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ABSTRACT 

E-government in public organisations in Jordan has been in existence for more than 
two decades. However, there is still lack of studies in discovering the aspects of 
attitude and behavior of public organisation employees towards e government services. 
Therefore, this study aims to investigate the determinants of the ICT usage from the 
perspective of attitude and behavior of the employees in the e-government services. 
This study employed the Model of Readiness for Organizational Change proposed by 
Holt as the underpinning theory and further enhanced it to the technology acceptance 
model III proposed by Venkatesh, and Bala as the additional predictors of ICT 
acceptance via the intervening effect of attitude towards intention to use for e-
government. The study setting was based on three main public organizations from 
Jordan, namely; Municipality of Zarqa, Municipality of Irbid, Municipality of Mafraq 
and systematic random sampling of data collection was done through self-
administered questionnaire and analysis was done by using the PLS structural equation 
modelling as the statistical tool. The findings show that principal supports, motivation 
valence, appreciation, perceived ease of use, perceived usefulness and current usage 
have a positive significant effect on current usage of e-government services. The 
findings further reveal that attitude to change positively intervene through current 
usage and intention to use of ICT acceptance and usage for e-government services. 
These results are immeasurably valuable to practitioners for managing and executing 
their strategies in public organisations. Furthermore, it contributes and enriches 
knowledge pertaining to the predictors of e-government usage. 

Keywords:  Principal supports, motivation valence, appreciation, ICT usage, e- 
government, Jordanian public organisation 



 

iii 

ABSTRAK 

E-kerajaan dalam organisasi awam di Jordan telah wujud lebih daripada dua dekad. 
Walau bagaimanapun, masih terdapat kekurangan kajian dalam menemui aspek sikap 
dan gelagat pekerja organisasi awam terhadap perkhidmatan E-kerajaan. Justeru, 
kajian ini bermatlamat untuk mengkaji penentu kepada penggunaan Teknologi 
Komunikasi Maklumat (ICT) dari perspektif sikap dan gelagat pekerja dalam 
perkhidmatan E-kerajaan. Kajian ini menggunakan Model Kesediaan untuk Perubahan 
Organisasi yang dicadangkan oleh Holt sebagai teori asas dan  dipertingkatkan lagi 
dengan Model Penerimaan Teknologi 3 seperti yang dicadangkan oleh Ventakesh dan 
Bala sebagai penentu penerimaan ICT melalui kesan perantara sikap terhadap niat 
penggunaan E-kerajaan. Lokasi kajian ini adalah berdasarkan kepada tiga organisasi 
awam utama dari Jordan, iaitu: Perbandaran Zarqa, Perbandaran Irbid, Perbandaran 
Mafraq dan pengumpulan data pensampelan rawak sistematik telah dilaksanakan 
melalui borang soal selidik tadbir kendiri dan anlisa telah dilakukan menggunakan 
model persamaan struktur PLS sebagai kaedah statistik. Dapatan kajian menunjukkan 
sokongan utama, nilai motivasi, penghargaan, kemudahan penggunaan yang dianggap, 
kebergunaan yang dianggap dan penggunaan semasa mempunyai kesan positif yang 
signifikan terhadap penggunaan semasa perkhidmatan E-kerajaan. Dapatan kajian 
seterusnya mendedahkan bahawa sikap untuk berubah secara positif diperantarakan 
melalui penggunaan semasa dan niat untuk menggunakan, penerimaan dan 
penggunaan ICT terhadap perkhidmatan E-kerajaan. Hasil ini amatlah bernilai kepada 
pengamal untuk menguruskan dan melaksanakan strategi mereka dalam organisasi 
awam. Seterusnya, ia menyumbang dan memperkayakan pengetahuan berkaitan 
tentang penetu kepada penggunaan E-kerajaan.  

Kata kunci: sokongan utama, nilai motivasi, penghargaan, penggunaan ICT, E-
kerajaan, Organisasi awam Jordan.  
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CHAPTER ONE 
 

INTRODUCTION 

1.1 Introduction  

Globally, the lives of people have been significantly affected by the information 

communication technologies (ICT) revolution and it has led to improvements in the 

way government, its citizens, agencies, businesses, employees and other relevant 

stakeholders interrelate in achieving their goals (Lee, 2010; Rokhman, 2011; Davies, 

2015). These changes and other related concerns have led to the development and 

eventual commencement of the use of ICTs known as the e-government (Raus, Liu, & 

Kipp, 2010; Al-Khouri, 2011). However, while the global revolution in ICT and its 

usage has been noted, researchers and industry experts have raised the need for further 

empirical endeavors aimed at realizing the significance of e-government and the 

factors that explain people’s intention to use and their eventual continuous usage 

(Yuan, Xi, & Xiaoyi, 2012; Chowdhury & Satter, 2013). 

Basically, e-government rises around the globe from last three decade, the top 

management of public organizations tend to understand the significance of ICTs for 

providing instant, effective, and efficient services to general public. However, while 

the generality of the public has attuned themselves to the use of private sector-provided 

internet and the attendant service so offered therefrom, the need for improved and 

related high standards from the government cannot be further emphasized. The 

introduction and subsequent implementation of e-government are  
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predicated upon the premise similar facilities brought to bear from the private  

organization through providing accessible, more transparent and efficient facilities to 

general public and businesses (Nchuchuwe & David, 2015). Even though the 

advantages of e-government are well-understood and has been established well, there 

has been paucity in its adoption and execution in both developing and developed 

world. Since the introduction of the concept of e-government, there has been a myriad 

of empirical endeavors that highlights the barriers and challenges in its adoption and 

execution of ICT in the context of different countries with practical and theoretical 

gaps (Fan & Yang, 2015).  

Generally, a successful implementation of ICTs can improve e-government services 

in public organizations (Djermani, Shahzad, Sheikh, & Alekam, 2016). Governments 

have focused on E-government in various developed economies like the United 

Kingdom (UK) (Nchuchuwe & David, 2015), Australia (Dillon, et al., 2015.), and in 

numerous developing countries such as the Qatar, United Arab Emirates, Jordan, and 

Oman (Almarabeh & Abu Ali, 2010). Nonetheless, existing empirical endeavors on 

the concept of e-government mainly focuses developed countries (Rokhman, 2011).  

Several challenges and issues are highlighted in studies focusing the e-government 

implementation in developing economies and need to be addressed for successful 

execution of e-government (Dombrowski, & Mazmanian, 2014; Omeire & Omeire, 

2014; Sharifi & Manian, 2010; Almarabeh & AbuAli, 2010). These issues can be 

categorized into political (i.e. increasing participation of citizens in political practices 

and trust building between governments and their citizens through improved image of 

the government), social (i.e. efficient delivery of government services), technological 

and managerial (i.e. public organization reforms helping governments to increased 

http://en.wikipedia.org/wiki/United_Kingdom
http://en.wikipedia.org/wiki/United_Kingdom
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efficiency in management with enhanced transparency and accountability), and 

economic (such as reduction in cost users and providers services of e-government). 

ICT has been considered as a crucial factor in achieving success in both private and 

public organizations, but its acceptance among the organizations and people is very 

difficult job keeping in view the challenges it faces. However, the success rate of ICT 

is highly affected by such rapid change, thus creating problems for the existence of the 

organizations (Wan, Xiao et al. 2011). The advantages and challenges related with the 

adoption and implementation of ICT need more research. 

E-government development projects and researches have been conducted in many 

societies with advanced industrial and technological capabilities. The projects of e-

government development have several economic, social and political impacts on 

society because of their structure and nature. For instance, the uptake of e-government 

includes reduction in cost for both users and service providers. Commonly believed 

that costs are reduced by implementing e-government through enhanced efficiency in 

operations, improved service quality, and reduction in over-stretched and complex 

bottlenecks of bureaucracy (Thi, Lim, & Al-Zoubi, 2014).  

In terms of the most crucial requirements for the success implementation of e-

government, Venkatesh, Sykes, & Venkatraman (2014) suggested the following: 

management support, clear vision, strategies leading towards goals, synchronization 

in all governmental organizations, legal frameworks, programs for educating citizens 

regarding e-government. In fact, many governments, especially those of the 

developing nations, have positioned themselves to move from the traditional 

administrative system to e-government (Smith, 2010). However, the awareness of 
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existing needs, capabilities, obstacles and prospects are important issues to be 

considered when planning e-government strategies, with the objective of overcoming 

challenges in e-government implementation.  

There is advancement in government websites from sharing information to becoming 

more intelligent, transactional and interactive after execution of e-government. 

Recently, many countries see e-government as a catalyst to economic growth and 

competitiveness. For example, e-government has been referred as critical factor in the 

competitiveness agenda of Europe by the European Commission (European 

Commission, 2010). The US federal government is committed to uplift Information 

and communication technologies execution to be the best globally (Executive Office 

of the President of the USA, 2004). The benefits of Information and communication 

technologies are also recognized by Chevallerau (2012) who noted that e-government 

has several advantages in the form improved information quality, cost and time saving, 

increased work efficiency and quality of service with enhanced customer satisfaction. 

With the help of ICT, E-government has developed to variety of web services 

including e-government to business (G2B), e-government to citizens (G2C), 

government to employees (G2E), and government to government (G2G). Nebraska 

(Al-Zoubi & Altaany, 2013) claimed that their G2B sites play a vital role in facilitating 

the businesses in finding services and information which they need in order to 

complete the business transactions electronically, thus strengthening economic growth 

and competitiveness.  

Many researchers are of the opinion that governments tend to provide for people with 

what governments think they should while neglecting people’s actual needs. This has 
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created an incongruity between supply and demand of these services (e-government) 

(Reddick, 2013). As reported by Accenture (2005), service investment decisions made 

by the governments lack a clear outcomes view. Empiricists have also noted the 

paucity of studies that examined business organization’s demand for e-government 

(Doong et al., 2010; Gauld et al., 2010; Helbig et al., 2009).  

While the benefits and importance of e-government have been highlighted above, it is 

unfortunate to note that any studies relating to e-government have been done on service 

supply and technology (Joseph & Jeffers, 2009; Gauld et al., 2010; Liou, 2008; 

Navarro et al, 2007; Yang & Rho, 2007; Heeks & Bailur, 2007). This constitutes the 

examination of web-based information provision and transactions based on internet, 

ability to utilize e-government services, comprising the quantity of public internet 

penetration and connections (Norris & Moon, 2005; Layne & Lee, Chang et al. 2011).  

Joseph (2009) emphasized the significance of the association between the governments 

and the businesses through web-based environment, which he referred to as G2B. Prior 

existing literature on this field underlined numerous advantages of adopting e-

government by the businesses. For instance, it reduces the money and time spent in 

complying with rules and regulations by the businesses (Awan, 2007). DeBenedictis 

and Horvat (2012) noted that the above can be done in five ways as: information 

provision in an “easy-to-access” location, reduction in forms, restructuring and 

simplifying the requirements of reporting, making transactions such as obtaining 

permits and fee payments easier, and assisting businesses in understanding the rules 

and regulations applied to them and the procedure of complying with such regulations. 

In summation, the bottom line of businesses can be significantly affected by such 

capabilities. Attracting foreign direct investments (FDI) is another key benefit attached 
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with usage and upkeep of e-government services by business organizations that help 

to create a favorable environment for attracting FDI. Kostopoulos, Papalexandris et al. 

(2011) asserted that countries in Middle-East including Jordan want to execute e-

government services for attracting FDI by way of accountability and transparency, and 

efficient provision of public services that satisfy basic business and individual needs.  

Consequently, the government of Jordan has realized the essence of implementing e-

government so as to get benefit from the international trade opportunities. For 

example, the Jordanian government will need a more efficient and better equipped and 

market-oriented custom’ regime for compliance with the requirements of World Trade 

Organization (WTO). The regime should also be able to handle increased border traffic 

and prevent the entry of pirated software (Assem and Al-Mumin 2010). In the last 

decade, heavy investments are made by Jordanian government to initiate e-government 

projects. However, empirical evidence is lacking in the context of its adoptions and 

determinants identification.  

E-government is a general notion leading to new ways of conducting a business and 

businesses play crucial roles in shaping the national economies (Almahamid, et al., 

2010). The governments of Jordan and its businesses have made substantial 

investments for executing e-government services. Still, many Jordanian firms having 

capability of adopting e-government are not implementing e-government (MoICT, 

2008). Moreover, the literature lacks the research on Jordanian firms adopting patterns, 

penetration and performance impacts of e-government.  
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1.2 Problem Statement 

As in every country, e-Government in Jordan will require continued investments in 

services and technologies whose benefits are not always immediately apparent. As a 

result, the need for proper identification, evaluation and monitoring of e-Government 

costs / benefits is even more emphasized. Assessing e-Government benefits involves 

systematic pre-investment business cases for identified E-Government project as well 

as sound post-implementation evaluations. Robust evaluation relies on the consistent 

use of best practices by government entities, for instance in the areas of business case 

development, evaluation of performance, and risk management. Adoption of these 

practices is largely promoted in the present strategy and will be facilitated by the tools 

that the Program will be providing to all government entities active in e-Government. 

Examining and evaluating e-Government in Jordan will take some time. In the 

meanwhile, global best practices say that e-Government can be expected to engender 

significant savings and cost reduction through effective process streamlining and 

improvement; the use of multiple access channels to make it easier for users to find 

and use government services; or the development of shared services, which reduces 

duplication and generates savings of scale (Abu-Shanab, 2017). 

The essence of e-government program is to enhance the efficiency in the performance 

of the governments. This is done by enhancing the quality of services for investors and 

beneficiaries from all parts of the society. Basically, ease, accuracy and efficiency, are 

the new performance, hallmarks in the official transactions of governmental agencies. 

Facilities such as information queries, licensing, rate paying or petitioning is included 

in online interactive services. However, there exists diversity in implementing levels 

and quality for these types of services (Patsioura, 2014).  
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Unfortunately, Improper planning has been the inimical factor to the e-government 

initiatives implementation in developing economies, as most of the initiatives in the 

countries are still at the early implementation stages i.e. Jordan (Al-Marabeh & 

AbuAli, 2010). This can be explained as the overarching factor in the high rate of 

failure of e-government systems. Also, the high failure rates in the inception of e-

governments are reportedly due to deceptive issues in the existing models. According 

to Abdalla, (2012) most of the developing countries implemented e-government 

initiatives on the basis of experiences, theories and models of the developed countries. 

They however did the above without adjusting to suit the peculiarities of their needs. 

This has contributed to the high failure rate since the models are not applicable in 

developing countries, which might have been as a result of differences in context and 

set of requirements (Omeire & Omeire, 2014).  

In the study of  (IS)Information Systems, e-government research is at introductory 

stages and is noted to be the ICT usage for service delivery by government agencies 

(Patel & Jacobson, 2008). E-Government usually defined as IT service usage of mobile 

computing, internet, WIDE Area Networks, etc. by agencies governments having 

capability of transforming the relationships of government with her businesses, and 

other related government arms (The World Bank, 2014). A wide range of purposes can 

be served with such technologies namely, improved service delivery to the 

organization by the government, improved collaborations of businesses with the 

industry, through improved information access, and better result-oriented management 

of the governments. Consequently, the result of implementing e-government will be 

reduction in corruption, growth in revenues, reduction in costs, enhanced convenience 

and increased transparency (Al-Shboul, Rababah, Al-Shboul, Ghnemat, & Al-Saqqa, 

2014; Dombrowski, Hayes & Mazmanian, 2014).  
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Focus on e-government adoption by different countries can be found in prevailing 

literature. Few highlights are, Khanh, Trong & Gim (2014); Nabafu and Maiga (2012); 

Alateyah, Crowder and Wills (2013); Al-Shafi (2009); Ibietan (2013). Each of the 

above studies has contributed to provide understanding of factors explored and their 

theoretical models. Based on some successful programs of regional e-government, 

these research studies discussed the prospective benefits of e-government 

implementation by acting ICTs. However, few empirical research studies partially 

discussed the indicators which relates to the adoption and uninterruptable usage of e-

government in Jordan (Kanaan, 2009; Al Hujran, & Altarawneh, 2013).  

In addition to the above, there exists a lack of compatibility in present and future e-

government systems (Al Hujran, Aloudat, & Altarawneh, 2013; Morshidi & Hamid, 

2010). More so, there are noted gaps in theory and practice on factors that specifically 

explains and correlates to the e-government initiatives in developing countries. Despite 

of the pressure and increased demand from the public organisations of developing 

countries, the e-government platforms specifically designed for developed nations 

were being adopted by the developing nations which have thus resulted in the failure 

of these developing nations to sustain the operations of such systems over a long period 

of time (Sarkar, 2010). Also, developing countries require unique adoption and 

adaptation of e-government models (Nabafu & Maiga, 2012).  

While the factors and reasons for the failures of e-government has been noted above, 

researchers are of the opinion that researchers need to explore avenues of bridging the 

knowledge gaps that exist due to insufficient research focus in adoption and execution 

of e-government (Zheng & Manoharan, 2016; Kunstelj & Vintar, 2014; Codagnone et 

al., 2015). Interestingly, a few other reasons have also been attributed to the failure of 
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e-government projects. Kanat and Özkan (2009) noted that infrastructural issues, 

culture and social issues, usefulness, accessibility, lack and absence of trust, lack of 

understanding of businesses’ lack of confidentiality, and lack of marketing also 

contribute to the failure of e-government projects. Other studies have also supported 

their position Divide or Digital Divide’ (Temponi & Chahin, 2015), ‘Risk and Trust’ 

(Colesca, 2015), ‘Cultural and Social Issues’ (Venkatesh, Sykes, & Venkatraman, 

2014), ‘Organization Culture’ (Eilu, & Baguma, 2013).  

E-government failure in Arab countries has also been attributed to the lack of strategies 

used in the implementation of effective systems. While significance of e-government 

strategies has been found crucial in the execution of e-government initiatives (Basri & 

Suliman, 2012), it is however imperative to note that countries need to have well 

planned organizational structures which further explains the methods of interacting 

with businesses for cost reduction and a level-playing ground for all business levels 

(Evangelia & Alexandra, 2012). Along with the merits of e-government 

implementations noted above, there exists paucity of research on the e-government 

adoption by Arab countries (Shareefa, Kumarb, Kumarb, & Dwivedic, 2011). 

Furthermore, e-government models of developed countries require alterations to suit 

the needs of developing nations (Evangelia & Alexandra, 2012). There is a huge 

incompatibility between the model and the location of the implementation, in terms of 

culture, economic, and various other contexts (Abuali et al., 2010; Wahid, 2011). 

Consequently, the factors that can address the adoption and implementation issues of 

e-government are: technology, tools, infrastructure, information, security and quality 

of the services (Weerakkody et al., 2013); meanwhile, the soft factors include culture, 

politics, and education. It is therefore imperative that these factors Therefore, these 
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factors need to be systematically and empirically examined before a successful e-

government execution for Jordan, a developing country.  

Although in Jordan e-government enhances transparency, information, better 

communication, the cost of digital information diffusion has remained very high (Plan, 

2018). On the contrary, its adoption by organizations is relatively lower than desired 

expectation in most countries (Ibietan, 2013). While findings based on empirical 

underpinnings have listed the adoption constructs and have given various models and 

frameworks to understand adoption. Researchers and different consulting firms have 

carried out significant number of studies and the findings of research have produced 

various models and statistics for good and bad service delivery practices (Omeire, & 

Omeire, 2014). Yet, there is a lack of empirical investigation which comprehends the 

correlation of service usage and service delivery. Interestingly, the expectations and 

perceptions of users vary with service providers in term of accessibility, availability, 

legislation, trust, security, awareness, ease of use and efficiency. There exist 

differences in the perceptions of service users, i.e. citizens and service providers, i.e. 

governmental agencies regarding methods of evaluation and standards for measuring 

services and the concept of best practices (Naseem, 2012).  

Theories related to innovation are frequently used in prior literature such as unified 

acceptance theory and technology acceptance models (TAM). TAM proposed Davis, 

(2012) have been widely accepted previously for technology acceptance evaluation. It 

also enlightens and predicts independence of technology, individual behavior of 

accepting technology, and user population. TAM works as an appropriate tool in 

providing a basic understanding and knowledge of the technology acceptance behavior 

of individuals, while this model is more appropriate in case of e-government adoption 
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at organizational level. Therefore, it is imperative to use an organizational theory to 

predict and explain the e-government adoption by the businesses. 

In addition, the research studies cited above are mostly exploratory, descriptive and 

conceptual in nature and failed in providing pertinent facts about recent e-government 

situation in Jordan. Therefore, this research concentrates on the role of affecting factors 

in the e-government services implementation and study its adoption in developing 

countries in general and particularly in Jordan (e.g. Al-Naimat, 2015; Al-Shboul, 

Rababah, Al-Shboul, Ghnemat, & Al-Saqqa, 2014; Basri, 2012). Moreover, the study 

is focused on evaluating and examining the usage and adoption of ICTs for executing 

e-government in public organizations of Jordan.  

1.3 Research Questions 

This research study aims to investigate the factors influencing ICT acceptance and 

usage for E-government services in public organizations in Jordan with specific 

questions as bellow; 

1. What is the relationship between principal supports, motivation valence, 

appreciation, and perceived usefulness, of ICT for E- government services?  

2. What is the relationship between principal supports, motivation valence, 

appreciation, and perceived ease of use, of ICT for E- government services?  

3. What is the relationship between perceived ease of use, and perceived usefulness 

with attitude to change of ICT for E- government services?  

4. What is the direct relationship between attitude to change and intention to use ICT 

for E- government services? 

5. What is the direct relationship between attitude to change and current usage of 

ICT for E- government services? 



 

12 

6. What is the direct relationship between intention to use and current usage of ICT 

for E- government services? 

1.4 Research Objectives  

This research aims to investigate the factors influencing ICT acceptance and usage for 

E-government services in public organizations in Jordan with specific objective as 

bellow; 

1. To investigate the direct relationship between principal supports, motivation 

valence, appreciation, and the perceived usefulness, of ICT for E- government 

services?  

2. To investigate the direct relationship between principal supports, motivation 

valence, appreciation, and the perceived ease of use of ICT for E- government 

services?  

3. To investigate the direct relationship between the perceived ease of use and 

attitude to change of ICT for E- government services?  

4. To investigate the direct relationship between the perceived usefulness and 

attitude to change of ICT for E- government services?     

5. To determine the direct relationship between attitude to change and the current 

usage of ICT for E- government services?  

6. To determine the direct relationship between attitude to change and intention to 

use of ICT for E- government services?  

1.5 Significance of study 

Davis (1989) developed TAM, an excellent instrument, for measuring the usage and 

acceptance of ICT (Turner et al., 2010). However, this model has been used for 

measuring “intention to use” as a substitute of real use. Attitudes to use ICT in E- 
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government services have been discussed by various researchers around the globe, 

however, the focus area of present research i.e. Jordan has received less attention in 

existing literature (Chopra & Rajan, 2016). The present research is an attempt to fill 

existing literature gap regarding factors that affect the adoption of technology 

(Jayashree,2016, Ahmad et al., 2010; Al-Ghaith, Sanzogni & Sandhu, 2010; Amin, 

Khushman, & Todman, 2009; Bryson, Berry & Yang, 2010; Ceccucci, Peslak & 

Sendall, 2010) in developing countries context (Austin, 1990; UN, 2010), behavioural 

determinants (Richardson, 2009; Straub, 2009) in public firms (Al-Ghaith et al., 2010; 

Poister, Pitts & Edwards, 2010) specifically Middle-East (Alghamdi et al.,   (2017).). 

In Jordan, it is observed that Jordanians are hesitant in accepting novel technology 

(Chopra & Rajan, 2016). It is emphasized in literature that the impact of social beliefs, 

norms, values and culture on adoption and execution of e-services should be examined 

specifically in Jordan (Alsajjan & Dennis, 2010). Moreover, the present research will 

examine the assumption of Rouibah (2012) and Alomari (2014) that Arab values, 

beliefs and norms affect the attitude and behavior of people in technology usage. 

Lastly, TAM is dominantly used for illustrating the technology acceptance (Hazen, 

Wu, Sankar, & Jones-Farmer, 2012). Literature offers mixed results regarding TAM 

model as stated by Teo (2009) and Johari et al. (2015) that discrepancies creep in terms 

of direction and quantity regarding TAM. In addition, insignificant associations 

are pointed out by Ahmad et al., (2010) and Surendran (2012). The use of diverse 

range of moderators can be a possible reason for above stated discrepancies that affect 

the relationship of technology acceptance and various explanatory variables.  
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1.6 Scope of study  

The scope of this study is to investigate the causal relationship between critical 

variables and their effect on e-government implementation in three municipalities from 

Jordan, the total no of employees are around 1300 under Municipality of Zarqa, 

Municipality of Irbid, Municipality of Mafraq, population selected from the Ministry 

of Public Sector Development Jordon (MOPSD). In order to realize the research study 

objectives, 11 hypotheses were formulated. The development of these hypotheses on 

the basis of different factors considered to have a relationship with the Model of 

Readiness for Organizational Change (MROC) and the Technology Acceptance Model 

(TAM). 

1.7 Operational Definitions 

The definitions of important variables and terms used in present study are given below 

for getting a clear understanding of the research.  

ICT: refers to a range of technologies for gathering, storing, retrieving, processing, 

analysing, and transmitting information. It also includes technologies such as the 

Internet, mobile telephony, satellite communications and digital television over cable 

or aerials technologies (Luo & Bu, 2016). 

E-Government: is better explained as the use of ICT by government agencies such as 

mobile computing, internet, WAN etc. in order to transform the relations of 

government agencies with its citizens and businesses. Several objectives can be 

achieved by using such technologies such as improved service delivery by the 

government agencies, enriched business-industry connections, and efficient 

management by the government and empowerment of citizens through information. 

Reduction in costs, increased revenues, greater transparency, enhanced convenience 
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and reduced corruption are included in probable benefits of e-government (World 

Bank, 2008). 

Intention to use: is better explained as the intensity of an individual’s conscious plans 

for executing or non-executing a specified task (Davis, 1989, 214). 

Attitude to Change: Each time any organizational change confronts employees, the 

question of why that change occurs comes in their minds (Linden, 1997). A definition 

of commitment to change is an attitude of an individual towards a certain action which 

is considered important for effective execution of change initiative (Herscovitch and 

Meyer, 2002 p. 175). Moreover, commitment to change is taken as outcome variable 

in present research.  

Current Usage: is concentrating on the work while keeping focus on the outcomes. It 

is related with the results as it has strong linkage with organization strategic goals, 

satisfaction of the customers, contribution towards economy (Salem, 2003, 127).  

Perceived Ease of Use: is linked with the individual perception about the effortless 

use of a particular system (Davis 1989, 320). 

Perceived Usefulness: best explains “the degree to which a person believes that using 

a particular system would enhance his/her task” (Davis 1989, 320). 

Principal Support: best explained as the support provided by change agents and 

opinion leaders. Appelbaum, Habashy, Malo, & Shafiq (2012) defines it as "providing 
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information and convince organizational members that the formal and informal leaders 

are committed to successful implementation of the change”. 

Motivation Valance: The process of cost-benefit evaluation by which a recipient of 

change assesses a suggested change of possible outcomes, both positive and negative, 

for benefit of organization (Deci, Eghrari, Patrick and Leone, 1994). 

Appreciation: can be best explained as a self-response of an individual to appraise 

change when previously they have confronted with the change in the organization 

(Linden, 1997, 45). 

1.8 Organization of Thesis  

The main insights gained over the course of this research and This thesis comprises of 

six-chapter that are fully organized.  

Chapter 1 presents the research background with statement of research problem, 

questions, objectives and significance of the research. 

Chapter 2 presents the background of e-government existing models, problems 

highlighted and development of these services in Jordan along with the initiatives and 

essential role of government to maintain the successful rout for adoption and 

implementation of e-services in Jordan. 

Chapter 3 highlights the literature reviews related to the research literature, which 

discuss the various strategic obstacles in e-government adoption and exploring both 

dependent and independent factors, and also growth in change management for the 
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public organizations. This chapter defines and presents many of the major concepts, 

research frameworks and terms associated or related with the two issues.  

Chapter 4 presents the sampling procedure, research area and also defines the 

analytical tools to be used in the present research.  

Chapter 5 concludes with highlights the current research findings. 

Chapter 6 includes a summary and conclusion of the findings and future research 

recommendations.  
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CHAPTER TWO 
 

BACKGROUND OF THE STUDY 

2.1  Introduction  

As chapter one elaborated the introduction of research followed by problem 

statements, research questions and research objectives. After that, significance and 

scope of research with operationalization of concepts and research activity are 

presented. In this chapter, background of Jordan will be highlighted including the 

issues bordering on Jordanian public service reforms, brief overviews of some selected 

public organizations and the level of e-government implementation in Jordan. 

2.2  Developing Countries and the Arab World 

According to Chopra and Rajan, (2016), eight out of every ten Brazilian citizens have 

filled online forms of income tax this year. A total of $10 million was saved by the 

government of Brazil when income taxes were paid by eleven million people online. 

In addition, time and error have been reduced in Chile through internet use to schedule 

payment of tax, precision checking, and refer back for full tax history. Therefore, it is 

expected that the Chilean government will save two hundred million dollars out of 

total four billion dollars in tendered bids every year, after the introduction of 

procurement website. In Singapore, the government has been saving $14.5 million 

annually with an e-citizen initiative (Ke et al,.2004).  
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In addition, ninety-two percent of government services are offered through its online 

portal by the end of 2001 (Dwivedi, Weerakkody, & Janssen, 2012). 

Alternatively,being a member of the Arab World, Oman shares various features with 

other Arab nations in the Gulf States, such as culture, language, religion, culture and 

history. According to Alhomod et al. (2012) databases integration of the Moroccan 

Ministries of Finance and Planning has helped in reducing the preparation time of the 

nation’s budget by half. Also, internet use by Dubai Ports and Customs Authority has 

helped thousands of freight transport companies in reducing costs and time with 24-

hour access to customs clearance services. Thus, the overhaul of government services 

rendered to individuals and businesses in Dubai is projected to have reduced 

administrative costs by at least 10%.  

Looking at a general perspective in all countries from the above, it is clear to say that 

e-government implementation, and the ability to deliver services that are integrated 

from a single point, generates opportunities whereby co-operation between 

governments, individual citizens and the private sector can occur, in that way reducing 

administrative problems and saving money on a global scale. It also provides chances 

to reduce costs, increase transparency and reduce corruption. As a result, the 

international society needs to consider both the economic and social impacts of 

projects of e-government to help their adoption as well as their diffusion.  

2.3  E- Government in Jordan  

In the region of Middle East, the Hashemite Kingdom of Jordan is one among very 

few countries that has begun the implementation of e-government for improving the 

services of government to its citizens (Alqatan et al, 2017 , Djeflat, 2009). 

Nevertheless, the successful implementation of e-government is still in its developing 
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stage in Arab countries (Abdalla, 2012; Salem, 2006). Of the global population, the 

Arab world constitutes 5%, and most Arab countries are considered not developed in 

respect to economy, social, and politics. The Arab countries share several similarities 

of identity on the basis of cultural, political and social features. Generally, the Arab 

region is characterized by high unemployment (15%), high percentage of illiteracy 

(23%), and poverty (except in Gulf Countries) (Nour, 2016, Abdallah & Fan, 2012). 

With respect to e-readiness, Arab nations vary widely. Some nations are well 

progressing and are enjoying reasonably high ranks in the e-readiness assessment of 

UN while in contrast, some nations are ranked low in the list (Salem, 2006). Figure 

2.1 shows e-readiness across the Arab World. Although many of research studies on 

the implementation of e-government in Arab countries were conducted, still it is far 

less than studies done in developed nations (Abdalla, 2012; Kanaan, 2009; Salem, 

2007).  

 
Figure 2. 1 New strategy of e-government in Jordan for the years (2014, 2015, and 

2016). 

  
The commencement of e-government in Jordan was carried out as a national initiative 

with the ascension of King Abdullah II to the throne of the Hashemite Kingdom, with 
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the launch of the initiative in November, 2000 (Al-Onizat et al., 2013; Abu-Samaha & 

Abdel Samad, 2007). The vision for the socio-economic growth of Jordan is to position 

the nation as a knowledge-based society which is a form of competitive advantage 

indictor and which eventually leads to an economy that is dynamic, purpose-driven 

and result-oriented. This drive is important especially in positioning both private and 

public organizations (Alawneh et al., 2013; Tadros et al., 2008). In view of the 

derivable advantages of implementing e-government, the supports this video by way 

of its commitment to ensuring the success of the initiative (Obeidat & Abu-Shanab, 

2010; Mohammad et al, 2009).  

Jordan has taken major steps for the electronic transformation of the country for 

becoming a key player in international ICT market (Mofleh, 2008). The ICT initiatives 

in Jordan commenced with the effort to use technology initiatives by the government, 

which is the most important step towards a realistic goal in developing ICT through 

the active synergy between private and public organizations, to collaborate in creating 

a dynamic and workable plan, streamlining the activities of the government and 

making services and information accessible to its citizens on internet (Al-Onizat et al., 

2013; Al-Omari, 2006; Ciborra & Navarra, 2005).  

The initiatives of e-government is hinged on the use of ICT tools in achieving the 

national objectives which should eventually transform the country to “e-Jordan” and 

by extension improve the country’s IT capabilities so it can compete at local, regional 

and global markets (Mofleh, 2008; Al-Omari, 2006). A focal point is required for this 

process for the purpose of coordination of efforts among various government agencies 

to afford them the necessary support. In view of this, Jordan established the MoICT to 

take the lead for facilitating and supporting the implementation of e-government, based 
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on the needs of government ministries and related agencies (Al-Onizat et al., 2013; 

Tadros et al., 2008).  

The e-government as a promising initiative required to move Jordan forward in the 

twenty-first century is so noted as it a catalyst to bridging the gap between Jordan and 

its contemporaries within the region in terms of ICT and specifically e-government 

capabilities. (Obeidat & Abu-Shanab, 2010). While Jordan has done quite a lot in 

gaining some form of recognition in e-government usage, its maturity level cannot be 

compared to European counterparts (Irani & Codner, 2007). Expectedly, Jordan aims 

to become the “Singapore of the region” in the adoption and utilization of new ICTs 

in all aspects of its developmental process (Elsheikh et al, 2008). It is in view of this 

that the Jordanian government has strengthened the on-going process in successfully 

transiting to the installation and use of cutting-edge ICT apparatus in the country 

(Mofleh, 2008).  

There is an on-going process in the Jordanian government circle with a vision of 

making country an e-government hub and with the intention of facilitating the required 

socio-economic developmental process. This is to be done by way of access to 

government information, public-private partnerships and better public services, 

communications and transactions with the government regardless of location, 

economic status, education or informational capability (Obeidat & Abu-Shanab, 2010; 

Hwang & Mohammed, 2008). The Jordanian government will constantly drive a 

mechanism to make changes by delivering improved services and running a better 

government. Thus, the Jordanian government has begun implementing the long-term 

initiative of implementing e-government (Mohammad et al, 2009).  
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2.3.1  The Stages of E-Government Model in Jordan  

E-government is noted to be a catalyst for the development and progress of countries 

like Jordan. The prime objective of the implementation of e-government is to enhance 

the productivity of public organizations (Nkwe, 2012, Khasawneh et al., 2011). As 

argued by Layne and Lee (2011) that e-government is the occurrence and result of 

evolution which has become an effective tool for all governments around the globe 

and for improving on the social and economic life of their various citizens. Besides the 

issue of productivity, adopting and implementing e-government further bridges the 

communication gap between the government and the governed in that it propels the 

timely and accurate delivery of government services to the people (Elsheikh et al., 

2008; Al-Omari, 2006). 

For e-government to be correctly and appropriately implemented there are several 

plans and model that should be noted (Khasawneh et al., 2011). In previous sections 

of this chapter, some of the model being used by various governments and agencies 

has been described. Some of these are the three to six stages of e-government’s 

implementation, such as the UN’s model, Layne and Lee’s model. All of these models 

show the development of e-government as an evolutionary process (Alkhaleefah et al., 

2010).  

The implementation of e-government in Jordan is centered on international best 

practices by western countries like USA and UK that have been implementing ICTs 

for e-government projects successfully (Kanaan, 2009). Jordan implements e-

government by adopting model called the e-government Maturity Model based on the 

e-government Maturity Model of UK. MoICT (2013), Khasawneh et al. (2011) and 

Elsheikh et al. (2008) have seen e-government development in Jordan as a process 
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with four basic growth stages. This depicted in Figure 2.2. The stages are described 

therein as emerging, enhanced, transactional and connected, where all public 

organizations are impeccably delivered using one-stop portal (MoICT, 2013). 

 
Figure 2. 2 Jordan E-Transformation Current and Target Maturity (Adopted from 

MoICT, 2013). 

Interestingly, a UN report (2009) noted that 95 percent of the national ministries of the 

Kingdom of Jordanian are online that provides necessary information about its 

services. However, these ministries provide limited interaction for the public by way 

of e-mail and other two-way communication channels (Khasawneh et al., 2011). This 

puts the Jordanian's e-government implementation in between stages II and III phase 

of the e-government stage model (Alawneh et al., 2013; Alkhaleefah et al., 2010).  
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2.3.2  E-Government Services in Jordan  

E-government is a one of the national project par excellence as it is quite distinct from 

those of other Arabian countries. This is because it has a much more national coverage 

than the others (Alawneh et al., 2013). For further emphasis, the spirit of the e-

government program is to enhance the level of service delivery of government and its 

agencies in terms of cross-government integration, customer satisfaction, 

transparency, cost and time effectiveness, accuracy, efficiency and other related 

performance indicators (MoICT, 2013). MOICT was specifically commissioned to 

lead the implementation and on-going management process of all e-government 

initiatives in Jordan. It was also billed to facilitate and provide necessary technical 

support in the smooth operation of the initiative (Odat & Khazaaleh, 2012). Sequel to 

the above, a “Program Management Office (PMO)” has been established by the 

MoICT and manned it with ICT and related services experts specifically in quality 

management, risk management, change management, technical management, project 

management and other support services (Alawneh et al., 2013). 

Among main objectives of the initiatives of e-government in Jordan is the delivery of 

specific services to certain groups and agents (Saleh et al., 2013; Alomari et al., 2012). 

For further emphasis, the following specific objectives are highlighted to be the reason 

for implementing the e-government: 

1. To improve the service quality and increase promptness of interaction of 

government with its businesses, citizens and other governmental agencies. 

2. To improve the service access channels by using new accessible channels to 

accurately respond to the needs of the citizens.  

3. To improve the transparency of government through increasing the access to 

information and services. 
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4. To save money and time through improvement in efficiency of doing government 

business with the use of modern communication technologies, technical standards, 

policies and structure of the of the public organizations’ infrastructure. 

5. To create a positive spin-off effect on the Jordanian society through promoting the 

use ICT skills in doing government business and by extension enhancing Jordan’s 

economic competitiveness. 

Consequently, the following are the specific steps vis-à-vis services that will be 

rendered via the e-government program in e-government contact center, Jordan e-

government portal, payment gateway, secure government network (SGN), public key 

infrastructure (PKI), and e-government enterprise federated architecture infrastructure 

(EFAI) (MoICT, 2013). The following is an overview of the steps: 

1. E-government Portal: The e-government Portal (www.Jordan.gov.jo) was 

launched in September 2006 as the first main service delivery channel. It provides 

a comprehensive update and an access to all information and services provided on 

a 24-hour by government ministries All government ministries, departments and 

agencies are responsible for managing their own website for the purpose of timely 

delivery of services (Saleh et al., 2013). 

2. Contact Center: The National Contact Center for Government Services is an 

important part of the e-government initiative in Jordan (MoICT, 2006). The 

National Contact Center for Government Services was established by the e-

government program as a focal contact center that is responsible for the provision 

of support services for government agencies with the use of various channels 

(Alsmadi, 2011). It operates based on the best technical specifications and security 

measures (May et al., 2013). The center basically responds to queries, complaints, 

and suggestions raised by the public and other users of e-government facilities 

http://www.jordan.gov.jo/
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(Saleh et al., 2013). Aside from other government service channels being used like 

telephone services, e-mail, chat, SMS, etc., the contact center serves as a 

complementary portal for accessing government services and information (Saleh 

et al., 2013).  

3. The Payment Gateway: The essence of this facility in Jordan is to ease payment 

for services and other government related transactions via electronic means. 

(AlFawwaz et al., 2013). Since technology is now available to government 

agencies, the payment gateway is seen as a solution to promoting online payments 

for e-government and related services (Alsmadi, 2011). However, the success of 

this initiative is via collaborative efforts with relevant private organizations (Saleh 

et al., 2013).  

4. Public Key Infrastructure (PKI): Information Security is considered a vital factor 

of implementing e-government in any country. The essence and possible benefit 

of this infrastructure mechanism is to develop and information security 

architecture for the e-government, issues procedures and policies of the security 

of information to the government and finally to develop and implement standards 

of information security, rules and measurements for all e-government initiatives 

(Alkhaleefah et al., 2010). Basically, the PKI allows the use of the e-government 

facility in as safe manner as possible, thereby building public confidence in the 

system (AlFawwaz et al., 2013). 

5. Secure Government Network (SGN): The “National Data Network” (also known 

as “Government National Backbone – GNB”) is the development of already 

existing backbone network program known as SGN (Secure Government 

Network). GNB is the foundation upon which the SGN functions optimally 

(Alkhaleefah et al., 2010). It basically connects all governmental ministries, 
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departments and agencies and links them to the e-government EFAI and other 

related services. Two phases of the SGN project were completed, where were 

linked 12 from government departments. The third phase is still under 

construction, as it is intended to connect another set of 30 government 

departments. The national data network will be established vis-à-vis the 

optimization of government owned infrastructure like active equipment and fiber 

optics (AlFawwaz et al., 2013). 

6. E-government Enterprise Federated Architecture: The e-government Enterprise 

Federated Architecture is an e-services framework that is applied and a commonly 

shared architecture standard across all government mechanisms. It reflects the 

uniqueness and diversity of government entities while maintaining a single 

identity in technology architectural framework (Almarabeh & AbuAli, 2010). The 

EFA will take a huge number of projects under consideration to build 

infrastructure services on the basis of their relative importance and scale. Service 

Oriented Architecture (SOA) using Enterprise Service Bus (ESB) and the Identity 

Management systems will be included in the EFA also (MoICT, 2006). 

2.4  Conclusion 

It is pertinent to note that the success of any reform lies on the caliber of implementers 

and sustainability of such reform. Looking at the teeming number of unemployed 

graduate in Jordan, it is of immense importance for the government to device a means 

through which this trend can be ameliorated amicably. This chapter discussed public 

service structure, organization and reforms. Within the background of this study, it 

discussed brief overview of Nigeria, public service structure and organization, public 

service reforms and brief background of some selected public organizations that adopt 
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e-government as their strategy. It also looked at the levels of implementation of e-

Government in Jordan. The next chapter reviews the literature from previous studies. 
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CHAPTER THREE 
 

LITERATURE REVIEW 

3.1  Introduction  

Any research idea must have good empirical support that will help the researcher to 

establish his research objectives. The chapter is an attempt to collect studies and 

critical opinion on e-government and its acceptance. This process involved finding and 

selection of articles and studies relevant to the key areas of this study. The process 

focused initially on e-government and its acceptance and predictability, but it was quite 

apparent from the beginning that the availability of studies on acceptance of e-

government was very limited. Therefore, review of articles pertaining to the impact of 

this alignment was broadened and such related areas of application were included like 

organizational behavior management, that assisted e-government in setting up 

acceptability and also a few studies were included on Information Communication 

Technology and organizational change to understand how the technology acceptance 

resulted in any organizational change and whether such a change led to framing any e-

government model for countries and that would be the basis of this research. 

Truly, not much research has been done on the testing and experimenting the 

compatibility and acceptance of the e-government models in the Arab world in general 

and particularly in Jordon. The focus of this chapter is studying the critical studies 

about research and also on its variables, primary objective of widening the  
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scope of present research is to gain an understanding of the subject of e-government 

and identify such areas that might lead to understanding if reasons for failure 

establishing e-government elements and accomplish organizational changes (Warf, 

2013(. 

This chapter focus on underpinning theories and discuss the theoretical models that 

included technology acceptance model and the variables of this study and talk about 

the relationships between them. 

3.2  Information Communication Technology (ICT) and Organizations 

Information Communication Technology (ICT) is the most important external factors 

of organizational change. It affects massively the organizational effusion (Yoon, 2012) 

in the form of improvement in organizational operational procedures, employee 

productivity and cutting the operation costs. For organizations to survive in the new 

millennium of technology, therefore, organizations must be adoptive and flexible. 

Kozma (2008) points out that organizations where there is well adoption of 

information communication technology, employees are equipped with all the 

necessary resources of knowledge economy and learning society. 

ICT has opened new business avenues, reduced costs, and facilitated exchanges 

between business partners and customers (Dharma, 2015). ICT has expedited the 

payment, delivery and ordering for services, while it has dropped the inventory and 

operating costs, dropped secretarial works and reduced paper handling. The e-services 

combine strategic procedures with technology application resulting in conduct of 

services automatically (Kamal, Hackney, & Ali, 2013). Technology changes have also 
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resulted in many studies that have identified factors that led to adopting information 

technology in government sectors (Kaplan and Norton, 2008). 

Though, the crux of the matter is that adoption of ICT in the government sectors is 

regarded as the most controversial issue (Petter, DeLone, & McLean, 2013). 

Panopoulou, Tambouris, & Tarabanis (2014) and Albugarni & Ahmed (2015) have 

found out positive and significant relationships between ICT and rest of the domains 

of technology research, including e-administration. Looking at these empirical studies, 

it is seen that organizations are equated to information processing systems where there 

are rules and regulations that dominate the exchange and management of information 

(Zellner, 2013). However, there are a few studies that have difference of opinion, for 

instance, Alter (2013) find the need of conceptualizing the framing of human and 

technology components in an organization; Puron-Cid (2013) insists upon redefining 

the concept of technology and emphasizes on duality of technology; Çebi, Otay, & 

Çelebi (2014) appreciate the significance of tangible and physical components of 

communication technologies like processors and storage; Kull, Boyer, and Calantone 

(2007) trust web sites as effective tools for organizations to strengthen their 

organizations; Orlikowski (1992: 257), last but not the least, argues, “Technology is 

not an external object but a product of on-going action, design, and appropriation”. 

The adoption of new communication technologies has greater meaning. Balogun, 

(2013) finds a correlation among adoption of new technology and positive reactions 

of the communication technologies. However, they make it clear that ICT adoption 

does not mean a transition from a state of zero usage of technology to full technological 

transmission; it may also mean the entirely new system or new technology adoption. 

Often there is a resistance to this change, which Caldwell (2012) considers essential to 
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the change process. According to Caldwell organizations have conditioned themselves 

into resistance of change in their effort to transform themselves into a learning 

organization. 

3.2.1 Resistance to Change of Technology 

Caldwell relates resistance to technology change with the organizational culture. The 

resistance is sometimes due to the leaders who oppose that things should naturally 

develop and change Caldwell (2012). Therefore, in order to accept a particular change, 

the adaption of mental attitude is mandatory, which Caldwell considers to be a big 

challenge before the employees of an organization. Besides leaders and their attitude 

towards change, age also potentially causes resistance. According to a few studies 

(Umrani and Ghadially, 2008; Bertschek and Meyer, 2009, Morris and Venkatesh, 

2007), higher resistance was found in old workers. For instance, Bertschek and Meyer 

(2009) claimed that the rates of adoption varies as it is higher among younger as 

compared to older ones. 

One main reason for the presence of more adaptability in younger employees might be 

because of an early exposure to technology. Many workers grew up with an increased 

technology interaction at school and home, and when they were exposed to the use of 

ICT in work places as well, it was an easier change adaptation (BeyzaMerve, & Bilal, 

2015). This phenomenon was proved in another study on introduction and adoption of 

new technology for microwave oven (Kotler and Keller, 2009). The experiment 

showed that those who were mature and older in age showed a lower adoption rate 

since their attitude and personality were not compatible with the development of new 

technology. 
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3.2.2 Readiness for Change to ICT  

There are several research studies on climate of organizational which argue that the 

total of the change and difference in recipient's experiences falls upon his complete 

perception of the organization and this incorporates the change the recipient’s 

understanding of the change process and whether the organization is willing to accept 

the change initiative and work for its success (Kuntz & Gomes, 2012; Gärtner 2013). 

Eventually readiness for change in the domain area of ICT in the organization requires 

that the change recipient must be aligned to the collective cognition and positively 

directed himself toward change (Appelbaum et al., 2012). 

The user finds it difficult to correlate the concept of readiness for change to ICT in the 

available studies on adoption and acceptance of ICT as a new initiative. In this 

connection, Beer and Walton (1987) define readiness for change in the context of 

social, technological, and systematic capacity of the organization. Similarly, it was 

also observed that ICT applications makes use of a highly skilled and qualified, trained 

workforce who are ready to implement the new changes in the ICT system. Needless 

to mention, the change recipients has an important role in accomplishing success for 

such a change and also its success. 

Some of the studies related to ICT adoption have acknowledged Lewin's (2008) 

concept of unfreezing. These studies have paid more attention to the individual aspect 

of psychological readiness for accepting the change in ICT popularly known as 

technological readiness which shows how a user adopts new technologies and 

accomplishes goals in home life and at work (Parasuraman, 2000). Incidentally 

technological readiness is also akin to readiness for change that it shows a person's 

willingness to use technology initially on trial basis (Lin, Shih &Sher, 2007). 
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Technological readiness however increases the attitude toward use of a specific 

technology, akin to the constructs used in this study like perceived ease of use and 

perceived usefulness; except that technological readiness is treated as a trait and 

perceived ease of use and perceived usefulness are conditions. However, Lin et al., 

(2007) have suggested that perceived ease of use and perceived usefulness can 

moderate the relationship among technological readiness and user’s intention to use a 

technology. However, this is outside the scope of this study which makes this variable 

more distinct from other variables of this study. 

3.3 Beliefs Regarding Technology Acceptance 

The reports on acceptance of ICT in administration and government support the idea 

that beliefs shape an attitude toward ICT innovation (Davis, 1989; Davis et al., 1989; 

Venkatesh and Davis, 2000; Venkatesh and Bala, 2008). Rogers (2003, 223), too, 

considers that an individuals' perceptions towards new technology and innovation 

affects the rate of adoption of new technology. In other words, the beliefs that an 

individual hold for the new technology determines whether he should adopt the new 

technology. A need was felt by several ICT, IS and IT researchers (Venkatesh and 

Davis, 2000; Venkatesh and Bala, 2008) who emphasise upon identifying 

organizational and psychological mechanisms to be developed by scholarly wisdom 

and that which can influence the ICT user’s beliefs and attitudes. For instance, the 

Technology Acceptance Model (TAM) has proved very effective in predicting 

individual attitude towards the use and adoption of technology (Thompson, Compeau 

and Higgins, 2006). 

Incidentally, and in this research study context, one may refer to two belief constructs 

that have proved extremely beneficial in predicting beliefs and attitudes toward 
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adopting new technology: they are Perceived Ease of Use (PEOU) and Perceived 

Usefulness (PERUSE) Venkatesh, (2000) and Venkatesh and Bala (2008) have found 

these two beliefs aligned to intrinsic and extrinsic motivation. Extrinsic motivation 

reflects the individual’s desire to perform a behaviour to attain specific goals and 

rewards (Deci and Ryan, 1987), while intrinsic motivation reflects satisfaction and 

perceptions of pleasure derived from behaviour performance (Vallerand, 1997). PEOU 

mostly represents intrinsic motivation while PERUSE is more closely related to 

extrinsic motivation (Venkatesh and Davis, 2000). This research study will take a few 

steps further beyond these two beliefs and shall examine a few other beliefs that have 

contributed to technology acceptance (Marler et al., 2009) and described as 

‘antecedents of belief in the theoretical framework identified for this study. This is 

subsequent to adopting these two beliefs as two variables for this research study and 

including them in the theoretical framework.  

3.3.1  Theoretical Framework  

The proposed theoretical framework of this research study evolves from change 

readiness phase to the adoption phases or putting simply from a pre-implementation 

phase or the user acceptance stage to the post-implementation phase (See Fig 4.1) The 

theory of planned behaviour (TPB; Ajzen, 1991), which developed out of the theory 

of Reasoned Action (TRA; Ajzen and Fishbein, 1980), is modelled upon the Model of 

Readiness for Organizational Change (MROC) and the Technology Acceptance Model 

(TAM), taken up in detail later in this chapter. Both models are integrated in the 

theoretical model of this study. This section will throw light on studies relevant to the 

variables and other beliefs proposed in this model of research adopted for this study 

and which shall assist in understanding factors that trigger the technological change 
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and affect ICTs towards e-government acceptance and usage among public 

organizations in the Kingdom of Jordan.  

Figure 4.1 in the next chapter exhibits the theoretical model of this study showing the 

relationships between all variables used for this study. As made clear in Chapter One 

of this study, this research shall forecast such factors that determine employees’ 

attitude and behavior towards technological change in public organizations in Jordon. 

To accomplish this objective, the researcher had taken three variables as antecedents 

of belief often referred to as the organizational change recipients' beliefs (OCRBs) 

like: appreciation, principal support, and motivation valence borrowing these 

constructs form various studies (Appelbaum, et al. 2012; Reid, Riemenschneider, 

Allen and Armstrong, 2008). In addition to these the theoretical model of this study 

also accommodates four other beliefs of TAM namely Perceived Ease of Use, 

Perceived Usefulness, Attitude Behaviour to Change and Intention to use with Current 

Usage of these variables.  

The purpose of putting these beliefs together is that to testify how any number of 

antecedents can bring change in organizations through technology. Gregory, 

Armenakis et al., (2007) in their survey of Literature reviews on these constructs and 

beliefs, namely principal support, appreciation and motivation valence and found 41 

publications dating between 1948 and 2006 related to one or more of these beliefs. A 

similar study was carried out by Holt et al., (2007b), who also found a substantial 

literature dealing with one or more of these beliefs.  
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In the following sub-sections these seven variables: appreciation, principal support, 

Perceived Ease of Use, motivation valence, Perceived Usefulness, Attitude Behaviour 

to Change, Intention to use with Current Usage are focused upon in greater detail. 

3.3.1.1 Appreciation 

Appreciation emerges on the surface when employees confront organizational change 

and they need to understand why the proposed change is the right one (Linden, 1997). 

That a problem like acceptance of technology exists does not mean that any solution 

can be accepted; the solution must be perceived as appropriate (Appelbaum, et al. 

2012). When such a concept develops among change agents who visualize a vision, a 

change through technology in the e-adminstration, it can be termed as appreciation of 

the proposed change (Kotter, 2007). Brown, Massey, Montoya-Weiss and Burkman 

(2002), while studying change management due to new technology in a financial 

institution, reiterate appreciation to be an extremely important prerequisite of change. 

Kissler (1991) had posited that if change recipients perceive a need for change but they 

disagree with the proposed change, the supervisors must not exercise their positional 

power but use persuasion strategies to create a more participative environment.  

This study will illustrate the scenario when change recipients hold a different 

appreciation of the change, and whether it is justified to oppose it (Rousseau and 

Tijoriwala, 1999) But even in a situation when change recipients support the change, 

it does not affect the decision outcomes (Korsgaard and Roberson, 1995) and change 

agents are more supportive (Hultman, 1998). Otherwise, the change will have a 

negative impact on the outcome of the change (Kernan and Hanges, 2002).it is a big 

issue when new change initiatives lack any strong commitment (Beer, Eisenstadt and 
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Spector, 1990) and are viewed as waste of time, leading to cynicism and resistance 

(Appelbaum, et al. 2012). 

Appreciation affects employees too. Since several ICT systems are predesigned, for 

instance ERP systems, are extra careful to the requirements of employees. Benamati 

and Lederer (2008) draws attention of employees to several issues like poor quality, 

incompatibility with other technologies, confusion about products delivered, and 

training requirements and emphasized upon a constant analysis by the employees of 

such elements like market pressures, training effectiveness and like. Often employees 

make false claims about their technology; they push products, even when they are not 

fully functional; sometimes, they not even keep their promises (Benamati & Lederer, 

2008). A study of this element of appreciation as a variable of this study is therefore 

justified. 

Table 3. 1 
The items of Appreciation 

Variable Code Items 

 Apr-01 Computers make work more 
interesting. 

 Apr-02  Working with computers is 
fun.  

Appreciation Apr-03 I like using computers.  
 Apr-04 I find computers a useful tool 

in my work.  
  Apr-05 I want to learn a lot about 

computers 
Source: Appelbaum, et al. 2012 

3.3.1.2 Principal Support 

Principal “support refers to the support offered by change agents in an organization. 

There can be two types of change agents: global change agents, operating at the highest 

level in the organization, such as the CEO and top management team; and local change 
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agents, the immoderate supervisors and the opinion leaders” (horizontal change 

agents). However, it is a known fact that change initiatives are typically initiated from 

the top management and therefore in the case of change initiative to bring a radical 

transformation, a CEO must be fully confident and convinced that in order for change 

to occur the senior-management team should take a collective responsibility for the 

success of the change initiative's process (Shaw,1995). 

The significance of Principal support lies in a situation when top managers and other 

officials responsible to bring change in e-administration have failed in their change 

initiatives. Appelbaum, et al. (2012) point out this truth about principal support and 

insists upon organizational members and its leaders to avoid any failure and try to 

successfully implement the change. Kotter (2007) brings into attention that in the 

absence of a collective effort, to implement a change initiative, it can be doomed to 

failure even before it begins. He had carried out an empirical study in a large domestic 

bank wherein the top management had failed to manage a coalition in support of a 

proposed change initiative. Kotter even went on to the extent of citing an example of 

a high level-ranking executive in another organization who prevented a proposed 

change from implementation simply because the executive did not believe that the 

change was necessary. 

In fact, “it was rightly noted in a few studies that top-management support and its 

commitment result in a positive perception of the change initiative (Weber. 2001; 

Covin & Kilmann, 1990). Managers at all organizational levels (i.e., direct supervisors, 

middle management, and top management) are considered vital sources of 

interventions (Jasperson, Carter & Zmud, 2005) who can intervene by sponsoring or 

championing the ICT change and issuing directives and mandates. They can also 
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intervene more directly by using features of ICT, (Jasperson et al., 2005). Conversely, 

a lack of such management support and commitment can foster negative perceptions.  

The involvement of employees is also an important factor as a few researchers have 

opined that in the event of a high quality leader-member exchange (Van den Bos, 

Wilke and Lind, 1998) or when a trust is shown in the supervisor (Naumann, Bennett, 

Bies & Martin, 1998), employees show optimism towards organizational efforts. 

However, it is also true that most employees fear supervisors because of their power 

to reward behaviours or punish non-behaviour (Warshaw, 1980). For instance, 

pressure put on employees by supervisors has been found to be positively related to 

the adoption of new technology” (Marler et al., 2009).  

Last but not the least there is also a need to understand the Principal support in respect 

of the social learning theory (Bandura, 1986) which stipulates that employees sense 

support in the organization through their interpersonal networks. Karahanna et al., 

(1999) also discovered that, besides top management or supervisors, even friends and 

others play a major role as social influence upon employees in adopting a new 

technology. 

Table 3. 2 
The items of Principal support 

Variable Code Items 
 PS1 Senior management thinks I Should Use computer.  

 PS2 Management supports computer in my organization.  
Principal 
support PS3 I get management support 

 PS4 It is easy for me to observe others using e-government in 
my organisation.  

  PS5 Senior management thinks I Should Use computer.  
Source: Permkumar & Roberts, (1999) 
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3.3.1.3 Motivation Valence 

Motivation valence indirectly refers to the managerial principle of cost-benefit analysis 

through which a change recipient evaluates a proposed change in carrying out e-

administration services in terms of potential personal gains and losses of the 

organizational benefits. In spite of the full support from top management to the change 

initiative and its success, the employee may still wonder, "What is in it for me?" He is 

likely to resist the change initiative if sees no gain for his efforts to change and adopt 

the new technology (Boardman & Sundquist, 2008) or of there is no valid outcome of 

adopting such a change (Duncan and Zaltman, 1977). In other words, motivation 

valence is understood in terms of the extent to which change is perceived as beneficial 

or detrimental to the change recipient. It is the primary determinant that will decide 

whether a change recipient will accept or resist change (Vroom, 1964). The perceived 

outcome of such a change is the ''rational'' component of any resistance and therefore 

motivation valence becomes the most valid reason to resist change (Dent and 

Goldberg, 1999).  

Motivation valence-related perceptions can be divided into two categories: extrinsic 

and intrinsic. Extrinsic motivation valence constitutes financial or any other tangible 

gains or rewards and benefits like incentives, profit sharing that will be an outcome of 

adopting a new behaviour (Bullock & Tubbs, 1990). On the other hand, intrinsic 

motivation valence relates to self-actualization benefits from activities that would fetch 

cognitive and affective satisfaction and fewer tangible rewards. Bandura (1986) 

emphasized upon intrinsic motivation valence in relation to organizational change 

while Morse and Reimer (1956) opine that intrinsic rewards are often in the form of 

empowerment and decision-making powers to individuals who are willing to accept 

organizational change. 
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Often it is noted that change recipients take up a change initiative when they are 

convinced that the proposed change will be personally beneficial and will not lead to 

any kind of personal losses (Rousseau and Tijoriwala, 1999). Similarly, there are 

studies that have proved that if employees suffer personal losses of benefits if they 

opted for change, they may argue the authenticity of the very change and the intentions 

of organization thus threatening the whole initiative (Korsgaard, Sapienza and 

Schweiger, 2002). Similarly, if the change recipient gets a slightest hint that by 

adopting a change, he may lose his job, or it may cause a loss of status, he may never 

show any interest in the change process. In other words, one must accept the 

correlation between motivation valence and distributive justice. It means that any 

change through e-administration would result in redistribution of organizational 

resources, power, prestige, responsibilities, and rewards (Cobb, Helliar and Innes, 

2002). Hence a change recipient shall be concerned with the exact nature of this 

redistribution and to what extent the motivation valence may be negative (Skarlicki 

and Folger, 1997). 

Table 3. 3 
The items of Motivation Valance 

Variable Code Items 
 

MV1 
I do not wish to expose myself or my organization to the 
high risks and learning costs associated with a new 
technology by being its first user.  

Motivation 
Valance 

MV2 I intend to use computer if it help the organization 
performance.  

MV3 I intend to use computer if it does not help me. 
MV4 I am satisfied with my performance at this task  

MV1 
I do not wish to expose myself or my organization to the 
high risks and learning costs associated with a new 
technology by being its first user.  

Source: Boardman and Sundquist, (2008) 

  



 

44 

3.3.1.4 Perceived Ease of Use  

Perceived ease of use (PEOU) is another variable of this study. It is defined as "the 

degree to which a person believes that using a particular system would be free of 

effort" (Davis 1989, 320). It also exhibits the extent to which people have to make 

efforts, in relation to the perceived capabilities of people, particularly when the change 

recipient can make use of the technology in order to accomplish intended outcomes. 

Venkatesh (2000) performed a study in which he used a theoretical model akin to the 

one used n the current study. In his model he used a control-intrinsic motivation-related 

and emotion-related determinant for PEOU. He divided control into two categories: 

perceptions of internal control and perceptions of external control. By using them as 

independent variables, he studied the inter-relationship between variables. As he 

examined them he found perceived ease of use beliefs taking a new shape in the event 

of a change in the new system. Venkatesh showed how to reduce the influence of these 

determinants gradually as one becomes familiar with the system.  

Such findings showing the relationships between PEOU and change recipient’s 

attitude towards the new technology adoption (Lee et al., 2003), though PEOU had a 

significant association with perceived usefulness in many studies (Gyampah, 2004). 

Venkatesh and Bala (2008) made a review of over fifty studies and found that there 

existed a significant relationship among PEOU and PERUSE in 43 out of 50 studies. 

Most of the respondents in this study were technology users in education, or 

intellectuals and independent learners who understood technology very well (Chau and 

Hu, 2002). 
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Table 3. 4 
The items of Perceived Ease of Use 

Variable Code Items 

Perceived Ease of 
Use 

  

PEOU1 My interaction with computers is clear and 
understandable. 

PEOU2 I find it easy to get computers to do what I want it 
to do. 

PEOU3 Using the computers does not require a lot of 
mental effort. 

PEOU4 I find computers easy to use. 

PEOU1 My interaction with computers is clear and 
understandable. 

Source: Venkatesh (2000) 

3.3.1.5 Perceived Usefulness  

Perceived usefulness (PERUSE) in the critical domain of ICT adoption is described as 

the extent to which the user or the client perceives that by adopting a new ICT system 

he would improve his job performance (Davis 1989, 320). This construct derives its 

meaning from an employee’s level of understanding that with the change coming into 

effect, the organization will enhance its work performance (Davis et al., 1989); 

however the inter-relationship among PEOU and PERUSE decreases over time 

(Szajna, 1996).  

It is also noted that the higher the quality of an output with precise and up-to-date 

information, the greater is the PERUSE (Kraemer, Danziger, Dunkle & King, 1993). 

Likewise, the higher is the ease of information and its accessibility, the higher is the 

PERUSE. Goodwin (1987) posits ideologically that perceived usefulness takes up the 

usefulness and the justness in the use of technology as seen in PEOU. Mathieson 

(1991) and Szajna (1996) observe that PEOU has a significant impact on the PERUSE 

and its variance.  
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One finds similar constructs as outcome when PERUSE matches the details of 

extrinsic motivation in the Motivational Model. While we look at the findings of this 

model, we get the indication that PERUSE plays a significant role in shaping the 

technology user’s attitude and intentions regarding acceptance and adoption of 

technology (Gyampah, 2004). However, PEOU, has recorded findings that are 

inconsistent, PERUSE has been serving as predictor of learner’s attitude toward IT, 

especially during later stages of usage and the user become familiar with the system 

(Venkatesh et al., 2003). 

Table 3. 5 
The items of Perceived Usefulness 

Variable Code Items 

Perceived Usefulness 
  

PUSFL1 Using computers will enhance 
my effectiveness 

PUSFL2 Using computers will increase 
my productivity. 

PUSFL3 Using technology compatible 
w/all aspects of my work. 

PUSFL4 Using computers gives me 
greater control over my work. 

PUSFL1 Using computers will enhance 
my effectiveness 

Source: Venkatesh et al.,( 2003). 

3.3.1.6 Current Usage 

The next variable under study in the theoretical model of this study is current usage, 

which represents both individual employees and the organization, and what would be 

the elements that can affect the user’s desire to get ready for change including to 

enhance his performance. The construct of current usage also refers to factors that are 

embedded in the organizational scenario that include a few variables used in critical 

studies like advancement of technology, work styles, element of competition and 

leadership skills. A need was therefore felt to bring change and identify such factors 

that enhance the organizational readiness to change. These studies are findings about 
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this readiness and a key indicator of success to these studies was a positive result in 

the form of enhanced organizational performance (Cameron, 1986; Cameron and 

Whetten, 1996).  

In fact, a change in any organization is initiated by the discrepancy or a gap between 

the expected outcome and the levels of current usage level in an e-government 

scenario. Therefore, at any stage it seems that the current usage of technology shows 

signs of perceived dissatisfaction, this will be an evidence of a change resulting in the 

organization (Chonko, 2004). Even the managers of the organization are capable of 

sharing a visual of the organization state of affairs and of increasing the perceived 

change and its readiness too. In this state of affairs, the level of current usage may fall 

but there is always the possibility to enhance the organizational performance and to 

provide an opportunity of a competitive advantage to the organization (Meier and 

O’Toole, 2008). 

In order to determine the current usage or the level of current performance 

improvement, various measurements are to be made like assessing the employee 

motivation levels, evaluating the goals and vision and mission of the organization, 

evaluating the leadership styles and how these measurements are implemented. This 

indicates that employee perception towards the current hierarchy of the organization 

greatly influences the satisfaction levels of his performance and also the acceptance of 

management models. Even external factors like competition are responsible for 

dissatisfaction in performance. Public organizations are always aware of their 

weaknesses and challenges and therefore they know what to evaluate in the 

organization. However, Salem (2003) recommends measuring outcomes and gave 

more priority to them in comparison to inputs or outputs.  
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There is another study that draws a human performance model and shows how to 

accomplish optimum performance in an organizational setup (Winslow and Bramer, 

1994). Similarly, in another study, there is an analysis of a strong and positive 

relationship between performance and organization change (Burke and Litwin, 1992). 

In addition, there are several other studies that analyse such factors like reward of work 

and its impact, motivation and levels of job satisfaction and its impact on work 

performance, organizational change and leadership styles (Hackman and Oldham, 

1980; Guzzo, Sette, and Katzell, 1985). 

Straub (2009) states that ICT applications help organizations to communicate with 

clients through electronic means using such ICT devices that technically trained 

worker can understand. Straub (2009) asserts that trained workers can moderate the 

setting of the work environment in order to bring a positive change in employees’ 

readiness to accept ICT applications.  

Table 3. 6 
The items of Current Usage 

Variable Code Items 
 CU1 My Usage of the computer in my 

daily work is high 

Current Usage 
  

CU2 
I estimate the current usage of 
computer in my department very 
high 

CU3 My current usage of the 
computer is high. 

 

3.3.1.7 Attitude to Change 

In this study, we have examined attitude to change as a construct that reveals a 

theoretic and scientific analysis of employee’s commitment to organization (Fedor, 

Caldwell and Herold, 2006) a prediction of a potential support for change (Reid et al., 

2008; Herscovitch and Meyer, 2002) or finding employees’ commitment to a strategic 
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change that must vary in both concept and application (Ford, Weissbein and 

Plamondon, 2003)  

During the course of this study, the researcher examined such initiatives of attitudinal 

changes made by the employees in the organization and found that employees were 

dedicated to bring a change. This was reflected very constructively in their attitudes 

and also they were seen aligned with the potential change.  

The researcher also found employee readiness and willingness to support such a 

change and their intention accomplishing success for such a change. Such a 

commitment from the employees for bringing change acted as a bonding force, "the 

glue,” that joined people with their goals. (Conner, 1992, 147) Studies also reveal that 

employees were nurturing the organizational change goal as their personal goal. 

All the employees that were categorised as change recipients were found striving for 

the success of the organization and benefit drastically from the change. The most 

striking feature of this change process was absence of negative elements like resistance 

to change (Piderit, 2000). There was a presence of an attitudinal change that inclined 

employees towards a positive climate of organizational change, which in this study, 

can be characterised as readiness for change (Appelbaum, et al., 2012) or openness to 

change (Wanberg and Banas, 2000). 

There are many other studies that have concluded that organizational change initiatives 

often fail but such a failure is very critical if it is due to the attitudes shown by the 

change recipients for the change event and could be seen in their behaviour. An 

example showing significance of attitude towards readiness for change, according to 
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Lewin (2008) is the concept of unfreezing, in other words, breaking up the 

complacency of employees. Lewin stressed upon the need to find evidence of 

employees’ previously held habits, attitudes and behaviours that were unacceptable 

and inappropriate at one time in the organization. To this element of unfreezing, Schein 

(2004) argues that often such attempts to unfreeze within the organization end up with 

failure which can be termed as organizational inability unfreeze as well as create an 

environment of readiness for change before its implementation.  

Table 3. 7 
The items of Attitude to change 

Variable Code Items 

Attitude to 
change 

  

ATT1 I feel very little loyalty to this change.  

ATT2 I would accept almost any type of job assignment in order 
to keep working for this organization.  

ATT3 
I am willing to put in a great deal of effort beyond that 
normally expected in order to help the organization be 
successful.  

ATT4 I find that my values and the organization’s values are very 
similar. 

Source: Fedor, Caldwell and Herold, (2006) 

3.3.1.8 Intention to Use  

This research study has identified the clients’ intention to use technology continually 

and without any inhibitions on the part of the users not any obstacles to be created by 

the organization. The intention to use was chosen as a variable because it can be 

associated as a core result of TAM. However, the researcher made a distinction 

between concepts like readiness of use, acceptance and adoption, use and continuance 

in order to streamline this study in terms of outcomes (Karahanna, Straub and 

Chervany, 1999). For instance, acceptance and adoption of technology is an outcome 

that does not contribute much to organizational change, as it does not include the will 

for technology to succeed among the non-users or non-ready employees. However, 

acceptance of technology is said to be the first step of the change process; the next 
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steps are its adoption and its continuance, the two distinct outcomes that are always an 

indispensable part of a change process. 

Lin and Lee (2004) supported out a field study to investigate and evaluate the 

employees’ intention to use technology and the encouragement shown by top 

management in this regard. The purpose was to understand the approach of both the 

employees and the managers and determine the level of encouragement that may come 

through top management encouragement and knowledge sharing through peer support. 

The findings proved the need for senior managers to encourage employees and peers 

to share their knowledge, two main determinants of ensuring intention to use to take 

place in the employees. 

To sum up, the seven variables as discussed above have been hypothesized later in the 

next chapter and discussed in the light of the theoretical framework. The purpose of 

putting them here was to understand their inter relatedness and how they contribute to 

the research domain of organizational change. It is evident from the foregoing 

discussion that very little attention has been paid to these variables in a similar 

combination, though there are studies dealing with these variables separately as a 

construct of their studies.  

The next section is an attempt to discuss underpinning theories that will helpful the 

researcher to understand about the variables as well as the concept of organizational 

change through technology. These theories have been chosen in the light of the subject 

of this study, and in order to find a logical support and prove significance of the usage 

of technology in government administration in Arab countries and particularly in 

Jordon. 
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Table 3. 8 
The items of Intention to Use 

Variable Code Items 

Intention to 
Use  

IU1 I will use computers in my work in future. 
IU2 I plan to use computers in my daily life often. 
IU3 I will encourage my collage to use computer. 

IU4 I will encourage my organization costumers’’ to use the 
system 

IU5 Given that I have access to the system, I predict that I 
would use it. 

Source: Lin and Lee (2004) 

3.4  Technology Acceptance Model 

The term ‘acceptance’ has different meanings and contexts. In the present context, it 

is used as adoption of a new change. Technological acceptance therefore refers to an 

adoption of new technology by the user (Davis, 1989). In order to make technological 

acceptance more universal, several studies have been carried out to establish such an 

acceptance as a primary and essential requirement towards the adoption of technology 

(Martinez-Torres, Marin, Garcia, Vazquez, Oliva and Torres, 2008). For instance there 

are studies related to ICT acceptance that have discussed various models to be 

developed prior to acceptance of technology (Igbaria, Iivari and Maragahh 1995; 

Abdul-Gader, 2000; Al-Gahtani et al., 2007; Baker, Al-Gahtani and Hubona, 2007; 

Yasin and Yavas, 2007; Al-Thawwad, 2008). A few of these models have been chosen 

for this study and to offer a support to the hypotheses in the next chapter. 

3.4.1   The Theory of Reasoned Action [TRA] 

Theory of Reasoned Action (TRA) came into being with the sole objective to justify 

individual behaviour as it is reflected in a particular situation. Introduced by Fishbein 

and Ajzen (1975), this theory postulates that there exists a pressure or a kind of 

personal intensity to behave in a particular manner and this individual intensity 

determines eventually the actual behaviour of an individual. There are various factors 
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that contributed to the formation of this theory namely the individual’s attitude towards 

a particular behaviour as well as the subjective norms that inspire the individual to 

perform a particular behaviour and also support his intention to use a technology. 

Logically, attitude relates to individual’s negative or positive perception which gets 

reflected tangibly in the form of a thought or behaviour.  

Normative beliefs refer to such perceptions about the performance of an individual 

that others want him to perform in the form of his behaviour, that is, there are 

expectations of others that force an individual to perform behaviour in a particular 

manner. His compliance and shaping his behaviour according to other person’s 

expectation is a symbolic representation and a relationship between individual and that 

person. This theory will be very useful to support the variable of intention to use since 

it can be determined by the degree of belief that an individual sustains for others and 

also give due importance to their wishes and desires in such a manner that he changes 

his behaviour accordingly. 

In addition, there are social norms, “in relation to e-government. This means that local 

organization can feel a pressure from the head office to adopt technology that supports 

a particular technical initiative. Subsequently, employees of such companies that have 

adopted technology would be expected to make use of the technology to improve 

efficiencies in the local agency. Karahanna et al., (1999) state the key constructs used 

in decision making process and to adopt technology namely perceived attributes; the 

individual’s attitude and beliefs; and peer communications about technology.  
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3.4.2 Theory of Planned Behaviour [TPB] 

Another theory pertinent to this study is the Theory of Planned behaviour (TPB) a 

theory based on sociological beliefs. It is the theory which emerged out of the theory 

of reasoned action (TRA). Introduced by Ajzen (1991), it describes the relationship 

between an individual’s social behaviour and information technology usage (Ajzen, 

1991; Conner and Armitage, 1998; Sutton, 1998; Kwon and Onwuegbuzie, 2005). A 

major characteristic of this theory is that it deals with the intention of the individuals 

to act in a particular manner (Fishbein and Ajzen, 1991); in other words, this theory 

forecasts directly and instantly the individual’s behaviour or an action.  

TPB is also capable of explaining the idea of perceived behavioural control as a new 

antecedent. Ajzen and Madden (1986) define perceived behavioural control as an 

individual’s belief about the degree of ease or difficulty that he might have to face in 

the performance of his behaviour. One may draw a similarity between TPB and 

Bandura's idea of self-efficacy (1982), which also relates to an individuals' level of 

confidence and his capacity to perform a particular behaviour. Undoubtedly, Ajzen's 

(1991) theoretical contribution to TPB is indirectly related to research studies carried 

out on self-efficacy (Bandura, Adams, Hardy and Howells, 1980). 

The TPB also combines individual’s intentions to perform in a particular manner and 

his perceived behavioural control. The theory therefore is based on the fact that 

whenever there is an opportunity to perform a particular kind of behaviour, 

individual’s intentions should be suffice to predict his behaviour. But there are 

observations made that as volitional control or intention for a particular behaviour 

declines, the perceived behavioural control gains more significance. Hence the theory 

is rightly utilized for purposes of making predictions in various study areas to 
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determine their scope. Its use can also be made in structured interview techniques for 

recruitment purposes; for forecasting motivational levels of managers and employees; 

willingness to organizational change; and to develop better skills after feedback 

(Jimmieson, Peach and White, 2008). Its use is also very significant in the field of 

technology adoption (Dawkins and Frass, 2005).  

3.4.3 Task Technology Fit [TTF] 

Task Technology Fit (TTF) refers to a kind of technology fit whose prerequisite is that 

prior to usage and application of the theory, the available information technology must 

have meet the the requirements and needs of the end user. Truly speaking, TTF 

represents needs and requirements as well as duties and capabilities of technology. 

Behaviour is not a part of study of this theory therefore it is much different from other 

theories that are products of behavioural aspects of individuals. Goodhue (1995) notes 

that individual capabilities and skills, including computer knowledge and experience, 

form an important aspect of TTF. However, in another study, (Strong, Dishaw and 

Bandy, 2002) the element of computer self-efficacy offers itself a new version of Task 

technology fit. The relevance of TTF for this study is however very limited and only 

symbolic. The main intention was to hint at the fitness of the technology task in a 

situation of change brought by technology.  

3.4.4 Diffusion of Innovations [DI] 

Diffusion of innovation is based on a five-stage adoption decision process consisting 

of persuasion, knowledge, decision, confirmation and implementation phases. This 

theory stipulates that individual users must first decide whether to continue to use the 

technology and then re-evaluate its acceptance (Rogers, 2003).  
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This theory is also used by many thinkers and researchers like a model laying its 

foundations in social psychology. Historically speaking, terms like ‘diffusion’ and 

‘diffusion theory’ were initially used in forties in the field of social sciences (Rogers, 

2003). The main contribution of this theory is to forecast about the acceptance and 

adoption of E- government in the organization. 

3.4.5 Technology Acceptance Model [TAM] 

Technology Acceptance Model (TAM) has its origin in the Theory of Reasoned Action 

(TRA) initially being used to justify and explain the acceptability and adoption of 

information technology. It was first proposed by Davis (1989) and later patronized by 

Institute for Scientific Information Social Science Citation, indexed in more than three 

hundred different journals. 

Klloppiing and McKiinney (2004) posit TAM’s weakness in adoption of technology 

and explain how it is different from Theory of Reasoned Action. There were two levels 

of differences -- Perceived ease of use [PEOU] and perceived usefulness [PU]. These 

two constructs are included as external variables in this study and will be used to prove 

the hypothesis related to determine the variable of intention to use. Yi, Jackson, Park 

and Probst (2005) identify many similarities between TAM and Innovation diffusion 

theory particularly when a need arises to make use of perceived ease of use and 

perceived usefulness. The two constructs may be theoretically same but offer a mutual 

benefit in the application of this theory. 

The reaction to ICT has been accepted as an important issue in technology research 

since 1980s. The theoretical legacy of this model originates from the idea to know how 

far a user needs a technology based on research (Rogers, 2003). “Many Research 
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studies have been published over many decades that have produced other theories, like 

technology acceptance model (Davis et al., 1989; Venkatesh and Davis (1996) the 

theory of planned behaviour (Mathieson 1991) and Taylor and Todd (1995) and social 

cognitive theory” (Compeau and Higgins, 1995). 

In order to understand how people, take decisions based on their interpretations of new 

technology, there is a need to investigate studies constructed upon these theories and 

also examine such variables that relate to the individuals' intentions and beliefs towards 

acceptance and adoption of new ICT (Bhattacherjee, 2001). Many studies have 

formulated this issue and also shared useful opinions about effective, cognitive, and 

behavioural individuals reactions in relation to information communication 

technology studying such factors that have impacted these actions. 

“TAM is a simple theory which explains how determinants of computer acceptance 

that is general, are capable of explaining user behaviour across a broad range of end-

user computing technologies and user populations, while at the same time being both 

parsimonious and theoretically justified” (Davis et al., 1989, 985). The theory also 

shows a rational approach while taking decisions and several theoretical studies have 

offered empirical support for TAM (Venkatesh et al., 2003).  

TAM is also a theory that can be compared with several other technology acceptance 

theories like Mathieson (1991); Taylor and Todd (1995). The theory also draws 

attention to about forty percent of discrepancy found while measuring individuals' 

intentions to utilize ICT and actual usage. Therefore, TAM has risen to be the most 

influential technology acceptance theory and model (Saga and Zmud, 1994). 
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TAM also believes that an individual's attitude toward technology can motivate the 

use of technology in our e-administration units. The experts explain this theory in 

terms of '' cost-benefit paradigm’ as also mentioned in ‘behavioural decision theory'' 

(Davis, 1989, 321), the theory postulates that an individual’s performance is linked 

with two variables: first, the individual’s effort to make necessary efforts to perform a 

task; and second, consequences of such an attempt. The individual’s behaviours were 

measured in this study in two ways: first: the system usage (Venkatesh, 1999), and 

second, user satisfaction (Bhattacherjee, 2001). There are studies that study both 

dimensions as a composite (Gelderman, 1998). The study defines user satisfaction as 

a cognitive and affective outcome less tangible in terms of classification as behaviour. 

For instance, system usage is a very good measurement benchmark of ICT acceptance 

(Al-Gahtani and King, 1999). 

In the context of the current research, there is a need to justify why the Technology 

Acceptance Model adopted TRA's concept of beliefs. There are two variables of this 

study that benefited from the bond between TAM and TRA namely: perceived ease of 

use and perceived usefulness (Igbaria et al., 1995).  

 
Figure 3. 1 Technology acceptance model 
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This research study has showed these two variables happen to be the major 

determinants of ICT usage. Mathieson (1991) compared TAM and TPB together and 

concluded that both models were concrete in clarifying the intentions of the change 

recipient or the technology user. The study also showed TAM possessing a higher 

variance to individual’s intentions in a system. This study also argues that TPB can 

help in understanding why a user was inclined to use a technology. There are also 

many studies on ICT implementation which reveal that there were a few factors that 

controlled the implementation process and would even potentially become a part of 

the environment technology acceptance.  

Taking this discussion further, one finds a flaw in TAM itself which developed as a 

detailed version of the TPB, (Taylor and Todd, 1995). There was a need to bring in 

together attitude and subjective norms and study the impact of their relationships upon 

perceived usefulness and ease of use. Moreover, it was an essential step to be taken 

because the versions of TPB contained predictors of attitude, perceived behavioural 

control and subjective norms (Taylor and Todd, 1995). This model has provided a 

greater explanation of how managers might play a role in influencing members of 

organizational through subjective norms concerning to the adoption of the new 

technology. 

A need was also felt to evaluate limitations, findings, and opportunities of future 

research. (Legris, Ingham and Collerette, 2003) related to TAM integrate all these past 

research findings it was also required to identify research areas in order to conduct 

future studies. As a result, TAM III was introduced as an incarnation of the Technology 

Acceptance Models (Venkatesh and Bala, 2008). The authors of this research study 

thus have provided an integrated model and attempted to represent s few determinants 
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of individual level ICT adoption and their use. This research study has specifically 

examined variables significant to organizational change and has therefore can predict 

technology acceptance as well as technology adoption and technology continuance, 

which means to remain in the adoption phase until a better and more advanced 

technology is available (Premkumar and Bhattacherjee, 2008).  

The need to distinguish between acceptance and adoption was required because the 

researcher wanted to show evidence that the two variables although represent two 

different constructs, yet they often can end up with a single outcome (Karahanna et 

al., 1999) as the two constructs are connected as a link with each other. In this link, 

technology acceptance is at the initial point but it alone is not sufficient to bring in 

organizational change with primarily technology as a cause of success. Hence, 

technology adoption and technology continuance are needed as next phase of this 

whole change process Karahanna et al., 1999; Venkatesh and Brown, 2001; Venkatesh 

and Davis, 2000). 

3.4.5.1 Limitations of the Technology Acceptance Model 

ICT has suffered adversely by such individuals who mistrust and underestimate 

information technology. Such individuals might have faced unpleasant experiences 

with the communication technology. A few might have felt disillusioned due to fear 

of technology, normally known as technophobia. A technophobe therefore is an 

individual who has a high level of fear and therefore shows a high resistance to 

technology adoption. According to technophobes, computers aren’t a good option to 

regular mechanical work style; moreover, the fear also lies in the manner information 

can be used and held or kept under control. Such an attitude towards technology may 

be an outcome of a certain pressure which technology may exert over individuals; 
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finally, there might also be a loss of personal contacts and a disruption of communities 

get together. In short, technophobes are seen highly resistant to technology adoption 

(Haralambos and Holborn, 2004).  

There are a few other limitations of TAM; its area of expansion is needed some are 

still unexplored. A suggestion for future research may be developing a greater 

understanding of such factors that might have escaped the attention of the researcher 

in this research. There is also a lack of relevant literature of technological 

independence or when individuals are free to make use of technology as per their 

convenience (Ajibade, 2018, Lai, 2017).  

Moreover, not much research has been carried out on subjects of social and cultural 

significance and the absence of such studies might have an adverse impact on the 

technology adoption and acceptance of IT within TAM's boundaries (Agarwal, 2000). 

Last, but not the least, there is a insignificant impact of subjective norm on the 

individual attitude behaviour (Fishbein and Ajzen, 1975) and on the individual 

motivation on the attitude behaviour. 

3.6  Conclusion  

To sum up this chapter has presented literature related to technology adoption in e-

administration. There are a few studies with high level of commitment and have taken 

up issues related to organizational change and the challenges inside these studies. 

These issues are also related to persevering with technology and managing the 

commitment that an employee might have developed as a positive attitude for the use 

of technology.  
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This chapter has also reviewed literatures on researches and surveys made upon 

previous technology acceptance and technology adoption in different countries. This 

chapter has also discussed definitions of variables and presented in the same order as 

discussed in the next chapter and listed in the theoretical model. The theoretical 

framework is developed upon antecedents of belief and shows variables in the order 

of their importance and their role in usage, adoption, and acceptance of the ICT. The 

next chapter describes how the research was conducted by discussing a number of 

hypotheses and the methodology employed to fulfil and achieve the objectives of the 

study. 
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CHAPTER FOUR 
 

RESEARCH METHODOLOGY 

4.1 Introduction  

This chapter details about the research design for present research including required 

explanations of dependent and independent variables. This is followed by the 

hypothesis’s development, study population, sample and sampling issues. The data 

collection and analysis procedure are explained after that. The chapter closes with a 

summary of the chapter.  

4.2 Research Model for Present Study  

The research model is an extremely important explanation of the relationship between 

required information and variables under consideration (Sekaran & Bougie, 2010). 

Moreover, Musa (2004) declared that the gap in existing literature on area under 

consideration and theoretical framework are the critical constituents of a research and 

the framework must elucidate the relationships among the dependent and explanatory 

variables in the model.  

The framework for present research is explained in Figure 4.1. The prime focus of 

present research is to predict the intention to use new technology by government 

organizations in Kingdom of Jordan. For this reason, the assumption behind the 

ontology is developed to be measurable, observable and objective in nature. As Hussey 

and Hussey (1997) argued that methods must follow and come from review  
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of relevant literature which in turn falls in the study of positivistic paradigm, because 

of its helps in formulating hypothesis and theory. Therefore, it is stated that the theory, 

hypotheses and model stem out from the related literature which are measureable using 

suitable methods of analysis Hair et al. (2010). Figure 4.1 below shows the model and 

proposed relationship among various variables.  

 
Figure 4. 1 The Research Model 

The model of Holt et al., (2007a) of Readiness for Organizational Change, attitude to 

change, motivation valence, principal support and appreciation in addition to the 

current usage (actual). The present study model combined variables from Model of 

Readiness for Organizational Change (MROC) proposed by Holt et al., (2007a) and 

technology acceptance model III proposed by Venkatesh, and Bala’s (2008). The 

variables such as perceived usefulness and perceived ease of use are taken from 

technology acceptance model III proposed by Venkatesh and Bala (2008). In addition 

to that, variable “Voluntariness motivation of use” has also been added proposed by 

Moore and Benbasat (1991) which refers to “the degree to which use of the innovation 

is perceived as being voluntary or free will”. While the variable intention to use has 
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been taken from Fishbein and Ajzen (1975, 12) which refers “the degree to which a 

person has formulated conscious plans to perform or not perform some specified future 

behaviour”. 

4.3 The Variables  

A huge number of studies used intention to use in order to measure and predict the 

actual adoption behavior because they believed that individual behavior can be 

accurately measured by their intentions (Young, De Sarbo, Morwitz & Martin, 1998). 

As argued by (Ajzen, 2002) that individual behaviours should be best measured by 

their intentions due to the fact that intentions allow individuals to integrate and balance 

all associated factors in suitable manner that can influence their true behaviour (Ajzen, 

2002). 

 

4.3.1 Dependent Variable  

4.3.1.1 Intention to Use 

“The degree to which a person has formulated conscious plans to perform or not 

perform some specified future behaviour refers to intention to use” (Davis, 1989: 214). 

Following twelve factors constitute the Intention regarding the technology use. Theory 

of planned behaviour is significant for the understanding of these variables. The 

relationship between beliefs and attitudes are specified in the theory of planned 

behaviour. The accessible beliefs regarding behaviours generally determine the 

evaluation of attitudes by the individuals (Mischel, 1968). 

4.3.2 Independent Variables 

4.3.2.1 Perceived Ease of Use 
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“The degree to which a person believes that using a particular system would be free of 

effort” refers to perceived ease of use (Davis 1989: 320). The belief or perception of 

individuals regarding a particular kind of system that can make their job easy refers to 

as perceived ease of use (Davis, 1989). 

4.3.2.2 Perceived Usefulness 

“The degree to which a person believes that using a particular system would enhance 

his/her job performance” (Davis 1989: 320). It assists in determining the reasons of 

accepting and rejecting a particular technology by the individuals. Furthermore, Davis 

(1989) referred perceived usefulness to “the way individuals trust or rather believe that 

certain information system or innovation will make them achieve their goals with ease 

or without effort”. 

4.3.2.3 Principal Support  

The support offered by opinion leader and change agents usually reflects the principal 

support. The way to “provide information and convince organizational members that 

the formal and informal leaders are committed to successful implementation of the 

change” (Appelbaum, et al., 2012). This factor is considered as the most crucial 

determinant in the success of ICT projects implementation (Bancroft, Seip & Sprengel, 

1996). The value to which members of the organization support a novel technology is 

considered as principal support.  

It is suggested that active top management is of crucial importance in providing fast 

decisions, sufficient resources and support the project acceptance throughout the 

organization (Welti, 1999). Jarrar, Al-Mudimigh and Zairi (2000) asserted that the 

commitment and support from top management does not end with facilitation and 
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initiation, but it must be extended up to the full ICT project implementation. Top 

management support should monitor continuously the project implementation 

progress and offer guidance to the teams (Bingi, Sharma & Godla 1999). 

4.3.2.4 Motivation Valance 

It refers to the process of cost-benefit assessment by which any proposed change can 

be evaluated by the recipient of the change regarding possible personal losses and 

benefits of organizational gains (Deci et al., 1994). Valance motivation accentuates 

the significance of the assessments and perceptions of individual regarding 

organizational behaviour. This requires perceptions of the managers and employees to 

be inline regarding performance. At times, this becomes difficult due to the fact that 

there exists difference between the expectations of the management employees. The 

existence of an agreement point regarding performance is crucial for creating positive 

valence among employees (Poter & Lawler, 1968).  

4.3.2.5 Attitude to Change 

The question of “why the proposed change is the right one?” always comes in the mind 

of employees whenever any organizational change occurs (Linden, 1997). As 

described by Herscovitch and Meyer (2002, 475) that “a force (mind-set) that binds an 

individual to a course of action deemed necessary for the successful implementation 

of a change initiative”. The affective commitment to organizational change is taken as 

outcome variable in present research.  

Commitment to management can be described as the procedures, methodologies, 

processes and activities of ICT adoption and usage that help employees in 
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understanding the shifts in the public organisational structure during the process of 

ICT implementation and reengineering initiatives. 

4.3.2.6 Appreciation 

The increased value through using ICT is termed as appreciation. The question of “why 

the proposed change is the right one?” always comes in the mind of employees 

whenever any organizational change occurs (Linden, 1997). In the field of ICT, 

principal appreciation positively influences productivity. A number of businesses have 

attempted to include ICT in daily activities of their businesses for the sake of 

increasing productivity (Maio-Taddeo, 2006). 

4.3.2.7 Current Usage 

The current usage principal proposes that an ICT is presently in use. The appreciation 

value of ICT within employees and organizations can be measured using current usage. 

“Performance is referred to as being about doing the work, as well as being about the 

results achieved. It can be defined as the outcomes of work because they provide the 

strongest linkage to the strategic goals of an organization, customer satisfaction, and 

economic contributions” (Salem, 2003). 

4.4 The Hypotheses 

A number of dimensions of the usage of ICT have been investigated by the prior 

research studies which revealed a number of factors affecting behavioural responses 

of individuals (Andrews, Singh, & Bond, 1993; Oldham & Kleiner, 1990). Therefore, 

following hypotheses are developed in order to state the relationship between attitude 

to change and intention to use: 

Hypotheses 1:  Appreciation has positive relationship with Perceived usefulness 
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Hypotheses 2: Motivation valence has positive relationship with Perceived 

usefulness  

Hypotheses 3: Principal support has positive relationship with perceived usefulness 

Hypotheses 4: Appreciation has positive relationship with perceived ease of use  

Hypotheses 5: Motivation valence has positive relationship with Perceived ease of 

use 

Hypotheses 6: Principal support has positive relationship with perceived ease of use  

Hypotheses 7:  Perceived usefulness has positive relationship with Attitude  

Hypotheses 8:  Perceived ease of use has positive relationship with Attitude  

Hypotheses 9:  Attitude to change has positive relationship with Intention to use ICT 

Hypotheses 10:  Attitude to change has positive relationship with current usage of 

ICT 

Hypotheses 11:  Intention to use has positive relationship with current usage of ICT  

4.5 Design of Study  

A research design refers to the plan of action in order get answers of the research 

questions and getting conclusions about problems under discussion (Babbie, 2004). 

This research employs a quantitative survey method to gather data. A quantitative 

research study can be defined as “an inquiry into a social or human issue based on 

testing a theory composed of variables, measured with numbers and analyzed with 

statistical procedures, in order to determine whether the predictive generalizations of 

the theory hold true” (Creswell, 1994, 79). 

According to Fowler (1988), a survey design can also provide a numeric and 

quantitative description of the selected sample which is just a part of original 

population to collect the required information. The researcher can simplify the findings 
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taken from the sample to the whole population. The survey research method is 

considered appropriate for present research.  

4.6 Population  

4.6.1 Population of Respondents 

Based on the study by Nation (1997), it has been stated that a population comprises all 

relevant cases in the experiment. A population, like any group of individuals, has one 

or more features in common and is of interest to the study (Best & Kahn 2003). In 

addition, the population may only be comprised of individuals of a certain type or it 

may represent only a limited part of a group. It is generally considered as an entire 

group of people, events or things that the researcher attempts to use in the investigation 

(Sekaran, 1992). Due to the population (about 1300 employees in 2018 according to 

Ministry of Public Sector Development Jordon (MOPSD), (MOPSD, 2018)), this 

study distributed 500 questionnaire to the entire population. That is, the sample of the 

study represent 38.5% of the entire population. The response rate of this study 65.5% 

fulfilled all the requirements of SEM-PLS for the purpose hypotheses testing. 

Furthermore, for this study the target population will be the main three municipalities 

from Jordan covering Municipality of Zarqa, Municipality of Irbid and Municipality 

of Mafraq since they are using E-government and implementing E-government in their 

daily process and they are familiar and expert. 

4.6.2 Sample Size  

The sample size selection is a complex phenomenon because it needs to maintain a 

balance among probability of sampling errors and sampling cost. It is generally 

recommended to get an optimal sample size minimizing the sampling cost and 
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sampling error cost. By and large, a sample should represent the characteristics of the 

population (Ary et al., 2002). 

Zeithaml, Parasuraman and Malhotra (2002) suggested the following points in 

considering a study sample size: (1) decision importance, (2) research nature, (3) 

number of dependent and explanatory variables, (4) type of analysis, (5) incidence 

rates (6) expected response rates, and (7) time and financial constraints. In addition, 

according to Cohen (1988), to determine an optimal size of sample for executing a 

research plan, desired degree of statistical power and statistical significance must be 

kept in mind.  

In addition, target population, generally referred to as the effect size, and must be 

specified prior. As argued by Cohen (1988), larger sample size gives lesser chances of 

errors, thus enhancing the level of precision of the findings. Furthermore, it is also 

claimed that a representative sample is far better than a biased and large sample that 

leads to misleading results. Therefore, extra care is taken by the researcher in the 

process of sample size selection. 

According to Sekaran (2003), the 297 sample size is suitable for a given population of 

1300. However, to minimize error in sampling and to take care of none response rate 

issue (Hair, Wolfinbarger & Ortinall 2008). Additionally, (Alrech & Settle, 1995) 

argued that, higher sample size will make the result more accurate. 

To ensure the sample is sufficient in addressing the objectives of this study, 

questionnaires will send to all the population, according to Roscoe (1975) suggested 

that the suitable sample size for most research with the range of larger than 30 and less 
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than 500, based on that the researcher decided to select 500 employees from 1300 

employees to make sure the response rate is acceptable. This means will meet the 

recommended size which ranges from 100 to 200 (100≤ N ≤ 200), no matter what the 

original sample size was (Hoetler, 1983). 

4.6.3 Sampling Technique  

Nation (1997) asserts that the issue of dealing with large information can be handled 

through sampling. Sampling is considered as a process whereby the researcher chooses 

a subset of a larger number of observations. Sampling is normally carried out through 

a sampling technique (Hurlburt & Heavy, 2006). In a technique called random 

sampling, the population events are chosen randomly until a sampling size of the 

required size has been formed. In this kind of sampling, each and every unit in the 

population has an equal possibility of being selected for the sampling distribution 

(Hurlburt & Heavy, 2006). 

To ensure the sampling chosen is representative of the population, the sampling 

procedure used in this study is systematic sampling method. The researcher selected a 

sample of 500 from a numbered list of 1300 employees at the municipality. First, the 

researcher randomly selected a number between 1 to 10 starting with the first 

participants and chose every fifth participant on the list after that. The researcher 

decided to randomly choose to start off with the number 5 by chance and added the 

sampling interval of 5, thus the next number was 10 as the second sample, 15 as the 

third sample and so on. 
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4.7 Research Instrument and Construction  

The primary data for the study were collected through survey method by using 

standardized structured self- administrated questionnaires. The use of questionnaires 

is important and directly associated to the survey research (Babbie, 2004). The present 

research employs three instruments, which had also been validate found to be valid 

and reliable were subsequently used in numerous other studies.  

The first part of the research instrument seeks the institutional and respondents’ 

profiles. It comprises statements asking about job title of respondent, (General 

Managers, Clerical, Head of Departments, and supervisor to make sure all of the 

respondents used to E-government in their daily work. 

The second part of research instrument will be measured by eight critical dimensions, 

reflected by eight measured variables, namely: Principal Support, Appreciation, 

Valance Motivation, Perceived Usefulness, Perceived Ease of Use, and Intention to 

Use and Attitude to Change, Likert scale ranging from 1 to 7 will be used for the 

collection of data where 1 represents “strongly disagree” and 7 represents “strongly 

agree”.  

4.7.1 Pilot Study  

Saunders et al. (2003) stated the usefulness of conducting a pilot study prior to the 

actual data collection. A pilot study is more than a pre-test; it is utilized in a formative 

way to assist the researcher in developing the important lines of questioning (Yin, 

1994). This can be carried out through conducting the test on a smaller sample of the 

same subjects. If due to some circumstances the researcher does not get the chance to 

do a pilot test on a real sample, he can do so with his colleagues and friends. The main 
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aim behind a pilot test is to create an accurate and effective questionnaire through the 

test; after which it is easy for the researcher to make any changes necessary. In 

addition, the researcher would possess enough time and space to conduct such a test 

on the sample and validate it. The purpose behind it is to examine for reliability, 

validity and viability of the research instrument, and to gauge the time required to 

conduct the main study. In the present study, prior to deciding on the actual instrument 

to be used, the researcher conducted a pilot study on a suitable sample. According to 

Sekaran (2000), a pilot study is conducted to rectify any discrepancies in the 

instrument before the actual data collection. The researcher had a discussion with the 

respondents concerning any confusion in the questionnaire and to pinpoint any 

ambiguities in the wording and translation. While a pre-test evaluation of the 

questionnaire involved two academics and professionals, the pilot test involved 

respondents from the same pool of respondents of the study from which the real data 

were collected (Bradburn et al., 2004). 

In addition, for each instrument, the reliability test was conducted through the data 

gathered from the pilot study. The main study was then piloted where the questionnaire 

was distributed to the municipality employee who are familiar to E-government 

comprising 30 respondents in Jordan. The questionnaire was revised by the researcher 

to rectify any inconsistencies that may have been highlighted following the 

respondents‟ completion of the questionnaire. Data was then analyzed through SPSS 

for reliability and checking if there is any feedback or suggestion from the respondents. 

The following table (Table 4.1) presents the reliability coefficient (Cronbach‟s alpha) 

for the multiple items utilized in the pilot study. 
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Table 4. 1 
Reliability Coefficients for Multiple Items in the Pilot Study (n = 30) 

Variable Name  No. Of Items  Cronbach's Alpha Pilot/30  
Motivation  4 .842 
Attitude  4 .698 
Perceived Usefulness  4 .717 
Perceived Ease Of Use  4 .758 
Current Usage  3 .86 
Intention To Use  5 .876 
Appreciation  5 .818 
Principles Support  4 .788 

 

As shown in Table 4.1, each construct shows the Cronbach's alpha reading of the 

acceptable value of above .60 (Hair et al., 2006). A reliability value for all constructs 

range from 0.698 to 0.876. This indicates that all constructs have internal acceptable 

consistency. 

4.8 Data Collection Procedures 

The quantitative survey type research design is particularly chosen for present study 

because it allows for a wide scope of information to be gathered fast at one time. A 

mail survey method of data collection will use in the study. Questionnaires will send 

to respective respondents in the public municipality. Each set of questionnaires will 

accompany by a cover letter with an introduction and explanation of the purpose of the 

survey. Questionnaires will send by postal mail with an enclosed pre-paid postage and 

addressed envelope for return. Each municipality will request to respond within two 

weeks of receiving the questionnaire. 

The researcher will take certain precautions such as anonymity in the covering letter 

and assurance of confidentiality in questionnaire, all of the answers will be used for 

the research study only without referring to the name or to the position. It is very 

important to get your questionnaire filled by some worthy organization for this purpose 
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the researcher will build the confidence and trust with organization and will ask for 

their kind participation in research before posting questionnaires to them. 

4.9 Data Analysis Procedures  

When the survey data collected, codes will assign for each individual respondent 

before the data will enter into the computer for analysis. The data will analyze using 

the PLS SEM software. Non- respondent characteristics will study in order to check if 

the lack of response is significant. The collected data will summarize, analyze, 

interpret, and will present to address the research objectives that prompted the entire 

research process. Structural equation model (SEM) test will use. The statistics employ 

will determine to a great extent by the design of the study and also by the types of 

measurement scale characterizing the dependent variable. All two-steps suggested 

were conducted accordingly.  

4.10 Preliminary Examination of Data 

The computing of the statistical analysis will do after the empirical data were screen. 

Examining the raw data will reveal critical characteristics of the data. According to 

Hair, Black, Babin, Anderson and Tatham (2006), examining the data enables a 

researcher to attain a basic understanding of the data and relationship between 

variables. Matters such as coding errors could be appropriately correct at this stage.  

4.11 Assessment of Raw Data 

Many practices can be performed with raw data to see its impact about the hypothesis 

(Neuman, 2003). The method of descriptive statistics can be used to inspect the raw 

data and to rectify the noticeable coding errors. The maximum value of variable and 

minimum value of variable must lies between the advised range. Pairwise correlation 
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explain that all associations must be in the defined direction. However, the omission 

of missing values lists wise indicate that data can be utilized for analysis. 

An observation which is often large or small is known as outlier. It helps researcher in 

locating errors linked with coding. In opinion of Bagozzi and Baumgartner (1994) for 

further analysis of data the researcher is not recommended to exclude data using 

outlier. The researcher can analyze the collected data by using three methods.  

The Crobach’s alpha (α) technique is used to test and examine the reliability of 

research. This technique helps to check the positive correlation between all the items 

selected. The scales are set to be free of unstable and random errors to get the overtime 

consistent results (Cooper & Schindler, 1998). 

In research of the researcher use variance and standard deviation as the descriptive 

statistics technique to analyze the response of respondent for the items of 

questionnaire. The most important objective of descriptive statistics is to present 

information in understandable, usable and convenient form (Runyon & Audrey, 1980). 

Descriptive summary added with descriptive and frequency is used the data set 

screening. Mean, mode, median, sum, rang, variance, minimum, skewness, maximum, 

and kurtosis are used to analyze data among the basic statistics. 

Inferential statistics linked to generalize and to make inferences and estimates about a 

large population by selecting sample from that population (Neuman, 2003). 

Probability theory is used to test hypothesis formally in inferential statistics, which 

permits inferences from a sample to a population and test whether descriptive results 
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are possible to be due to real relationship or to be random factors (Neuman, 2003). 

Multiple linear regressions and linear regression are used to test the prediction of 

factors to study about the likelihood of the dependent variable.” 

4.12 Assessment of Outliers  

Keller and Warrack (1997) explains outlier as an opinion that is remarkably large or 

small. It assists researchers to detect the coding errors. It helps to administrate the 

structural equation modeling, specifically the covariance and variance between the 

observed variables, can be distorted in presence of the outliers. Bagozzi and 

Baumgartner (1994) describes that outliers are not suggested for routinely exclude for 

further analysis of data. The study explains that the issue of measuring the multivariate 

outliers can be dealt by using the Mahalanobis distance test. it results in using all the 

cases for the purpose of analysis.” 

4.13 Assessment of Normality 

Normality referred as to formulate the shape of the data its correspondence to the 

normal distribution helps and distribution for individual metric variables (Hair et al., 

2006). Normality is based on multivariate normality and univariate normality. It can 

be tested by examining kurtosis and skewness. The kurtosis and skewness should lies 

within the range of  +2 and -2  when the data is normally distributed (Chou & Bentler, 

1995; Pallant, 2001).  

The central limit theorem explains that regardless of the size of a population, 

proportions and the distribution of sample means are normal if sample sizes are large 

which is more than 30 (Hair. Et al., 2006). Sekaran & Bougie (2003) explains the 

approximation of normality by using the observed variables and it could be 
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investigated by inspection the data through stem-and-leaf displays, histograms, by 

computing univariate and multivariate measures of skewness and kurtosis and probity 

plots. Stem-and-leaf, probit plots and histogram depict the symmetrical distribution of 

sets of variables or variable.” 

Tabachnic and Fidell (1996) suggest that if the distribution of a variable is standard 

and normal then the value of kurtosis and skewness is equal to zero. Chou and Bentler 

(1995) writes about the absolute values of univariate skewness which indicates that the 

value greater than 3 can be explained as highly skewed. However, if the kurtosis 

threshold value is greater than 10 then it will be considered problematic and if the 

threshold value is greater than 20 then it will be considered as highly problematic 

(Hoyle, 1995; Kline, 1998).” 

4.14 Reliability and Validity 

Before bridging the link among execution success, organizational performance and 

strategy execution, it is more necessary to gauge the extent of validity and reliability 

of each of the instrument which uses in the study. So, all the important tests will be 

carried out further. 

4.14.1 Reliability 

Ary et al., (2002) explains that reliability is concerned with consistency researcher is 

measuring what the researcher intends to measure or the scale of internal consistency. 

It referred as the degree at which the “hang together” items that make up the scale 

‘hang together’ (Pallant, 2001). Thus, the Cronbach’s alpha coefficients checked the 

internal consistency. “Reliability of a measure indicates the extent to which the 



 

80 

measure is without bias (error free) and hence offers consistent measurement across 

time and across the various items in the instrument (Sekaran & Bougie, 2003).” 

The methods or techniques which are used for assessing reliability are 

(1) test- retest, 

(2) alternate- form, 

(3) split- halves, and 

(4) internal consistency (Nunnally & Bernstein, 1994)  

 

These four methods are used for internal consistency and reliability. These are the most 

commonly used psychometric measure which asses survey instruments and scales. 

The extent to which set of variables and variables are based on the values known as 

the reliability. The reliable measures will be consistent in their values If multiple 

measurements are taken. The degree to which the observed variable measures the error 

free value, and true value known as reliability.  Measurement error is opposite to 

reliability. For example, If the same measure is repeated for more reliable measures 

then it will present better consistency and less reliability (Hair et al., 2006). The 

indication of consistency and stability in which the instrument helps to assess the 

‘goodness’ of a measure and measures the concept known as reliability of measures 

(Sekaran & Bougie, 2003).” 

Internal consistency can also explain as an indicator for reliability of different items 

measure the same concept. It is significant that items in a group are purporting to 

measure one variable focused on that other variable (Nunnally & Bernstein, 1994). 
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The α of Cronbach is coefficient of reliability which highlights that how items in a set 

are correlated to one another positively (Sekeran & Bougie, 2003).  

The coefficient scale of Cronbach α should be 0.7 at least (Hair, Anderson, Tathan, & 

Black 1995). Meanwhile, it is to be noted that the values of Cronbach α are quite 

sensitive and it is quite common to find quite low values of Cronbach α on the short 

scales. The range of Nunally for Cronbach alpha is 0.7, on other side Briggs and Cheek 

(1986) advised for an optimal range of inter-item correlation that must lies from 0.2 to 

0.4. The reliability of instruments on a scale is used to operationalize the variables and 

tested by using the SPSS software. 

Babbie (2001) and Sekaran & Bougie, m(2003) view a pre-test questionnaire as useful 

because it can ensure that there are no problems with wordings or the measurements, 

rectify any inadequacies in time and ultimately reduce biases. It also ensures that 

reliability and validity of the scales will use are acceptable before data collection will 

carry out. Cooper and Schindler (1998) also support this idea and state that pre-test 

will conduct to detect weakness in design and instrumentation and provide proxy data 

for selection of a probability sample.  

The pre-testing exercise will take place after discussing the instrument with supervisor 

and experts in the area of this study. Based on their evaluations and suggestions, the 

pre-testing will conduct so as to ensure that the face and content validity of the 

instrument will maintain. The rule of thumb to ascertain the right number of 

respondents for the pre-testing was based on the suggestion by Bradburn, Sudman & 

Wansink, (2004).  According to Bradburn et al., (2004), the respondents will 

participate in the pre-testing will exclude from the final sample. Based on the feedback 



 

82 

will receive from the respondents, layout and the items of the questionnaire will revise 

accordingly before the final distribution.  

According to Hair et al. (1995), acceptable ranges of reliability of most instruments 

range from 0.7 to 0.9. The closer the alphas to 1, the better the instruments are. Kline 

(1998) suggests that α value of above 0.50 will consider reliable. Based on the pre-

testing exercise, all the items for each construct post a Cronbach α value of as low as 

0.65 to as high as 0.99. As such, based on Nunally (1967) and George and Mallery 

(2003), the items for each construct in the questionnaire will be reliable or have an 

internal consistency and considered high. This means the results of the reliability tests 

in the pre-test and post-test modes indicate that the instruments will be high reliable or 

not.  

4.14.2 Validity and Confirmatory Factor Analysis (CFA) 

Validity suggests truthfulness and refers to the match between a construct or the way 

a researcher conceptualizes the idea in a conceptual definition and a measure, it is 

define as the extent to which any measuring instrument measures what it is intended 

to measure (Salkind, 2000; Pallant, 2001; Sekaran & Bougie,  2003; Hair et al. 2006). 

It refers to how well an ideal reality fits with actual reality (Neuman, 2003). Strong 

validity scores ensure that the items were use in the questionnaire correctly measure 

what they were intend to measure (Hair et al. 2006). The three aspects of validity which 

are suitable and applied for this study are face validity, content validity, and construct 

validity.”  

The Face validity is known as the judgment made by the scientific community which 

construct indicator measures (Neuman, 2003). These measures apparently reflects the 
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concept of question (Bryman & Bell, 2003). Study which ask those with experience or 

expertise in a field whether the measure seem to get at the concept that is the focus of 

attention is known as face validity. The measures were amended consist of the 

suggestions and comments from several practitioners and academics.  

Content validity is a special and superior type of face validity (Neuman, 2003). This 

validity type has to do with the degree to which the scale items represent the domain 

of the concept under study (Neuman, 2003). Content validity is a function of how well 

the dimensions and elements of a concept delineate (Sekaran & Bougie, 2003). In other 

words, it captures the entire meaning. Measures should represent all ideas or area in 

the conceptual space (Neuman, 2003). Content validity is the type of validity for which 

the evidence is subjective and logical rather than statistical (Bryman, 2017).  

Malhotra, Hall, Shaw & Oppenheim, (2006), suggests a few methods to provide 

evidence of validity for a multi-item scale: (1) agreement among three experts 

regarding all items in the scale, (2) high correlation between the scales, (3) using theory 

to explain, and (4) high level of reliability. To ensure validity, the researcher consulted 

the experts in the field of research method to evaluate the fit of the items to the purpose 

of the research.  

Furthermore, content validity was established through the literature review and pre-

testing of the questionnaires. The items and questions were select based on substantive 

theory and pre-testing results were show that the measurements scale demonstrates 

reasonable content validity. 
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4.14 Conclusion  

The Objective of this chapter is to identify the framework of study in which the focus 

of the researcher is to cover the methodology of research, develop the research 

hypothesis, sampling, analysis, data collection, measurement of instruments and 

research design. The framework of research proposes an appropriate way to test the 

effectiveness of study. It is based on the hypotheses and literature review which are 

developed to investigate the causal relationship between critical successful variables 

and the relationship between them and their effect on its implementation on e-

government. In order to realize the objectives of the study, 10 hypotheses were 

formulated. The development of these hypotheses on the basis of different factors 

considered to have a relationship with the Model of Readiness for Organizational 

Change (MROC) and the Technology Acceptance Model (TAM). 
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CHAPTER FIVE 
 

ANALYSIS AND FINDINGS 

5.1  Introduction  

This chapter offering the results of data analyzed using PLS-SEM path modeling. The 

chapter starts with the initial data screening and primary analysis. Results of the 

descriptive statistics for all the latent variables are reported. Next, the main results of 

the present study are presented in two main sections. In section one; the measurement 

model was assessed to determine internal consistency reliability, the individual item 

reliability, discriminant validity and convergent validity. Significances of structural 

model are presented in segment two like level of the R2 values, significance of the path 

coefficients, predictive relevance of the model and effect size. Lastly, results of 

corresponding PLS-SEM analysis, which scrutinizes structural model, are presented. 

The process of developing the research instrument and the analytical techniques used 

to test the hypothesis as illustrated in Figure 5.1. 
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Figure 5. 1  Study’s Methodology Flowchart 

5.2  Data Screening  

To check the reliability and error free data various methods were carried out by the 

researcher. To identify any errors the data was screened in coding process. All items 

were screened, and frequency tests were performed to check the extreme maximum 

and minimum values. It was made sure that the values must not exceed the specified 

range (1 to 7).  The researcher has verified that there were no coding errors. 
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5.2.1  Response rate 

In this study, a total of 500 questionnaires were distributed to the total number of 

employees that were near 1300 from Municipality of Zarqa, Municipality of Irbid, 

Municipality of Mafraq, population selected from the Ministry of Public Sector 

Development Jordon (MOPSD). For the achievement high response rates, SMS 

(Sekaran & Bougie, 2003) and several phone call reminders (Silva, Smith, & Bammer, 

2002; Traina, MacLean, Park, & Kahn, 2005) were sent to respondents who were yet 

to complete their questionnaires in four weeks. Therefore, the outcomes of target 

respondents returned questionnaires were 360, out of total distributed questionnaire 

that were 500. 

Hair, Black, Babin and Anderson (2010) defined that if the missing data is more than 

15% for a given respondent, the case should be removed as long as sample is adequate. 

There were 32 out of 360 questionnaires which were having more than 15% of missing 

data. Thus, all of those 32 observations were omitted for further analysis. Hence, the 

response rate of complete 328 responses were mentioned in table 5.1.  

Table 5. 1 
Response rate of the questionnaires 
Response Frequency Percentage  
No. of distributed questionnaires 500  
Undelivered 190 34.5% 
Returned questioners  360 65.5% 
Cases with missing values more than 15 % 32 5.8% 
Valid responses for further analysis 328 59.6% 

 

According to Hair et al. (1995), the sample size should, at least, have more than the 

number of covariances in the input data matrix. Similarly, Roscoe (1975, as cited in 

Sekaran, 2000) suggested that the rule of thumb for sample size determination is by 

multiplying the number of constructs by 10. In addition, Hair et al. (1995) stated that 
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the least sample size should be from 100-150 responses if the Maximum Likelihood 

(ML) method is utilized. In each case, with 328 responses the study satisfied the 

criteria. In the first instance, the study has eight constructs which require a minimum 

sample size of 80 responses, and in the second instance, the responses in this study are 

also higher than what is required under ML i.e. 100-150.  

5.2.2 Missing value analysis 

In the original SPSS dataset, 18 values were randomly missed, specifically, perceived 

ease of use had (3) and perceived usefulness had (4) missing values. Likewise, attitude 

to change had (1) and current usage had (7) missing value and the Intention to use had 

(3) missing values found. While there is no percentage of acceptable missing values in 

a data set for making a valid statistical inference, researchers have commonly stated 

that missing rate is non-significant, if the rate is 5% or less (Schafer, 1999; Tabachnick 

& Fidell, 2001). Furthermore, researchers have suggested that mean substitution is the 

easiest way of replacing missing values if the total percentage of missing data is 5% 

or less (Little & Rubin, 1987; Tabachnick & Fidell, 2001). Hence, in this research 

study, missing values were replaced using mean substitution (Tabachnick & Fidell, 

2001). Table 5.2 shows the total of randomly missing values in the present study (see 

Appendix B for SPSS outputs). 

Table 5. 2 
Total and Percentage of Missing Values 

Latent Variables Number of Missing Values 
PEOU 3 
PUSFL 4 

ATT 1 
CU 7 
IU 3 

Total 18 
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5.2.3  Dealing with outliers  

Barnett & Lewis, (1994) defined outliers as an observation and its subsets which seem 

to be unpredictable with the remainder of the data. The presence of outliers in the data 

set can seriously affect the results of regression coefficients and lead to insignificant 

results in a regression-based analysis, (Verardi & Croux, 2008). To perceive any 

observation which appeared to be outlier the SPSS will label those values as a result 

of wrong data entry. Firstly, the frequency tables were tabulated for all variables using 

maximum and minimum statistics. This initial frequency statistics analysis, no value 

was found in outside the expected range.  

The data was inspected for univariate outliers by the usage of standardized values with 

a cut-off of ±3.29 (p < .001) identified by Tabachnick and Fidell (2001). Tabachnick 

and Fidell’s (2007) explained the criteria for detecting outliers and none of the case 

was recognised using standardized values as potential univariate outliers. Multivariate 

outliers were also detected using Mahalanobis distance instead of using standardized 

values to detect univariate outliers, (D²). Tabachnick and Fidell (2001) defined 

Mahalanobis distance (D²) as “the distance of a case from the centroid of the remaining 

cases where the centroid is the point created at the intersection of the means of all the 

variables”. Based on 5 observed variables of the study, the recommended threshold of 

chi-square is 143.34 (p = 0.001). Mahalanobis values that exceeded this threshold were 

deleted. Following this criterion, eight multivariate outliers (i.e., 09, 28, 36, 68, 167, 

196, 272, and 307) were subsequently and detected deleted from the data set because 

they could affect the accurateness of the results. Thus, after removing eight 

multivariate outliers out of 328 observations, the final dataset in this study comprises 

of 320 observations.  
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5.2.4  Test of non-response Bias  

Malhotra, Hall, Shaw, and Oppenheim (2006) claims that the differences between 

early and late respondents can seriously affect the results of the study. As discussed in 

the previous chapter, the survey for data collection was initiated on November 11, 

2017 and was completed on February 15, 2018. Questionnaires were personally 

delivered to the respondents. However, the respondents were asked to complete the 

questionnaires within three days. The purpose was to provide them enough time to 

respond the questionnaire items. There were 278 early respondents who responded 

within the stipulated time of three days, whereas 42 respondents were categorized as 

late respondents who took more than one month to respond. They responded after 

receiving the reminder letters and phone calls. According to Churchill and Iacobucci, 

(2004) late respondents can be categorized as non-respondent bias because they would 

not have responded without frequent reminders and follow-up. In order to find out any 

significant differences between early and late respondents, independent sample T-test 

was used to test non-response bias. T-test was performed for all the variables used in 

the study. Results of the T-test are given as under in table 5.3.  

Table 5. 3 
Test of non-response bias 

Variables Period N Mean Std. 
Deviation 

Std. 
Error 
Mean 

Levene's Test for 
Equality of 
Variances 

F Sig. 

PS early 
response 278 4.53 0.956 0.057 0.394 0.531 

  late 
response 42 4.28 0.929 0.143     

MV early 
response 278 4.39 0.383 0.023 3.325 0.069 

  late 
response 42 4.35 0.5 0.077     
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AP early response 278 4.28 0.674 0.04 0.012 0.913 
  late response 42 4.49 0.699 0.108     

PEOU early response 278 4.58 0.849 0.051 1.298 0.255 
  late response 42 4.79 0.995 0.154     

PUSFL early response 278 4.4 0.518 0.031 2.065 0.152 
  late response 42 4.59 0.639 0.158     

ATT early response 278 4.8 0.518 0.031 2.065 0.152 

  
late response 42 4.9 0.519 0.045 

    

CU early response 278 4.18 0.674 0.039 0.032 0.813 

  
late response 42 4.59 0.469 0.988 

    

IU early response 278 4.28 0.674 0.041 0.016 0.313 

  late response 42 4.09 0.659 0.118     

 

Results of the t-test showed no significant differences as it can be seen in table 5.3, 

there are no significant differences in responses between late and early respondents 

with respect to perceived usefulness, principal support, motivation valance, ease of use 

and attitude to change, and it’s showed a significant differences in response between 

late and early respondents with respect to appreciation perceived, current usage and 

intention to use. According to Lineback & Thompson (2010), if the researcher 

employed self-administration approach the early and late response collection will be 

based on the researcher not based on the respondents. However, this significance did 

not make any difference. Therefore, further analysis was carried out on the full 328 

responses. Nonresponse bias was not a major concern in this study since its employed 

seld-administartion.  
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5.2.5  Assessment of normality  

Normality test usually conducted for understanding the symmetrical curve which has 

the greatest frequency of scores in the middle and smaller frequencies towards the two-

sided extremes (Pallant, 2001). In order to assess the normality of the distribution of 

scores for the dependent and independent constructs, some researchers (e.g., Kline, 

1998; Pallant, 2001) suggested the evaluation of  skewness and kurtosis values. This 

is for the fact that most of the constructs in the social sciences are measured using 

scales which in essence have scores, that by nature, may be positively or negatively 

skewed (Pallant, 2001). Kurtosis is another feature in the form of a distribution 

representing the degree to which an  observation gather around a central mean.  

Skewness values which are outside the range of +1 to -1 imply a substantially skewed 

distribution (Hair et al., 2006). However, Kline (1998) suggested that when a skewness 

value is located between +3 and -3, it would be acceptable. In this study, the skewness 

values were found to be within -3 to +3 limit. Similarly, the kurtosis values are 

recommended to be at the range of +3 to -3, according to Coakes, Steed, Coakes & 

Steed (2003). In this research, all of the kurtosis values were within the recommended 

range of +3 to -3, as shown in Table 5.4. The result indicated that the data set did not 

violate the normality assumption, indicating that all variables were approximately 

normally distributed. 

Table 5. 4 
SKewness & Kurtosis 

  Skewness Kurtosis 
Appreciation perceived -.969 .783 
Motivation -.164 -.121 
Principal Support -.350 -.222 
Perceived Usefulness -.704 .816 
Perceived Ease Of Use -.812 1.163 
Attitude -.235 .005 
Intention to use -.484 .202 
Current usage  -.215 .532 
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Field, (2009) suggested that in a large sample of 200 or more, it is more important to 

look at the shape of the distribution graphically rather than looking at the value of the 

skewness and kurtosis statistics. Field, (2009) added that a large sample decreases the 

standard errors, which in turn inflate the value of the skewness and kurtosis statistics. 

Hence, this justified the reason for using a graphical method of normality test rather 

than the statistical methods. Following Field’s (2009) suggestion, in the present study, 

a histogram and normal probability plots were examined to ensure that normality 

assumptions were not violated. Figure 5.2 depicts that histogram of data collected for 

the present study. The histogram follow normal pattern since all the bars on the 

histogram were closed to a normal curve. Thus, Figure 5.2 indicates that normality 

assumptions were not violated in the present study. 

 
Figure 5. 2 Histogram and Normal Probability Plots 

5.2.6  Assessment of Multicollinearity 

Testing of multicollinearity among independent variables is greatly recommended 

before testing the proposed model (Hair et al., 2010). Multicollinearity indicates the 

existence of a setback in correlation matrix when an independent variable is 

significantly correlated with another independent variable. The test of 
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multicollinearity can be facilitated by examining the tolerance value and the variance 

influence factor (VIF). According to Hair et al. (2010), the tolerance value is the 

amount of variability of the chosen independent variable that is not explained by other 

independent variables whereas the variance influence factor (VIF) is the inverse of 

tolerance. The tolerance value and variance influence factor’s (VIF) cut-off points are 

0.10 and 10, respectively, indicating that the tolerance value should be closer to 1.00 

and VIF value less than 10 in order to ensure the absence of multicollinearity.  

Table 4.7 highlights collinearity statistics for all the independent variables in the 

model. Tolerance values ranged between .091 and .333 while VIF values ranged 

between 2.831 and 9.030. Thus, the result signified no violation of multicollinearity 

assumption as contained in Table 5.5. 

Table 5. 5 
Multicollinearity  

  Tolerance VIF 
Appreciation perceived  .353 2.831 
motivation .256 3.913 
Principal support .091 9.030 
perceived usefulness .205 4.871 
perceived Ease of use .333 3.000 
Attitude .140 7.144 
Intention to use  .122 8.191 
Current usage  .227 4.401 

 

5.3  Demographic Profile of the Respondents  

In this section respondents’ demographic characteristics are presented. A look at 

profile of respondent’s shows that they all are male, and they have diverse 

characteristics in terms of age, position of employees and education. The majority of 

the respondents aged more than 36 to 45 years (68.8), between 26-35 years old (24.9%), 

18-55 years (4.4%) and more than 55 years old (2.8%).  In terms of income per month, 

majority of employees (55.2 %) were above 2000 Malaysian Ringgit; whereas, 30.6% 
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of employees were less than 4000 Malaysian Ringgit. Table 5.6 exhibits that while 

around 92.5% of the respondents had at least high school and above and 7.5% had a 

primary school. 

Table 5. 6 
Summary of Respondents’ Demography 

Item  Frequency Percentage 
Employee Age   

18-25  14 4.4 
26-35  76 24.9 
36-45  220 68.8 
>55 10 2.8 

Education   
Post graduate  47 14.7 
Undergraduate  97 30.3 
High school  152 47.5 
Primary school  24 7.5 

Respondent Position   
Clerical 1 .3 
Supervisor 26 8.1 
Head of department manager 241 75.3 
General Manager 52 16.3 

Income per Month ( 5MR = 1 Jordanian dinar)   
<1000 Malaysian Ringgit 10 2.1 
1000 - 1999 Malaysian Ringgit 118 42.6 
2000 – 2999 Malaysian Ringgit 95 29.8 
3000 – 3999 Malaysian Ringgit 81 21.1 
>4000 Malaysian Ringgit 16 4.3 

Training Length   
No training  76 14.0 
01-07 Days 126 39.3 
08-29 Days  70 24.5 
30-120 Days  25 13.4 
120 > Days 23 8.3 

 

With regard to departments, the majority of respondents (75.3%) were manger and 

decision makers, while 24.7% from other departments in the Municipality. 

Furthermore, majority of the respondents had a training for at least 1 to 7 days and 

above (86%). Table 5.6 showed that 97.9 % of the respondents their income level 

above 1000 Malaysian Ringgit and above which suited their position comparing to 

other department in the Municipality. 
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5.4 Evaluation of PLS-SEM Results 

The software package SmartPLS, Version 2.0 M3 (Ringle, Wende, & Will, 2005) was 

used to perform data analysis. This software is widely used in marketing and 

management science (Henseler et al., 2009). A PLS model is normally analyzed and 

interpreted in two stages (Hair et al., 2010). First, the measurement model (outer 

model) is tested to ensure its validity and reliability. Measurement properties of multi-

item constructs, including convergent validity, discriminant validity, and reliability, 

are examined by conducting confirmatory factor analysis (CFA). Second, the structural 

model is analyzed by assessing R square, effect size, the predictive relevance of the 

model, the GoF, and path coefficient through bootstrapping for testing the study 

hypotheses. These two stages are depicted clearly in Figure 5.3.  

 
Figure 5. 3 Measurement Model and Structural Model  
Source: Valerie (2012, p. 107). 
 

The original study model included 33 reflective measurement items (manifest variable 

or indicator) for eight variables (latent variables) including three antecedent variables, 

two independent, one dependent and two conseqanses variables,  which constitute 

eleven relationships between them based on the hypotheses proposed in a study  (see 

Figure 5.4). 
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Figure 5. 4 Original Study Model 

5.4.1 PLS-SEM Measurement Model  

Hair, Hult, Ringle, and Sarstedt (2016) outlined four stages for evaluation of the 

measurement models for PLS-SEM. These are (1) indicator reliability is evaluated 

using indicator loadings of .70, (2) internal consistency reliability is evaluated using 

composite reliability of .70 and above, (3) convergent validity using Average Variance 

Extracted (AVE) of .50 and above. Lastly (4) discriminant validity which requires that 

the square root of AVE of each latent construct should be higher than its correlation 

with any other construct in the PLS-SEM model use in a study. While the first two 

stages related to the reliability, the last two stages are concerned with validity. 

Reliability is “a test of how consistently a measuring instrument measures whatever 
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concept it is measuring, whereas validity is a test of how well an instrument that is 

developed measures the particular concept it is intended to measure” (Sekaran & 

Bougie, 2010). Generally, in assessing the reflective measurement items, the 

researcher followed the guidelines suggested by Hair et al. (2016), and Gotz, Liehr-

Gobbers, and Krafft (2010). Differently, convergent validity measure the extent of 

correlation of measures of a construct against the alternative measures of the same 

construct, while discriminant validity is the extent to which a particular construct is 

distinct from another construct (Hair, et al., 2016). Therefore, the results of the validity 

and reliability of the constructs based on the four criteria used in evaluating the 

measurement model are presented below. 

 
Figure 5. 5 Measurement Model 

5.4.2 Indicator Loadings and Construct Validity  

Construct validity testifies to how well the results obtained from the use of the measure 

fit the theories around which the test is designed (Sekaran & Bougie, 2010). According 

to Ramayah, Lee, and In (2011), the instrument should tap the concept as theorized. 

This can be achieved by assessing convergent and discriminant validity by looking at 
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the respective loadings and cross-loadings. According to Hair et al. (2016), indicator 

loadings (factor loadings) should be higher than .70. Hair et al., (2016) argued that:  

“researchers often apply the informal rule that the correlation 

coefficient (or loadings) must be greater than .70, which implies that 

the variance shared between the construct and its measure is greater 

than the error of the variance. Therefore, more than 50% of the 

variance in the observed variable is due to its construct. If the 

correlation is less than .70, results must be interpreted with care, as 

this low correlation may be due to a poorly formulated item (low 

reliability), an inappropriate item (low content validity) or an 

inappropriate transfer of an item from one context to another.” 

Based on the above recommendations, this study used a cut-off value for factor 

loadings at .70 as being significant. Accordingly, there were 7 deleted loadings 

because they were lower than .70. They were APR4 (.650), APR5 (.641), MV4 (-.179), 

PUSFL1(.384), PUSFL2 (375), PEOU1 (.679) and PEOU2 (.621) They were clearly 

shown in Figure 5.6 before deletion. After deleting these items, all the remaining items 

that measured a particular construct loaded highly on that construct and loaded lower 

on the other constructs, thus confirming construct validity. 
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Figure 5. 6 Final Measurment Model  

5.4.1.1 Internal Consistency Reliability and Convergent Validity  

Internal consistency reliability evaluates how consistent the items in an instrument of 

a certain construct measure what it is expected to measure (Sekaran & Bougie, 2010).  

There are two main statistics used in the evaluation of internal consistency reliability. 

These are Cronbach alpha and composite reliability. However, composite reliability is 

considered more powerful in the evaluation of internal consistency reliability 

especially for the user of PLS-SEM (Hair, et al., 2013). Hence, the current study use 

composite reliability (CR) with threshold values of  0.70 and above (Hair et al., 2016).  

Convergent validity is described as the level to which many items measuring the same 

concept are in agreement (Ramayah et al., 2011). In light of classical test theory, 

convergent validity has its basis on the correlation between responses taken through 

various methods of measuring a particular construct (Peter, 1981). Hair et al. (2010) 

suggested that AVE should be used in assessing convergence validity. The AVE 

measures the variance encapsulated by the indicators relative to measurement error 
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and this should be higher than 0.50 in order to justify the use of the construct (Hair et 

al., 2016).  

The results in Table 5.7 revealed that the CR of all constructs exceeded the 

recommended value of .70. Hence, internal consistency reliability of all the constructs 

was confirmed. Additionally, the results also showed that the AVEs ranged from .5944 

to .8289, which were all within the recommended range (see Table 5.7). Therefore, the 

entire latent variables satisfied the threshold value and were considered to have met 

the standard recommended for  both internal consistency reliability and convergent 

validity. 

Table 5. 7 
Measurement Model Result for Internal Consistency Reliability and Convergent 
Validity 

Model 
Construct  

Measurement 
Item  

Loading  Cronbachs 
Alpha 

Composite 
Reliability 
(CR)  

Average 
Variance 
Extracted 
(AVE)  

Approciation 
Precived  

APR1 .812 .7379 .8499 .6537 
APR2 .798 
APR3 .815 

Motivation  MV1 .841 .8849 .9291 .8141 
MV2 .942 
MV3 .921 

Principles 
Support  

PS1 .774 .8593 .9039 .7021 
PS2 .828 
PS3 .867 
PS4 .879 

Precived 
Usefulness 

PUSFL3 .919 .7940 .9064 .8289 
PUSFL4 .902 

Precived 
Ease Of Use 

PEOU3 .768 .7131 .8253 .7040 
PEOU4 .904 

Attitude ATT1 .804 .8567 .9029 .6996 
ATT2 .800 
ATT3 .851 
ATT4 .888 

Intention To 
Use 

IU1 .802 .8347 .8831 .6021 
IU2 .779 
IU3 .800 
IU4 .775 
IU5 .721 
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current 
usage 

CU1 .807 .7594 .8145 .5944 
CU2 .742 
CU3 .762 

 

5.4.1.2 Discriminant Validity  

Discriminant validity of the measures is the degree to which items differentiate among 

constructs or measure distinct concepts. Hair et al. (2012) stated that discriminant 

validity stipulates that each latent constructs’ AVE should be higher than the 

construct’s highest squared correlation with another latent constructs Fornell and 

Larcker (1981).  Criterion, and the indicator’s loadings should be greater than all its 

cross loadings.  

In the present study, discriminant validity of the measures was assessed through the 

Fornell and Larcker’s (1981) criterion.  As contained in the correlation matrix depicted 

in Table 4.11, the diagonal elements are the average variance square root extracted 

from the latent constructs. The discriminant validity exists if the diagonal elements are 

greater than other off-diagonal elements in the rows and columns. By implication, it is 

revealed that the square root of AVE of each of the eight latent constructs it higher 

than its correlation with any other construct in the research model. This was evidently 

the case in the correlation matrix, and hence, confirmed discriminant validity. 
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Table 5. 8 
Correlations among Constructs and Discriminant Validity 

latent variable APR ATT CU IU MV PEOU PUSFL   PS 
APR  0.6537        
ATT  0.2166 0.6996       
CU  0.0609 0.6106 0.5944      
IU 0.2177 0.6527 0.5778 0.6021     
MV  0.1945 0.6094 0.5608 0.5487 0.8141    
PEOU  0.2531 0.6219 0.5010 0.5826 0.6643 0.7040   
PUSFL  0.2153 0.6320 0.5386 0.5716 0.7112 0.6832 08289  
PS  0.1750 0.6001 0.5371 0.6269 0.6997 0.6859 0.7338 0.7021 

Note: PS= Principal support, MV = Motivation Valance, APR= Appreciation, PEOU= 
Perceived Ease of Use, PUSFL= Perceived Usefulness, ATT= Attitude to change, CU= 
Current Usage, IU= Intention to Use 

In this study, the discriminant validity of measures was established through Fornell 

and Larcker (1981) method, where the square root of AVE for the entire constructs 

was replaced at the diagonal elements of the correlation matrix as demonstrated in 

Table 5.6. Seven items were dropped to enhance the result and those items are no more 

in this study. All the other values are less than 0.90 and hence, the outer model‘s 

discriminant validity was established as suggested by Hair et al., (2010). The above 

results of the outer model' construct validity ensure that it is appropriate to test the 

proposed hypotheses. 

5.5 PLS-SEM Structural Model  

After analyzing the measurement model, the next step in the PLS Analysis was to 

evaluate the structural model, i.e. by analyzing the inner model. To do this, the 

researcher depended on requirements mentioned by Chin (2010), Hair et al. (2016), 

and Hair et al. (2012), by considering the R² values, effect size (f2), and predictive 

relevance of the model as well as assessing the significance level of the path 

coefficients using bootstrapping for hypotheses testing.  
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5.5.1 R Square (R²)  

In the evaluation of the structural model by PLS-SEM, Hair et al. (2012) argued that 

the initial criteria for the evaluation  structural model of PLS-SEM is the R² values and 

the level and significance of the path coefficients. The fact is that the main objective 

of the prediction-oriented PLS-SEM approach is to explain the endogenous latent 

variable by the exogenous latent variables. The judgment of what R² level depends on 

the specific research discipline. Whereas R² results of (.20) are considered high in 

disciplines such as consumer behavior, R² values of (.75) would be perceived as high 

in success driver studies. In marketing research studies, R² values of (.75), (.50), or 

(.25) for endogenous latent variables in the structural model can, as a rule of thumb, 

be described as substantial, moderate, or weak, respectively. 

Accordingly, the quality of the structural model can be assessed by R² value which 

shows the variance in the endogenous variable that is explained by the exogenous 

variables. Based on the results reported in Figure 5.7, it can be explained that, firstly, 

the R² of precived usefulness was found to be (.90), indicating that  approciation 

preiceved, motivation and principles support cumulatively account for (90%) of the 

variance in precived usefulness, indicating that it is substantial . Secondly, the R² value 

of precived use of use was (.498), suggesting approciation preiceved, motivation and 

principles support cumulatively account for (49.8%%) of the variance in preiceved use 

of use, which also indicates that the R² value is also substantial. Thirdly, the R² value 

of attitude was (.882), suggesting preicved ese of use and preicived usefulness 

cumulatively account for (88.2%) of the variance in attitude, which also indicates that 

the R² value is also substantial. Fourthly, the R² value of intention to use was (.727), 

suggesting attitude cumulatively account for (72.7%) of the variance in intention to 

use, which also indicates that the R² value is also substantial. Lastly, the R² value of 
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current usage (.72), suggesting attitude and intention to use cumulatively account for 

(72%) of the variance in current usage, which also indicates that the R² value is also 

substantial 

 
Figure 5. 7 Items Loadings, Path Coefficient, and R² Values 

 
5.5.2 Effect Size  

Effect size depicts a contribution of a specific independent variable on a particular 

dependent  variable through R-squared (Chin, 1998).  It is computed using the R-

squared of a dependent variable to which the path is attached relative to the 

contribution of a specific independent variables (Chin, 2010). It is calculated using the 

following formula: 

Effect Size (f2) = R2 Included – R2 Excluded 
                            1 – R2 Included  

 
The classification was effect-size was documented in the study of Cohen (1988) who 

classified f2 values of .02, .15 and .35 as revealing weak, moderate and strong effects 

respectively.   
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Table 5. 9 
Effect Size (f2) 
Effect F-squared (f2) Effect 
APR  PUSFL    0.020 Small 
MV PUSFL    0.029 Small 
PS  PUSFL    0.26 Medium 
APR PEOU 0.017 Medium 
MV PEOU 0.63 Strong 
PS  PEOU 0.081 Small  
PUSFL  ATT  0.44 Strong 
PEOU ATT 0.11 Small 
ATT  IU 0.025 Small 
ATT  CU 0.001 Small  
IU   CU 0.039 Small 

Note: PS= Principal support, MV = Motivation Valance, APR= Appreciation, PEOU= 
Perceived Ease of Use, PUSFL= Perceived Usefulness, ATT= Attitude to change, CU= 
Current Usage, IU= Intention to Use 

Table 5.7 depicts the respective effect sizes of exogenous latent constructs on the 

endogenous latent constructs. 

5.5.3 Predictive Relevance of the Model  

In addition to assessing the quality of the structural model by considering the R² values, 

it can also be assessed by using a blindfolding procedure to generate the cross-validate 

commonality and cross-validated redundancy (Geisser, 1974; Stone, 1974).  Based on 

the recommendation of Hair et al. (2012), cross-validated redundancy was assessed by 

the PLS-SEM estimates using blindfolding procedures and the results indicated that 

the data used for predicting research model perfectly fit the PLS-SEM approach. The 

requirement is that if an endogenous constructs’ cross-validated redundancy value 

(i.e., Q²)  is larger than zero, it implied that the research model has predictive relevance. 

According to Hair et al., (2016) Stone-Geisser’s test is calculated by the following 

formula: Q² = I-SSE/SSO. It is recommended by Hair et al. (2012) that to use 

blindfolding to obtain Q², the cases in the dataset should not multiple integers of the 

omission distance d, otherwise the blindfolding results may yield unreliable output. It 

was also suggested by Hair et al. (2012) that value of d  to be chosen should be between 
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5 and 10. Consequently,  6 was chosen as a value for d to obtain cross-validated 

redundancy values for each endogenous variables. 

Therefore, following the suggestion by Hair et al. (2012), the model of the current 

study has  predictive relevance considering that the values of the cross-redundancy are 

greater than zero. Specifically, the Table 5.8 shows that the obtained cross-validated 

redundancy values for attitude, current usage, intention to use, percived ease of use 

and percived usefulness were found to be  .605, .408, .421. .346 and .738, respectively. 

Thus, it is suggested by these results that the current research model has an adequate 

prediction relevance. 

Table 5. 10 
Prediction Relevance of the Model (Q2) 

Total SSO SSE 1-SSE/SSO 
Attitude 1280 504.3489 0.605977 
Current Usage 960 567.4994 0.408855 
Intention To Use 1600 925.7718 0.421393 
Perceived Ease Of Use 640 418.3802 0.346281 
Perceived Usefulness 640 167.6734 0.73801 

 

5.6 Hypotheses Testing  

The final step in PLS-SEM structural model is  to test the hypothesized relationships 

by running PLS algorithm and bootstrapping algorithm in SmartPLS 2.0 3M. Although 

path coefficients are very important in PLS analysis, Hair et al. (2012) confirmed that 

when paths are non-significant or reveal signs that are against the hypothesized 

direction, the prior hypothesis should be rejected. On the other hand, significant paths 

showing the hypothesized direction support the proposed causal relationship 

empirically. Further, they stated that each path coefficient’s significance, just as with 

the indicators‟ weights and loadings, can be assessed by means of a bootstrapping 
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procedure. In the previous Figure 5.7, we can clearly see the items loadings, path 

coefficient, and R² values.  

Using the bootstrapping method in the assessment of path coefficients entails a least 

bootstrap sample of 5000 and the number of cases should be equal to the number of 

observations in the original sample (Winnie, 2014; Winnie, Lo & Ramayah, 2015; 

Sumo et al., 2016; Rubel & Kee, 2014; Iivari, 2005). 

Moreover, the critical t-values for a two-tailed test are 1.65 (with a significance level 

of 10%), 1.96 (with a significance level of 5%), and 2.58 (with a significance level of 

1%). Along this vein, the researcher set 5000 re-sampling with a replacement number 

from the bootstrap cases equal to the original number of sample (320) in order to 

produce standard errors and obtain t-statistics. Figure 5.8 and Table 5.9 contain the 

path coefficient and the bootstrapping results, where the hypothesized relationships 

below were tested: 

H1:  Result revealed that the proposed relationship between appreciation perceived 

factor and perceived usefulness was significant (β = 0.239, t =2.136) and hence 

the hypothesis was supported. 

H2:  Motivation factor and perceived usefulness shows a significant relationship (β = 

0.083, t = 6.289) and hence the hypothesis was supported. 

H3:  Principles support positively influences percived usefulness (β =0.598, t 

=10.504) and hence the hypothesis was supported. 
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H4:  Result revealed that the proposed relationship between appreciation perceived 

factor and perceived ease of use was significant (β = 0.129, t =2.966) and hence 

the hypothesis was supported. 

H5:  Motivation factor and perceived ease of use shows a significant relationship (β 

=0.223, t =2.045) and hence the hypothesis was supported. 

H6:  Principles support positively influences percived ease of use (β =0.463, t =4.225) 

and hence the hypothesis was supported. 

H7:  Result revealed that the proposed relationship between percived usefulness and 

attitude was highly significant (β =0.823, t =27.118) and hence the hypothesis 

was supported. 

H8:  percived ease of use show a significante association with attitude (β =0.160, t 

=4.375) and hence the hypothesis was supported. 

H9:  Result revealed that the proposed relationship between attitude and intention to 

use was highly significant (β =0.853, t =42.664) and hence the hypothesis was 

supported. 

H10:  attitude show a signifacante association with current usage (β =0.650 , t =10.548) 

and hence the hypothesis was supported. 
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H11: Result revealed that the proposed relationship between intention to use and 

surrent usage was highly significant (β =0.223, t =3.464) and hence the 

hypothesis was supported. 

Table 5. 11 
Result of Hypothesis Testing 

Hypo Effect Path coefficient Standard error t-value Supported  
H1 APR  PUSFL    0.040 0.0185 2.136 Yes 
H2 MV PUSFL    0.365 0.0580 6.289 Yes 
H3 PS  PUSFL    0.598 0.0569 10.504 Yes 
H4 APR PEOU 0.129 0.0185 2.966 Yes 
H5 MV PEOU 0.223 0.1095 2.045 Yes 
H6 PS  PEOU 0.463 0.0569 4.225 Yes 
H7 PUSFL  ATT  0.823 0.058 27.118 Yes 
H8 PEOU ATT 0.16 0.0364 4.375 Yes 
H9 ATT  IU 853 0.0199 42.664 Yes 
H10 ATT  CU 650 0.0616 10.548 Yes 
H11 IU   CU 0.223 0.0644 3.564 Yes 

Note: PS= Principal support, MV = Motivation Valance, APR= Appreciation, PEOU= 
Perceived Ease of Use, PUSFL= Perceived Usefulness, ATT= Attitude to change, CU= 
Current Usage, IU= Intention to Use 
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Figure 5. 8 PLS Bootstrapping (t-values) for the Study Model 

5.7  Summary 

In this research chapter, PLS path modelling was presented that shows that justification 

to test the theoretical model. Assessment and calculation of significant of the path 

coefficients and key findings were also explained in this chapter. Mostly, techniques 

of self-report have provided significant and considerable support or provision for the 

factors influencing ICTs towards e-government acceptance and usage of public 

organizations in Jordan, the path coefficients revealed a significant positive 

relationship between; perceived usefulness, perceived ease of use, attitude to change, 
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appreciation, motivation valance, principal support, current usage, and intention to use, 

PLS 3 path coefficients exposed that of formulated hypotheses, all were approved. The 

next chapter (Chapter6) discusses further about the findings, followed by limitations, 

implications, and suggestions for future research directions and conclusions. 
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CHAPTER SIX  
 

DISCUSSIONS AND CONCLUSIONS 

6.1  Introduction 

This chapter discusses the research outcomes by consistent the research findings 

against the literature and research objectives of this study. The first section displays 

the discussion on the research findings and its relevant literature while, the second and 

third sections discuss the theoretical and practitioner implications. Next, the fourth 

section deliberates the limitations of this study. Thereafter, the fifth section highlights 

the recommendations for future research. Lastly, the sixth section delivers the 

conclusion of this study. 

6.2  Discussion of Research Findings 

The deliberations of the research findings focus on the 11 hypotheses of which are 

supported and have a positive effect on ICT acceptance and usage for E-government 

services. This will also answer the usage of ICT for e-government services by the 

public organisation’s employees in Jordan. Next, the discussion is also focused on the 

usage of the extended TAM as the underpinning theory applicability in this study. This 

discussion is pinned towards the research findings aligned with the research objectives 

of this study. 
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6.2.1 Appreciation has positive relationship with Perceived usefulness  

Element of appreciation among Jordanian employees display significant relationship 

towards Perceived usefulness on E-government services usage similar to studies done 

in multiple industries (Mazhar et al., 2014; Trivedi & Kumar, 2014). In fact, Mazhar 

et al. (2014) tested this relationship among Indian employee, only to find that 

appreciation insignificance towards Perceived usefulness. Similarly, Trivedi and 

Kumar (2014) found that appreciation has an insignificant impact on Perceived 

usefulness among online shoppers of India. However, there are also other studies in 

different industries, indicated appreciation as an important factor towards Perceived 

usefulness in online shopping, E-government services usage and SMSadvertising (Al-

Ajam & Md Noor, 2013; Bamoriya & Singh, 2012; Bashir & Madhavaiah, 2015; Celik 

& Yilmaz, 2011; Suh & Han, 2002; Wang & Tseng, 2011).  

Subsequently, this study concluded that appreciation is impacted due to intense 

working environment hence the negative evaluation of appreciation towards E-

government services. In contrary, if intense working environment is in place, it will 

support appreciation towards forming positive attitude of e government usage (Bashir 

& Madhavaiah, 2015). Therefore, lack of appreciation towards employees can be the 

hurdle to market penetration of E-government services, reiterated by Nguyen et al. 

(2014). As such, ICT researchers should take advantage and validate current study 

result as previous researches proven that appreciation is a strong predictor of Perceived 

usefulness (Al-Ajam & Md Noor, 2013; Bamoriya & Singh, 2012; Maduku, 2013; 

Mazhar et al., 2015). Future studies on ICT may also focus on different methodology 

as compared to this study which may improve and enhance theory of ICT usage. The 

perceived usefulness in this study displayed support towards appreciation on positive 

assessment of E-government services. This is consistence with previous empirical 
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findings on public organisation (Aboelmaged & Gebba, 2013; Nguyen et al., 2014; 

Thomas, 2011). Contrary to this, previous researches indicate that there are significant 

association among perceived usefulness and appreciation of E-government services 

usage (Al-Ajam & Md Noor, 2013; Bashir & Madhavaiah, 2015; Elkaseh et al., 2015; 

Lule et al., 2012; Maduku, 2013). Thus, the role of perceive usefulness to advocate 

appreciation is not supported among E-government services employees in Jordan.  

6.2.2 Motivation valence has positive relationship with Perceived usefulness  

The research supports the positive relationship of motivation valence and perceived 

usefulness (Al-Adwan et al., 2013; Lule et al., 2012; Shroff et al., 2011). Motivation 

valence of E-government services has the tendency to enhance capability of employees 

in performing daily task. Apparently, positive evaluation of motivation valence is 

important, as outcome of their behaviour (Maduku, 2013; Mazhar et al., 2014; Reid & 

Levy, 2008). In addition, the perceived usefulness of E-government services enables 

employees to check daily balance, paying utility bills, can be done through the E-

government services facility (Bashir & Madhavaiah, 2015; Juwaheer et al., 2012). 

Motivation valence will generate belief towards the behaviour and perceptions of 

usefulness of using the E-government services facility for conducting their job task 

(Triandis, 1979). This belief will garner adoption and continue usage of E-government 

services (Mazher et al., 2014). Theory pertaining to E-government services can further 

be enhanced with the inclusion of perceived usefulness and motivation valence 

(Mazhar et al., 2014).  

Past literature have had many predictors such as trust, subjective norm, compatibility, 

credibility, image, financial cost, computer experience, and channel convenience, risk 

and; security perception etc., directly predicting ICTs usage (AbdulKadir et al., 2013; 
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Amin et al., 2012; Fathima & Muthumani, 2015; Mazhar et al., 2015; Nasri, 2011), 

however, limited studies have been observed pertaining to motivation valence as a 

predictor of ICTs usage. Outcome of this study concurred to this notion, explained by 

strong variance (78%) of E-government services usage by motivation valence belief. 

Besides that, ICT researchers should authenticate this finding that may useful in other 

field of studies, gravitating ICT environment whereby previous literatures concluded 

that motivation valence was an important predictor to ICTs usage (Alkafagi et al., 

2015; Bashir & Madhavaiah, 2015; Fathima & Muthumani, 2015; Abdulkadir et al., 

2013). Future research in this area can also be cascaded down based on urban and sub-

urban settlers. Researchers can also conduct their researches, having gender and 

profession as the background for preference on ICT usage, which was not included in 

this study. 

6.2.3 Principal support has positive relationship with perceived usefulness 

The perceived usefulness is also a predictor of E-government services usage in this 

study. This is contrary to the research done by Bashir & Madhavaiah (2015) in India 

that shows perceived usefulness did not support usage of E-government services as the 

employees perceived the E-government services system is complicated to use.  

However, most of the previous studies done on e-government supported perceived 

usefulness as one of the predictors of E-government services usage (Eriksson et al., 

2005; Lin & Nguyen, 2011; Lule et al., 2012; Manzano et al., 2009; Pikkarainen et al., 

2004; Safeena et al., 2010; Safeena et al., 2011). Thus, the non-supported result in this 

study may be caused by the individual belief that the E-government service does not 

enhance the capability of their daily job need (Amin et al., 2012). Furthermore, 

employees believe the E-government services are useful for their job or the E-
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government services able to accomplish their daily activities faster compare to 

traditional ways. This belief causes the relationship among perceived usefulness and 

E-government services usage supported in relation to principal support on E-

government services for their daily job needs. Moreover, lack of information about a 

service and its benefit is a major barrier of E-government services adoption 

(Sripalawat, Thongmak & Ngramyarn, 2011). Therefore, to address these 

shortcomings organisation should create principal support operation to improve 

acceptance and usage rate. Notwithstanding, ICT researchers can investigate this 

predictor to close the gap in other field of studies on how useful a system that can assist 

their daily life. 

The principal support has an influence towards the usage of E-government services in 

this study. This is corresponding with a previous research done Abdulkadir et al. 

(2013) to find the impact of principal support on E-government services usage via e 

government services in Jordan. The non-support nature may be due to lack of principal 

support among employees, who believe that the system is not easy to use. In fact 

another study done in Mexico by researchers, Mansumitrchai and Al- Malkawi (2011) 

showed principal support does not promote E-government services usage. This could 

probably prevail as web page is not perceived being user friendly and therefore posing 

difficulties in completing online tasks. 

6.2.4 Appreciation has positive relationship with perceived ease of use  

This hypothesis presents the direct effect of appreciation, and perceived ease of use, 

towards E-government services. The findings indicate that the hypothesis is supported. 

The hypotheses supported are perceived ease of use towards appreciation of E-

government services (H7b). This indicates that perceived ease of use affects the 
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positive evaluation of appreciation to use the E-government services in this study. This 

result is consistent with the research done abroad in an organisation that shows there 

is a positive significant relationship aamong perceived ease of use and appreciation 

(Aboelmaged & Gebba, 2013; Adesina & Ayo, 2010; Bashir & Madhavaiah, 2015; 

Chau & Ngai, 2010; Maduku 2013; Mangin et al., 2011; Mazhar et al., 2014; Reid & 

Levy, 2008). 

Moreover, it may be concluded that the E-government services might be clumsy for 

the employees and the stability of the internet connection in certain areas is not stable. 

The other reason that may arise is that the perceived ease of use did not form the 

attitude for the Jordanian employees are the language barrier. Most of the E-

government services is in the English language; therefore, for better interaction, dual 

languages (Arabic and English) should be considered as the employees can choose the 

language that they prefer. In addition, ICT researchers should take opportunity that 

may intensify theory in TAM by validating the result of this study. Previous studies 

have indicated that perceived ease of use may predict attitudinal belief in ICT usage 

(Al-Ajam & Md Noor, 2013; Bashir & Madhavaiah, 2015; Elkaseh et al., 2015; 

Maduku, 2013; Mazhar et al., 2014). 

Whereby these studies have used TAM as the baseline theory and have been conducted 

abroad with multiple differentials in scales and items including analysis method were 

based on SEM or Regression. However, these findings have contradicted with the 

current study. Therefore, future ICT researches should take advantage to improvise the 

knowledge by focusing on longitudinal study either in public organisations. Lastly, 

appreciation has a significant impact on attitude towards usage in E-government 

services. This result is supported by previous researches done by Lule et al. (2012) in 
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ICTs and Maduku (2013) on E-government services. However, most of the previous 

studies showed contradicting findings, i.e. there is a significant relationship among 

appreciation and attitude (Hamari, 2015; Liao & Chou, 2012; Park, 2009; Shittu et al., 

2011; Zendehdel & Paim, 2015). In this study, social influence of employees did not 

play an important role towards usage of E-government services. The adoption of E-

government services may have exerted from other sources such as job activities, 

monthly account statement or through counter staff upon interacting with prospects. 

Meanwhile, old employees may be unfamiliar with the usage of services of E-

government therefore, principal support can be vital to increases the perceived needs 

perhaps by educating them about the benefits and conveniences of E-government 

services (Al- Omoush & Shaqrah, 2010). 

ICT researchers may also enhance TAM theory in the current study’s context or may 

use other related theories related to ICT usage such as TRA, TPB, UTAUT and DTPB 

in inclusion of principal support to predict attitude or usage in their studies. Previous 

studies have indicated that mix theories have been employed where also appreciation 

can causes negative attitudinal belief on ICT usage (Lule et al., 2012; Maduku, 2013). 

Moreover, TRA, TPB and DTPB baseline theories were directly predicting usage 

intention whereas extended TAM in the theoretical framework of this study, 

appreciation predict attitude and internet usage. Therefore, this study has a robust 

framework that may assist ICT researchers in predicting attitude and internet usage by 

appreciation. 
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6.2.5 Motivation valence has positive relationship with Perceived ease of use 

The results of perceived ease of use and motivation valence relationship in this study 

display a major factor of formation of positive attitude towards the usage of the E-

government services. This result is consistent with previous research done in an 

organisational perspective studies (Adesina & Ayo, 2010; Lule et al., 2012; Zhu et al., 

2010). Furthermore, a study conducted by Park (2009) indicated that students with less 

confidence and low internet skills are hindered from using e-learning. The internet 

self- efficacy of E-government services not only involves the ability to perform the 

financial or non- financial transactions over the internet but also the ability of an 

employee to know the safety precautions and to avoid financial losses due to the usage 

of E-government services.  

Lastly, the new letter reminds the E-government services employees should have the 

latest version of anti-virus and anti-malware software. It can be concluded that 

employees with high motivation valence will use the services of E-government due to 

their ability and knowledge compared to low motivation valence (Alkafagi et al., 2015; 

Park, 2009). ICT researchers especially in E-government services have the opportunity 

to enhance body of knowledge by applying motivation valence and perceived ease of 

use. It was observed that ICT researches in public organisation were able to predict the 

direct effect of motivation valence and ICTs usage (Amin et al., 2012; Eze et al., 2011; 

Nasri, 2011; Sharma & Chandel, 2013), whereby this study indicated that there is a 

strong relationship among motivation valence and perceived ease of use. Therefore, 

future ICT and E-government services researchers may include motivation valence to 

predict perceived ease of use instead of directly predicting internet usage. 
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6.2.6 Principal support has positive relationship with perceived ease of use  

On the latent factor of principal support, there is relationship among the perceived ease 

of use and principal support towards the ICTs usage of E-government services in this 

study. This result is similar to the study done by Mansumitrchai and Al-Malkawi 

(2011) in a study in Mexico on non-adopters and adopters of E-government services. 

Similarly, Juwaheer et al. (2012) performed a research in Mauritius and the result was 

not supported. In India, a study was done by Bashir and Madhavaiah (2015) giving the 

same result. Contrary to all these studies, there are studies that show principal support 

as a predictor of E-government services usage (Abdulkadir et al., 2013; Aboelmaged 

& Gebba, 2013; Bashir & Madhavaiah, 2015; Fathima & Muthumani, 2015; Foon & 

Fah, 2011). In the electronic environment such as e-learning and e-shopping, the same 

effects are displayed where there is no relationship between principal support and ICTs 

usage (Chen et al., 2013; Mamat et al., 2015; Trivedi & Kumar, 2014). On the other 

hand, other previous studies also indicate that there is a positive or negative significant 

relationship among principal support and ICTs usage (Alkafagi et al., 2015; Chen & 

Li, 2010). 

Similarly, Chen et al. (2010) displayed the same results indicating that there is support 

for principal support towards usage of ICTs as the skills of e-government is not 

important for online services. On the other hand, another study but on public 

organisation contradicts to this finding (Trivedi & Kumar, 2014). In the area of public 

organisation study compared to private organisation studies, it was observed that 

principal support plays an important role for the public organisation employees to use 

E-government services. This may prove that lack of principal support may hinder 

employees to adopt E-government services (Mansumitrchai & Al-Malkawi, 2011). 

Some studies have indicated that lack of skills and knowledge on ICTs may cause 
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financial loss to the organisation (Mansumitrchai and Al-Malkawi (2011). Likewise, 

findings showed that older employees with low salary category reported themselves 

were absence of awareness towards E-government services and its advantage, absence 

of internet access and inadequate knowledge and  internet confidence and support to 

use were among the reasons of not using E-government services (Fah & Foon, 2011). 

Therefore, old employees far away of using the E-government services. However, ICT 

researchers could investigate further on the issue of ICTs by older people employing 

different set of methodology to find out how older people can adopt the E-government 

services. 

6.2.7 Perceived usefulness has positive relationship with Attitude  

Despite the fact that perceived usefulness (PU) in TAM (Davis 1989) , TAM2 

(Venkatesh & Davis 2000) and Augmented TAM or Combined TAM and TPB called 

(C-TAM-TPB) (Taylor & Todd 1995a), was theorised as a direct determinant (a core 

construct) of behaviour intention, strong evidence supported that perceived usefulness 

was also found as a direct determinant of usage behaviour (Adams, Nelson & Todd 

1992; Dishaw & Strong 1999; Gefen & Keil 1998; Gefen & Straub 1997). Perceived 

usefulness is analogous to the relative advantage of perceived characteristics of the 

Rogers’ Innovations Diffusion Theory (Venkatesh et al. 2012). From the evidence, it 

is a good rationale to use perceived usefulness as the direct determinant of attitude. 

The importance of perceived usefulness has been widely recognized in the field of E-

government banking (Guriting and Ndubisi, 2006; Jaruwachirathanakul and Fink, 

2005; Eriksson et al., 2005; Laforet and Li, 2005; Polatoglu and Ekin, 2001; Liao and 

Cheung, 2002). According to them usefulness is the subjective probability that using 

the technology would improve the way a user could complete a given task. Based on 
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theories in social psychology, such as the theory of reasoned action (TRA) (Ajzen and 

Fishbein, 1980; Fishbein and Ajzen, 1975) and the theory of planned behavior (TPB) 

(Ajzen, 1985), the technology acceptance model (TAM) has been validated as a 

powerful and parsimonious framework (Davis, 1989; Davis et al., 1989). 

6.2.8 Perceived ease of use has positive relationship with Attitude  

Perceived ease of use (PEOU) was also theorised as the direct determinant of 

behaviour intention in a number of theories and models including TAM , TAM2 , and 

C-TAM-TPB. In addition, strong evidence supported that perceived ease of use 

(PEOU) was also found as a direct determinant of usage behaviour (Adams, Nelson & 

Todd 1992;Gefen & Keil 1998; Gefen & Straub 1997; Hendrickson & Collins 1996; 

Igbaria, Parasuraman & Baroudi 1996). PEOU is analogous to the complexity of 

perceived characteristics of Rogers’ Innovations Diffusion Theory, although in the 

opposite direction (Venkatesh et al. 2012). Based on many theories/models and 

previous research, perceived ease of use is justified as an important determinant to 

influence attitude.  

Researchers argued that perceived ease of use is the extent to which a person accepts 

as true that using an exacting method would be at no cost to that individual (Davis et 

al., 1989; Mathieson, 1991; Gefen and Straub, 2000; Gahtani, 2001). At first Rogers 

(1962) affirmed perceived ease of use is the term that represents the degree to which 

an innovation is perceived not to be difficult to understand, learn or operate. He further 

stated that perceived ease of use is the degree to which consumers perceive a new 

product or service as better than its substitutes (Rogers, 1983). Similarly, Zeithaml et 

al. (2002) stated that the degree to which an innovation is easy to understand or use 

could be considered as perceived ease of use. According to Mathieson (1991), the 
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perceived ease of use is the consumer’s perception that banking on the internet will 

involve a minimum of effort. Similarly, Consult (2002) noted that perceived ease of 

use refers to the ability of consumers to experiment with a new innovation and evaluate 

its benefits easily. He also affirmed that the drivers of growth in electronic banking are 

determined by the perceived ease of use which is a combination of convenience 

provided to those with easy internet access, the availability of secure, high standard 

electronic banking functionality, and the necessity of banking services. 

6.2.9 Attitude to change has positive relationship with Intention to use ICT 

The attitude to change towards ICTs in this study is consistent with previous studies 

(Alkafagi et al., 2015; Alshare et al., 2011; Porter & Donthu, 2006; Thomas, 2011) 

where the casual path is strongly significantly positive between attitude to change and 

ICTs usage. For example, in a study by Alkafagi et al. (2015), it was found that attitude 

is a strong predictor of E-government services usage and this is due to employees who 

have a better understanding of the E-government services system. On the other hand, 

in the other areas such as e-shopping, e-learning and general internet usage itself, 

support is shown (Al-Adwan et al., 2013; Elkaseh, et al., 2015; Read et al., 2011; 

Thomas, 2011). Therefore, the outcome of attitude to change and E-government 

services usage relationship of this study is an evident that strong correlation exists 

between them and play vital role on the prediction of E-government services usage. 

This shows that the positive attitudinal belief by the Jordanian public organisation’s 

employees reflecting the attitude as an important element prior to E-government 

services usage concurred by many studies abroad (Chinho & Conghoang, 2011). These 

glaring results should benefit ICT researchers in their quest to investigate further in 

other study setting, uncovering how attitudinal belief could assist usage in the future. 

On the other hand, the possibility of attitude to have an impact on the E-government 
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services usage is due to the employees relying on the attitude that may influence them 

to perform the E-government services usage based on the wise and pleasant ideas that 

give them a belief that ICTs is a convenience way of doing e- government services 

(Maduku, 2013; Mazhar et al., 2014; Suh & Han, 2002). Likewise, previous empirical 

research also suggests that the individual’s capability of using an information system 

successfully to complete a task impacts his or her attitude and usage of the information 

system (Compeau & Higgins, 1995; Compeau et al., 1999; Reid & Levy, 2008).  

It is also important for the public organisations to promote the usage by employees on 

E-government services in many ways as study indicated strong factors that influence 

the respondents’ decision to use E-government services are one self and promotions 

by public organisations (Adam et al., 2012). This can be done by ways of training in 

the public organisation’s website, teaching the employees on how to operate the E-

government services. Dialogues with employees can be done by managers of every 

department to give confidence to these employees on the usage of the E-government 

services facility. Lastly, a campaign needs to be done to promote E-government 

services usage for this group of employees (Munusamy et al., 2012).  

6.2.10 Attitude to change has positive relationship with current usage of ICT 

Hussein (2017) defines attitude as individual characteristics which portraits either 

positive or negative behavior or reflection of feeling and knowledge to certain concept 

or subject. According to Mantle-Bromley (1995) in the psychology study that attitude 

consists of three components such as affect, cognition and behavior which refer to 

people preferences level, person’s knowledge about the attitudinal object and reactions 

and intention regarding the object respectively. Bruess (2003) posited in his study on 
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the adoption of instructional technology that attitudes play a significant role on 

influencing users in their life.  

In E-government, many previous studies on technology adoption have proposed 

attitude as an important predictor (Liu et al., 2009; Tosuntas¸ et al., 2015). Cheung and 

Vogel (2013) demonstrate that user’s positive attitude will lead to higher intention to 

use E-government technology. Taking into account the rapid expansion of E-

government process Wang and Wang (2009) urge that intention to use web based 

learning was significant with its actual use. To better understand in terms of use of 

these E-government Altawallbeh et al. (2015) in his study postulate that there is a 

possibility for the intention and behaviour is conflicted defined since the intention to 

accept E-government can be influenced by unforeseen events.  

6.2.11 Intention to use has positive relationship with current usage of ICT  

Normally in the municipality, current usage by Employees depends on their work and 

position. Because of this, it can be said that this research conducted in the context of 

current usage which is similar to most previous research. Since an individual’s stated 

preference to perform the activity (such as behavioural intention) will in fact be closely 

related to the way they do behave, this assumption only applies when the behaviour is 

under a person’s volitional control (free will) (Ajzen & Fishbein 1980). Therefore, it 

is logically claimed that municipality employee intention to use the E-government will 

be closely related to their current usage behaviour if the use of the technology depends 

on their work and positions will. In addition, much previous research found that 

behaviour intention and current usage have a significant relationship (Chen, Gillenson 

& Sherrell 2002; Davis 1989; Davis, Bagozzi & Warshaw 1992; Dishaw & Strong 

1999; Mathieson, Peacock & Chin 2001; Moon & Kim 2001; Szajna 1996; Taylor & 
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Todd 1995b; Venkatesh & Davis 2000; Venkatesh et al. 2003). Thus, it can be said 

that having experience in using the e-government will be closely related to 

municipality employee intention to use the e-government in the future. Therefore, this 

research conclude that intention to use (self-reported usage) have a significant 

influence on current usage to use the e-government (self-predicted future usage) in the 

future. 

6.3  Theoretical Implications 

First, the outcome of this research will contribute to the current body of knowledge in 

the public organisation study in the Jordanian context on appreciation, principal 

support and motivation valence and maintaining perceived ease of use and perceived 

usefulness, towards the usage of ICT facility as the contributing factor and imperative 

driver of attitude and e-government services usage. It is obvious that the contributions 

of appreciation in the forming of attitude towards current usage of ICTs are very 

significant. This was proven by the result displayed that this is the most important 

predictor of attitude formation towards current usage of ICTs. Similarly, the indirect 

effect of attitude by motivation valence consistently contributed to the usage of e 

government facility. 

On the other hand, there is another point to note where there is no significant direct 

effect by perceived usefulness towards e government usage except through attitude as 

an intervening variable occurred in this study. Therefore, this study would contribute 

attitude as an intervening variable and predict the powerful future framework of TAM. 

Second, in addition to this, positive attitude is the strongest direct predictor e-

government services usage whereas perceived ease of use has a positive contribution 

of e-government services usage. Thus, perceived usefulness has formed attitude 
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towards usage of e-government (Table 5.10). This direct predictor also supports the 

TAM’s original framework, which has a strong predicting supremacy of usage 

information and communication technology (Davis, 1989; Davis et al., 1989). Third, 

this study contributes to the body of knowledge by providing a more comprehensive 

TAM framework with the inclusion of additional variables to enlighten the model to 

be more robust. It is evidenced on the strong variances explained by attitude that 

contributed 78% while the variances explained by the e government services usage 

contributed 66%. This shows that by inclusion of additional variables, it has improved 

the predicting power of TAM; furthermore, it is more important for the public 

organisations in Jordan to review their strategy tools both in their management effort 

and e-government services building based on this finding. 

6.4  Practitioners Implication 

The conceptual model of the advance TAM in this study is developed for the public 

organisations particularly for the main three municipalities from Jordan that allows 

them to review the TAM framework that may provide an advantage for the public 

organisations to benefit from the usage of this framework. This framework can assist 

the municipalities in setting their ICTs and gaining better e-government services of 

utilizing this framework. The public organisations should take further steps to 

understand the employees and organisation relationship pertaining to the usage of e 

government services. This can be done by identifying the correct predictors of ICTs 

usage and operationalize these drivers in order for the organisation to get the benefits 

and employees loyalty and satisfaction in the long run and measure the deficiency and 

effectiveness of these drivers. 
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6.5  Limitation of the Study 

There are a few limitations in this study even though prudence and due diligence has 

been exercised to produce the best output. The first limitation is the employee’s e-

government services usage as a wide and complex based on the information 

communication technology acceptance and it is varies depending on the models and 

theory used in a study. This acceptance and adoption of e-government services usage 

may produce different results even though it uses the same predictors. It varies based 

on the time and data collection method. 

The second limitation is based on the method of data collection. In this study, the data 

collection is based on cross sectional whereby data is collected once in a time frame. 

If the data collection is based on longitudinal study, the approach will give some 

advantages that allow changes in response by the respondents over time that may lead 

to different results in a study. This may assist the factors affect the attitude and e 

government usage. 

The third limitation is on the nature of the study setting whereby it focused on the three 

Jordanian Municipalities (Municipality of Zarqa, Municipality of Irbid, Municipality 

of Mafraq) are involved in this study respondents and the data collection area within 

Amman, Jordan based on the population provided by the Ministry of Public Sector 

Development Jordon (MOPSD). However, Amman is an urban area where the 

population comes from various regions in Jordan. Therefore, the actual behaviour of 

the respondents on the usage of e-government services may differ if they are in the 

rural area that may lead to different results. The other point to note is this study 

excludes public organisations in Jordan where the private organisation employees may 
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have a different perception and behaviour towards the usage of e-government services 

and therefore it may not be demonstrative of all the employees in Jordan. 

6.6  Recommendation for Future Study 

This study has provided the comprehension of public organisation employees on their 

ICTs usage for e-government services however this study can be expanded further in 

future research. The future researches may explore several areas as follows: 

This study has focused on adopters of the ICTs facility that investigate the usage of 

ICTs in three main municipalities in Amman Jordan however this may not reflective 

of the actual behaviour. Therefore, this study suggests making a comparison between 

adopters and non-adopters on the usage of ICTs facility. Hence, the comparison 

between these two groups may gauge and reflect the actual attitudinal belief and 

behaviour of the respondents in the study. 

The setting of study may impact on the results of this research. The study will 

concentrate on the respondents from area of Amman which will not display the actual 

behaviour of the respondents. Research suggests that addition of other geographical 

areas such or other Jordan cities in meeting the generalization and simplification of the 

findings. For data collection cross sectional approach was used which may have some 

barrier due to one off method of data collection and unable or incapable to meet 

representation. Henceforth, the study suggests the options of future research as to 

implement a longitudinal study where recurring measurement are done for 

respondents, thereby considerate the behaviour of the services of E-government usage 

over time. 
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In this study, principal support does not have a direct relationship between attitude and 

e-government services usage. However, future research should also investigate the 

multi dimension of principal support to be incorporated in the TAM to validate the 

impact of principal support towards the attitude and e-government services usage. 

Therefore, by adding the multi dimension of principal support to firm up the current 

suggested model and this will make the model more meaningful. Besides that, the 

demographic profile may impact the attitude and e-government services usage and in 

many studies demographic factors may have a strong predictor towards attitude and e-

government services usage. In addition to this, future research should be included in 

the model for generalization of the study and to enrich the literatures. 

6.7  Conclusion 

This is the first theoretical model of e government study in Jordan that has adopted the 

TAM with additional predictors of appreciation, principal support and motivation 

valence and maintaining perceived ease of use and perceived usefulness, while attitude 

as the intervening variable towards current usage. However, these independent 

variables have direct relationship on attitude and towards ICT current usage. In 

addition to this, perceived ease of use has a positive significant relationship on the 

current usage and not on attitude. Perceived usefulness does not predict current usage 

however it predicts attitude. On the other hand, perceived usefulness and attitude have 

positive effect on ICTs acceptance and usage. 

The findings from this study are important for the managers of public organisations in 

Jordan to digest the results of this study when embarking on their managing strategies 

and organisational performance. For the regulatory body, this study is a point for them 

to formalise a standard of practice such as format and e-government services content 
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to be followed by the public organisations to protect the employees. Lastly, it is one of 

the valuable researches for academicians that may enrich the body of knowledge. 
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APPENDIX 

 
A survey on the factors influencing ICT acceptance and 

usage for e-government services in public organizations in Jordan 
Dear Respondent, 

TO WHOM IT MAY CONCERN 

I am Ph.D. student of University Utara Malaysia, who conducting a survey over 
employee’s attitude towards e- government acceptance and usage in public 
organization. Through your participation, I eventually hope to understand factors 
influencing ICTs towards E-government acceptance and usage. 

Enclosed with this letter is a brief questionnaire that asks variety of questions about 
your organization. If you choose to participate, do not write your name on the 
questionnaire. Your responses will not be identified with you personally, nor will 
anyone be able to determine which company you work for.  

I hope you will take a few minutes to complete the questionnaire. Without help of 
people like you, research on E-government acceptance and usage could not be 
conducted. Your participation is voluntary and there is no penalty if you do not 
participate. Thanking you in anticipation of your response.  

The questionnaire has two parts; part 1 is demographic information. Part 2 is a seven 
point questions. 1 extremely disagree with the statement and 7 extremely agree with 
the statement. As much as possible, please do not leave any item in the questionnaire 
blank. 

Yours sincerely,  
Name  
 
Name: 
Main Supervisors  
 
Name: 
Co-supervisor 
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Part I: Background Information  
 
Respondent Background  
Age  

1. 18-25  
2. 26-35  
3. 36-45  
4. 45-55  
5. >55 

Respondent's education background  
1. Post graduate  
2. Undergraduate  
3. High school  
4. Primary school  

 
Respondent's position 

1. Clerical 
2. Supervisor 
3. Head of department manager 
4. V. General Manager 
5. General Manager 

Income per month (Malaysian Ringgit) 
1. <1000  
2. 1000 - 1999  
3. 1999 - 2999 
4. 3000 - 3999 
5. >4000 

Training length  
1. No training  
2. 01-07 Days 
3. 08-29 Days  
4. 30-120 Days  
5. 120 > Days  
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Part II 
Please review each of the following statements and tick the item that best represents 
in your organization. Selection 1 indicates that you strongly disagree with the 
statement, selecting a 7 indicates that you strongly agree with the statement. 

No  Variables Code Items for consumers’ 
attitude towards E- 

government 
acceptance 

1 2 3 4 5 6 7 

 
 

1. 

 
 

Principal 
support 

PS1 Senior management 
thinks I Should use 
computer 

       

PS2 Management supports 
computer in my 
organization 

       

PS3 I get management 
support 

       

PS4 It is easy for me to 
observe others using e-
government in my 
organisation 

       

 
 
 
 

2. 

 
 
 
 

Motivation 
Valance 

MV1 I do not wish to expose 
myself or my 
organization to the high 
risks and learning costs 
associated with a new 
technology by being its 
first user.  

       

MV2 I intend to use computer 
if it help the 
organization 
performance.  

       

MV3 I intend to use computer 
if it does not help m 

       

MV4 I am satisfied with my 
performance at this task  

       

 
 

3. 

 
 

Appreciation 

APR1 Computers make work 
more interesting 

       

APR2  Working with 
computers is fun.  

       

APR3 I like using computers.         
APR4 I find computers a 

useful tool in my work 
       

APR5 I want to learn a lot 
about computer 

       

 
 

4. 

 
 

PEOU1 My interaction with 
computers is clear and 
understandable 
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Perceived 
Ease of Use 

PEOU2 I find it easy to get 
computers to do what I 
want it to do 

       

PEOU3 Using the computer 
does not require a lot of 
mental effort 

       

PEOU4 I find computer easy to 
use 

       

 
 

5. 

 
 

Perceived 
Usefulness 

PUSFL1 Using computer will 
enhance my 
effectiveness 

       

PUSFL2 Using computer will 
increase my 
productivity 

       

PUSFL3 Using technology 
compatible w/all 
aspects of our work. 

       

PUSFL4 Using computer gives 
me greater control over 
my work. 

       

 
 
 

6. 

 
 
 

Attitude to 
change 

ATT1 I feel very little loyalty 
to this change.  

       

ATT2 I would accept almost 
any type of job 
assignment in order to 
keep working for this 
organization 

       

ATT3 I am willing to put in a 
great deal of effort 
beyond that normally 
expected in order to 
help the organization be 
successful 

       

ATT4 I find that my values 
and the organization’s 
values are very similar. 

       

 
7. 

 
Current 
Usage 

CU1 My Usage of the 
computer in my daily 
work is high 

       

CU2 I estimate the current 
usage of computer in 
my department very 
high 

       

CU3 My current usage of the 
computer is high 

       

 
 
 

8. 

 
 
 

IU1 I will use computer in 
my work in future. 

       

IU2 I plan to use computer 
in my daily life often 
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Intention to 
Use 

IU3 I will encourage my 
collage to use computer 

       

IU4 I will encourage my 
organization 
costumers’’ to use the 
system 

       

IU5 Given that I have access 
to the system, I predict 
that I would use it 
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