741 .824 
PC5 .709 .838 
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Appendix 4 

 

 

 

 



284 
 

 



285 
 

Appendix 5 

Sample of IDPs Information list 
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Appendix 6 

The official letter that have been used to cross the police and army checkpoints 
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Appendix 7 

The Output of Mahalanobis Test 

1 9.1572 82 5.53737 163 6.74428 244 4.14527 325 6.19086 
2 3.50859 83 5.83998 164 8.68902 245 11.16573 326 16.05612 
3 3.11691 84 8.08328 165 11.62885 246 1.7704 327 6.77411 
4 13.91894 85 5.69376 166 7.29663 247 6.29951 328 22.5131 
5 13.34876 86 6.24332 167 4.29534 248 26.58823 329 8.7887 
6 2.18871 87 27.284 168 7.44674 249 6.14143 330 13.23769 
7 5.37056 88 9.34928 169 5.21456 250 8.80762 331 14.15374 
8 7.16407 89 2.20138 170 3.02544 251 11.43628 332 7.96693 
9 9.21038 90 10.75894 171 11.06583 252 2.55624 333 4.30849 

10 11.58959 91 5.56012 172 13.09733 253 13.99592 334 9.12388 
11 6.82304 92 8.49232 173 4.38044 254 3.94731 335 4.47106 
12 38.56519 93 3.27799 174 11.23406 255 4.26002 336 53.35219 
13 11.36455 94 3.90746 175 4.84471 256 4.05919 337 8.39995 
14 7.99784 95 16.07086 176 7.28143 257 4.13022 338 26.17633 
15 30.99079 96 4.14414 177 11.00844 258 3.64717 339 19.74688 
16 11.16315 97 7.14252 178 13.54734 259 2.84602 340 20.66437 
17 7.22523 98 4.80399 179 9.86268 260 4.34264 341 9.39163 
18 12.6248 99 8.1978 180 4.16584 261 20.42727 342 2.93341 
19 8.86123 100 11.82035 181 13.05486 262 7.6597 343 11.57276 
20 6.71766 101 5.43876 182 10.00398 263 4.83546 344 9.58936 
21 6.27097 102 6.69553 183 13.06902 264 16.13638 345 5.16067 
22 12.16289 103 25.69685 184 25.6246 265 3.2964 346 3.37802 
23 34.49716 104 13.88909 185 14.42823 266 10.59431 347 7.42905 
24 16.99564 105 4.34075 186 2.84907 267 8.70293 348 27.13913 
25 18.44777 106 4.472 187 7.58922 268 10.27147 349 4.30882 
26 13.52402 107 26.6398 188 6.95835 269 15.8902 350 8.30166 
27 37.83177 108 6.7912 189 8.59971 270 5.18075 351 11.59939 
28 5.11757 109 7.25813 190 5.77845 271 4.04303 352 15.06051 
29 4.16942 110 10.09598 191 4.87612 272 9.57817 353 15.77464 
30 16.38378 111 5.90631 192 10.22487 273 6.21233 354 7.08924 
31 14.61675 112 19.43609 193 10.34792 274 5.8995 355 6.90833 
32 5.96072 113 5.894 194 14.48417 275 19.04037 356 4.92727 
33 4.36641 114 7.39164 195 25.10315 276 6.70148 357 20.79137 
34 14.68188 115 3.59309 196 8.75622 277 5.66811 358 8.35785 
35 6.43179 116 1.45989 197 10.30228 278 3.51626 359 10.57766 
36 11.9984 117 4.04709 198 8.48622 279 18.8062 360 11.62525 
37 9.53525 118 12.97981 199 3.40786 280 21.4037 361 11.73923 
38 5.54307 119 4.77464 200 6.63997 281 5.97208 362 12.48245 
39 4.3552 120 9.37801 201 5.85541 282 23.96611 363 12.32445 
40 4.06089 121 18.66982 202 8.61454 283 3.81699 364 22.51102 
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41 7.91533 122 7.38235 203 3.87852 284 9.8872 365 13.41359 
42 9.7129 123 6.5443 204 6.55465 285 15.21774 366 5.06313 
43 5.98978 124 8.45663 205 10.91772 286 10.96693 367 11.72063 
44 7.78599 125 6.23833 206 8.72105 287 9.63034 368 3.66443 
45 12.32065 126 9.06853 207 11.55293 288 4.71262 369 9.13823 
46 10.58508 127 5.36804 208 22.809 289 11.27591 370 11.20268 
47 7.35094 128 3.61829 209 8.95374 290 7.51726 371 34.18793 
48 6.65035 129 4.47041 210 16.77055 291 6.78218 372 8.59681 
49 12.87908 130 3.82208 211 4.19193 292 11.83954 373 8.1365 
50 4.71289 131 7.46801 212 7.65618 293 31.77198 374 14.38988 
51 16.33075 132 3.60767 213 4.11004 294 10.77851 375 33.34537 
52 8.28472 133 15.5659 214 10.5968 295 8.71403 376 9.26719 
53 25.52571 134 5.52411 215 10.15649 296 2.29919 377 10.41418 
54 13.27291 135 13.29177 216 5.34266 297 2.24038 378 10.28218 
55 3.52481 136 4.9977 217 6.49241 298 17.91592 379 7.41985 
56 4.46095 137 5.22956 218 1.62649 299 14.43821 380 9.12196 
57 1.98428 138 5.39317 219 8.95148 300 22.90429 381 12.241 
58 5.07578 139 4.55014 220 5.95496 301 3.89292 382 35.38566 
59 7.73706 140 8.38026 221 6.06961 302 3.49441 383 16.64288 
60 8.30248 141 7.78439 222 27.08744 303 4.04547 384 10.34702 
61 7.03976 142 4.89132 223 5.13227 304 10.85568 385 18.3147 
62 16.81396 143 9.58536 224 13.96813 305 2.84184 386 6.43196 
63 5.90081 144 2.80091 225 13.094 306 4.13012 387 5.22325 
64 10.72163 145 6.24607 226 17.9378 307 5.03179 388 7.90956 
65 12.13572 146 13.00205 227 10.1131 308 3.41023 389 10.86196 
66 4.86295 147 16.38896 228 32.87312 309 20.16401 390 41.12438 
67 6.32044 148 2.86391 229 4.18013 310 3.36276 391 13.25857 
68 3.73012 149 5.78687 230 4.25815 311 16.88836 392 20.22021 
69 15.57379 150 13.23006 231 4.61033 312 4.36379 393 4.63413 
70 8.66415 151 11.73474 232 10.45009 313 11.60148 394 6.91905 
71 3.94471 152 8.24416 233 5.68736 314 5.11242 395 2.35906 
72 30.7674 153 3.81842 234 4.35493 315 6.36778 396 8.88128 
73 3.79731 154 7.04957 235 7.16011 316 7.85087 397 8.40564 
74 7.87129 155 1.59595 236 6.41241 317 6.22826 398 27.42855 
75 8.91853 156 3.63994 237 5.56642 318 7.13155 399 11.36509 
76 7.03331 157 4.62795 238 4.93577 319 10.13957 400 11.97787 
77 8.94617 158 8.00024 239 38.92624 320 16.60592 401 16.51994 
78 8.23542 159 15.98151 240 5.37667 321 8.94564 402 1.95586 
79 2.47782 160 4.7208 241 12.9609 322 7.05483 403 8.9391 
80 8.16363 161 12.04778 242 1.90903 323 7.72041 404 6.38082 
81 3.43338 162 5.54155 243 12.98831 324 7.51606   
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Appendix 8 

Demographic Data of the Experts 

 

1 Name of the Expert: Prof. Dr Harry C. Triandis (TIB Founder)  

 Academic Degree: Professor  

 Institution:  University of Illinois - USA 

 Position: Consultant 

 Experience:  More than 60 years in psychology fields 

 Email: triandis@illinois.edu 

   
2 Name of the Expert: Pn Yuhaniz Ahmad 

 Academic Degree: Master 

 Institution:  School of Quantitative Sciences - UUM 

 Position: Quantitative Sciences Consultant 

 Experience:  Quantitative Sciences & Statistical Modelling 

 Email: yuhaniz@uum.edu.my 

   
3 Name of the Expert: Dr. Noor Fareen Binti Abdul Rahim 

 Academic Degree: Doctor  

 Institution:  Universiti Sains Malaysia 

 Position: Senior Lecturer 

 Experience:  Information Technology 

 Email: noorfareen@uum.edu.my 

   
4 Name of the Expert: Dr. Shafinah Farvin binti Packeer Mohamed 

 Academic Degree: Doctor  

 Institution:  School of Computing Sciences - UUM  

 Position: Lecturer & coordinator for UUM-ABS program. 

 Experience:  Information Technology & Corporate Governance. 

 Email: shafinah@uum.edu.my 
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5 Name of the Expert: Dr. Francis Chuah 

 Academic Degree: Doctor  

 Institution:  School of Business Management - UUM 

 Position: Senior Lecturer & Consultant of PLS Analysis  

 Experience:  Research Methodology & Quantitative Data Analysis 

 Email: francischuah@uum.edu.my 

   

6 Name of the Expert: Dr. Munadil Faaeq 

 Academic Degree: Doctor  

 Institution:  School of Business Management - UUM 

 Position: Senior Lecturer 

 Experience:  Iraqi E-Government & Instrument Design 

 Email: munadil@uum.edu.my 

   

7 Name of the Expert: Dr. Abdulsatar Abduljabbar Sultan  

 Academic Degree: Doctor  

 Institution:  Lebanese-French University   

 Position: Lecturer & Coordinator of Buss. Administration Dept. 

 Experience:  Management Information System  

 Email: abdulsatarsultan@gmail.com 

   

8 Name of the Expert: Dr. Waleed Khalid AL-Hadban 

 Academic Degree: Doctor  

 Institution:  Department of Applied Computer - Charmo University 

 Position: Lecturer 

 Experience:  Information Technology & Healthcare Informatics 

 Email: waleed.hadban@charmouniversity.org 

 


	FRONT MATTER
	COPYRIGHT PAGE 
	FRONT PAGE
	CERTIFICATION
	Permission to Use
	Abstract
	Acknowledgement
	Table of Contents
	List of Figures
	List of Tables
	List of Appendices

	MAIN PAGE
	CHAPTER ONE : INTRODUCTION
	1.1 Background
	1.2 Problem Statement
	1.3 Research Questions
	1.4 Research Objectives
	1.5 The Significance of the Study
	1.6 The Scope of the Study
	1.7 Definition of Terms
	1.8 Structure of the Thesis

	CHAPTER TWO : LITERATURE REVIEW
	2.1 The Online Governmental Services
	2.1.1 Electronic Government Types
	2.1.1.1 Government to Employees (G2E)
	2.1.1.2 Government to Government (G2G)
	2.1.1.3 Government to Business (G2B)
	2.1.1.4 Government to Citizen (G2C)

	2.1.2 Benefits of Electronic Government
	2.1.2.1 Transparency
	2.1.2.2 Efficiency and Cost Reduction
	2.1.2.3 Improved Services
	2.1.2.4 Citizen Participation
	2.1.2.5 Increase Capacity and Improve Network Infrastructure

	2.1.3 Mobile Government

	2.2 The Natural and Man-made Disaster
	2.3 Why are IDP Behaving Differently from Ordinary People?
	2.3.1 Economic Stressors
	2.3.2 Recovery and Rebuilding Stressors
	2.3.3 Loss of Physical Possessions or Resources Stressors
	2.3.4 Health-related Stressors
	2.3.5 Education and Schooling Stressors
	2.3.6 Family Stressors
	2.3.7 Social Stressors
	2.3.8 Changes in the View of the World or Oneself Stressors

	2.4 General Information about Iraq
	2.4.1 Conflicts in Iraq
	2.4.2 Internally Displaced People in Iraq
	2.4.3 Lack of Legal Documentation
	2.4.4 Information Communication Technology (ICT) in Iraq
	2.4.5 Mobile Cellular Subscriptions and Internet Penetration in Iraq
	2.4.6 E-Government Project in Iraq
	2.4.7 Iraqi Electronic Government Pathway
	2.4.8 Assessing E-Government Progression Level in Iraq

	2.5 Usage Behaviour of G2C-ICT Services
	2.6 Review of the Previous Related Studies
	2.7 Review of IS Usage Behaviour Theoretical Frameworks.
	2.7.1 Theory of Reasoned Action (TRA)
	2.7.2 Theory of Planned Behaviour (TPB)
	2.7.3 Technology Acceptance Model (TAM)
	2.7.4 Diffusion of Innovation (DOI)
	2.7.5 Motivational Model (MM)
	2.7.6 Decomposed Theory of Planned Behaviour (DTPB)
	2.7.7 Extension of the TAM (TAM2)
	2.7.8 Unified Theory of Acceptance and Use of Technology (UTAUT)
	2.7.9 Technology Acceptance Model 3 (TAM3)
	2.7.10 Theory of Interpersonal Behaviour (TIB)
	2.7.11 Recent Examples of TIB Researches
	2.7.12 Theory of Interpersonal Behaviour Factors
	2.7.12.1 Behaviour
	2.7.12.2 Intention
	2.7.12.3 Social Factors
	2.7.12.4 Affect
	2.7.12.5 Perceived Consequences
	2.7.12.6 Facilitating Condition
	2.7.12.7 Habits

	2.7.13 Summary of the TIB

	2.8 Summary of Chapter Two

	CHAPTER THREE : METHODOLOGY
	3.1 Introduction
	3.2 Theoretical Framework of the Study
	3.3 Research Hypotheses Development
	3.3.1 Intentions and Usage behaviour
	3.3.2 Habit and Usage Behaviour
	3.3.3 The Moderating Effect of Habit
	3.3.4 Facilitating Conditions and Usage Behaviour
	3.3.5 The Moderating Effect of Facilitating Conditions
	3.3.6 Perceived Intensity of Civil Conflict and Usage Behaviour
	3.3.7 Services Awareness and Intention
	3.3.8 Social Factor and Intention
	3.3.9 Affect and Intention
	3.3.10 Perceived Consequences and Intention
	3.3.11 Information Security and Intention
	3.3.12 Trust and Intention

	3.4 Research Design
	3.4.1 Study Approach
	3.4.2 Research Strategy
	3.4.3 Unit of Analysis

	3.5 Conceptual Framework
	3.6 Operational Definitions of Measurements
	3.7 Variables Measurement
	3.8 Questionnaire Design
	3.9 Questionnaire Scale
	3.10 Questionnaire Pre-Test
	3.11 Pilot Study
	3.12 Population and Sampling Procedures
	3.12.1 The Target Population of the Study
	3.12.2 Sampling Frame
	3.12.3 Sample Size

	3.13 Data Collection Procedures
	3.14 Analysis Method
	3.15 Partial Least Squares-Structural Equation Model (PLS-SEM)
	3.15.1 Criteria of Assessing Measurements Model (Outer Model)
	3.15.2 Criteria for Assessing Structural Model (Inner Model)

	3.16 Summary of Chapter Three

	CHAPTER FOUR : RESULTS AND DATA ANALYSIS
	4.1 Introduction
	4.2 Response Rate
	4.3 Data Screening and Cleaning
	4.3.1 Treatment of Missing data
	4.3.2 Removing Outliers

	4.4 Common Method Variance Test
	4.5 Multi-collinearity Test
	4.6 Demographic Statistics
	4.7 Normality
	4.8 Assessment of PLS-SEM Path Model Results
	4.9 Measurement Model Assessment
	4.9.1 Internal Consistency Reliability
	4.9.2 Factor loading (Outer loading)
	4.9.3 Average Variance Extracted (AVE)
	4.9.4 Discriminant Validity
	4.9.5 The Conclusion of the Measurement Model

	4.10 Structural Model Assessments
	4.10.1 The Coefficient of Determination (R2)
	4.10.2 Effect Size (f2)
	4.10.3 Predictive Relevance (Q2)
	4.10.4 The Goodness of Fit of the Model (GoF)
	4.10.5 Hypotheses Testing (Path Coefficients)
	4.10.6 Assessment of the Moderation Effect
	4.10.6.1 The Moderating Role of Facilitating Conditions
	4.10.6.2 The Moderating Role of Habit
	4.10.6.3 The Moderating Role of Perceived Intensity of Civil Conflict


	4.11 Summary of Chapter Four

	CHAPTER FIVE : DISCUSSIONS OF THE RESULTS
	5.1 Synopsis of the Study
	5.2 The Findings of Determinant Factors
	5.2.1 Research Objective 1
	5.2.1.1 The Relationship between Intention and Usage Behaviour of G2C-ICTServices
	5.2.1.2 The Relationship between Habit and Usage Behaviour of G2C-ICTServices
	5.2.1.3 The Relationship between Facilitating Conditions and Usage Behaviour ofG2C-ICT Services
	5.2.1.4 The Relationship between Perceived Intensity of Civil Conflict and UsageBehaviour

	5.2.2 Research Objective 2
	5.2.2.1 The Relationship between Service Awareness and Intention
	5.2.2.2 The Relationship between Social Factor and Intention
	5.2.2.3 The Relationship between Affect and Intention
	5.2.2.4 The Relationship between Perceived Consequences and Intention
	5.2.2.5 The Relationship between Information Security and Intention
	5.2.2.6 The Relationship between Trust and Intention

	5.2.3 Research Objective 3
	5.2.3.1 Moderating Effect of Habit
	5.2.3.2 Moderating Effect of Facilitating Conditions
	5.2.3.3 Moderating Effect of PICC


	5.3 Summary

	CHAPTER SIX : CONCLUSION AND FUTURE WORK
	6.1 Study Achievements
	6.2 Theoretical Contributions
	6.3 Practical Implications
	6.4 Research Limitations
	6.5 Directions for Future Research

	REFERENCES
	Appendix




