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ABSTRACT

ThispaperpresentstheresultsofanempiricalsurveystudyconductedonpeoplelivinginNorth
Cyprus, aiming to measure awareness of e-government practices. Brief information regarding
e-government, awareness and adoption concepts, and current situation in North Cyprus is also
provided.Aparticularsurveyisdesignedbasedonpreliminarypre-testingmethodsandacademic
supervision.Thisstudyaimstocontributetoaliteraturethatislackingstudiesregardingawareness
of e-government in small islands.AsCyprus is aSmall IslandDevelopingState (SID)member
andhasthelastdividedcapital,revealingthemainreasonsforawareness,usageandtrustinessof
e-governmentpracticesisbelievedtocontributetotheliterature.
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INTRoDUCTIoN

In an era that revolves around digitalization, information, and communication technology (ICT)
servesforvariouspurposes.Electronicgovernment(e-government)isoneofthebiggestharvestsof
this.Theconceptofe-governmentinvolvesapplyinginformationandcommunicationtechnology
tomultipleaspectsofagovernment’sdailyprocesses.Itaimsto“enhanceaccesstoanddeliveryof
governmentservicestobenefitcitizens’’(Solinthone&Rumyantseva,2016).Thisissimplyachieved
byenhancingtheinformationflowbetweenthegovernmentandcitizens,whichleadstoawhole
anotherwayinwhichbothpartiesinteract.Insimplerwords,e-governmentservicesenablecitizens
toexploitITtoimproveaccessibility,convenience,andqualityofinteractionswiththegovernment.

Onanexploratorystudy,Huetal.(2009)concludedthefollowingpointsthataredealtwith
e-government;significantmanagementinitiativesanddeliveryofinformationandpublicservices,
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takenbyallstagesofgovernment,onbehalfofcitizensandlocalbusinesses,involvingusingmulti‐
waysofInternet,website,systemintegration,andinteroperability,toenhanceoverallservicesand
asakeyapproachandstrategy.Itaimstoenhanceaccesstoanddeliveryofgovernmentservices
tobenefitcitizens(Solinthone&Rumyantseva,2016).Thisissimplyachievedbyenhancingthe
informationflowbetweenthegovernmentandcitizens,whichleadstoawholeanotherwayforboth
partiestointeract.Duetothis,ICTplaysavitalroleinthee-governmentconcept.

Bychangingthemanagementandtransformingexistinggovernmentalprocesses,e-government
tendstostrengthenthegovernment’sdrivetowardmoretransparentandeffectivegovernance.Dudley
etal.(2015)statedthattransformingservicedeliverybeginswithunderstandingcitizens’needsand
priorities.Insuchauser-centricorthiscasecitizen-centric,approachvariousmeasuresshouldbe
studiedtoensureeffectiveness.Reddick(2005)categorizedtheadoptionofe-governmentintotwo
groupsasthesupplyandthedemand-side.Thisstudyisconcentratedonthedemand-side,whichis
theresidents.

Thefirstaimofthispaperistounderstandhowawarethelocalsare,livingintheNorthernpart
ofCyprus,ofavailablee-governmentservices.Secondly,statisticalanalysisisaimedtorevealhow
adoptedthoseavailableservicesare.Anempiricalstudyapproachisfollowedtomeasureawareness
andadoptionviaanonlinesurvey.Despiteliteraturehavingasubstantialamountofstudiesmeasuring
awarenessviathemethodofsurveying,thisstudyaimstoofferaconsiderablecontributiontovarious
stakeholdersofSmallIslandsDevelopingStates(SIDS).Separatingawareandunawarecitizenswith
reasonsisbelievedtoprovideabetterunderstanding.Also,duetoitspoliticalstateandthewell-
knownCyprusdispute,itisbelievedthatthisstudyisgoingtorevealhowe-governmentawareness
andadoptioncanrelateanddemonstratetothecountry’ssituation.Furthermore,itisaimedtoclarify
whetherphysicalisolationcreatesdigitalisolationaswell.Thefindingsoftheresearchcanbeused
tounderstandanddevelopastrategytopromoteawarenessandadoptionforSIDS.

BACKGRoUND

Thee-governmentconceptcameto lightwith theadventofgovernmentwebsites in the late90s
(Mittaletal.,2013).Thewebprovides transparency in functioning,whichgives thepotential to
supplyacorruption-freegovernment(Saxena,2017).Itisvitaltoembarkontheuseoftechnology
acrossgovernmental structures.Computerswerebeingused independently for specificpurposes
which were causing isolation and disconnection among the governmental units. ICT has such a
highpotentialthat,usingitonlyforautomationwouldbeinefficient(Dwivedi,Papazafeiropoulou,
Gharavi&Khoumbati,2006).

Afterthepotentialwasrealized,thefirste-governmentsystemsstartedtoappear.However,initial
e-governmentsystemshadlimitedfunctionsandhadbeenimplementedbyafewgovernmentsfor
somereason(Meftah,Gharleghi&Samadi,2015).Overall,e-governmentaimstoincreasecitizens’
participationandenhancetheiraccess.E-governmenttouchesonprettymuchallaspectsofcitizens’
relationshipwiththegovernment(Abu-Shanab,2017).Itservestothedeliveryofgovernment-related
processesviatheutilizationofICT.E-governmentconcepts,asresearchedandpracticedoverthepast
twodecades,continuestoevolve(Janowski,2015).Forcitizens,theperksofsuchservicesare;greater
accessandeasierinteractionwiththegovernment,andforthegovernment,perksarelowerservice
deliverycostsandacompletelydifferentchanneltoengagewithcitizens(Venkateshet.al,2016).

Asitsroleservesbothcitizensandthegovernment,countriesareseekingdifferentwaysand
technologiestoimplemente-governmentservicesandachievingtheseresultsinabetterintegration,
management,sharing,andtransferofinformationbetweengovernmentandcitizens(Behzadietal.,
2012).ThatisutterlyproportionaltothelevelofICTdeployment,whichdependsonthedevelopment
statusofthecountry.

Asmentionedabove,itisimportanttoapproachthee-governmentconceptnotjustthroughthe
government’sperspective,butalsothroughthecitizens’perspective.Citizens,asessentialstakeholders
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intheprocess,dohaveacollectiveexpectationfromapossiblee-governmentservice(Twizeyimana
andAndersson,2019).Belanche,CasalóandFlavián(2010)provethatcitizens’expectationspositively
affecttheirintentiontousethatservice.BanuAli,SalehWaferandRamlogan(2019)statedsome
factors thathavean important impactoncitizens’ intention tousee-governmentservices.These
factorsinvolve;trustintheInternet,trustinGovernmentawareness,lackofpolicyandregulationfor
e-usage,informationcommunicationtechnology(ICT)infrastructureandmostimportantly,citizen’s
participation.E-governmentcanimprovethistrustthroughcitizenparticipation,andbyprovidingthe
publicwithmorecontrolofactionsanddecisionsoftheirgovernment(Castelnovo,2013).Finally,
Baxter(2017)statedthefactthatcitizens’participationplaysasignificantroleindeterminingthe
successofe-governmentadoption.

Adoption and Awareness
Bothawarenessandadoptionhavebeenpopularresearchtopicsacrosse-governmentliteraturedespite
beingprovenasthemostchallenging(Meftah,Gharleghi&Samadi,2015).AsOzkanandKanat
(2011)stated,adoptionmeasuresdeterminethesuccessofthegovernmenttocitizens.Therehave
beenmanytypesofresearchfocusingontheadoptionofe-governmentusingvariousmodelssuch
astheTechnologyAcceptance/AdoptionModel(TAM).Asmorestudieshavebeencarriedout,this
hasledmanyresearcherstofocusonthefactorsthatinfluencecitizens’adoptionofe-government.
Initialfindingsshowedthatthedemandfore-governmentisdeficient,whichhasledtoevenmore
researchthataimstoidentifyfactorsaffectingthisdemand.AccordingtoShareefetal.(2011),public
administrationcanobtainpotentialimplicationsandinsightsfromthefindingsoftheadoptionbehavior
ofe-governmentatdifferentmaturitylevels.Thispublicadministration,includingpolicyanddecision-
makers,needtoknowtheissuesthatmightaffectusers’decisioninsteadtouseaparticularsystem
(Simtowe,2012).Theseidentifiedissuescanthenbetakenintoconsiderationduringthedevelopment
phase.Simtowe(2012)statedthat“technologydiffusion(awareness)isanimportantpreconditionfor
adoptiontooccur’’.Therefore,itissignificanttofocusonthesebothconcepts,respectively.Through
thereviewofliterature,ithasbeenfoundoutthatthisisroughlytheleadingapproachresearchers
usewhentalkingaboutadoptionandawareness.

Meftah,GharleghiandSamadi(2015)conductedanempiricalstudytoidentifythefactorsthat
affectcitizen’sintentiontoadopte-governmentservicesfromsomeperspectives.Respondentshave
beenselectedthroughaconveniencesamplingmethod.Thetargetedpopulationincludedprivate-sector
employeesofBahraincity,andsurveyshavebeencarriedoutforthreemonths.Througharegression
analysis,asignificantrelationshiphasbeenfoundbetweene-governmentandculture,e-government
andawarenessande-governmentandtrust.Amongstthesethreerelations,trustinessistheonewith
themostreliablerelationship.Thatbrieflymeansthattrustingthesystemhasasubstantialeffecton
theadoptionprocess.AnothersimilarstudyhasbeencarriedoutbyAl-hashmiandSuresha(2013),
wherethemainfocuswastomeasurethelevelofawarenessintheRepublicofYemen.Researchers
usedarandomsamplingmethodandcollectedresponsesfrom750people.Thequestionnaireused
wasalsovalidatedthroughtheprofessionalsandextensiveliteraturereview.Bythisevaluation,they
reducedtheriskofpotentialambiguityandconfusionsomerespondentsmightface.Overallresults
showedalittleamountofawarenesswithfemalesbeingthelowestgendergroup.Highliteracyrate
andyoungpopulationofYemenhavealsobeenmentionedduringtheanalysissection.

Abu-Shanab(2017)appliedanotherapproachwhere twodifferentsamplemodelshavebeen
createdwithtwodifferentobjectives.Foreachsamplemodel,asurveyhasbeenconducted.Through
anextensiveliteraturereview,20e-governmentrelatedconceptshavebeenselectedtocomposethe
first survey.Theseconcepts includedprovidinge-government services tocitizens fromdifferent
settlementareas,agegroups,genders.Conceptsfocusingonthesupply-side(administration)werealso
involved.Forthesecondmodel,theresearchertookfoursuccessfactorsasthecoreforthesurvey;
easeofuse,privacy,securityandtrustiness.ForthefirstsamplemodelofJordanianstudents,the
studyindicatedahighamountofperceptionofalle-governmentconcepts.Thehighestmeanswere
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reportedforserviceprovisionandsocialinfluenceofe-government.Forthesecondmodel,aclass
includingundergraduatestudentsweregiventhesurveybothatthebeginningandendofthesemester.
Boththeresultsofthesecondmodelaloneandcomparisontothefirstoneindicatedthatfamiliarity
withe-governmenthasasignificantinfluenceone-governmentperceptions.

Rehman et al. (2016) focused on different levels of service maturity while focusing on the
factorsthatmighthaveanimpactoncitizens’adoptionofe-governmentservicesinPakistan.Also,a
conceptualmodelhasbeenproposed.Fortheempiricalapproach,aquotasamplingmethodhasbeen
usedfortwodifferentgroupsofcitizens(onlineandofflineusers).Theyrecommendedthattheusage
levelofe-governmentshouldbeconsideredcarefullyforabetterunderstandingofcitizendemands.
Also,thelackofICTavailabilityhasbeenpointedout,andit’sbeensuggestedforthegovernment
toprovidetheseforbetteraccess.

AnnaXiong(2006)focusedonthecurrentstatusofChinesee-governmentmaturitybya
comprehensivereviewoftheliteratureandthegovernmentreports.Morethantenyearsago,
itwasfoundoutthatboththeawarenessandusageofe-governmentwasverylow.Also,the
needfortrainingandassistancehasalsobeenstated.ThestudybyReddickandZheng(2017)
onthemobilegovernmentinChineselocalgovernments,identifiedthestrongestpredictors
ofbothcurrentandfutureuseasdemandandsatisfactionwithmobileapplications.Also,the
resultshaveindicatedthatsocio-economicstatusdidnothaveanimpactoncitizens’future
useofmobileapps.

Finally,across-nationalstudyhasbeenconductedbyCarter,Weerakkody,PhillipsandDwivedi
(2016)wherethemainfocuswasonconspicuousconceptsthatpotentiallyaffectcitizenadoption
ofe-government.Initially,thestudystatedthelackofcross-countrystudiesandidentifieditselfas
apreliminaryoneforfurtherresearch.Theystatedthat“duetotheglobalpresenceofcitizensin
differentcountries,itisnecessarytounderstandfactorsaffectingadoptionofelectronicgovernment
servicesinacross-countrycontext.”(Carteretal.,2016).Kaya(2020)investigatedtheusabilityof
theofficialwebsitesoftheAsiancountriesandrecommendedtoincreasethetoolstoe-participate
andshifttowardsuser-centricdesign.

E-Government Services in Small Island Developing States (SIDS)
SIDSisusuallyacknowledgedwiththesignificantchallengestheyneedtomanagedueto
the natural characteristics of their environments and governance communications (Sari,
2016). Just like any other, governments in such situations have many attempts regarding
enhancingservicedeliverythroughthemeansofe-government.Forexample,intheearly
stagesofe-governmentintegration,SIDSshowedprogresstowardsenhancedenvironmental
sustainabilitythroughe-government(Lee,2017).ConsideringtheICTinvolvementinthe
e-governmentconcept, thefact thatSIDShave limitedresourcescauseschallenges(Sari,
2016;UnitedNations,2018).Someofthiscouldbeduetotechnicalexpensesorcomputational
resourcesrequired.Kaya(2019a)informedthatartificialintelligence-drivendecisionmaking
isavailableduetotherecentdevelopmentswhiletheavailabilityofdataisaconcernwithin
SIDS.Furthermore, the lackofa legalframeworkisalsoabarrier towardse-government
development(Kaya,2019b).

AccordingtotheUnitedNations’E-GovernmentSurvey2018,e-governmentdevelopmentis
mostinfluentialinSIDS,andSingaporeistheonewiththehighestprogress(UnitedNations,2018).
AnexampleprovidedinthesurveyisSingapore,withsignificantprogresssincethepreviousedition
andhashistoricallyhadavery-high-EGDIscore.Also,ithasbeenstatedbytheUnitedNations(2018)
inthesurveythatmorethanhalfofthecountriesthatmovedfromMiddletoHighEGDIlevelgroup
belongtoSIDS.Furthermore,ithasbeenmentionedthatthisindicatesthefactthatmanySIDSare
alreadywelladvancedinimplementinge-governmentpoliciesandstrategiesandincorporatingthese
intotheirdevelopmentplansandpolicies.



International Journal of Public Administration in the Digital Age
Volume 7 • Issue 2 • April-June 2020

5

E-Government Services in North Cyprus
Asadevelopingcountry,Cyprusisinadisputesituationthataffectscitizensinmanyways.Altinayet
al.(2016)statedthattheCyprusproblem(akaCyprusDispute)restrictstheenrichmentofeducation
systemsandtheformationofidentity.Availabilityandtransparencyofnationalgovernmentsarealso
oneofthewaysthataffectthecitizens.Duetothecurrentsituationandbeingpoliticallyunstable,
NorthCyprusis inarestrictedstate.Inasituationalanalysis,Kayaetal.(2016)statedthatonly
halfofthelocalmunicipalitiesinNorthCyprushaveawebsitewithroomformanyimprovements
especiallyconsideringtheenhancedstageofe-government.KayaandÖver(2019)mentionedthat
municipalitywebsiteswereusedmoreefficientlyandactivelythanministrywebsites.

AccordingtotheUnitedNations’E-GovernmentSurvey2018,CyprushasanEGDI(E-government
DevelopmentIndex)greaterthan0.75,placingitintheVeryHighEGDI(VH-EGDI)group.Ithas
alsobeenstatedinthesamereportthatCyprushasadvancedfromalowerEGDIgrouptoahigher
onesincethepreviousedition.ThesurveyreportiscarriedoutbytheUnitedNationsonthe193
Memberstates.DespiteCyprusbeinginthelistandplacingintheVH-EGDIgroup,thisdoesnot
showanythingregardingNorthCyprus.ThesituationinCyprus(CyprusConflict)excludesNorth
Cyprusfromthiswell-knownsurvey.Thisisanothermotivationforthisstudy.

Asaresultofadetailedliteraturesearchusingrelevantkeywords,alackofstudiesregarding
adoptionandawarenessofe-government inNorthCyprushascome to light.SağsanandYıldız
(2010)alsomentionedthisbystating“analysesofe-governmentadoptionintheNorthernpartofthe
islandarealmostnon-existent”.Kayaetal.(2020a)conductedinterviewsondecision-makersand
analyzedthatimportancegiventoe-governmentpracticesincreasedwhilethelevelofimportance
changesdependingonthedecision-maker.Kayaetal.(2020b)carriedoutastudyaimingtopropose
methodsforimprovinge-governmentbasedprocesses.Theyfollowedanapproachinvolvingvariable
identificationthatinfluencese-governmentusageinNorthernandSouthernNicosia.Theyfocusedon
determiningsimilaritiesanddifferencesbetweenthetwopartsofNicosia.Thisstudyhasasignificant
highlightasNicosiaistheworld’slastdividedcapitalandcomparisonsinsuchsituationsarevery
rare.Theimpactofthisisolationondigitalizationwasalsostudied.Theresearchindicatedthatthe
potentiale-governmentbenefitspositivelyaffecttheuseofe-governmentpracticesforbothparts.
Also,nepotismnegativelyaffectsthee-governmentpractices,wheresocialmediaandhumanrights
alsohaveapositiverelationshipwiththee-governmentservicesofNorthernNicosia.Itisarguedthat
asthecountryisarecognizedEUmember,SouthernNicosiarespondentsarekeenertohavemore
up-to-dateconcepts.Forinstance,astheEuropeanUnion(2017)states,havingamobilegovernment
isanessential targetforEuropeanUnionCountries.Also,publicsectororganizationswererated
poorlyinpotentialbenefitsandimprovementsfore-governmentpractices.

Sari(2017)statedtheimportanceofTheCorruptionProbleminCyprusandstatedthat“the
rateofcorruptionhasbecomeaninevitablefactorforevaluation.”intheconceptofe-government.
TheCPI(CorruptionPerceptionsIndex)scoreofCyprushasnotsignificantlyincreasedordecreased
withinthelast tenyearsbutsteadilyshiftedfrom63to58lastyear(TransparencyInternational,
2020).DespitethestudysuggestingtheuseofICTine-governanceleadingtolowercorruption(Lupu
&Lazăr,2015;(Nam,2018),TheCPIscoreofCyprusshowsthatthereisnosignificantimpactof
deploymentofe-governmentonthepreventionofcorruptioninCyprus.AsstatedbySari(2017),“It
requirestimeforadoptionanddistributionofusagetocreateapossibleinteractioninsocietywith
e-governmentservicestoinvestigatetheimpactandmeasureofthecorruption”.However,itcanstill
bestatedthat,asCyprusisstillbeingdevelopedsociallyandeconomically,theimpactofcorruption
management throughe-government is still a strong effort.Efficient corruptionmanagement can
contributemoreeffectivelytotransparencyofgovernment.AccordingtoVenkateshetal.(2016,p.
106),“Transparencyandtrustshowedsignificantmediatingandmoderatingeffectsontherelationships
betweentherelevantfactorsandcitizens’intentionstousee-government.”

InadocumentreviewedbySağsanandYıldız(2010),whichwasane-readinesssurveycarried
outbyUnitedNationsDevelopmentProgram(UNDP,2007),adigitaldividehasbeenidentified
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regardingsettlementareas,incomes,educationalbackgroundandage.Also,accordingtothesame
study,ithasbeenfoundoutthatthedemandfore-governmentwasatlowlevels.Ithasstatedthatmore
thanhalfoftheparticipantssaid“noneedtousecomputers”.Also,thefactregardinggovernment
websitesbeingstaticandinvolvingone-wayinteractionhavebeenfoundout.

BasedontheE-GovernmentDevelopmentStageModel(Wirtz&Daiser,2015),thisindicates
theveryfirststage,whichispresentationandinformationwherestaticcontentisprovidedwithout
anypersonalizationorinteraction.Consideringtheyearthisstudy(UNDP,2007)wasconducted
andtheavailability/reliabilityoftheInternetbackinthosedays, theseresultscouldbeexpected.
However,duetotheinfrastructuralandtechnologicaldevelopments,itisbelievedandfurtherproven
tobechanged.Thisisthepartwherethisstudy’spotentialcontributioncomesintoplace.Viathis
research,itisbelievedthatasubstantialcontributioncanbeofferedtopublicadministrationorany
stakeholderinterestedinthecurrentsituationofNorthCyprusregardinge-government.

METHoDoLoGy

objective
Thisstudyaimstomeasureawarenessofavailablee-governmentservicesamongcitizensofNorth
Cyprus.Theempiricalresearchapproachisusedviadistributinganonlinelinkthatdirectstoasurvey
hostedonGoogleForm.Sothemainobjectivesare:

• Tomeasureawarenessofavailablee-governmentservicesamongpeoplelivinginNorthCyprus
• Toidentifythepotentialrelationshipbetweenrespondentsdemographicvariablesandawareness
• Toidentifytrustinessacrosse-governmentservicesbytherespondentsthatareaware
• Toidentifypotentialtrustinessacrosse-governmentservicesbytherespondentsthatarenotaware

Sampling
Samplingtheorysimplyreliesonprobabilitysampling,whereeachpersoninapopulationisknown
andhasachanceofinvolving(Wolf,Joye,Smith&Fu,2016).Theprocessofselectingrespondents
involvesrandomizationwithoutanypurposiveselection(Wolf,Joye,Smith&Fu,2016).However,
inthisstudy’scase,duetothetotalpopulationbeingunknownandduetotimelimitation,thenon-
probabilitysamplingmethodisused.Unlikeprobabilitysamplingwhererandomizationiscarried
out,hereitdependsonthesubjectivejudgmentoftheresearcher.Thetargetedpopulationforthis
researchisthepeoplecurrentlylivinginNorthCyprus.Theydonotnecessarilyhavetobecitizens
oftheNorthandcansimplyberesidents.

Challenges
Ciochetto & Haley (2016) identified the following obstacles regarding survey studies aiming to
measureawareness:

• Tomeasurewhatpeopleknowaswellaswhattheydonotknow
• Providing“donotknow”optiontoavoidrespondentmakingaguess
• Itissociallydesirabletoappealwell-informed,butthisisnoteasywith“donotknow.”
• Thelikelihoodthatsomeoftherespondentswillaffirmknowledgethattheydonothave
• Introductiontothequestionshouldbemakingtherespondentfeelfreetopick“donotknow.”

Anotherchallengeforthisstudyhasbeenthelanguagebarrier.Astheresearchisfocusedonpeople
currentlylivinginNorthCyprus,itdoesnotnecessarilymeantheyallspeakthesamelanguage.Also,
somepeopletendtofeelmorecomfortableusingtheirmotherlanguageforsharingandexpressing
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themselves.Therefore,thesurveywaspreparedandconductedintwolanguages;EnglishandTurkish
(primarylanguageusedinNorthCyprus).Furtherdetailsregardingthecombinationofresultsare
explainedinthefollowingSurveyDesignsection.

Survey Design
For designing the survey, literature has been reviewed besides consulting with an academic
professional.Beforeactuallyimplementingthestudyonline,fewpretestingmethodswereusedto
predefinethequestions.Thishasbeencarriedoutbysomecognitivethink-aloudinterviewstofind
outpotentialrespondentresponses.Thispreliminarystudyhelpedwithabettersurveydesign.

Thesurveyhasbeendesignedasfivesections.Thesignificantfeatureofthissurveyisthatallthe
sectionsexceptthefirstoneareshownbasedontherespondent’sanswergiventospecificquestions.
Forexample,attheendofthefirstsection,themainquestionof“Areyouawareofe-government
servicesavailableinNorthCyprus?”isasked.A“yes”answertothisquestiondirectedtherespondent
toSection2,whichonlyrelatedtopeoplewhoareconsideredas“awareofe-government”.Onthe
otherhand,arespondentwitha“no”answergiventothisquestionhasbeendirectedtothelastsection
skippingalltheotherunrelatedquestions.

Bythisway,timeefficiencyhasbeenensuredfortheoverallsurveyexperience.Thegeneral
relationbetweensectionsisshowninFigure1.

Section1ofthesurveyincludedmultiplechoiceandcheckboxquestionsfocusingonrespondent’s
profiles(age,nationality,location,occupation,etc).Section2isfortherespondentswhoareconsidered
Aware.Thissectioninvolvedtwomultiple-choicequestions.Basedonthesecondquestion,respondents
whoUsedatleastonee-governmentservicebeforearedirectedtoSection3.Inthissection,five
checkboxquestions,onemultiplechoicequestionandonemultiple-choicegridquestionareinvolved.

Ontheotherhand,respondentswhoNeverUsedanye-governmentservicebeforearedirectedto
Section4,whichinvolvedonemultiple-choicegridquestion.Finally,Section5isfortherespondents
whoareconsideredNotAware.Thissectioninvolvedtwomultiplechoiceandonecheckboxquestions.
Anothercriticaldesignfeatureusedinthissurveywasinitiallyidentifiedviathepretestingmethod
carried out. When some potential respondents were asked “Do you consider yourself aware of
e-governmentservices?”face-to-face,answerswereusually“No”or“IthinkNo”.However,someof
themwereawareandactiveusersofe-governmentserviceswithoutknowingthattheseservicesare

Figure 1. Survey design
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beingreferredtoas“e-government”.Thisleadstoanotherissueregardingtheconceptisnotknown
butusedatthesametime.Thisisbelievedtobeafurtherimprovementforthisstudy.So,tosolvethis
issue,thesurveyhadtobere-designedwithsomeadditionalexplanationsbeingaddedtoquestions.

As shown in Figure 2, further detail was added to the question by using a straight-forward
languageaspossible.Also,theexamplesgiveninbracketsarecurrentlythemostpopulare-government
servicesinNorthCyprus.Thiswasbelievedtoremindpeopletheservicesareactuallyreferredto
as“e-government”.

Anotherchallengetackledwiththedesignwasthelanguagebarrier.Asexplainedintheprevious
section, it cannot be assumed that everyone knows English. People from different age groups,
educationalbackgroundorpersonalpreferences,mightonlybeabletofillTurkishsurveys.Toavoid
thepotentialexclusionofareasonableamountofrespondents,aftercompletionofpretesting,two
surveyswereimplemented.Itisimportanttonotethatbothofthesurveyshavethesamequestion
wheretheresearcherdidtranslations.

Additionally,attheendofthesurvey,respondentsweregivenachancetoputkey(generatedby
name&surnameinitials)incasetheywantedtowithdrawforanyreason.Afterthecompletionof
thesurvey,nobodyreachedouttobewithdrawnfromthesurvey.

Survey Distribution and Data Integration
Asdescribedabove,bothofthesurveyswerecreatedandimplementedinGoogleForms.GoogleForms
isawebapplicationthatallowsuserstocreatequestionnairesandsharethempubliclyorprivately.
Itisafreetoolandhasbeenusedforalotofresearchstudies(Djenno,Insua&Pho,2015).Italso
allowsthesurveyownertoexportresultsinvariousformats,includingxlsx(spreadsheetformat).By
thisway,itcanbeusedinanydataanalysistool.WhenthesurveyswerecreatedonGoogleForms,
theyweremadepubliclyavailable.Twolinks(onefortheTurkishversionandonefortheEnglish
version)weretakenfromthesystemandusedwhensharingwithtargetedrespondents.Shortened
versionsoflinkswereused.Asanon-probabilitysamplingmethodisusedbasedonthesubjective
judgmentoftheresearcher,thelinkwassharedviasocialmedia,e-mail,SMSanddirectmessages.
ThesurveyswereactivebetweentheperiodofAprilandMay2020.Whiledistributing,bothofthe
linkswereshared,leavingthelanguagepreferencetothepotentialrespondent.

Asof25thMay2019,bothofthesurveysweredeactivated.Initially,theresultsofbothTurkish
andEnglishversionswereexported.ThenTurkishresultswereintegratedintotheEnglishone.Asboth
ofthesurveysusedthesamequestionstructure,theresultseffectivelycombined.Theonlychallenge
wasansweredbeingdifferentaslanguagediffered.Inordertodothat,Turkishversionresultswere

Figure 2. “Are you aware of E-government services available in North Cyprus” question
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translatedbacktoEnglishaftertheintegration.Aftercompletingthetranslation,theresultinglist
includedalltheresponsesinEnglishinonexlsxfile.

FINDINGS

Respondents Profile
Atotalof342peoplehavecompletedthesurvey,andthegeneralrespondents’profileisshownin
Table1.Thesametablealsoprovidesfrequencydistributionamongstsomevariablesthatarebelieved
toplacesignificantfindings.

Table 1. Respondents profile

Variables Options Number of Respondents Percentage

Age

18-24 30 8.77

25-29 122 35.67

30-34 100 29.24

35-39 35 10.23

40-44 16 4.68

45+ 39 11.40

Nationality

TRNC 246 48.52

Cyprus 138 14.00

TR 71 27.22

Other 52 10.26

EducationDegree

Middle/HighSchool 24 7.02

Undergraduate 150 43.86

Postgraduate 131 38.30

PhD 37 10.82

Noacademicbackground 0 0

Income(TRY)

Noincome 40 11.70

<Minimumwage 24 7.02

Minimumwage 39 11.40

Minimumwage-6000 145 42.40

6000+ 94 27.49

SettlementArea
Urban 288 84.21

Rural 54 15.79

OccupationInstitution

PublicSector 56 16.37

PrivateSector 203 59.36

NGO 14 4.09

Unemployed 9 2.63

Student 60 17.54
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Awareness
InTable2andFigure3,awareness results show that64.3%of the respondentsareawareof the
e-governmentservicesinNorthCyprus.Eachoptionisreviewedintheupcomingsections.

Forthepeoplewhoarenotawareoftheavailableservices,almost87.7%statedthattheywoulduse
itiftheyknewaboutit.Interestingly,only50%ofthesepeoplesaidthattheywouldtrusttheservice
iftheyknewaboutit,while40%beingnotsure.Thefinalquestionofthissectionwasregardingthe
waypeoplewishtobeinformedabouttheservices.Resultsshowthat74.5%wouldpreferanofficial
statementbyanadministrativeunit,orsimplygovernmentitself.44.3%alsowouldpreferseeinga
postoradvertisementonsocialmedia.

Awareness vs. Demographic Variables
Awareness by Age Groups
FromTable3,awarenessfrequenciesamongagegroupscanbeobserved.Forthemostpopularage
group(25-29),itcanbeseenthat60.66%isaware.Themostsignificantdifferenceisinthe55+age
group,where85.71%isaware.Thiscanpotentiallyberelatedtothecaseofretirement.However,in
thecontextofthesurvey,thiscaseisnotconsidered.TheresultsarealsopresentedinFigure4.The
Chi-Squaretestofindependenceisappliedandbasedonthecalculations(p=.00827),theresultis
significantatp<.05.Itcanbestatedthatvariablesaredependent,andtherelationshipbetweenage
groupsandawarenessissignificant.

Table 2. Awareness of E-government services in North Cyprus

Variables Options Number of Respondents Percentage

Awareness
Yes 220 64.33

No 122 35.67

Figure 3. Awareness of E-government services in North Cyprus
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Awareness by Education 
FromTable4,awarenessfrequenciesamongdifferenteducationalbackgroundscanbeobserved.
Forthemostpopulareducationalbackground(Undergraduate),itcanbeseenthat62.67%isaware.
Following this is the people with a Master’s background, which is 61.83%The most significant
differenceisinpeoplewithaPh.D.background,where83.78%isaware.Thiscanbereasonableas
peoplefrommorestrongacademicbackgroundstendtoresearchmorewhichmightresultinahigher
awarenessrate.TheresultsarealsopresentedinFigure5.TheChi-Squaretestofindependenceis
appliedandbasedonthecalculations(p=.071413),theresultisnotsignificantatp<.05.Itcanbe
statedthatvariablesareindependent.

Awareness by the Occupational Institution
From Table 5, awareness frequencies among different organizational backgrounds/institutional
backgroundscanbeobserved.Forthemostwidespreadoccupationalinstitution(Privatesector),it
canbeseenthat62.07%isaware.Themostsignificantdifferenceisinpeopleworkinginthepublic

Table 3. Awareness by age groups

Age
Aware Not Aware

Freq % Freq %

18-24 16 53.33 14 46.67

25-29 74 60.66 48 39.34

30-34 70 70.00 30 30.00

35-39 19 54.29 16 45.71

40-44 7 43.75 9 56.25

45-49 7 87.50 1 12.50

50-54 3 100.00 0 0.00

55+ 24 85.71 4 14.29

Figure 4. Age group vs. awareness
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sector,where78.57%isaware.Thiscanberelatedtothemandatorytasksgiventopublicsector
employeeswheretheyhavetousee-governmentservicesasitistheirtask.Anexampleofthisisthe
MEB-NETPortalwhichisthesystemwhereteachersofstateschoolsusetoentergradesattheend
ofeachterm.Theyhavetocarryoutthistaskthroughthisportalasthefinaltranscriptsareapproved
viatheportal.TheresultsarealsopresentedinFigure6.TheChi-Squaretestofindependenceis

Table 4. Awareness by education

Educational 
Background

Aware Not Aware

Freq % Freq %

Middle/HighSchool 14 58.33 10 41.67

Undergraduate 94 62.67 56 37.33

Master’s 81 61.83 50 38.17

PhD 31 83.78 6 16.22

Noacademicbackground 0 0 0 0

Figure 5. Educational background vs. Awareness

Table 5. Awareness by occupational institution

Occupation 
Institution

Aware Not Aware

Freq % Freq %

Student 33 55.00 27 45.00

PrivateSector 126 62.07 77 37.93

PublicSector 44 78.57 12 21.43

NGO 10 71.43 4 28.57

Unemployed 7 77.78 2 22.22
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appliedandbasedonthecalculations(p=.069205),theresultisnotsignificantatp<.05.Itcanbe
statedthatvariablesareindependent.

Awareness by Income Range
FromTable6,awarenessfrequenciesamongdifferentincomelevelscanbeobserved.Forthemost
popularincomelevel(intherangebetweenminimumwage–6000TRY),itcanbethat62.76%is
aware.Theincomelevelwiththemostsignificantdifferenceisfor6000TRY+,whichis76.34%.
TheresultsarealsopresentedinFigure7.TheChi-Squaretestofindependenceisappliedandbased
onthecalculations(p=.012891),theresultissignificantatp<.05.Itcanbestatedthatvariables
aredependent,andtherelationbetweenincomerangeandawarenessissignificant.

Awareness by Settlement Area
FromTable7,awarenessfrequenciesamongtwosettlementareascanbeobserved.Forthemostfamous
settlementarea(Urban),itcanbeseenthat64.58%isaware.TheresultsarealsopresentedinFigure
8.TheChi-Squaretestofindependenceisappliedandbasedonthecalculations(p=.819567),the
resultisnotsignificantatp<.05.Itcanbestatedthatvariablesareindependent.

Figure 6. Occupational Institution vs. Awareness

Table 6. Awareness by income range

Income
Aware Not Aware

Freq % Freq %

Noincome 26 65.00 14 35.00

<Minimumwage 13 54.17 11 45.83

Minimumwage 19 47.50 21 52.50

Minimumwage-6000
TRY 91 62.76 54 37.24

6000+TRY 71 76.34 22 23.66
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Figure 7. Income range vs. Awareness

Table 7. Awareness by settlement area

Settlement Area
Aware Not Aware

Freq % Freq %

Urban 186 64.58 102 35.42

Rural 34 62.96 20 37.04

Figure 8. Settlement area vs. Awareness
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Awareness vs. Usage
InTable8,awarenessandusageresultsareshown.Itcanbeobservedthatalmost70%oftheaware
respondentsactuallyusedatleast1ofthee-governmentservicesinNorthCyprus.Theresultsare
alsopresentedinFigure9.

Also,peoplewereasked“Howdidyoufirsthearaboute-governmentservices?”whichrevealed
that28%ofthemheardfromgovernmentalunits/municipalities/localauthoritiesand25.5%from
family/friends.

Socialmediaplaysanenhancingroleandcontributesasabridgeine-government(Eom,Hwang
&Kim,2018).Inapublicenvironmentwheresocialmediaiskindofgoingaheadofe-government
availability,itwasexpectedthatitpositivelyimpactscitizens’awarenessregardinge-government.
However,thestudysuggestedthatonly23%ofrespondentsbecameawareofe-governmentfrom
socialmedia.

Aware and Used
Forpeoplewhoareawareofandusede-governmentbefore,service-basedquestionsareasked.That
isconsideredasoneofthemostsignificantsectionsofthesurvey.Initially,18e-governmentservices
arelisted.Thesearetheservicesthatarepubliclyannouncedandinuse.InFigure10,thislistwith
theusagefrequencyisshown.Itcanbeobservedthatthemostpopulare-governmentservicesare
OnlineNavigationandvehiclefeespaymentandtheMinistryofInternalAffairs-Permissionsfor
curfewduringCovid-19with68%ofactiveusage.FollowingthesearetheSocialInsurancesPortal
with 60% usage. This service has been up since 2012 (“Online İslemler”, 2019). This result is

Table 8. Awareness and usage results

Variables Options Number of Respondents Percentage

Aware&Used
Yes 153 69.55

No 67 30.45

Figure 9. Usage of aware people
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expectedascheckingsocialinsurancestatus,salaryplans,pensionschemes,etc.arepopularactions
amongst employedpeople.Followingpopular servicesareKIB-TEK(publiclyownedelectricity
company), andMunicipalityPortals (41.2%and32.03%respectively),whichareagainexpected
asbothoftheseservicesallowregisteredpeopletomakepaymentsfortheirhouseholdbills.These
servicesalsoprovideinformationregardingdebts;therefore,itcouldbementionedthatcitizensare
usinge-paymentpractices.

Furthermore, regarding the devices people use to access, 63.4% prefer smartphones, while
60.1%preferlaptops.Highe-paymentindicatesthatcitizenswhoareusingthee-governmentportals
donothavehesitationinusingpaymentfeature,whichispromisingduetoseveralreasons.Firstly,
e-paymentenablesthecontinuationofgovernmentserviceswithoutphysicaldisruption.Secondly,the
COVID-19pandemichighlightedtheimportanceofdigitaltransactionsthatneedcitizenacceptance
andusageoftheavailablesystems.

Anotherquestionaskedtopeoplewasregardingthereasonsforusingservices.Ithasbeenfound
outthat77.78%ofpeopleuseitbecausetheyfindit“useful”and“time-saving”.Consideringthe
actualaimsofimplementinge-government,thisisapositiveresultshowingthatitservesitspurpose
inNorthCyprus.FullresultsareshowninTable9.

Figure 10. List of e-government services provided in the survey and frequency of people

Table 9. Reasons of using e-government services

Statement Number of Respondents Percentage

Idon’thavetimetovisit
governmentalunits 72 47.06

Ifinditusefulandtimesaving 119 77.78

Idon’thaveanyotheroption 9 5.88

Idon’tknowanyotherwaytoaccess
services 6 3.92

Ihavetouseitduetomywork
responsibility 32 20.92

Ittakeslongertocarryoutsometasks
inphysical 75 49.02
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Thestatement related to trustinesshighlights that52.94%ofusersdo trust theservices that
theyareusing.Also,respondentsdeclaredthattheytrusttheserviceprovider.Almost39.87%of
usersalsosaidtheydonottruste-governmentpracticesbutstillusethemasitmakestheirlifemore
comfortable(Table10).

Regarding recommendations, the majority of the active users (81.7%) said that they would
recommende-governmentservicestotheirfriendsandfamily.

Attheendofthissectionofthesurvey,ageneralquestionwasaskedwithvariousstatements
included.OptionsweregiveninarangefromStronglydisagreetoStronglyagree.Resultsarereviewed
asfollowings:

• Almost67%ofactiveusersagreedonthatoverallservicesaresimpletouse
• 62%oftheactiveusersstronglyagreedonthatoverallservicesareeasytounderstand
• Regardingtheinformationtheyaregettingbeingclearandenough;49.6%agreedwhile29%

beingneutral
• Regardingtheerrormessagesprovidedbythesystem,65%statedthattheyareneutralordisagree
• 58%oftheactiveusersagreedonthelanguagebeingclearandasusersfeelingcomfortable

withthesystem
• 64%oftheactiveusersagreedonbeingabletocompletetheirintendedoperationsuccessfully
• 55%oftheactiveusersstayedneutralordisagreedontheavailabilityofinstructionsandFAQs.

Aware and Not Used
Forthepeoplewhoareawareoftheservicesbutneverusedbefore,ageneralquestionwasasked
withvariousstatementsincluded.OptionsweregiveninarangefromStronglydisagreetoStrongly
agree.Forthissection,alloftheresultsareshownthemajorityofnegativity.Inmoresimplewords,it
seemslikethemajorityofrespondentsdidnotpositivelyagreeonthestatementsprovided.Therefore,
fromthispieceofdata,noinsightisdrawnasitisbelievedtobenotefficientenough.Partofthe
resultsisshowninFigure11.

CoNCLUSIoN

Awarenessofavailablee-governmentservicesamongpeoplelivinginNorthCyprusis64.3%based
onthisstudy.Therelationshipbetweenrespondents’demographicvariablesandawarenessisalso
stated.Anothersignificantconceptthatisevaluatedthroughthisstudyisthetrustinessfactor.52.94%
ofactiveusersseemtobetrustingtheserviceandserviceprovider.Thesamefactorfortheunaware
peopleshowed50%,whichstatedtheywouldtrusttheserviceiftheyknewaboutit.Itwassurprising
thatthereareuserswhoareusinge-governmentpractices,buttheyarenotawareofit.Thecirculation
ofe-governmentpracticesviadecision-makerscanincreasetheawarenessandusageofit.Theusers

Table 10. Trust-related statements

Statement Number of Respondents Percentage

Itrusttheservice&serviceprovider 81 52.94

Idon’ttrustbutstilluseitasitmake
mylifeeasier 61 39.87

Idon’ttrustbutstilluseitbecauseI
don’thaveanyotheroption 21 13.7
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finde-governmentpracticesusefulandatimesaverwhichisagoodindication.Itisadvisedthatthe
e-governmentconceptiscirculatedasatheoreticalconceptratherthanideologicaltoincreaseits
adaptation.Itwaspromisingthate-governmentpracticesareusedsignificantlyduringtheCOVID-19
pandemic.AuthorsarguethatCOVID-19increasedthedigitalizationofpublicsectororganizations
aswellastheacceptanceofdigitalservicesbycitizens.Theresultsofthisresearchwillbeuseful
fordecision-makersinseveralways.Asusersarewillingtousethesystemwithouttrustissues,the
benefitsofusinge-governmentpracticesshouldbecirculatedbythedecision-makers.Inordertothat,
discountsforusinge-governmentpracticescanbeprovided.Forexample,ausercangetadiscount
of10%fortherenewalofthedrivinglicenseorroadtaxiftheprocessiscompletedonline.Thiswill
bothbenefittheuserfinanciallyandefficiencyaswell.Providingadiscounttoenablethefirstuse
ofthesystemalsowillhelptoincreaseawarenessasitwillcreateawordofmoutheffect.Public
authoritiescanalsoprovidetrainingtoexplaintheuseandrelatedbenefitsofe-governmentpractices.
Thiscanbedoneviacentralorlocalgovernmentalunits.Associaldistancingandgroupmeetings
areaconcernandhavepotentialrisksduetoCOVID-19,theseworkshopscanbeorganizedonline,
whichalsoconformstothedigitalizationprospect.Furthermore,users’involvementfortheelectronic
decision-makingpracticesisreallylowasitismentionedbythecurrentUNE-GovernmentSurvey.
Toolstoincreaseelectronicparticipation(e-participation)canbecreatedwhethertheuserswillhave
thechancetodeclaretheiropinionselectronically.Thiscanbeappliedasalocalorcentrallevel,and
successfulimplementationcanbeexpandedtoothermunicipalitiesorregions.Astheimportance
ofdigitalizationisobviousandmoredemandedduetoCOVID-19pandemic,beinganactiveand
participativeleaderondigitalplatformsisalsogainingimportance.Theparticipatorymediumwill
enablethechanceforbothusersanddecision-makerstotakeinclusivedecisions.Successfulcase

Figure 11. Part of statements regarding people who are aware and not used before
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studiescanbeusedinotherpartsoftheworldwherethee-governmentawarenessore-participation
levelsarelow.

AsCyprusisasmallisland,therewillbeatendencyofcompletingpublicadministrativetasks
physically.E-governmentpracticesenablefaster,accountableandeffectivewaysofcompletingthis
task.Itwillbeinterestingandvaluabletochecke-governmentawarenessinsmallislanddeveloping
states and to see if there are any similarities and differences between the SIDS. Furthermore,
longitudinalanalysisofe-governmentanalysiswillbewisetoexaminetoseetheeffectsofgovernment
policiesandtheireffectone-governmentawareness.Mobilegovernmentandsocialmedia-driven
e-governmentpracticesarethefutureofe-governmentsohaveapotentialareatoberesearchedaswell.
Awarenessofm-governmentandsocialmediagovernmentpracticesisasubjecttoresearchfurther.

Asa further study,obviously, the first limitation is related to the respondent size. It should
beincreased,andmorepeopleshouldbereachedtogetevenmoreefficientresults.Furthermore,
researchcanbeconductedontheolderagegroup(44+).Anotherpotentialimprovementcanbemade
toidentifyreasonsforpeoplebeingawarebutnotusinganye-governmentservice.
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