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ABSTRACT

Thesuccessofgovernmentale-transactionsindevelopingcountriesisduetotheeffectiveutilization
ofinformationcommunicationtechnology.Thecurrentliteraturereportsthate-transactionscanmeet
withcitizenreluctance.Duetoitsnatureasasociotechnicalsystem,thisarticleinvestigatestherole
ofsociotechnicalfactorsintheendorsementofe-transactions.Quantitativeresearchwasconducted
to analyzeonlinedata from663participants fromapopulationof80,000onlineusers.Structural
equationmodellingwasalsoperformedtoexaminetheassociationbetweensociotechnicalfactorsand
theacceptanceofe-transactions.Theresultssuggestthatsociotechnicalfactorsinfluencetheusageof
e-transactions.Thus,atheoreticalsociotechnicalmodelwasdevelopedwhichincludesthreelevels:
technical,organizationalandsocial.Anumberofdesignandimplementationactivities,relatedtothethree
theorizedlevels,weresuggestedtoguidegovernmentsinincreasingtheacceptanceofe-transactions.
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INTRodUCTIoN

Therapidadvancementsininformationandcommunicationtechnologyaffectvariousprofessions
and also people’s personal lives. The integration of technology has also dramatically affected
howcitizenscommunicatewithgovernment;oneeffecthasbeen theevolutionof e-government
transactionsore-transactions (Siau&Long,2009). In simple terms,e-government is theuseof
onlinecommunicationmediumstoprovideroutineservicestocitizens(Cordella,Hesse,&Irani,
2015).Withinthepublicsector,e-transactionsrepresentedfundamentalchangesinthestructures,
values,andwaysofperformingthedeliveryofgovernmentalservices.Inthecontextofgovernmental
services, e-transactions are contact pointswhere citizens candealwith thegovernmentdirectly.
Thesedealingscouldincludeasexamples:issuingconstructionpermits,extractingnationalIDsand
applyingforpassports.Thesignificantimplementationofe-transactionsinmanycountriesisdueto
theeffectiveutilizationofICT.

TheutilizationofICTfordeliveringgovernmentalservicesthroughe-transactionscanprovide
anumberofbenefits.Forexample,e-transactionscanincreasegovernmentalagencies’accessibility
andprovidediversechannelsofcommunicationatalowercost(Gilbert,Balestrini,&Littleboy,2004;

Thisarticle,originallypublishedunderIGIGlobal’scopyrightonApril5,2019willproceedwithpublicationasanOpenAccessarticle
startingonJanuary13,2021inthegoldOpenAccessjournal,JournalofGlobalInformationManagement(convertedtogoldOpenAccess

January1,2021),andwillbedistributedunderthetermsoftheCreativeCommonsAttributionLicense(http://creativecommons.org/licenses/
by/4.0/)whichpermitsunrestricteduse,distribution,andproductioninanymedium,providedtheauthoroftheoriginalworkandoriginal

publicationsourceareproperlycredited.



Journal of Global Information Management
Volume 27 • Issue 3 • July-September 2019

39

Venkatesh,Thong,Chan,&Hu,2016).Manyrecentstudiesreportedpeople’sreluctancetoembrace
e-transactionsasameansofreceivinggovernmentalservices(Alsaeed,Adams,&Boakes,2014).
Hence,theinformationsystemsliteraturewastryingtoaddressthisissueby,forexample,looking
atthetechnologicalperspectiveofe-transactions.Thistechnologicalviewrelatestheacceptanceof
e-transactionstoitstechnologicalcharacteristicssuchasitseaseofuseandusefulness(Al-Gahtani,
2011).However,e-governmenttransactionscanbeconsideredasasociotechnicalsystemthathas
awideinteractionwithcitizenswhosecontextcouldaffecttheirusageofthissystem(Damodaran,
Nicholls,Henney,Land,&Farbey,2005;Khan,Moon,Park,Swar,&Rho,2011).

Asociotechnicalperspectiveviewsinformationsystemsasastructureoftechnical,organizational
and social elements. The success of information systems, according to this perspective, can be
onlyachievedif thesethreeelementsareconsideredconcurrently(Damodaranetal.,2005;Trist
&Bamforth, 1951).E-transactions inherit such a structure as society interactswithgovernment
organizationsandtechnologiestoachieveoutcomeswhichcannotbeattainedbyoneoftheseelements
independently.Therefore,itisnecessarytoidentifysociotechnicalfactorswhichplayamajorrolein
theacceptanceofgovernmentale-transactions.Theroleofsociotechnicalfactorsindicatingtheusage
ofcomputers(Ali&Alshawi,2004)andtheInternet(Gong,Li,&Stump,2007)hasbeenstudied
extensively;however,theliteraturecontainedfewstudiesthatfocusontheimpactofsociotechnical
aspectsofe-governmentacceptance(Khanetal.,2011;Meijer&Bekkers,2015).Moststudieson
e-government focusedon the technologicalperspectivesuchas (Abanumy,Al-Badi,&Mayhew,
2005;Harrison&Zappen,2015;Krishnaraju,Mathew,&Sugumaran,2016).Also,currentstudies
embracingthesociotechnicalperspectiveinthee-governmentliteraturewereexploratoryinnatureby
onlyreviewingtheliterature(Khanetal.,2011)orbyapplyingaqualitativemethodology(Hedström,
Karlsson,&Söderström,2016).Therefore,thisresearchadoptedaholisticandempiricalapproachto
explaintheacceptanceofe-transactionswithafocusonsociotechnicalfactors.Weattempttoanswer
thefollowingresearchquestions:

• Whatarethetechnicalandorganizationalfactorsaffectingtheacceptanceofe-transactions?
• Whatistheeffectofutilizinge-transactionsasameansofcommunication?
• Whatimpactdosocialaspectshaveontheacceptanceofe-transactions?

Thefirstquestionhasbeenaddressedbyexaminingthetechnicalcharacteristicsofe-transactions
(comparativebenefit,compatibility,difficultyandoutcomecertainty).Furthermore,exploringthe
hypothesizedrelationshipbetweenacceptanceandorganizationalfactors(relianceongovernment
agenciesand therelianceon theInternet)assisted in investigating thefirstquestion.Thesecond
questionhasbeenansweredbytestingtherelationshipbetweentechnologicalcommunicabilityand
acceptance.Thethirdquestionwasinvestigatedthroughexaminingtherelationshipbetweensocial
factors(opennesstochangeandconservatism)andtheacceptanceofe-transactions.

LITERATURE REVIEw

E-Government and E-Transactions
Itisimportanttorealizethattheconceptandpracticeofe-governmenthasemergedfromthe
potentialuseofelectronicmeans,rangingfromcomputerstotheInternet,tosatisfycitizens’needs
(Siau&Long,2005).Afactorimperativetoe-governmentisthee-transaction,onwhichattention
hasbeenmainlyfocusedinthisstudy.E-transactionsfacilitateservicesofferedbygovernment
toitscitizens;thus,assessingonlineelectronicgovernmenttransactionsistheessenceofthis
study(Abunadi&Alqahtani,2017;Al-Gahtani,2011;Scott,2006).E-governmentrangesfrom
thesimpleprovisionofinformationtothefull integratedimplementationofservices(aform
thatiscallede-transaction)andthenewerformsofe-government(thevirtualgovernments,open
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government)(Agostino,Arena,Catalano,&Erbacci,2017;Fang,2002).Anemergingapproach
to e-transactions is to view them as a sociotechnical system. The more elaborate definition
of e-transactions is that of the sociotechnical approach,whichviews technology as ameans
to improvethesocialsettingsof theadoptersof this technology.E-transactionsarenotmere
technologicalonlinetoolsthatfacilitateoperationsbetweengovernmentagenciesandcitizens,
butratherconnectorsandcommunicationmethods(Damodaranetal.,2005).

There are a number of benefits of e-transactions in facilitating communication between
governmentagenciesandcitizens.E-transactionsprogressoperationsandtasksthatarerequiredto
completetheprovisionofcitizens’services.Thebenefitsofe-transactionsalsoincludeincreased
accessibilityanddiversechannelsofcommunicationwithcitizensprovidedatlowercost(Gilbert
etal.,2004;Venkateshetal.,2016).Additionally, thebenefitsofe-transactionscouldvaryfrom
minimizationoffraud,automationofprocedures, improvedprioritizationofresources, increased
transparency,betterequity,andenhancedtraceabilityoftransactions(Carter,Weerakkody,Phillips,
&Dwivedi,2016;Pedersen,2017).Despitethenotedbenefits,theimplementationofe-transactions
facesseveralchallenges.Severalstudies,suchasthoseofAlNagiandHamdan(2009)andKumar,
Sachan,&Mukherjee(2017),highlightanumberofcriticalchallengesthatareparticularlyevident
in developing countries.First are a lackof computer literacy and Internet accessibility.Second,
ruralareashavehigherlevelsofdigitaldividewherethereareinadequatelevelsoftechnological
infrastructures.Third, there isaweakawareness regarding theelectronicservicesprovided.The
fourthcriticalchallengefacingtheimplementationofe-transactionsisanabsenceoflegislationthat
embraceselectronicmeansasanofficialmeansofconductingbusiness.

Issuesandproblemsassociatedwithe-transactionscanreducetherelianceonthegovernmental
servicesproviderandthetechnologybywhichtheseservicesaredelivered.Lossofdata,unreliability
ofelectronicservices,lackofsecurityandprivacy,and,mostimportantly,thedifficultyoftechnology
usagehaveanegativeimpactontheadoptionofe-transactions(Pedersen,2017).Therefore,theaim
ofthisstudyistoexamineindividuals’(citizens’)acceptanceinusinge-transactions.Followingthis
introductorydiscussion,areviewoftechnologyadoptionandacceptancetheories/modelsispresented,
aswellase-government-relatedstudies.

Technology Adoption Theories
Theinformationsystems(IS)fieldhascontinuouslystudiedthetechnologicalandsocialphenomenon
oftechnologyadoption(Dwivedietal.,2017).Therearemanytheoriesthathavearisentoencapsulate
thephenomenonoftechnologyadoption.Initially,mostISadoptiontheoriesreliedontheTheoryof
ReasonedAction(TRA)andtheTheoryofPlannedBehavior(TPB).TheTechnologyAcceptance
Model(TAM)developedfromTRA(Davis,1986).Thesesocio-psychologicaltheoriesfocusedon
humanbehaviorwiththeintentiontoperformanactionbeforeacceptingthisaction.Pre-existing
beliefsandattitudesaffecttheindividual’sdecisiontoaccepttheirbehaviorinrelationtoanobjector
technology(Ajzen,1991;Davis,1986;Fishbein&Ajzen,1975).FromTAMadvancedtheUnified
TheoryofAcceptanceandUseofTechnology(UTAUT),whichcondensespreviouseffortsinthe
TAMstreamintoaunifiedtheory(Venkatesh,Morris,Davis,&Davis,2003).

AnotherstreaminInformationSystemstechnologyadoptionistheDiffusionofInnovation(DOI).
DOIdiscussestherateofinnovationspreadingwithinasocietyanditsrelationtocommunication
channelswithinthesociety,time,andthesocialsystem.DOIwasappliedinitiallytoagriculture,
wherebusinessesintroducednewtechnologiesandtoolstoenhanceproduction.Thediffusionrate
isaffectedbythefollowingvariables:relativeadvantage,complexity,compatibility,trialability,and
observability.Thetheoryproposesthat,inorderforaninnovation/technologytosustainusagewithin
asociety,itrequirescontinuingwideacceptance/adoption(Rogers,2003).

AnotherrobusttechnologyadoptionmodelisthePerceivedCharacteristicsofInnovation(PCI).
ThePCImodelwastailoredfromDOIforstudyingtechnologyspecificallyratherthaninnovation.
PCIwasdevelopedbyGaryMooreandIzakBenbasatin1991.Thistheorywascontextualizedfrom
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DOIvariablesandimprovedtheinstrumentbyusingrigorousmeasures,resultingin38itemswith
eightvariables(Moore&Benbasat,1991).ForthereasonsmentionedPCIwasadoptedasacore
theoreticalpillarofthisstudy.PCIincludesthefollowingvariables:voluntariness,relativeadvantage,
compatibility,image,easeofuse,resultdemonstrability,visibilityandtrialability.ThePCIinstrument
(Figure1)wascontextualizedasatheorythatfocusesontheadoptionoftechnologies(Moore&
Benbasat,1991).Voluntarinessisdefinedasthemeasurebywhichtechnologyusageisconsidered
asbeingvoluntary.Therelativeadvantageisdefinedas themeasurebywhichthe technologyis
consideredtobesuperiortoitspredecessor.Compatibilityisthemeasurebywhichatechnologyis
consideredtobeconsistentwithvalues,requirements,andthepreviousexperiencesoftheuser.The
variableimageisdefinedasthemeasurebywhichtechnologyusagewouldprovidesocialapprovaland
status.Easeofuseorcomplexityisthemeasurebywhichtechnologyisconsidereddifficultoreasy
touse.Resultdemonstrabilityisdefinedasthemeasurebywhichtheresultsofusingatechnology
arenoticeablebyothers.Visibilityisthelevelatwhichusingtechnologyitselfisvisibletoothers.
Trialabilityisthedegreetowhichatechnologyisavailablefortrialbeforeitsactualusageandfull
adoption(Moore&Benbasat,1991;Rogers,2003).

AcommonchallengeoftechnologyacceptancemodelssuchasTAMandPCIisthelackofsocial
andorganizationalperspectiveinexplaininguserbehaviorwhileusingtechnology(Alqahtani,Watson,
&Partridge,2014).IncorporatingPCIwithothernon-technology-orientedtheoriestoexplainuser
behaviorisimperativeinexpandinginformationsystemresearch.Therefore,inthecurrentstudy,a
socialperspectiveisconsideredtoextendthetechnologyadoptiontheories.Thefollowingsection
explainsatheorythatisrelatedtothesocialperspective.

Social Perspective
Differentsocietieshavevariedprioritieswhicharerelatedtotheirsocialstructure,history,individuals’
experiencesandgeographical location (Bardi&Guerra,2010;Schwartz&Bardi,2001).Social
perspectivehasbeenusedindifferentsettingstoexplainindividuals’behavioranddecisionssuchas
fieldofstudyselection,consumerprocurementchoicesandusedmethodforgovernmentservices.In
theinformationsystemsfield,studieswhichfocusedonthesocialperspectiveexaminetherelation
betweensocialfactorsandtechnologyacceptance.Socialperspectivecanbemeasuredonnational
andindividuallevels.Animportanttheoreticalmodelthatcanexplainindividuals’socialperspective
istheSchwartztheoryofBasicPersonalValues(BPV).

Figure 1. Perceived Characteristics of Innovation (PCI) variables
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BasicPersonalValueisasocio-psychologicaltheoreticallensdevelopedbySchwartzandBilsky
(1987)whichfocusedonindividualsocialvaluesasamotivatorofhumanbehavior.Abasicpersonal
values(BPV)theorythatidentifiedandcategorizedvaluesofvaryingsocieties(Schwartz&Bilsky,
1990).Valuesareuniversalandtendtoimpacthumanbehavior(Schwartz,2003).Therearefourhigh
ordervalues:opennesstochange,conservatism,self-transcendenceandself-enhancement.Openness
tochangeistheinclinationofanindividualtobeautonomousinopinionandthoughtandstimulated
towardstryingnewthings.Ontheotherhand,conservatismisaboutrespectingsocialnormsand
refraining from changing norms. Additionally, the value of conservatism incorporates avoiding
changeinordertokeepsocialstability.Thethirdvalue,self-transcendence,isaboutsustainingthe
welfareofotherswhilebeingtoleranttodifferentsocialclasses.Thefinalvalue,self-enhancement,
isaboutgainingauthorityandsocialpoweraswellasseekingself-accomplishments.Thetheoretical
foundationoftheBPVcomesfromthethreecommonrequirementsofpersons:“needsofindividuals
asbiologicalorganisms,requisitesofcoordinatedsocialinteraction,andsurvivalandwelfareneeds
ofgroups”(Davidov,Schmidt,&Schwartz,2008,p.423).

BPV model presented in Figure 2 is theoretically well-grounded and has been empirically
validatedmanytimesbySchwartzandotherresearchers(Schwartz,Caprara,&Vecchione,2010).
BPVenablestheinvestigationofthesocialperspectiveatanindividuallevel.Thus,thismodelwas
adaptedinthisstudy.

BPVhighordervalueswerereviewedtoexaminetheirrelevancetothecontextofthisstudy:
e-transactions.Twovalueswerefoundrelevanttothecontextofthisstudy:opennesstochangeand
conservatism.E-transactionsaspartofe-governmentareconsideredasanewtechnologyparticularly
in emerging economies. The openness to change value can be considered as a motivator of the
acceptanceofnewtechnology(e-transactions).Ontheotherhand,conservatismcanbeaninhibitor
totheacceptanceofe-transactionsbecausesomeindividualsmightbeworriedaboutprivacyand
securitybreachesthatmightoccur.

Sociotechnical Perspective on E-Transaction Endorsement
Althoughthepreviouslydiscussedtheoriesaddresstheneedtoanalyzeadoptionoftechnologies,
e-governmentresearchhastakenadifferentstream.Sinceitsearlyinception,e-governmentresearch
hassoughttofillthegapintechnologyadoption/acceptancetheoriesbycreatinganamalgamationof
theoriesinanefforttocoverthecomplexphenomenaofe-governmentadoption.Thisresearchhas

Figure 2. Basic personal values
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chosenthisstreamininformationsystemstechnologyadoptionresearch,ase-transactionsystems
areinfacttechnicalandsocialsystemsthataffectalllevelsofsociety.

Thesociotechnicalandcomplexnatureofe-governmentadoptionhaspushedresearchersof
e-governmenttocreatedifferentmodelswhichcomefromvarioustechnologyadoption/acceptance
theories.Forexample,oneofthewell-knownmodelsine-governmentresearchisthee-government
adoptionmodel(Carter&Bélanger,2005).Thismodelwasbasedonseveraltechnologyadoption
theories.CarterandBélanger(2005)adoptedDOI,Trustworthiness,andTAMtomatchtheneeds
ofe-governmentadoption.Thismodelincludescompatibility,relativeadvantage,image,complexity
fromDOI,easeofuseandperceivedusefulnessfromTAM,andtrustofInternetandgovernment
from a model of trustworthiness (Carter & Bélanger, 2005; McKnight, Choudhury, & Kacmar,
2002). To add contextualization, this current study has followed this e-government adoption
researchapproachofcombiningmultipletheories/modelstobeabletoexplainthisphenomenon.
Additionally,thesociotechnicaltheorywasadoptedtoaddanextralayerofdepthintotheelucidation
ofe-governmentadoption(Damodaranetal.,2005).Sociotechnicaltheoryoriginallywasfounded
within theTavistockInstituteofLondon.This theoryexplains technologicalsystemsin termsof
threeelements:organizational,technical,andsocial.Sociotechnicaltheoryiswellregardedinthe
informationsystemsfield.Thetheorystatesthatthesuccessofsystemsrequiresconsiderationofthese
threeelements.Thefollowingsectiondiscussestherelatedstudiesthatundertakeasociotechnical
approachtoexplaintheadoptionofe-transactionswithinane-governmentcontext(Damodaranet
al.,2005;Trist&Bamforth,1951).

Thesociotechnicaltheoryintoe-transactionendorsementhasprovidedalensforthereviewof
thecurrente-governmentadoptionliterature.Thisreviewaimstoidentifyrelatedstudiesthatare
congruentwiththethreeelementsofsociotechnicaltheory:organization,technology,andsociety.A
thoroughreviewwasconductedtofindthestudiesthathavediscussedtheadoptionofe-government
intermsoftheelementsofsociotechnicaltheory.

InTable1,areviewofrelatedstudieswasconductedwithdissectionofeachstudyinregardto
itstheoreticalandmethodologicalapproach.Inaddition,theoutcomesandrelevanceofthesestudies
tothecurrentresearchwereoutlined.Itwasfoundthat11studiesweremostrelevanttothisresearch;
outofthesestudiesonlyninewereempirical.Allofthestudiesconsideredthetechnologicalelements
ofe-government,yetonly10consideredthesocialelementofthee-governmentsystem.Onlytwo
studieshadtakenintoconsiderationtheorganizationalelementofe-government.Bothofthesepapers
weretheoretical(Alarabiatetal.,2017;Khanetal.,2011).

Mostofthestudiesfocusedonthetechnicalandsocialelementsofe-governmentsystems.In
thesestudies,therewasmoreattentionpaidtotechnology,andthesocialperspectivewasweaker.For
example,Shareefetal.(2011)presentedtechnologicalfactorssuchasserviceresponse,functional
benefits,andinformationquality,andsocialfactorssuchastrust,image,andperceiveduncertainty.
Mostoftherelatedstudiesusedthemostpopulartechnologyadoptiontheories,suchasTAMand
UTAUT, incombinationwithothermodelssuchassocialcognitive theory(Carteretal.,2011).
Thiscurrentstudyextendedtheliteratureofe-governmentadoptionbyutilizingthesociotechnical
perspectiveandcombiningitwithMooreandBenbasat’sPCIandSchwartzetal.’sBPVmodels,as
thefollowingsectionwillillustrate(Moore&Benbasat,1991;Schwartzetal.,2010).

THEoRETICAL FoUNdATIoN

overview
ThepresentresearchmodelisacombinationofMooreandBenbasat’sPCIandSchwartz’sBPV
(Moore&Benbasat,1991).Thiscombinationhasbeenused to integrate severalmodels togain
adeeperunderstandingof the sociotechnical factorsassociatedwith theusageofe-transactions.
Therefore, thepresentmodel canbeused to effectively explain the influencesof sociotechnical
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Table 1. Related studies

Research Summary Evaluation

Study Year Method Theory Findings Strength Relevance to the 
Current Study

Asociotechnical
perspectiveon
e-government
issuesin
developing
countries:a
scientometrics
approach(Khanet
al.,2011)

2010
Systematic
Literature
Review

Sociotechnical
Theory

E-governmentliterature
ismovingtowards
empiricalstudiesrather
thanonlytheoretical
foundations,andthere
isalackofdepthin
researchmethodology.

Thisstudyhas
appliedarigorous
systematic
literaturereview
andprovidedan
overviewand
directionfor
e-government
research.

Thestudyisnot
empiricalandhas
notprovidedfactors
thatwouldimpact
theendorsementof
e-government.

Theroleof
security
andtrustinthe
adoptionofonline
taxfiling(Carter,
Shaupp,Hobbs,&
Campbell,2011)

2011 Surveyof304
citizens

UTAUT
(partial)
Social
Cognitive
Theory(partial)

Threevariableshave
significantimpacton
usageintentionofonline
taxfiling:performance
expectancy,effort
expectancy,andsocial
influence.

Thestudyhas
combinedwell
knowntheories
themintoa
framework
topredictthe
endorsementof
onlinetaxfiling.

Thestudyonly
focusedonavery
specifice-government
technologywhich
isonlinetaxfiling.
Organizationalfactors
arelacking.

Challengesof
introducinga
professionaleID
cardwithinhealth
care(Hedströmet
al.,2016)

2016 Interviews Sociotechnical
Theory

Threemainchallenges
wereidentifiedfor
usingeIDinaparticular
e-governmentsystem,
whichare:privacy,
usability,anduser
behavior.

Thestudy
hasfocused
ondifferent
professional
healthcare
communitiesand
contextualized
themethodology
accordingtothe
technologyused.

Factorsthatwere
derivedwerenottested
onalargesample
sizeusingstatistical
techniques.

e-Government
AdoptionModel
(GAM):Differing
servicematurity
levels
(Shareef,Kumar,
Kumar,&
Dwivedi,2011)

2011 Surveyof241
TAM,DOI,
TPB,ISSystem
successmodel

Individually,TAM,DOI
andTPBarenotableto
explaintheendorsement
ofe-government
technologies.

Richtheoretical
perspective
andsound
methodology

Thisstudyisdirectly
relatedtothecurrent
research.However,the
usedsamplesizeis
smallandtheorganiz-
ationalperspectiveis
lacking.

Anempirical
validationofa
unifiedmodel
ofelectronic
government
Adoption
(UMEGA)
(Dwivedietal.,
2017)

2017 Surveyof377

Themodelis
consideredas
anextension
ofUTAUT
byaddingthe
perceivedrisk.

Thismodelperformswell
empiricallyregarding
itsexplanationof
e-governmentadoption
andSEMfitindices.

Athoroughreview
ofinformation
technology
adoptiontheories
including:
TRA,TAM,TPB,
Decomposed
TheoryofPlanned
Behavior,Social
cognitivetheory,
Innovation
DiffusionTheory,
TAM2,DOI,
UTAUT

Missingcultural,
Trustperspectivesand
strongerviewonsocial
aspects.

Consumers’
Awarenessof
theValueof
e-Government
inZambia:
Empirical
Evidence(Bwalya
Kelvin&Tanya
du,2015)

2015 Surveyof409

Identified
fragmented
factorsthatrely
ondifferent
models,
includingTAM
andTPB.

Foundthatperceived
usefulness,perceived
easeofuse,andself-
efficacyaresignificant
factorsintheadoptionof
e-government.

Considering
thefactorof
continuanceusage
ofe-government.

Notclearcontextu-
alizationprocess
forthetheoretical
framework.Neglecting
majordimensionson
socialfactorsinthis
study.Culturalfactors
arelacking.

continued on following page



Journal of Global Information Management
Volume 27 • Issue 3 • July-September 2019

45

factorsontechnologyacceptanceintheKingdomofSaudiArabia.Thestudyhasbalanced,selected,
andassessedfactorsrelevanttotheresearch(Whetten,2002).Figure3illustratedtheresearchmodel
basedonBPVandPCIanddepictedthefactorsinfluencingtheintentiontousee-transactionsand
theacceptancelevel.Thefollowingsectionsdiscussthefactorsplayinganintegralroleinthewide
acceptanceofe-transactionsintheKingdomofSaudiArabiawithinthescopeofthesociotechnical
theoreticalperspective.

Research Summary Evaluation

Study Year Method Theory Findings Strength Relevance to the 
Current Study

E-government
Adoptionin
Developing
CountriesNeedof
Customer-centric
Approach:A
CaseofPakistan
(Asmi,Zhou,&
Lu,2016)

2017 Surveysample
of153

Extension
toTAMby
includingsocial
influence

Easeofuseand
usefulnessaresignificant
factorsintheadoption
ofe-government.
Additionally,social
influencehasimpacton
usefulness.Ontheother
hand,trusthasinfluence
onusefulnessonly.

Identifiedtrustand
socialinfluence
asantecedentsto
usefulnessand
easeofuseof
e-government.

Noelaborationon
theorganiz-ational
factorsthataffect
adoption.Trustand
socialinfluence
werenotconsidered
asantecedentsto
theendorsementof
e-government,making
themonlysecondary
factors.

Towardsan
Understanding
oftheFactors
Influencingthe
Acceptanceand
Diffusionof
e-Government
Services
(Mahadeo,2009)

2009

Mailsurveyof
115targeted
employeesin
theprivate
sector.

ExtendedTAM,
including
factorssuch
associal
influence,trust,
volun-tariness
andfacilitating
conditions.

Trust,socialinfluence,
compatibility,and
voluntarinesswere
foundsignificant
totheadoptionof
e-government.

Provided
technological,
organizational,
andsocialanalysis
toe-government
adoption.

Focusedonlyon
asmallsampleof
employees.This
sampledoesnot
includeasampleofthe
publicwhoarethereal
usersofe-government.

Theimperative
ofinfluencing
citizenattitude
toward
e-government
adoptionanduse
(Al-Hujran,Al-
Debei,Chatfield,
&Migdadi,2015)

2015 Surveyof413
citizens

ExtendedTAM
byincluding
trust,national
culture,
attitudetoward
e-government,
andpublic
value.

Perceivedpublicvalue
andattitudewerefound
significantinfluencersof
e-governmentadoption.
Trusthadasignificant
impactonperceived
publicvalueandease
ofuse.

Comprehensive
modelfor
studyingsocial
andtechnical
perspectiveof
e-government.
Yet,organizational
aspectsarelacking.

Onlytwodimensions
ofnationalculture
(uncertaintyavoidance
andpowerdistance)
werefoundsignificant
influencersonease
ofuseandperceived
publicvalueof
e-government.

Predicting
Citizens’
Acceptanceof
Government-led
e-Participation
Initiativesthrough
SocialMedia;
ATheoretical
Model(Alarabiat,
SáSoares,&
Estevez,2017)

2017 Literature
review

Extension
ofTPBby
includingthe
following
factors:
charac-teristics
ofsocial
media,trust,
facilitating
conditions,
perceived
value,and
participation
efficacy.

E-participationmodel
thatisonlytheoretically
founded.

Developedthe
modelbasedon
TPB.

Althoughthispaper
coversthetechnical,
social,andorganiz-
ationalaspectsof
e-government,its
contributionisonly
atheoreticalmodel
thathasnotbeen
empiricallyvalidated.

Factors
influencing
theadoptionof
e-government
services
(AlAwadhi&
Morris,2009)

2012

Mixedmethod
ofsurveying
880students,
focusgroup
andusability
testing.

Amended
versionof
UTAUT,which
incorporated
thefollowing
factors:
academic
course,gender,
andInternet
experience.

AllUTAUTvariables
werefoundsignificant
influencerson
e-governmentadoption.

Thisstudy
employedawell-
knowntheoretical
modelandrobust
methodological
procedureusing
amixedmethod
approach.

Samplewithonly
specificgroupof
citizens(students)
inaspecificcontext
(education).There
isalsonofocus
onorganiz-ational
aspects.

Table 1. Continued
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Technological Perspective on E-Government
Technological characteristics of e-transactions have been used to enrich the explanation of its
acceptancease-transactionsaremainlyatechnologicalinnovation.PCItheoryhasbeenintegrated
withthecurrentmodeltoassessusers’acceptanceofITorISinitsinitialphaseofimplementation,
thatis,whentheuseofthesesystemsisstilloptional(Al-Ghatani,2003).Followingarethevariables
includedintheresearchandtheirdefinitions.

Comparative Benefit
In this study, comparativebenefits refer to those frome-transactionsover andabove the typical
approachesofdeliveringgovernmentalservices.Technologicalbenefitsareimportantfactorsrelated
totheacceptanceofe-transactions(Alghamdi&Beloff,2014).AccordingtoPCItheory,todepictthe
comparativebenefits,citizenswhoconsidere-transactionsasbeneficialmustbecomparedwiththose
whoprefertraditionalmethods.Thesebenefitsofe-transactionsareincomparisontoalldifferent
methodsprovidedbythegovernmentagencies.Examplesofthesebenefitsaretheimprovedspeedof
completionandeaseincomparisontoothermethods(Moore&Benbasat,1991).Whiletheexisting
literaturesupportsthesaliencyofthishypothesisindeterminingintentionofusage,thepresentstudy
adoptsthefollowinghypothesisforassociatedbenefits(Moore&Benbasat,1991;Rana,Dwivedi,
Williams,&Weerakkody,2015).

H1:Comparativebenefitshaveapositiverelationshipwiththeintentiontousee-transactions.

Compatibility
Thetechnologicalimplicationsassociatedwiththewideutilizationofe-transactionscallforextensive
research(Baker,Al-Gahtani,&Hubona,2010).Thecompatibilityofe-transactionsisanimportant
aspectofacceptance,especiallyifitsatisfiescitizens’technologicalneedsasexplainedbyPCItheory.
Usersmeasuree-transactions’compatibilitytodifferentaspectssuchaspreferencesandprevious
experiences (Moore & Benbasat, 1991). Positively influenced associations between acceptance
and compatibility indicate that people consider e-transactions compatible with their norms and

Figure 3. Research model
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technologicalrequirements(Krishnarajuetal.,2016;Liu,Furrer,&Sudharshan,2001;Müller&
Skau,2015).Accordingly,thefollowinghypothesisisformulatedtoexaminetheassociationbetween
compatibilityandintenttousee-transactions.

H2:Compatibilitypositivelyimpactsintentiontousee-transactions.

Difficulty
Difficultyinusingadvancedtechnologycontributestopeople’sresistance(Al-Ghatani,2003;Rogers,
2003).Usersofe-governmentindevelopingcountriesfounddifficultiesinitsusage.Thesedifficulties
arisebecausemanyofthesesystemsarestillatanimmaturelevel(Choi,Park,Rho,&Zo,2016).
DuetothisreasonMooreandBenbasat’s(1991)positivelyformulatedvariable“easeofuse”was
notused.Systemdifficultyisavariablethatwasdevelopedinthisstudywithanegativemeaning
of“easeofuse”.Theperceptionregardingdifficultiesinusinge-transactionsdirectlyimpactsthe
intentiontousetechnology(Al-Gahtani,2011;Alateeyah,Crowder,&Wills,2014).E-transactions
willbedifficulttoimplementifpeopleareunwillingtouserecentlyintroducedtechnologies.

H3:Thehigherthesystemdifficultlevel,thelowertheintentiontousee-transactions.

Outcome Certainty
PCIconcludesthatwhenpeopleareunawareoruncertainoftheoutcomeofusingnewtechnology,
adaptationbecomesdifficult(Moore&Benbasat,1991).SaudiArabiaisalargelycollectivesociety
andtendstopromptlysharetechnologicalexperienceswitheachother(Liuetal.,2001).Thus,itis
importanttoanalyzethelevelofbenefitsthatneedstobeassociatedwithe-transactionssuchthat
itcanbesharedandcommunicable.Communicablebenefits leadtogreater influencesonactual
intention(Hussein,Mohamed,Ahlan,&Mahmud,2011).Outcomecertaintyisaprominentfactor
sincecitizensplayakeyroleincommunicating(e.g.usingsocialmedia)theresultsfortheuseof
e-transactions(Sabi,Uzoka,Langmia,&Njeh,2016;Shiau&Chau,2016)andpositivewordof
mouthcanincreasetheadoptionofe-transactionsinSaudiArabia.

H4:Outcomecertaintyispositivelyrelatedtotheintentiontousee-transactions.

Technological Communicability
Technological communicability is the extent to which e-transactions are capable of being a
communicationmediatorbetweenserviceprovidersandend-users.Technologicaldevelopment
isconsideredasanimportantfactorinhumancommunicationandnetworks(Hakken,1991).
Accordingtoastudy,technologicalcommunicabilityismeanttoassessthecapacityoftechnology
inmakingcommunicationeffective(Aoun,Vatanasakdakul,&Li,2010).Thisresearchexamined
themannerinwhiche-transactionsfacilitatecitizens’communicationwiththegovernment.It
wouldbereasonabletosaythate-transactionsreflectthesignificanceofcommunicationbetween
thegovernmentandcitizens(Harfouche,2010).Despitethegrowinguseofe-transactions,there
isalackofresearchintotheimportanceofe-transactionsincommunicationbythegovernment.
Therefore,animportantaimofthisstudywastodeterminehowenhancedcommunicationcan
facilitatetheusageofe-transactions.Citizenswhoareconvincedoftheuseofe-transactions
asameanstocommunicatewiththegovernmentcanbeconsideredacontributingfactortothe
wideacceptanceofe-transactions.

H5:Technologicalcommunicabilitypositivelyimpactstheintentiontousee-transactions.



Journal of Global Information Management
Volume 27 • Issue 3 • July-September 2019

48

organizational Perspective on E-Government
Thisperspectiveencompassesfactorsrelatedtoorganizationswhethertheyaregovernmentalagencies
orprivateintentcompanies.SaudiArabiancitizenshavebeendoubtfulofthesafetyoftheInternet
andonlinegovernmenttransactions(Al-Solbi&Mayhew,2005).Thus,theperceptionsassociated
withtheInternetandgovernmentagenciescanimpact thelevelofcitizens’agreementregarding
governmentservices.RelatedfactorsincluderelianceonthesafetyofusingtheInternet.Also,these
factorsincluderelianceontheefficiencyandeffectivenessofgovernmentagenciesasprovidersof
e-transactionservices.

Reliance on the Internet
SaudiArabiancitizensremainskepticalaboutthesafetyoftheInternetasamediumthatconnects
themtogovernmentalorganizations,whichisfundamentalfortheusageofe-transactions.Saudi
citizensdonot relymuchon the Internet as they are required to share their private datawith
differentorganizationsandgovernmentalagencieswhenmakinge-transactionsandare rightly
alarmedaboutthedifferenttypesofrisksassociatedwiththeInternet.Thelackofsufficientlegal
andtechnologicalsafetymeasurebygovernmentalorganizationsalsoplaysaroleintheuseofthe
Internettoconnectcitizensusinge-transactions.Thus,concernscanariseabouthowrobustandsafe
theInternetasaconnectionmediatogovernmentalorganizationsisasachannelfore-transactions
(Carteretal.,2016;Sharma,2015).

H6:RelianceontheInternetpositivelyimpactstheintentiontousee-transactions.

Reliance on Government Agencies
Globally,thereareseveralreasonspeoplearedoubtfulabouttheauthenticityofdatapresentedon
e-transactionsites.Relatedwebsitesoftenshowincorrectoroutdatedinformationwhichtendsto
increasethelevelofdoubtamongcitizensabouttheseorganizations.Poorwebsitesoftengivean
impressionforthevisitoroforganizationalineffectiveness(Pavlou,2003).E-transactionsaredependent
onhowmuchpeoplerelyongovernmentdepartments.Forinstance,governmentemployeesmaylose
dataand,asaresult,incorrectlyprocesstransactions.Thislackofreliancecannegativelyimpactthe
usageofe-transactions.Anintegralassociationwasfoundbetweencitizens’relianceandtheusage
ofe-transactions(Wirtz,Piehler,&Daiser,2015).

H7:Relianceongovernmentagenciesisdirectlyassociatedwiththeintentiontousee-transactions.

Social Perspective on E-Government
Theacceptanceofanewtechnologyorperspectivesislargelyimpactedbylocalvalues.Thisismainly
becausesocial/culturalvaluesarerelevanttoinfluencingandpredictinghumanbehavior(Schwartz,
1994;Schwartz&Boehnke,2004)andareauniversalfactor(Schwartz,1992,2003;Schwartz&
Bilsky,1990).ExistingliteratureonadaptationtotheInternet,foundthatculturehasasignificant
influenceontheendorsementofnewtechnologies(Dwivedi&Weerakkody,2007).Thus,society’s
characteristicscanalsobeacriticalfactorimpactingtheuseofe-transactionsinSaudiArabia(Doane,
Kelley,&Pearson,2016;Webber,Leganza,&Baer,2006).Thisstudyidentifiedtwogroupsofsocial
valuesrelatedtotheacceptanceofe-transaction,definedasfollows.

Openness to Change
Societyneedsadoptingusefulchangetobeabletogrow(Bagchi&Kirs,2009).Opennesstochange
referstoinspiringandencouragingmoresrelatedtoseekinginnovation,creativity,autonomy,and
liberationfromtheinfluenceofsociety.Individualusersofinformationsystemssuchase-transaction
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vary in their willingness to use these technologies. These differences among users are apparent
accordingtotheirpersonalinnovativenessanddesiretochange(Agarwal&Prasad,1998).Itwas
found thatpersonal interestand independence in intellect leads toadoptionofnew technologies
(Gupta&Arora,2017;Wu,Cai,&Liu,2009).Theconceptofe-transactionsshowsrapidchanges
evidentintheKingdomofSaudiArabia.Therefore,usersmusthavehigherlevelsofopennessto
changetobenefitfrome-transactions.Theimplementationofe-transactions,asameanstocontact
thegovernment,wouldreassurecitizensoftheirfreedom(Bagchi,Udo,Kirs,&Choden,2015).

H8:Opennesstochangehasanintegralimpactontheintentiontousee-transactions.

Conservatism
Conservatismreferstothemoresthatencouragesreluctancetoperformanactioninordertoconformto
tradition,andmaintainpersonalsecurityandprivacy.WithinSaudi,itisimportanttoabidebytherules
ofsocietywhileensuringtradition.Usageofnewtechnologiessuchase-transactionscanbeoutside
thetraditionornorm(Bagchi&Kirs,2009;Ha&Stoel,2009).Thus,itisassumedthattraditional
valuesarerelatedtoe-transactions(Bannister&Connolly,2014).Yet,embracingnewtechnologies
canbeconsideredasamotivationofanindividualwhoislessconcernedabouttraditionsorsocial
norms(Lewis,Snyder,&Rainer,1995;Rogers,2003;Schwartz&Boehnke,2004).Furthermore,
seekingsafetyleadstoavoidinginternettechnologiesthatcanhavesecurityorprivacyconcerns.
Theseconcernscanincludedisclosingpersonalorfamilyinformationandworryaboutthelackof
securitypolicyforelectronictransactionsconductedovertheinternet.Hence,securityandprivacycan
becomeamajorconcernforaconservativesociety(Sarrayrih&Sriram,2015;Tolley&Mundy,2009).

H9:Conservatisminfluencestheintentiontousee-transactions.

RESEARCH METHodoLoGy ANd dESIGN

Thisstudyaimedtoassesscitizens’behaviorstowardtheusageofe-transactions.Todoso,online
surveys were carried out to obtain relevant information related to the investigation (Leidner &
Kayworth,2006).ThenationaltraditionsofSaudiArabiawereassessedalongwiththeirimpacton
theusageofe-transactions.

Once the literature review was complete and the research model created, the concepts and
questions were examined to identify a suitable instrument. The next stage was translating the
questionnaireintoArabic.ThequestionnairewastranslatedfromEnglishtoArabicbyaprofessional
fortheunderstandingofparticipants.Tenbilingualparticipantswereaskedtoreviewandpre-testthe
accuracyofthequestionnaire,afterwhichscalesweredeveloped.Therationalebehindtheselection
of10participantswastocheckthevalidityandreliabilityofitems.Effectivenessoftheonlinesurvey
softwareatthisstagehadbeenalsotested.Afterwards,thevalidityofthecontentaccordingtothe
elementsandvariableshasbeenassessed(Lewisetal.,1995).Furthermore,theresultingvariable
waspilot-testedwith113participantstoacquirefeedbackandrecommendationsforfinalchanges.
Inthefinalstage,theonlinesurveywassenttoapproximately80,000onlineusers,afterwhichwe
screenedforoutliers.Thedemographicsof663participantsareexplainedinTable2asthefinalized
datasample.Fromthesampleof80,000onlineusers,someoftheusersdidnotrespondtothesurvey
withcommitment.Therefore,theywereexcluded.Also,amajorityoftheusersfilledouttheonline
surveyonlypartiallywhichresulted in inadequateanswers; includingsuchincompleteresponses
couldhavecausedbiasesintheresearch.Therefore,incompleteresponseswerealsoexcluded.Only
themost relevantandcompletesurveyresponseswere included; thefinal responseratewas663
participants.Structuralequationmodeling(SEM)wasusedtotestthesuitabilityofthecollected
dataandthehypothesesinthisstudy.
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Reliability of Variables
Itisimperativetoestablishahighaccuracyforthe50-iteminstrument(Cronbach’salpha=0.91).
ACronbach’salphaabove0.7meansacceptablereliability(Hair,Black,Babin,&Anderson,2010).
Table3presentsthevaluesofCronbach’salphaandthealphacoefficientsforallthevariables.The
internal consistency for all the variables was within the recommended range (Cronbach, 1990).
Variableswhosealphavalueincreasedincomparisontothepreliminarytestwereretainedas-isfor
furtheranalysis.Toimprovethereliabilityofoutcomecertainty,thefourthitem(OC4)wasexcluded
duringthepilotstudy.Compositereliability(CR),Cronbach’salpha,andaveragevarianceexplained
(AVE)wereusedtoverifyreliability.CRandAVEareconsideredstricterconditionsforreliability

Table 2. Participant characteristics

Data Number of 
Contributors

Sample 
Percentage

Percentage in 
Study Population

Gender

Female 159 23.59% 24%

Male 504 76.41% 76%

Total 663 100% 100%

Age

Below17years 25 3.71% 4%

18–22years 102 15.13% 15%

23–30years 240 37.24% 36%

31–40years 176 26.11% 27%

41–50years 92 13.65% 14%

51–60years 22 3.71% 3%

60yearsandabove 6 0.45% 1%

Total 663 100% 100%

Education

Uneducated 1 0.15% 0%

Primaryorsecondaryschool 32 4.75% 5%

Highschool 162 24.04% 24%

Technicalorprofessionaldegree
(noBachelor’sdegree) 125 18.55% 19%

Undergraduate 229 35.46% 35%

Post-grad.certificate 41 6.23% 6%

Higherdegree(Master’s) 57 8.46% 9%

Higherdegree(PhD) 16 2.37% 2%

Totalparticipants 663 100% 100%

Occupational
Status

Unemployed 76 11.28% 11%

Students 153 22.70% 23%

Governmentsector 283 42.43% 43%

Privatesector 90 14.54% 14%

Freelancer 44 6.53% 7%

Other 17 2.52% 3%

Total 663 100% 100%
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andavaluegreaterthan0.7and0.5isrecommended(Fornell&Larcker,1981).Thevariableswere
greaterthantherecommendedlevelsforCR(0.96–0.75)andAVE(0.60–0.90),withtheexception
ofdifficulty.GivenitsunacceptableCronbach’salpha,CR,andAVElevels,thedifficultyvariable
wasexcludedfromfurtherinvestigationasapartofpilottesting.

Evaluation of Common Method Bias
The validity of instruments is largely threatened by common method bias (CMB) (Boudreau,
Ariyachandra,Gefen,&Straub,2004;Straub,Boudreau,&Gefen,2004).Toavoidthisissue,multiple
remedieswereapplied:allitemswereadoptedfrompreviouslyvalidatedstudies,thesurveyreinsured
theemotionalandprogressivepartingbetween theexogenousandendogenous,andparticipants’
confidentialityandanonymitywereassured(MacKenzie&Podsakoff,2012;Podsakoff,2003).To
assessthepresenceofCBM,Harman’ssingle-factortestwasconducted.CMBexistswhenasingle
factorcanaccountforeveryvarianceinthevariables(Gefen,Rigdon,&Straub,2011).Theresults
showedthattheextractedaspectreflectedonly26.81%oftheinconsistency,whichislessthanthe
knowncutoffof50%(Hairetal.,2010;Schwartzetal.,2001;Zhu&Kraemer,2005).Although
Harman’sapproachhasbeencommonlyappliedintheliterature,thereareincreasingdisputesofits
feasibilityindetectingCBM(Al-Somali,Gholami,Clegg,&Bennett,2015;Pavlou,Liang,&Xue,
2006).Thus,theseresultshavebeencorroboratedfusinganothermethod,thecommonlatentfactor
method,andcomparinguniformreversionweightsbeforeandaftertheadditionofashareddormant
aspect.Nodifferencegreaterthan0.20wasfoundforallitems,indicatingthatthesampledoesnot
containCMB(Bagozzi,2011).

Measurement Model Validation
Theresearchmodelisevaluatedtoensuretheconstructionofvariablescapableofvalidatingthe
measurementandstructuralmodel.ThemostimportantindiceswereCFI,RMSEA,IFI,AGFI,
andSRMR.Thelistedindiceswereusedtoensure thataccurateapproacheswereadoptedto
examinethemodel(Hairetal.,2010).Ingeneral,itisusuallyassumedaCFIandIFIapproaching
1depicthighvalidity.Incontrast,anRMSEAandSRMRclosertozerowerebetter(Hooper,
Coughlan,&Mullen,2008).

The measurement model was validated and shown with AMOS using maximum likelihood
estimationtocalculatethemodel’sparameters.Theexampledepictedthefollowingeffectivevalidity:

Table 3. Reliability of variables

Hypothesis Items Reliability 
(Alpha)

Alpha Contrasted 
With Preliminary 

Test
CR AVE

ComparativeBenefit(CB) 5 0.92 +0.01 0.92 0.69

Compatibility(CT) 4 0.90 −0.01 0.92 0.74

Difficulty(DFT) 4 0.68 −0.06 0.67 0.37

OutcomeCertainty(OC) 3 0.71 −0.08 0.75 0.60

RelianceontheInternet(RI) 3 0.89 +0.04 0.89 0.74

RelianceonGovernmentAgencies(RG) 3 0.93 −0.02 0.93 0.77

TechnologicalCommunicability(TC) 3 0.72 −0.08 0.86 0.76

IntentiontoUseE-transactions(USE) 5 0.88 −0.02 0.89 0.62

OpennesstoChange(OP) 7 0.71 +0.01 0.96 0.90

Conservatism(CN) 13 0.79 +0.02 0.94 0.88
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CFI=0.97,RMSEA=0.03,IFI=0.96andSRMR=0.04.Mostitemshadasignificantp-valueand
acriticalratiohigherthan1.96,demonstratingconvergentvalidity.However,thefollowingitemsdid
notapplytothepreviouslymentionedconditionsandthusweredroppedfromtheircorresponding
variables:OC3,TC3,OP4,OP5,CN1,CN3,CN5andC9.Theassociationsbetweenvariableswith
alowercorrelationthanthecut-off(0.85)revealedthediscriminatorystrengthofthemeasurement.

Furtherassessmentshavebeencarriedoutusingaveragevarianceextracted(AVE),maximum
sharedvariance(MSV),andaveragesharedvariance(ASV).AnMSVlowerthanAVEandASV
lowerthanAVEindicatesvalidity.Table4presentstheresultsforAVE(>0.05),MSV,andASV,
whereMSV<AVEandASV<AVEindicatevalidity.The tablealsoshows thesquare rootof
AVEs,whichgoesbeyondthecorrelationsofdifferentvariables.Thisisalsoimportanttodepict
discriminatevalidity(Hairetal.,2010).Thepathanalysisandmodelassessmentbecamefeasible
throughtheoverallmodelanalysis.

Structural Model Validation
Theexaminationofastructuralmodelisimportanttotestvarioushypotheses(Hairetal.,2010;Pavlou
etal.,2006).ThestructuralmodelisshowninFigure4andtheestimationsforthehypothesized
associationsareshowninTable5.

Table 4. Validity of measurement model

AVE MSV ASV OC CB CT RI RG TC USE CN

OC 0.60 0.35 0.20 0.77*

CB 0.69 0.66 0.29 0.56 0.83*

CT 0.74 0.66 0.25 0.48 0.82 0.86*

RI 0.74 0.30 0.14 0.36 0.44 0.36 0.86*

RG 0.77 0.30 0.10 0.24 0.34 0.22 0.55 0.88*

TC 0.76 0.61 0.29 0.49 0.66 0.58 0.41 0.38 0.87*

USE 0.62 0.61 0.31 0.59 0.64 0.62 0.40 0.27 0.78 0.79*

CN 0.88 0.39 0.17 0.38 0.33 0.33 0.18 0.23 0.48 0.52 0.94*

OP 0.90 0.39 0.13 0.34 0.30 0.31 0.18 0.14 0.37 0.44 0.62

* denotes the square root of the AVEs for each variable

Table 5. Structural parameter estimates for the structural model

Hypothesis Effect Magnitude Result

H1:USE←CB 0.09*** Supported

H2:USE←CT 0.10*** Supported

H3:USE←DFT - -

H4:USE←OC 0.14*** Supported

H5:USE←TC 0.32*** Supported

H6:USE←RI 0.08*** Supported

H7:USE←RG -0.05* Supported

H8:USE←OP 0.22*** Supported

H9:USE←CN 0.09*** Supported

*** p < 0.001, * p < 0.05
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Table 5 presented the regression coefficient, which shows the magnitude of effect on an
endogenousvariable,andthedirection(positiveornegative)oftherelationandfinallywhetherthe
hypothesisissupportedornot.Thetableshowsthatallhypothesisweresupportedandwithpositive
relationswiththeexceptionofhypothesis7.

Thesquaredmultiplecorrelations(SMC)arealsoanimportantmethodtoevaluatethemodels.
SMCorR2remainsignificanttodepictthedominanceofendogenousvariables.SMCcanbeusedto
predictacceptancebycalculatingthepercentagevarianceintheexogenousvariablesexplainingthe
endogenousones(Byrne,2010;Kline,2010).Itcanbesaidthatthismodelcontributedabout50%of
thevariance(SMC=0.50)intheendogenousvariablesandthusiscapableofpredictingacceptance.

dISCUSSIoN ANd CoNTRIBUTIoN

Thisstudyexploredtheimpactofsociotechnicalfactorsonthereceptionofe-transactionswitha
focusontechnological,organizationalandsocialvariables.Thestructuralmodelindicatedthatall
hypnotized relations, namely comparative benefit, compatibility, outcome certainty, reliance on
theInternetandgovernmentagencies,technologicalcommunicability,andopennesstochangeand
conservatism,withtheintentiontousee-transactionsweresignificant.

In the lightof the technologicalperspective,apositiveassociationhasbeenshownbetween
the intention tousee-transactionsandcomparativebenefit,compatibility,outcomecertaintyand
technologicalcommunicability.Thefindingsforcomparativebenefitandcompatibilityareconsistent
withthoseinAl-Somalietal.(2015)andSchwartzandBoehnke(2004)andthatforoutcomecertainty
isalignedtotheresultsofpaststudies(Husseinetal.,2011;Wirtzetal.,2015).Peoplewhoare
regularInternetusersaremorelikelytoperceivee-transactionsasacomparativebenefit.Thus,it
wouldbe reasonable to state that preferences for e-transactions are important to depict people’s

Figure 4. Structural Model
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perceptionsregardingInternetandgovernmentservices(Zhu&Kraemer,2005).Outcomecertainty
isalsopositivelyrelatedtotheacceptanceofe-transactions.TheSaudiArabiancultureisbasedon
collectivismandpeopletendtosharetheirexperiences;thismayalsoholdtruefortheirexperiences
with e-transactions. However, a negative experience discourages numerous people from using
onlineservices(Pavlou,2003).Ararelydiscussedfactorrelatedtoe-governmentisitstechnological
communicability.E-transactionsarerelevanttoadvancementsincommunicationmediums.Thus,
apositiveimpactbycommunicationperspectivesontransactionsrevealsthedispositionofcitizens
usinge-transactionsasamediumtocontactthegovernment.Inaddition,e-transactionsfacilitatean
improvedunderstandingofdifferent requirementsand transactionprocessesasacommunication
medium.E-transactionsalsosimplifytherequirementsfordocumentstocompletecertaintransactions
(Alhomod&Shafi,2012).Inotherwords,theenhancedacceptanceofe-transactionscanbeobserved
withtheincreasedpreferencefore-transactionsasanimportantcommunicationmethod.Although
allofthevariablesofthisstudywerefoundtobesignificantinfluencersone-transactionsacceptance
apartfromthe“difficulty”variable.Theitemsofthisvariabledidnotloadclearlyonitsrespective
factorbecausecitizensdidnotperceivethedifficultyinusinget-transactions.

Inthelightoftheorganizationalperspective,anotherimportantfactorcontributingtotheadoption
ofe-transactionsisorganizationalreliance.Thetwomostimportantelementsofe-transactionsare
the Internetandadministrativeactivities.The failure toestablishpeople’s trust inbothelements
willnegativelyaffect theuseofe-transactions.TheInternetisakeymediumintransactingwith
thegovernmentand,withoutappropriatelevelsoftrust,citizenswillrefusetosharetheirpersonal
informationwithgovernmentalorganizationsovertheInternet(Abunadi,2015).Nevertheless,the
surveyresultsshowedthatpeopleprefertousee-transactionsbecausetheyaremoreconvenient;
forinstance,theytendtoeliminatelongwaitingperiods,discriminatorytreatments,inappropriate
requirementsforpersonaltransactions,andlackofsupportfromsomegovernmentemployees.On
theotherhand,peoplewhodonotrelyongovernmentagencies’activitiesaremoreacceptingof
e-transactions.Thus,insituationswherethegovernmentdoesnotoperateeffectivelyintraditional
means of delivery of services, the e-transaction has a better opportunity of being accepted as a
communicationmediumforcitizensandgovernmentalorganizations.

In the lightof the socialperspective,understandingvaluesplays amajor role inbehavioral
motivation,whichvariesbyindividualandsociety(Schwartz,2003).Focusonvalidatingthetheory
toprovideclearinsightinthegeneralcategorizationofvalues(Abu-Shanab&Irani,2014;Schwartz,
1992).BPVhasbeenextensivelyusedinmanydisciplinesandisknowntobetheoreticallysound;
however,ithasrarelybeenusedinthecontextofinformationsystems.Tothebestofourknowledge,
no researchhas evaluated the relationshipbetweenvalues and e-transactionsusingBPV theory.
Thisresearchfocusesonassessingthevalues,perceptions,reliance,andtheirunderlyingimpacton
e-transactions(Al-Gahtani,Hubona,&Wang,2007;Alshaya,2002;Würtz,2005).

AStudybySmith,Peterson,andSchwartz(2002)supportedaspectsrelatedtohumanbehavior
andintentions.Thesignificantpositiveassociationbetweenconservatismvaluesande-transactions
showshigherlevelofacceptance.Furthermore,resultsshowthatopennesstochangeisasignificant
positive factordetermining theacceptance. Itwas found thatcitizensaremorewilling toaccept
changeanddeveloptheirskillsinordertousee-transaction,andthisisinlinewiththefindingsof
BagchiandKirs(2009).

Theoretical Contributions
The current study developed a theoretical model for the acceptance of e-transactions that took
the sociotechnicalperspective into consideration.The sociotechnicalperspectivewasconsidered
as a theoretical layer to guide the development of the research model and to provide the three
aspectsofe-transactionsrarelyfoundintheliterature.Thismodelexplainsend-users’viewpointof
e-transactionsacceptanceratherthanthedecisionmakers’viewpoint.Suchacomprehensivemodel
wasdevelopedbasedonanumberoftheoriesadaptedfromdifferentdisciplinesinordertoexplain
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animportantphenomenonwithin the informationsystemsfield(e-transactionsacceptance).This
modelsupportedtheconceptofexplainingend-useracceptanceofe-transactionsinthecontextof
developingcountries.Ittookacomprehensivesociotechnicalperspectivewhichisneededinsuch
contextsbecausee-transactionisstillinitsinitialstageswherevariousissuesneedtobeaddressed.

Inrelationtothecurrentliteratureofe-government,thecontributionofthismodelistwo-fold.
First,itconfirmstheinfluenceoftechnologicalfactorsofe-transactionacceptancewithinthecontext
ofdevelopingcountries.The technologicalvariables in this studywereadopted frompreviously
well-knownIStheoriesandre-definedtoprovideasuitabletheoreticalandpracticalexplanationof
e-transactionsendorsement.Thetechnologicalvariableswerecomparativebenefit,compatibility,
outcomecertaintyandtechnologicalcommunicability.Althoughcomparativebenefitandcompatibility
variableshavebeendiscussedine-governmentstudies,theywereonlytraditionallyadoptedwithno
clearre-definitionofthevariables.Bothoutcomecertaintyandtechnologicalcommunicabilityare
seldomdiscussedine-governmentresearch.

Second,thismodelempiricallyextendsthetheoreticalmodelsofe-governmentacceptanceby
integrating the technical perspective with social and organizational perspectives. Organizational
factorsincludingrelianceontheInternetandgovernmenthavenotbeenconsideredasorganizational
factorsinthee-governmentliterature.Bothofthesefactorswerere-formulatedtobecomeclosertothe
organizationalperspectiveandwereessentialintheexplanationoftheadoptionofe-transactions.The
socialfactorswhichincludeopennesstochangeandconservatismwerenotfoundinthee-government
literatureandwereveryrarelydiscussedintheISliterature.Thesesocialfactorshaveprovideda
perspectiveofe-governmentthatisnotonlyimperativebutalsoopensthedoorforISresearchers
toadoptthesocialperspectiveofopennesstochangeandconservatism.Thisperspectiveextends
theISliteratureinthesocialexplanationofe-transactionacceptanceinparticularandtechnology
acceptanceingeneral.

Practical Implications
Thepracticalimplicationsofthisresearchinvolveprovidingguidelinestogovernmentagencies
to facilitate citizens’ acceptance of e-transactions so that e-transaction initiatives can become
successful.Theacceptanceofe-transactions is related toanumberof factorswhichshouldbe
consideredbygovernmentagencieswhileimplementinge-transactions.Sincetheacceptanceof
e-transactions is related to three major elements: technological, organizational and social, the
guidelinesareformulatedasfollows.

Therearenumberoftechnologicalrecommendationsfortheimplementationofe-transactions.
Firstly,usersaremotivatedtoembracee-transactionsiftheyprovideabetteradvantageoverother
currentmethodsofdealingwiththegovernmentagencies.Hence,governmentagenciesshould
develope-transactionswithoverallbenefitsthatsurpasscurrentmethods.Secondly,government
agenciesshouldstudycurrentuserneedsrelatingtoe-transactions,forexamplethroughsurveys
andinterviewsanddevelope-transactionsaccordingly.Thirdly,theresultsandbenefitsofusing
e-transactions should be clarified and communicated to citizens through multiple channels of
communication.Fourthly,e-transactionplatformsshouldbedesignedtoenhancecommunication
betweengovernmentagenciesandcitizens.

Organizational recommendations include the following: firstly, government agencies should
provideclearpolicesande-transactionstechnologicalsafeguardsthatensuresecureenvironments
forelectronictransactions.Secondly,governmentagenciesshouldhandleinformationprovidedon
theirwebsiteandcitizens’datacarefully.Thirdly,governmentagenciesshouldenhancecitizens’
awarenessoftheadaptedapproachtosecuree-transactionsontheirchannelofdelivery(e.g.website).

Finally,socialrecommendationsarealsoanimportantpartofthepracticalimplications.Firstly,
awarenesscampaignsshouldbeconductedtoembraceopennesstochangetowardse-transactions.
Thesecampaignsshouldinvolvealldifferentsectorsofsocietyasthesuccessfulimplementationof
e-transactionsaddvaluestothem.Additionally,sustainingthepositivebeliefsofcitizensaboutthe
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usageofe-transactionsasasocialnormisimportant.Thiscanbedonethroughincreasingtheoverall
maturitylevelofe-transactionswhichwillenablethespreadofe-transactionusagethroughthesociety.

CoNCLUSIoN ANd FUTURE RESEARCH

Thisresearchhasstudiedtheendorsementofe-transactionsinthelightofasociotechnicalperspective.
Thefundamentalaimwas toexplain the impactofsociotechnical factorsone-transactions.This
sociotechnicalperspective(technical,organizationalandsocial)hasprovidedalensthatislacking
ine-governmentresearchandthisstudyaddressesthisissue.Theresearchmodelhasbeendeveloped
andempiricallytestedrigorouslytakingintoconsiderationrelatedfactors.PeoplewhousetheInternet
prefere-transactionsbecauseoftheassociatedadvantages.Theassessmentofvarioussociotechnical
factorsremainsimportanttoanalyzethewideacceptanceofe-transactions.Bridgingthegapinthe
literatureontheuseofe-transactionsintheKingdomofSaudiArabiahasbeencoveredaccordingly.
DifferentmodelshavebeenadoptedtomaximizethevalidityandreliabilityoftheresearchandSEM
wasusedtoprovedifferenthypotheses.Thus,thisstudyservesasanimportanttheoreticalexplanation
relevanttotheutilizationofe-transactionsindevelopingcountries(Nydell,2006).

Theresearchmodelcanbeappliedtodifferente-governmenttechnologiessuchase-tendering,
mobilegovernmentandgovernment2.0.Thisstudycanbeextendedtovariouscountriesincluding
China,Japan,andThailand,whichsharetechnicalandothersocialcharacteristicswiththeKingdomof
SaudiArabia.Highcontextculturesperceivecommunicationasanimportantfactorandnationswith
conservatismvaluestendtoinfluencetechnologyacceptance.Incorporatingmediatingvariablescould
extendtheresearchmodel,particularlythesocialaspectswithdemographicvariables.Longitudinal
studiesadoptingtheresearchmodelwouldaddadeeperinsightintotheendorsementofe-transactions.
SociotechnicaltheoriesandBPVtheories,incombinationwithotherwell-knownISrelatedtheories,
wouldprovideaperspectivethatisrarelydiscussedintheISliterature.Alimitationtothisstudyis
thequalitativeperspectivewhichcouldprovideextraexplanationoftheacceptanceofe-transactions.
Thisstudyonlyexploredthegovernment-to-citizenaspectofe-transactionsandlacksthegovernment-
to-governmentandgovernment-to-businessareasofe-transaction.Newtrendsofe-governmentare
clearlyemergingandalthoughe-transactionisoneofthemostimportanttechnologieswithinthe
e-governmentrealm,othernewertechnologiessuchasmobileandopengovernmentsarealsorelevant.
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APPENdIX

Table 6. Instrument items

Code Item

CB1 E-transactionsenablesmetocompletemydealingswithgovernmentagenciesfaster.

CB2 E-transactionsimprovethequalityofmydealingswithgovernmentagencies.

CB3 E-transactionssimplifymydealingswithgovernmentagencies.

CB4 E-transactionsincreasemyeffectivenesswhiledealingwithgovernmentagencies.

CB5 E-transactionsprovidemewithhigherlevelsofcontrolovermydealingswithgovernmentagencies.

CT1 E-transactionsarecompatiblewithhowIprefertodealwithgovernmentagencies.

CT2 E-transactionsarefullycompatiblewithmypresentneeds.

CT3 E-transactionsarealignedwiththewayIprefertodealwithgovernmentagencies.

CT4 E-transactionsarealignedwithmywayoflife.

DFT1 E-transactionsusagewouldtaketoomuchofmytime.

DFT2 Performinge-transactionsistoocomplicatedanddifficulttounderstand.

DFT3 Usageofe-transactionstakestoomuchtimeinperformingtechnicalprocedures.

DFT4 Learninghowtoperforme-transactionswouldtakealongtime.

OC1 Iwillnotfaceanydifficultiesintellingotherstheoutcomesofusinge-transactions.

OC2 Icancommunicatethebenefitsofusinge-transactionstoothers.

OC3 E-transactionresultsarecleartome.

OC4 Therewillbedifficultiesinexplainingwhye-transactionsarebeneficial.

TC1 Communicatingwithgovernmentagencieswillbeimprovedbyusinge-transactions.

TC2 Communicatingwithgovernmentagenciesusinge-transactionswillimprovemyunderstandingof
governmentaldealings.

TC3 Whileusinge-transactions,itisimportanttohavetextualandvisualpresentationofinformation.

USE1 Iwillusee-transactionstoobtaininformationaboutmydealingswithgovernmentagencies.

USE2 Iwillusee-transactionsthataremadeavailableovertheInternet.

USE3 Usinge-transactionsisanactionthatIwilldo.

USE4 Iwillnothesitatetoprovidemyinformationtoe-transactionwebsites.

USE5 Iwillusee-transactionstorequestinformationaboutmydealingswithgovernmentagencies.

RI1 Icanrelyongovernmentagenciestoprovideenoughsafeguardswhileusinge-transactionsontheInternet.

RI2 IcanrelyongovernmentagenciestoprotectmefromproblemsontheInternetwhileIamusinge-transactions
byprovidingadequatetechnologicalandlegalstructures.

RI3 IfeelthatgovernmentagenciesprovidesafeandrobustenvironmentsontheInternettoconducte-transactions.

RG1 Governmentagenciescanbereliedonincarryingoute-transactionsthroughtheirwebsites.

RG2 Governmentagenciescanbereliedonregardingtheircapabilitytoprovideservicesviae-transactionwebsites.

RG3 Irelyongovernmentagenciestokeepmyprivacyandsecuritywhiledeliveringservicesviae-transaction
websites.

OP1 Tobeoriginalandthinkingaboutnewideasisimportant.Iliketodoactionsininnovativeways.

continued on following page
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Code Item

OP2 ItisimportanttomakemyowndecisionsaboutwhatIdo.Iliketofreelyplanandselectmyactivities.

OP3 Ithinkitisimportanttobecurious.Iliketounderstandandbeinterestedindifferentthings.

OP4 Ithinkitisimportanttobeindependent.Iliketorelyonmyself.

OP5 Itisimportanttoperformmanythingsindifferentaspectsoflife.Ialwaystrynewthings.

OP6 Iliketotakerisks.Iamalwaysseekingnewadventures.

OP7 Ilikesurprises.Itisimportanttohaveastimulatinglife.

CN1 Ithinkitisimportanttobecontent.Ibelievethatpeopleshouldnotchangetheirnature.

CN2 Religiousnessisimportant.Itrymybesttofollowreligiousbeliefs.

CN3 Itisbettertodothingsusingtraditionalmethods.Itisimportanttofollowcustoms.

CN4 Itisimportanttobemodestandhumble.Itrynottodrawattentiontomyself.

CN5 Ibelievethatpeopleshoulddoastheyareinstructed.Ithinkpeopleshouldfollowrulesallthetime,even
whennooneisobserving.

CN6 Itisimportantformetoactproperly.Iwanttoavoiddoinganythingpeoplethinkitiswrong.

CN7 Itisimportanttoalwaysrespectparentsandelders.Beingobedientiscrucial.

CN8 Itisimportanttoalwaysbepolitetoothers.Iwillnevertrytoannoyothers.

CN9 Itiscriticaltoliveinasecureenvironment.Iavoiddoinganyactsthatjeopardisesafety.

CN10 Itisverycriticalformetohaveasafecountry.Ithinkthatgovernmentmusttakeguardagainstanythreats.

CN11 Itisimportanttobeorganizedandclean.Idonotlikemessythings.

CN12 Itryhardlytoavoidsickness.Itisveryimportanttobehealthy.

CN13 Stabilityofagovernmentisimportant.Iamconcernedaboutprotectingthesocialorder.

Table 6. Continued


