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ABSTRACT  

This research project engages with the growing debate on the factors that affect e-government 

adoption in developing countries. The objective is to clearly identify and understand the main 

factors that influence Jordanian citizens’ intention to use e-government. This research asks the 

question: “What role do social factors play in influencing citizens in the Hashemite Kingdom of 

Jordan to adopt e-government?” The Hashemite Kingdom of Jordan is a Middle Eastern country 

that is implementing e-government as a new technology in order to create a knowledge-based 

society. The change in interactions between Jordanian citizens and the government from traditional 

methods to interaction via the Web needs exploration in order to understand the social factors that 

could inhibit the deployment of e-government in the social community.  

 

Despite the growing importance of e-government in Jordan, little attention has been given to 

investigating the factors that may influence the adoption of e-government by one of its main 

stakeholders: citizens. It has been claimed that a lack of citizen-centricity is one of the weaknesses 

of e-government implementation in Jordan. This research project therefore proposes and uses a 

model for e-government adoption in order to identify relevant adoption factors. The model uses 

constructs of social factors identified in the literature, especially from the Diffusion of Innovation 

(DOI) Theory and the Technology Acceptance Model (TAM). These factors are: trust in terms of 

security and privacy; trust in government; attitudes and beliefs; internet and computer skill 

confidence; website design; the digital divide; wasta (favouritism); word of mouth (WOM); 

resistance to change; relative advantage; compatibility; complexity; perceived usefulness; and 

perceived ease of use.  

 

The factors were examined through a three series of studies. Study One collected data from 400 

Jordanian participants via questionnaires. This study examined the research model using multiple 
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regression analysis to identify the social factors that predict intention to use e-government services, 

including trust in government, website design, beliefs, complexity, and perceived usefulness.  

 

In Study Two, five focus group interviews were conducted with 30 Jordanian people. The focus 

group interviews utilised the Nominal Group Technique (NGT). Although the NGT provided 

preliminary data analysis, the focus group transcripts were further analysed through a two-step 

thematic coding process. This study provided further understanding of the first study’s results and 

also introduced auxiliary factors to be tested in the third study. These factors are wasta, resistance 

to change, word of mouth (WOM), and the digital divide.  

 

Study Three developed a more refined model for e-government adoption in Jordan based on the 

results of the first two studies. This study examined e-government adoption by focusing mainly on 

online services provided by two government departments in Jordan: the Income and Sales Tax 

Department (ISTD) and the Drivers and Vehicles License Department (DVLD). In this study, 356 

Jordanians participated in a survey designed to determine the factors influencing e-government 

adoption in Jordan. Multiple regression analysis was performed to test the refined model for e-

government adoption. The findings identify the predictors of online government services adoption 

by citizens in Jordan as: trust in the internet, religious beliefs, internet skills, word of mouth, the 

digital divide, perceived usefulness, relative advantage, and complexity. 

 

This research offers a new model for e-government adoption in a developing country based on a 

citizen-centric approach. This research also provides evidence that social and cultural features of 

the communities, including religion, play a significant role in the individual’s life and in their 

willingness to move from face-to-face (paper-based) interaction with government to online 

interaction through e-government. 
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1 CHAPTER ONE 

 INTRODUCTION 

 

The rapid development of the internet and other information communication technologies (ICTs) in 

recent decades has significantly enhanced public access to information. Holderness (1998) 

describes the internet as “an eraser of difference” that provides universal access to information, thus 

facilitating social and economic development at both the national and international levels. New 

ICTs have significantly changed the way in which people communicate with one another in 

personal relationships, educational settings, workplaces and government agencies.  

 

Governments around the world have grasped the advantages of deploying the internet to provide 

information and deliver services through government websites. This so-called “electronic 

government” (“e-government”) has changed the nature of the relationship between government and 

the public by transforming communication from a hard copy-based one-way transmission of 

information to a Web-based form of truly interactive communication (Carter & Bélanger, 2005). As 

Phippen and Lacohée (2006, p. 205) observe, the emerging phenomenon of e-government has: 

 

 a key part to play in the modernisation of public services, widening participation and 

reducing social exclusion. However, active and effective engagement is a prerequisite for 

success if these aims are to be achieved. 

 

The government of the Hashemite Kingdom of Jordan has recognised e-government as a significant 

reform initiative that has the potential to develop a modern knowledge-based society and economy 

(MOICT, 2006a; MOICT, 2006b). However, although the potential benefits of providing citizens 



Chapter One – Introduction 

E-government Adoption in Jordan                                                         2

with information and services via the Web are well-recognised by the government, the actual 

implementation of such change is challenging. It is necessary to formulate effective strategies by 

which to communicate the benefits of e-government to citizens if they are to become effective users 

of Web-based government services. It is also necessary to analyse the impact of e-government 

implementation on communities if social obstructions are to be overcome. All of this requires a 

fundamental understanding of the relationship between citizens and the government, and a careful 

analysis of the factors that will determine the adoption of e-government in the wider society. This 

research therefore seeks to provide a deep exploration of the social factors that influence the 

intention of citizens to use e-government in Jordan.  

 

Section 1.1 of this chapter discusses various definitions of “e-government” before providing a 

formal definition for the purposes of the present study. Section 1.2 describes the major features of 

e-government. Section 1.3 provides a profile of the nation of Jordan, including consideration of 

Jordanian politics, education, ICTs and economy. Section 1.4 describes e-government initiatives in 

Jordan. Sections 1.5 and 1.6 identify the research problem and the research purpose, respectively. 

Section 1.7 posits the research questions, while section 1.8 presents the research objectives. Section 

1.9 establishes the significance of the research, followed by Section 1.10, which gives an overview 

of the structure of the thesis. Section 1.11 concludes the chapter. 

1.1 DEFINITION OF “E-GOVERNMENT” 

Electronic government (e-government) is an important new phenomenon in government 

communication policy. Based on the rapid development of emerging ICTs, the potential of e-

government has caught the attention of many countries around the world (Chen et al., 2006; Grant 

& Chau, 2005). However, despite its increasing popularity, there is no consensus on a precise 

definition of the term “e-government”. Indeed, Yildiz (2007) suggests that the absence of a single 
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agreed definition of “e-government” is a significant limitation to a full understanding of the 

concept.  

 

A variety of definitions of “e-government” have been formulated from different perspectives. For 

convenience, these can be divided into: (i) the technological perspective (how services are 

delivered); (ii) the service delivery perspective (what services are delivered); and (iii) the 

stakeholder perspective (to whom the services are delivered). 

 

Definitions stemming from the first of these perspectives, the technological perspective, tend to 

focus on how e-government has evolved through new technological media. For example, Koh and 

Prybutok (2003) define “e-government” as the utilisation of ICT applications in all structures and 

processes of government organisations. 

 

Definitions emanating from the service delivery perspective concentrate on the production and 

delivery of government services as the main function of e-government. For example, Sprecher 

(2000) describes “e-government” as the production and delivery of government services through 

ICTs with the aim of simplifying and improving government transactions with constituents, 

businesses, and other government agencies. In a similar vein, Irani and colleagues (2005) define “e-

government” in terms of a wide range of services as: “ dissemination of information, commerce 

with the private sector, services to individual citizens and businesses, and participatory democracy” 

(p. 62).  

 

Definitions springing from the third perspective, the stakeholder perspective, focus on the 

customers of e-government. For example, Carter and Bélanger (2005) define “e-government” as: 
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“the use of information technology to enable and improve the efficiency with which government 

services are provided to citizens, employees, businesses and agencies” (p. 5).  

 

It is apparent from an overview of the above definitions that e-government essentially consists of 

three main elements: (i) ICTs; (ii) delivery of government services; and (iii) the stakeholders to 

whom these services are delivered. In the context of the present study, which mainly focuses on the 

citizens of Jordan as the main adopters of e-government services, any definition of “e-government” 

must focus on the citizens as the stakeholders who are the recipients of services. In this regard, it is 

of interest that Moon (2002) describes “e-government” (in accordance with the three elements noted 

above) as being a means of producing and delivering services of government to citizens through 

information technology (IT) applications.  

 

On the basis of the above discussion, “e-government” is defined for the purposes of this research 

thesis as follows:  

 

A mechanism through which government services are produced and delivered to citizens 

utilising Web-based internet applications.  

 

In contrast to the term of e-government, there is a new term emerging in the literature that is 

Government 2.0. It is considered to be a new means of e-government within developed and 

some developing countries (Nam, 2011). Government 2.0 refers to the utilisation of Web 2.0 

technologies and tools in the government (Nam, 2011; Tsui et al., 2010). Web 2.0 is defined 

as “… new Internet, refers to new social applications and methods of communication 

implemented over the Internet that aims to facilitate creativity, information sharing, and 

collaboration among users” (Tsui et al., 2010; p. 649). Examples of Web 2.0 applications are 
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Facebook, YouTube, and blogs. Consequently, Government 2.0 creates an environment of 

interaction and participation between government and citizens through different applications 

frequently referred to as social networks. In this regard, Facebook can be used by 

government agencies as a tool to involve citizens in procedures of developing or changing 

policies by allowing them to provide their comments online. However, Government 2.0 

technology is not prevalent in the region being studied and as such is not yet applicable in 

this study. Therefore this research program focuses mainly on the more established 

technology what is commonly called e-government. 

 

Having presented the main definition of “e-government” in relation to the current research 

program in this section, the following section illustrates the different aspects of e-

government. 

1.2 MAJOR ASPECTS OF E-GOVERNMENT 

Due to the nature of e-government as a Web technology which aims to serve different sections of 

society, it can be categorised in different ways. This section therefore demonstrates the different 

aspects of e-government by introducing the categorisation of e-government in terms of interactions 

(section 1.2.1) and functions (section 1.2.2), and highlighting the related implications of the current 

research project in section 1.2.3.   

1.2.1 Categorisation by interactions 

The types of e-government can be classified in terms of the interactions between central 

government on the one hand and various stakeholder groups (citizens, businesses and government 

institutions) on the other hand (DeBenedictis et al., 2002). According to DeBenedictis and 

colleagues (2002), three categories of e-government relationships can thus be discerned: (i) 
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government-to-citizens (G2C); (ii) government-to-business (G2B); and (iii) government-to-

government (G2G). 

 

The first category of e-government relationships identified by DeBenedictis and colleagues (2002) 

involves the production of government services and their delivery to citizens (G2C). According to 

Lee and colleagues (2005), the first responsibility of government is to serve the citizens by 

providing them with quality services and value-added information. In fulfilling this responsibility, 

Lee and colleagues (2005) contend that G2C e-government “ has the potential to build better 

relationships between government and the public by making interactions between citizens and 

government agencies smoother, easier, and more efficient” (p. 100). The second category of e-

government relationships identified by DeBenedictis and colleagues (2002) involves government-

to-business (G2B) interactions. This form of e-government focuses on e-commerce arrangements 

between government and business. These arrangements include online selling, purchasing, and 

payment processes. The third category of e-government relationships pertains to government-to-

government (G2G) arrangements. This form of e-government includes data-sharing and other forms 

of electronic exchange between various government agencies.  

 

The present research project focuses on the first (G2C) type of interaction, described above. The 

study thus seeks to examine the main issues related to one form of e-government—that is, the 

relationship between the government and its citizens. In particular, these issues are explored 

through studies of two specific examples of G2C services: (i) filling out tax returns; and (ii) 

applications for renewal of driving licences. 

 

Having discussed the three categories of e-government (G2C, G2B, G2G) in this section, the 

following section presents the other categorisations of e-government based on its main functions.  
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1.2.2 Categorisation by functions 

As well as being categorised in terms of the interactions involved (as described above), e-

government can also be categorised in terms of its main functions (or initiatives). Cook and 

colleagues (2002) propose four such e-government functions: (i) e-services; (ii) e-management (also 

referred to as “e-administration” by Heeks [2002]); (iii) e-democracy (also referred to as “e-

citizens” by Heeks [2002]); and (iv) e-commerce.  

 

A somewhat similar structure has been proposed by Al-Omari (2006) as initiatives of so-called “e-

governance”. Al-Omari (2006) proposes that three initiatives fall within the scope of “e-

governance”: (i) e-administration; (ii) e-citizens; and (iii) e-services. In addition, Al-Omari (2006) 

proposes a fourth category of “e-society” functions. The first of these (e-administration) focuses on 

improvements in the public sector’s internal workings, such as in the performance management 

process. In this regard, Mahrer and Krimmer (2005) state that e-administration is “an attempt to 

optimize the internal processes of public administration, leading to a reduction of internal 

processing time and an enhancement of internal communications” (p. 28). The second and third 

categories of functions (e-citizens and e-services) focus on improving the relationship between 

government and citizens—either as consumers of the delivered services or as stakeholders from 

whom public sector authority is derived. The fourth category of functions (e-society) is concerned 

with relationships between the public sector and the private sector, or between public agencies.  

1.2.3 Implications for the current research program 

The current research program focuses on G2C e-service functions in order to investigate the main 

predictors that determine the adoption of e-government in Jordan. The delivery of services to the 

public through the World Wide Web has been recognised as one of the main priorities in designing 

a comprehensive e-government system (Government and the Internet Survey, 2000). The 
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introduction of e-services has been considered one of the main foundations of e-government in 

Jordan (Ciborra & Navarra, 2005).  

 

In Jordan, the official strategy of e-government describes services as being at the “heart” of e-

government (MOICT, 2006b). Internet websites were chosen as the main channel that would be 

used to deliver e-government services to customers (among others) (MOICT, 2006b). The e-

government program in Jordan has thus developed and launched various e-services through the 

websites of different ministries, departments and commissions. These include the Ministry of Trade 

and Industry, the Drivers and Vehicles License Department (DVLD), the Income and Sales Tax 

Department (ISTD), and the Telecommunication Regulatory Commission (TRC).  

 

Against this background, the focus of the current research is to provide insights into how the 

relationship between government and citizens might be improved, such that citizens will become 

more willing to interact with government via services provided on government websites. In this 

regard, the first case study (Chapter Four) focused on the website as the main gateway for launching 

government services, and the third case study (Chapter Six) focused on customers’ concerns when 

moving online to interact with government through two specific e-services (provided by the ISTD 

and the DVLD). 

 

This section discussed the different categorisations of e-government and the implications of the 

current research program concerning e-government adoption in Jordan. Next is section 1.3, which 

presents a profile of Jordan. 
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1.3 PROFILE OF THE HASHEMITE KINGDOM OF JORDAN 

This section offers a profile of Jordan, considering such aspects as demographics and culture 

(section 1.3.1), politics (section 1.3.2), education (section 1.3.3), information and communication 

technologies (ICTs) (section 1.3.4), and economics (section 1.3.5).   

1.3.1 Demographics and culture 

The Hashemite Kingdom of Jordan is located in the heart of the Middle East, north-west of Saudi 

Arabia. The kingdom has a land area of 91,971 square kilometres. In 2008, the official population 

of Jordan was 5,783,106 (CIA, 2008), with approximately two million people living in the capital 

of Amman. Males represented slightly less than half (49.91%) of the population in 2008, more than 

one-third (37.3%) of whom were younger than 15 years of age, while a majority (59.4%) were aged 

between 15 years and 64 years, and a small proportion (3.3%) were older than 65 years. Muslims 

represented approximately 94% of the population, with Christians constituting the remainder 

(approximately 6%). The majority of the population (82.6%) lived in urban areas, with the 

remainder (17.4%) living in rural areas (CIA, 2008).  

 

Jordan enjoys stable governance, and has an economic and social system that is said to be based on 

the principles of respect, neighbourliness and openness. Jordan has a rich historical, cultural and 

archaeological heritage, and has many natural sites of international significance, such as Petra and 

the Dead Sea.  

 

Islamic religious rules play a significant role in the daily life of Jordanians. Accordingly, Hill and 

colleagues (1998) declare that Islam is clearly the determinant characteristic of Arab culture and 

society. In terms of Hofstede’s (1980) four cultural dimensions, Arabic societies can be described 

as:  
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* collectivist (rather than individualist) 

* having high uncertainty avoidance (rather than low uncertainty avoidance) 

* masculine (rather than feminine) 

* having high power distance (rather than low power distance). 

 

The first two of these cultural dimensions are of particular interest to the present study. In relation 

to the first, Hofstede (2001) describes “individualism” as: “every one [being] expected to look after 

him/herself and her/his immediate family only” (p. 225). With respect to “collectivism”, Hofstede 

(2001) refers to: “a society in which people from birth onwards are integrated into strong, cohesive 

in-groups, which throughout people’s lifetime continue to protect them in exchange for 

unquestioning loyalty” (p. 225). Hofstede (2009) contends that Arabic societies are collectivist in 

nature because people have a strong commitment to the group—such as family, extended family, or 

extended relationships. 

 

With regard to the second of these cultural dimensions, Hofstede (1991) defines “uncertainty 

avoidance” as: “the extent to which the members of a culture feel threatened by uncertain or 

unknown situations” (p. 113). According to Hofstede (2009), there is evidence of high uncertainty 

avoidance in Arabic societies in that people do not readily accept new changes; indeed, they seek to 

avoid the unexpected.  

 

Having introduced the demographics of the population of Jordan and profiled social and cultural 

characteristics of the Jordanian society, the following sub-sections offer more information about 

Jordan’s politics. 
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1.3.2 Politics 

The government in Jordan is a constitutional monarchy. There are three main government branches 

in Jordan: the executive, the legislative and the judicial. The executive branch consists of the 

Jordanian government, through which His Majesty King Abdullah II exercises his executive 

authority. The Jordanian government is appointed by His Majesty King Abdullah II and the Prime 

Minister has the responsibility of appointing the ministers. The Jordanian government consists of 

the Prime Minister and the Council of Ministers. The second branch is the Legislature and this 

consists of the House of Notables (Senate) and the House of Deputies, whose members are elected 

by Jordanian citizens. The third branch is the judicial branch, which exercises its authority 

independently of the government. The country is divided into 12 administrative divisions, called 

governorates: Ajlun, Al 'Aqabah, Al Balqa', Al Karak, Al Mafraq, 'Amman, At Tafilah, Az Zarqa', 

Irbid, Jarash, Ma'an, Madaba. 

1.3.3 Education 

Jordan has a well-educated population with a high level of literacy. According to the Global 

Information Technology Report, which sheds light on the role of ICT and the extent to which 133 

developed and developing economies universally gain an advantage from the latest ICT advances 

for increased competitiveness, Jordan is one of the highest spending countries on public education 

compared with global standards (World Economic Forum, 2010). According to the Jordanian 

Department of Statistics, illiteracy in Jordan is about 9.1% (DOS, 2006). Jordan has 26 universities, 

ten of which are public and 16 of which are private (MOHE, 2008). A majority of these universities 

are connected to the internet and eight public universities are connected through a fibre-optic 

network (MOICT, 2006a). Connecting the universities with fibre-optic is part of the initiatives 

undertaken by the government in Jordan to increase Jordanian capabilities to use ICT (MOICT, 

2006a). 
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In 2008, the number of students enrolled in university undergraduate programs was about 209,312, 

which represents about 3.6% of the population. Moreover, the number of students in graduate 

studies (high diploma, masters, and PhD) is 17,089, which represents around 0.29% of the 

population. Thus, the total percentage of students in undergraduate and graduate studies represents 

around 3.89% of the population (MOHE, 2008). Jordan has a reasonable gross tertiary education 

enrolment rate, ranked 54 among 133 countries in the world (World Economic Forum, 2010). 

Students were an essential portion of the sample used throughout the three studies of the current 

research.  

 

Because a large proportion of the population in Jordan is educated, many people are aware of the 

benefits that could be provided by electronic government services. Yet, to what level would the 

social community influence these educated people to accept e-government as a new method by 

which to interact with government? This research project will assist in evaluating that concern.  

 

This section introduced education in Jordan; the following section (1.3.4) presents information 

relating to information and communication technology infrastructure in Jordan.  

1.3.4 Information and communication technologies (ICTs) 

The information and telecommunications infrastructure in Jordan is growing each year. The 

government in Jordan has been ranked as one of the governments that place a high priority on 

information and communication technologies (World Economic Forum, 2010). Jordan has a clear 

plan for utilising information and communication technologies to improve the country’s overall 

competitiveness (World Economic Forum, 2010). According to the Global information technology 

report, the government in Jordan has been successful in promoting the use of information and 

communication technologies.  
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Annual increases in the number of internet users demonstrate the successful promotion approaches 

and plans used by the government to strengthen the technological base in Jordan. In 2006, the 

number of people who had access to the internet was 796,900 (CIA, 2008). This represents 13.76% 

of the whole population. However, according to the latest statistics published by the 

Telecommunication Regulatory Commission, in 2007, 1,163,000 had access to the internet, which 

represents 20.1% of the population (TRC, 2007). This indicates a positive rate of increase in 

internet users in Jordan. However, this number is still low compared to Australia. In Australia, the 

number of people who had access to the internet in 2006 was 15,300,000, which represents about 

74.26% of the population (CIA, 2008). Jordan has been ranked 69 among 133 countries in the 

world in regard to internet usage. People who had access to the internet (internet users) constituted 

the main sample used in the first study (Chapter Four) of this research project.  

 

The low rate of internet accessibility in Jordan is thought to be due to the high cost of broadband 

connection and the low speed of connectivity (DOS, 2006). Jordan has a relatively low number of 

broadband internet subscribers, ranked 74 amongst 133 countries in the world, and also has 

relatively high broadband tariffs (World Economic Forum, 2010). The Global information 

technology report (2010) shows that Jordan has a relatively low internet bandwidth, ranked 68 

among 133 countries in the world. Moreover, the low average GDP per capita in Jordan is a 

significant reason for the lower level of PC penetration and internet access, as well as for high PC 

costs and internet prices (MOICT, 2006a). Jordan has been ranked 75 among 133 countries with 

respect to the number of personal computers per 100 of the population (World Economic Forum, 

2010). This information indicates that a large proportion of Jordanian citizens do not have access to 

the internet and suggests possible reasons why they are on the other side of the digital divide. This 

research project aims to explore the factors that may influence e-government adoption by citizens in 
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Jordan, one of which is the digital divide. The third study (Chapter Six) of this research thesis tested 

the relationship between the digital divide and e-government adoption.  

 

The people in Jordan have access to the internet from a variety of places, such as schools, 

universities, internet cafés, workplaces and homes. According to the Department of Statistics, in 

2006, the proportion of Jordanian households with internet access was 4.9%. Accessing the internet 

from universities is associated mainly with students as well as university staff and employees, and 

as stated in section 1.3.2, students in Jordanian universities represent 3.89% of the population. 

There are more than 120 internet cafés in Jordan. The Jordanian city of Irbid has a street that boasts 

the largest number of internet cafés in the world, according to the Guinness book of records (The 

Initiative for an Open Arab Internet, 2010). Identifying the main places from which Jordanian 

people can access the internet assisted in reaching participants for the survey conducted through 

Study One (Chapter Four), which was administered to people who had access to the internet.     

 

“The quality and reliability of the telecommunications infrastructure [in Jordan] is above global 

standards” (MOICT, 2006a). Jordan has one telecommunications company and four mobile 

telephone network operators (Zain, Mobilecom, Umniah and Xpress). In 2006, there were 

4,343,000 mobiles and 614,000 telephone lines in use (CIA, 2008). The Department of Statistics 

indicates that the percentage of households that had access to telephone lines in 2006 was 44.13%, 

while 51.3% of households had access to a mobile telephone. Jordan has a low number of telephone 

lines, ranked 97 among 133 countries with respect to the number of telephone lines (World 

Economic Forum, 2010). The monthly telephone subscription in Jordan is relatively low, ranked 63 

among 133 countries (World Economic Forum, 2010). Jordan provides very low cellular phone 

tariffs, ranked 16 among 133 countries (World Economic Forum, 2010). Connectivity to telephone 
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line services is a key requirement of internet use; thus, the government in Jordan should design a 

relevant strategy to enable people in Jordan to have connection to telephone lines with low rates.   

 

After presenting the technological state of Jordan in this section, section 1.3.5 presents its economic 

state.  

1.3.5 Economy 

His Majesty King Abdullah II ascended to the throne in 1999 and has since undertaken broad 

economic reforms to improve living standards. The Jordanian government played a significant role, 

by liberalising its trade regime, in guaranteeing Jordan’s access to the World Trade Organization 

(WTO) in 2000 and participation in the European Free Trade Association in 2001. Furthermore, 

Jordan has had a Free Trade Agreement with the United States since 2000 and has also signed a 

Bilateral Investment Treaty with the United States. The Jordanian government’s goal is to attract 

investment to Jordan, either foreign or domestic. Aqapa and Amman are the main governorates that 

have had observable continued internal and external investments in recent years (CIA, 2008), 

including ICT investments. Placing ICT investment in Amman may lead to the capital being more 

technologically advanced than the other parts of Jordan, which then leads to a regional digital 

divide. As noted earlier (in section 1.3.3), the influence of the digital divide on e-government 

adoption will be investigated via Study Three (Chapter Six) of this research program.  

 

Securing entry into the WTO and agreements with many global organisations means Jordan needs 

to have good information technology (ICT) infrastructure in order to benefit from globalisation. His 

Majesty King Abdullah II “has selected the ICT sector as having the greatest potential for 

contributing positively to Jordan’s future success and growth” (MOICT, 2006a). In order to keep 

pace with growth in the global knowledge-based economy, the government in Jordan needs to 

change the ICT legislative framework (Al-Jaghoub & Westrup, 2003). Jordan has designed the 
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necessary strategies, established the required institutions, and enacted the laws needed to advance in 

this area (MOICT, 2006a). Al-Jaghoub and Westrup (2003) consider Jordan to be a good example 

of a competitive state because it is endeavouring to develop a strong ICT sector in order to become 

a knowledge-based country and a regional IT centre. Jordan has engaged in a number of initiatives 

in order to make its existing goals a reality (MOICT, 2006a). Al-Jaghoub and Westrup (2003) 

mention that these initiatives include public sector development, such as e-government, and 

leadership development, such as the creation of the Ministry of Information and Communication 

Technology (MOICT). This ministry was assigned the lead role in developing and implementing e-

government, one of the most important projects in Jordan (MOICT, 2006a).  

 

The Jordanian government is undertaking economic and political reforms in order to ensure 

improvements in the living standards of citizens and to place Jordan on the road to democratisation 

(CIA, 2006; MOICT, 2006a). “Citizens are the core of the information society” (MOICT, 2006a). 

Providing citizens with efficient access to the government's services and information is one of the 

economic aims of government reforms. In order to fulfil these aims, the Jordanian government has 

implemented e-government. Phippen and Lacohée (2006) view the main benefits of e-government 

adoption for citizens as including efficiency and cost reduction; improved service quality and faster 

delivery of services; and greater convenience for government services. Therefore, the government 

needs to encourage citizens to use such interactive tools as are available. This research is therefore 

significant, as its purpose is to investigate factors that might influence citizens’ intention to use 

government e-services and to provide recommendations to deal with these factors.  

 

This section has provided a brief overview of the Hashemite Kingdom of Jordan from geographic, 

demographic, cultural, governmental, educational, technological and economic perspectives. The 

following section outlines the main information related to e-government in Jordan.  
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1.4 E-GOVERNMENT IN JORDAN 

Jordan is still in the early stages of implementing e-government. With the stability of the Jordanian 

political system and its firm leadership, Jordan can move faster and be more flexible than many 

other countries that are similarly on the road to an information- and knowledge-based society. A 

stable political system gives the country the opportunity to engage with the world and start to 

compete in different fields, such as e-government. This can be achieved by creating the rules 

needed to deal with it, without spending time on internal issues that could be raised as a 

consequence of an unstable system. Pons (2004) explains that: “the political and legal climate of a 

country can significantly hinder the growth of e-commerce and e-government when there is a lack 

of substantial cooperation from the government” (p. 36).  

 

A brief overview of e-government in Jordan is presented in the following sections. Section 1.4.1 

outlines information related to the e-government strategy in Jordan. Section 1.4.2 demonstrates the 

current status and the issues of e-government implementation in Jordan.   

1.4.1 E-government strategy 

According to the e-Government strategy (2006), the Jordanian government will assist in 

transforming the Jordanian society into an information- and knowledge-based society in order to be 

one of the leaders in the region (MOICT, 2006b). The specified e-government vision is:  

 

E-Government in Jordan is dedicated to delivering services to people across society, 

irrespective of location, economic status, education or ICT ability. With its commitment to a 

customer-centric approach, e-Government will transform the government processes and 

contribute to the Kingdom’s economic and social development. (MOICT, 2006b)  

 



Chapter One – Introduction 

E-government Adoption in Jordan                                                         18

To ensure better delivery of services and to lead to better governance, fundamental objectives have 

been specified for e-government in Jordan. These objectives are summarised in the e-Government 

strategy as:  

 

1) Improve interaction between government and other aspects of society—that is, citizens, 

businesses and government entities—and increased efficiency in delivering services to them.  

2) Ensure customer satisfaction by improving efficiency of responsiveness to customer needs 

(citizens, businesses, government entities), which could be achieved by following other modes of 

contact in order to provide customers with services and information about the public sector.  

3) Increase government transparency by improving citizens’ accessibility to government services 

and information, as well as by increasing the availability of government services and information.  

4)  Reduce costs and save time by improving government processes, such as by financial reforms in 

the public sector, and by using common technology standards, policies and federated architecture.  

5) Promote the development of ICT skills within government, businesses and households, thereby 

enhancing Jordan’s economic competitiveness (MOICT, 2006b).   

 

As can be seen in the specified vision for e-government in Jordan, citizens represent the core 

concern of the e-government project. In order to realise this vision and achieve the stated objectives, 

the Jordanian government needs to understand the social and cultural environment and its basic 

elements, particularly the individuals (citizens). This research investigates factors that may 

influence citizens within the social community to interact with government through the Web.  

To be implemented successfully, e-government needs effective participation by different 

stakeholders who “share ownership of e-government” (MOICT, 2006b). The e-Government 

strategy specifies Jordanian e-government’s stakeholders as: e-government users, political leaders, 

government, e-government programs, and partners and providers (MOICT, 2006b). The 
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participation of any of these stakeholders could be increased by ensuring the participation of all 

stakeholders, since e-government is intended to work as one interactive system. Although the 

participation of stakeholders has occurred to an extent, there is a lack of collaboration and 

cooperation between government entities and departments (MOICT, 2006a). The e-Government 

strategy has not identified a common structure for collaborative participation among stakeholders. 

Thus, this study will make a useful contribution in developing the participation of one of the 

stakeholders: e-government users.  

 

E-government users are divided into four categories (MOICT, 2006b): citizens who will use the 

government-to-consumer (G2C) services, businesses who will use government-to-business (G2B) 

services, government entities who will use government-to-government (G2G) services, and 

employees who will use government-to-employees (G2E) services. This research program focuses 

particularly on citizens as one of the groups of e-government users and it must be noted that there is 

currently no consultative group representing citizens from all sections of society. 

 

After reviewing the main users of e-government services, it is appropriate to shed light on the main 

issues related to these services. What is the main vision for government services provided through 

IT-based technology? To answer this question, the following section presents information about e-

government services.    

1.4.2 E-government: services and current issues  

The e-Government strategy declares that delivery of e-government services rests upon a foundation 

of supporting pillars, three of which are the institutional framework, the legal framework, and ICT 

infrastructure (MOICT, 2006b). This strategy points out the different challenges that can be 

grouped within these categories. With regard to the institutional framework, lack of collaboration, 

lack of coordination, and conflicting decisions among government entities and departments are 
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significant challenges, because they impact on delivering customer-centric e-government services 

(MOICT, 2006a; MOICT, 2006b). Accordingly, inefficiency in delivering customer-centric services 

might lead citizens to be less satisfied with the government services provided online and therefore 

less likely to use them. This research offers an understanding of e-government adoption in Jordan 

by utilising a citizen-centric approach in empirical investigations performed through a series of 

three studies.  

 

The lack of an enabling legal framework is one of the governmental issues in Jordan (Abu-Samaha 

& Abdel Samad, 2007). The e-Government strategy in Jordan highlights the necessity of achieving 

coordination and communication between different government entities to draft and practice laws 

and regulations (MOICT, 2006b). Incompleteness of a legal framework governing e-commerce and 

a lack of laws related to cyber crimes and privacy (MOICT, 2006a) may appear as issues related to 

two priorities of the legal framework: online transactions and information security. Privacy and 

security concerns are reported as the main issues related to the ICTs in Jordan (Abu-Samaha & 

Abdel Samad, 2007). Jordan has been assessed as neutral (between “non-existent” and “well–

developed”) with respect to the laws that govern the use of information and communication 

technologies, such as electronic commerce, digital signatures, and consumer protection—ranked 59 

amongst 133 countries (World Economic Forum, 2010).  

 

Thus, the government in Jordan needs to increase its efforts in designing a more advanced ICT-

based legislative framework in order to avoid different issues, such as the ones related to security 

and privacy. These two issues may lead Jordanian people to be more concerned about the security 

and privacy of their information in online interactions with government websites. This research, 

through Study One (Chapter Four) and Study Three (Chapter Six), will explore the influence of 

trust in the internet (security and privacy) over citizens’ intention to use e-government services.  
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With respect to the ICT framework, launching e-government services requires an adequate ICT 

infrastructure to enable their delivery to users (MOICT, 2006b). Thus, it is appropriate to highlight 

the main ICT challenges in Jordan. Earlier, section 1.3.3 pointed out some of these challenges, such 

as the low level of internet and PC penetration and internet access and the inadequacy and high cost 

of broadband. Abu-Samaha and Abdel Samad (2007) identify other issues, such as limited IT skills 

and the digital divide. On the other hand, the e-Government strategy points to another ICT 

challenge, which can be described as a lack of applicable usage of systems and information security 

standards by many of the government entities (MOICT, 2006b). As regards these standards, there is 

a lack of collaboration between different government entities that can be translated into the 

inconsistency of systems and solutions among different government entities (MOICT, 2006b). The 

strategy emphasises the impact of these issues, which leads to less information sharing and 

therefore, inefficiency in delivering government services (MOICT, 2006b). The Jordanian people 

therefore may be suspicious that the government in Jordan is not capable of providing them with 

full functional information systems. This research through Study One (Chapter Four) therefore 

gives attention to the influence of citizens trust in government on their intention to use e-

government.   

 

Finally, the unavailability of standard visual and content designs for the websites of either the 

ministries or other entities of government is one of the issues related to e-government (MOICT, 

2006a). This research focuses on e-government websites as the main gateway by which the 

government delivers its services, to investigate the adoption of e-government by people in Jordan. 

Moreover, this research provides a constructive attempt to address the issues that might influence 

citizens to use the government websites, with particular attention to the issues related to 

accessibility of the websites in terms of the website design (see Chapter Two).    
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This section outlined the main aspects related to e-government projects in Jordan by presenting 

information related to e-government strategy, e-government services, and e-government 

implementation issues. The following section endeavours to define the problem statement of this 

research program.  

1.5 PROBLEM STATEMENT 

E-government has been adopted and implemented as a new technology by developed Western 

countries such as the USA, Canada, England, New Zealand and Australia (Deakins et al. 2001; 

Deakins & Dillon, 2002; Dugdale et al., 2005). Therefore, different e-government initiatives, 

including e-services, have been designed based on strategies suitable for Western social and cultural 

life. Jordan is a developing country, prompted to realise the importance of following the 

industrialised countries in adopting e-government as a new technology, in order to provide benefits 

for both the government and its citizens. Moreover, the Jordanian government acknowledges the 

importance of developing the social life of its citizens by providing them with government services 

online.  

 

However, in its adoption of e-government, the government in Jordan tends to follow Western 

models and strategies of implementation. As these strategies have been developed to suit Western 

social life, they may not be adaptable to the Jordanian context, since the social life in Jordan is 

different from that of the West. Accordingly, Jordan will encounter social hurdles when it transfers 

e-government into practice and interacts with the citizens within its social community. Thus, there 

is a need for further, citizen-centred research on e-government adoption within the Jordanian 

environment.  Ciborra and Navarra (2005) mention that an e-government initiative will stand a 

better chance “if it acquires the scope of a truly ‘regional’ learning experiment aimed at evolving 

and integrating closely with the local economic, social, cultural, and political contexts” (p. 156).  
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This research attempts to become a valuable source of knowledge, since it focuses on a significant 

area of e-government that has not been fully investigated in Jordan. This research aims to identify 

the role of social factors in influencing the Jordanian people’s intention to use government e-

services. The literature review points to different factors which have already been addressed based 

on social perspectives: trust in the internet and trust in government; attitudes and beliefs; internet 

and computer skill confidence; accessibility in terms of website design and the digital divide; word 

of mouth; wasta; and resistance to change. These factors are discussed mostly based on Western 

research due to the lack of research carried out within the Arabic context. However, this research 

program’s surveys were conducted in Jordan, since the main purpose was to identify the salient 

factors there.  

 

Ideally, investigating the role of social factors in impacting citizens to become customers of e-

government services would enable the government to prepare preliminary strategies that are more 

suitable for dealing with the unexpected obstacles that will arise due to the needs of citizen 

interaction. These preliminary plans can be applied either in the infancy stage of adoption and 

implementation of government e-services or later, when the government has a full e-government 

project in place. Furthermore, outlining the role of social factors in e-government adoption by being 

citizen-centric will be of specific benefit for the Jordanian government. The development of the 

required strategies to deal with these social factors will help to ensure greater satisfaction of citizens 

with government e-services and will therefore increase the likelihood of them adopting the system. 

In this way, the government can develop a more effective e-government adoption and 

implementation project.  

 

The e-Government strategy in Jordan tends to focus on developing and improving public services 

by implementing a customer-centric approach. Gunter (2006) proposes that e-government is not 
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only about improving public services but is also about creating “a climate in which people will feel 

civically more engaged”. There is no universal model for e-government adoption in Jordan. Gunter 

(2006) explains that e-government “does not only depend on computer power, but also on the 

willingness of people to adopt it as a normal form of interface in respect of public services”. The e-

Government strategy in Jordan has made only a minor attempt to investigate the factors that might 

influence Jordanian citizens to adopt e-government. The lack of citizen-centricity in the actual 

implementation of e-government is one of the main weaknesses of e-government in Jordan 

(MOICT, 2006a). Hence, using its existing strategy, the government might not be able to provide 

citizens with an adequate climate to help them to adopt e-government. As noted earlier, citizens are 

the main focus in creating an information-based society in Jordan (MOICT, 2006a). Therefore, this 

research aims to develop a model for e-government adoption in Jordan.  

 

The researcher corresponded with the Ministry of Information and Communication Technologies 

(MOICT), requesting information on what it regarded as the main issues of e-government 

implementation in Jordan. Ms S Taqali (personal communication, 4 August 2008), a quality, risk, 

and communication manager in the e-Government Program Management Office, responded with a 

list of issues that influence e-government implementation in Jordan. The issues were related to 

stakeholders such as the private sector, public sector and government. As an example, one of the 

issues related to the private sector was its ability to support the strategies related to internet 

penetration. Lack of qualified human resources is one of the issues of the public sector. An example 

of the government’s issues is the ability of government entities to maintain service and solve issues 

relating to resistance to change. Ms S Taqali also listed senior executive management support 

issues, technological development issues, and laws and regulations development issues. It may be 

noticed from this that the current investigation into the e-government implementation issues has not 

involved issues related to citizens.  
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However, His Excellency Eng. B Rousan (personal communication, 22 February 2009), the 

Minister of Information and Communication Technologies (MOICT), and His Excellency Eng. B 

Bashaireh (personal communication, 22 February 2009), Secretary General of MOICT, confirmed 

that the factors that would influence e-government implementation and adoption in Jordan based on 

different perspectives include citizen-centric matters, such as resistance to change, lack of 

information, and accessibility of the internet (the digital divide). His Excellency B Bashaireh 

pointed to the significant role of culture in impacting upon people’s decision to interact with 

government via the Web, as most of them prefer the traditional methods of interactions. Although 

this research does not investigate the role of lack of information about e-government adoption by 

citizens in Jordan, this issue may influence the people’s attentiveness in regard to the different 

advantages and benefits of e-government. This research program, through the first and third study 

(Chapters Four and Six), will investigate the role of relative advantage and perceived usefulness 

(Chapter Two) on citizens’ intention to use government e-services.   

 

Jordan lacks academic research that emphasises the importance of addressing the role of social 

factors such as resistance to change and the digital divide in citizens’ intention to use e-government. 

Also, the e-government literature lacks empirical research that examines the influence of resistance 

to change over technology and e-government adoption, either at an organisational or social level. 

Thus, the outcome of this research project will be valuable not only for the government of Jordan 

but will also represent an introduction to the principal debate on e-government adoption in the 

literature. Hence, this research makes a useful contribution in addressing the social issues related to 

citizens, one of the most important e-government stakeholders. Lastly, the researcher is of 

Jordanian origin, which brings to the study a sense of ownership and a desire to see the project 

successfully completed with minimal disruption to the community.  
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This research program addresses specific problems, which will be discussed in Chapter Two, such 

as:  

A. the lack of research to evaluate the influence of social exclusion on e-government adoption 

B. the lack of research to identify the social factors influencing e-government adoption by citizens 

C. the absence of a prudent model for e-government adoption in Jordan that has a citizen-centric 

approach  

D. the absence of research to examine citizens’ adoption of technology in general in Jordan 

E. the absence of specific research that identifies the role of religion in e-government adoption in 

Jordan.  

 

This section stated the main research problem and outlined a number of specific problems. The 

following section identifies the main purpose of this research.  

1.6 PURPOSE OF RESEARCH 

The literature (Chapter Two) points to the main social factors that influence e-government adoption 

by citizens in Jordan: trust, attitudes and beliefs, internet and computer skill confidence, and 

accessibility (in terms of website design and digital divide). Other factors that may be relevant are 

derived from existing theories and models: the Diffusion of Innovation Theory (DOI) (relative 

advantage, compatibility, and complexity) and the Technology Acceptance Model (TAM) 

(perceived usefulness, and perceived ease of use). The main purpose of this research is therefore to 

identify the role that each one of these factors plays in influencing Jordanian citizens’ intention to 

use e-government services. Furthermore, an e-government adoption model for Jordan will be 

developed from this study.  

 

Having introduced the purpose of this research in this section, section 1.7 illustrates the main 

research questions.  
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1.7 RESEARCH QUESTIONS  

The research program intends to answer the following primary research question: 

 

What role do social factors play in influencing citizens in the Hashemite Kingdom of Jordan 

to adopt e-government? 

 

To answer this question, one sub-research question has been framed to address the aspects relevant 

to the primary research question.  

 

Sub-research question: 

What social factors influence e-government adoption by citizens in Jordan? 

 

In order to answer the research question and sub-research question, this research thesis critically 

reviews the literature on social factors and the theoretical perspectives of the Diffusion of 

Innovation Theory (DOI) and the Technology Acceptance Model (TAM). This research develops a 

research model that is composed of elements derived from social factors and theoretical 

perspectives literature. The research project outlines and utilises the literature in a series of three 

empirical studies that address the main aspects of the primary and sub-research questions.   

 

Hence, this research looks at three dimensions: 

A. the influence of the social factors (trust in the internet and government; attitudes and beliefs; 

internet and computer skill confidence; accessibility [website design and the digital divide]) on 

e-government adoption 

B. the influence of innovation theory characteristics on people’s intention to use government e-

services 
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C. the influence of the Technology Acceptance Model on people’s acceptance and adoption of e-

government.  

 

Figure 1.1, below, illustrates the overall concept of this research project.  

 

Figure 1.1 

Concept of the research project 

 

 

This section detailed the main research questions. The following section states the main objectives 

of this research.  

1.8 RESEARCH OBJECTIVES 

This research program addresses the problems identified by these three main objectives:  

  

A. Identify and analyse the role of social factors in influencing e-government adoption by 

Jordanian citizens. 
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B. Examine the applicability of the Diffusion of Innovation Theory and Technology 

Acceptance Model in identifying the factors that influence citizens’ intention to use e-

government.  

C. Develop and design a model for e-government adoption in Jordan based on a citizen-centric 

approach.  

 

A series of three studies was carried out to achieve these objectives. Study One (Chapter Four) 

examined the research model for e-government adoption (see Figure 2.1, Chapter Two) by 

exploring the relationship between the model elements composed of social factors, Diffusion of 

Innovation Theory, and Technology Acceptance Model. Study Two (Chapter Five) increased 

understanding of the factors identified in the first study and also provided other factors which then 

became essential elements of the research program’s refined model for e-government adoption 

presented in the third study. Study Three (Chapter Six) involved an examination of the research 

project refined model for e-government adoption (Figure 6.1).  

 

Having declared the main objectives of this research in this section, section 1.9 states the 

significance of this research.  

1.9 SIGNIFICANCE OF THE RESEARCH 

E-government is considered an innovation not only because it uses the internet and Web protocols 

but also because of the role it plays in developing social life through changing citizen interaction 

with the social environment either as end users in the local community or as employees in 

government agencies or the private sector. Jordan is still in the infancy stage of adopting and 

implementing e-government and there is a lack of research exploring the different aspects of this 

innovation. This research investigates the contribution of social factors to influencing citizens’ 

intention to use e-government in Jordan, and is significant for that reason.  
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This research aims to make a contribution to bridging the gap between the theoretical design of e-

government and the actual deployment of e-government services in social life through interaction 

with citizens as end users. This research aims to provide an insight into the issues that could 

influence e-government’s effective functioning in the social community. Therefore, this could 

provide a useful contribution in developing an adequate national strategy for e-government by 

providing an investigation of issues related to one of the stakeholders in e-government in Jordan: 

citizens.  

 

This research aims to be a worthy and useful resource for researchers and practitioners concerned 

with the implementation and adoption of information technology projects in general and e-

government projects in particular, for two main reasons. First, through its model for e-government 

adoption, the research project identifies factors that can influence citizens’ intention to use e-

government services in Jordan. This model is composed of the social factors discovered in the 

research process and the theoretical perspectives literature. This research project combined the 

Diffusion of Innovation Theory (DOI) and Technology Acceptance Model (TAM) to study e-

government adoption. No previous studies have investigated e-government adoption in Jordan by 

utilising both DOI and TAM. Also, this research attempts to design a model for e-government 

adoption in Jordan based on the impressions of Jordanian citizens expressed in three studies 

(Chapter Four, Chapter Five and Chapter Six). A mixed-method approach represented by 

quantitative and qualitative data collection will be deployed to design the model via a sequential 

series of three studies. This approach is innovative, as other models for e-government adoption are 

either conceptual or based on one method. Secondly, the research project extends the study to 

develop and design a model for e-government adoption in traditional societies and developing 

countries.  
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This research program will utilise the Nominal Group Technique (NGT) to conduct the focus group 

interviews (see Chapter Three). This technique has rarely been used by previous e-government and 

technological studies. Thus, this research thesis assists in evaluating the applicability of this 

approach in collecting qualitative data and hence, will be a valuable resource for researchers 

concerned with these methods.  

 

This research program strives to be one of the empirical studies that links religious beliefs with e-

government adoption within the Arabic context generally and Jordan in particular. Also, this 

research will contribute to identifying specific measurements for religious beliefs as a stand-alone 

factor. Furthermore, this research project examines empirically within the social context factors that 

are more often investigated within an organisational context, such as resistance to change, word of 

mouth (WOM), and wasta. The impact of the aforementioned factors either on technology or on e-

government adoption has not been explored empirically through a survey within the Arabic 

countries generally and Jordan specifically. Thus, this research introduces the debate about factors 

that are related to e-government adoption in these areas. Also, the same concerns about e-

government could be held by employees within organisations and citizens within the social 

community. This might have important implications not only for the social context but also for the 

organisational context.   

 

In its third study (Chapter Six), this research program examines e-government adoption in Jordan 

by focusing on two government departments: the Income and Sales Tax Department (ISTD) and the 

Drivers and Vehicles License Department (DVLD). No previous studies have examined e-

government adoption by focusing on these two departments in Jordan. Thus, this research program 

will not only be a useful source for government in general but also for these two specific 

government departments.  
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This research program identifies the social factors that influence e-government adoption in the 

Hashemite Kingdom of Jordan based on a citizen-centric approach. However, the identified factors 

may be applicable to e-government adoption in any Arabic country. Some researchers have studied 

different challenges and issues of e-government in the Arabic world in general, as they see similar 

social and cultural life in the region. Therefore, the result of this research could be a useful 

resource, with further studies, for many Arabic countries. Finally, this research is essentially of 

direct significance for the Jordanian community. 

 

This section disclosed the main significance of this research. The following section presents the 

thesis structure.   

1.10 THESIS STRUCTURE 

This research program contains seven chapters, which convey a scenario related to e-government 

adoption in Jordan. Figure 1.2 outlines the thesis structure. 
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Figure 1.2  

Thesis structure 
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Chapter One introduces the thesis and presents an overview of e-government definitions, 

relationships, initiatives and priorities. It also offers an overview of the Hashemite Kingdom of 

Jordan. The problem statement, purpose, questions, objectives, and significance of the research 

program are presented in the first chapter.  

 

Chapter Two reviews the literature related to the five social factors of trust in the internet and trust 

in government; attitudes and beliefs; internet and computer skill confidence; and accessibility in 

terms of website design and the digital divide. Also, Chapter Two indicates the theoretical 

perspectives used in this research thesis, which are mainly represented by the Diffusion of 

Innovation Theory (DOI) and the Technology Acceptance Model (TAM). The research program 

model and hypothesis are presented in this chapter.  

 

Chapter Three indicates the overall research methodology. The research program used quantitative 

and qualitative research methods within a quantitative research design. This chapter demonstrates 

the methods used in administering a series of three studies in this research, starting with a survey, 

followed by qualitative responses collected via focus group interviews and finally, obtaining 

quantitative data by conducting a further survey. 

 

Chapter Four deals with Study One, in which 400 Jordanian citizens who had access to the 

internet were surveyed. It presents the analytical techniques used in analysing the quantitative data 

collected, the main findings, and a discussion of these findings.  

 

Chapter Five introduces Study Two. This study utilised focus group interviews to collect 

qualitative data from 30 participants in order to gain a deeper understanding of the factors which 
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may influence e-government adoption by citizens in Jordan. Chapter Five presents the analysis of 

the data collected, results of the analysis, and a discussion of the results.  

 

Chapter Six provides an insight into the findings of Study Three. Based on the results identified in 

Study One and Study Two, Study Three was administered by surveying 365 Jordanian people. 

Chapter Six details the refined research model and then presents an analysis of the quantitative data 

collected, the results, and the main discussion of Study Three.  

  

Chapter Seven concludes the research thesis by presenting the link between Studies One, Two and 

Three, and considers the research implications of the significant findings of this research program. 

Chapter Seven also demonstrates the significant contribution of the current research program for e-

government adoption context and theory. Furthermore, it discusses the research limitations of the 

project and recommends directions for future research.   

 

This section outlined the thesis structure, which involves seven chapters that explore factors 

influencing e-government adoption by citizens in Jordan. Section 1.11 concludes this chapter.  

1.11 CONCLUSION 

This chapter provided background information regarding e-government as a new technology that 

depends on the internet as a medium by which to deliver its services and information. A brief 

overview of Jordan was provided, followed by an overview of the state of the e-government 

program in Jordan. This chapter also identified the problems that made this research necessary. 

Furthermore, the purpose, objectives, research questions, and significance of this research were 

discussed and the structure of the thesis was presented.  
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Chapter Two provides an analysis of the literature related to social factors affecting e-government 

adoption. It also provides an analysis related to Diffusion of Innovation Theory (Rogers, 1983) and 

the Technology Acceptance Model (Davis, 1989). The following chapter develops the research 

model for e-government adoption in Jordan.  
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2 CHAPTER TWO 

LITERATURE REVIEW AND RESEARCH THEORETICAL 

BACKGROUND 

 
 The adoption and implementation of a holistic government approach to e-government is still in the 

infancy stage for many countries and as such, they face a number of challenges. Jaeger and 

Thompson (2003) suggest that while e-government is in the development and implementation 

phase, many of these challenges are related to stakeholder issues. Principally, this research focuses 

on the citizens as the main stakeholders of e-government in Jordan. Thus, the primary goal of this 

research is to address the main factors that may influence Jordanians’ use of e-government. 

Chapter One explored the research problem by identifying a problem statement, the purpose of the 

research, the research questions, the research objectives, and the significance of the research. 

Chapter One also introduced e-government as a new technological innovation, and presented the 

context of the Hashemite Kingdom of Jordan and information about e-government in Jordan.  

 

Chapter Two explores the theoretical background and previous research related to testing the main 

factors that influence adoption of e-government. Section 2.1 outlines the research model for e-

government adoption in Jordan. Section 2.2 introduces the dependent variable, e-government 

adoption. Sections 2.3, 2.4, 2.5 and 2.6 offer a discussion of previous research that has addressed 

the main factors that influence e-government adoption. Section 2.7 presents the research theory and 

model (Diffusion of Innovation Theory [DOI] and Technology Acceptance Model [TAM]) and the 

proposed research hypotheses. Finally, section 2.8 presents the chapter’s conclusion.   
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2.1 THE RESEARCH MODEL: CONCEPTUAL MODEL FOR E-

GOVERNMENT ADOPTION IN JORDAN  

This research joins the discussion exploring the impact of adoption factors—including trust in the 

internet; trust in government; attitudes and beliefs; internet and computer skill confidence; and 

accessibility (represented mainly by website design and the digital divide)—on e-government 

adoption. These factors have been explored in previous research (Bélanger & Carter, 2006; Carter 

& Bélanger, 2005; Davis, 1989; Dimitrova & Beilock, 2005; Evans & Yen, 2005; Kumar et al., 

2007; Leonard et al., 2004; Moon, 2004; Norton, 2002; Pavlou, 2003; Pons, 2004; Vassilakis et al., 

2005; Wangpipatwong et al., 2008; Welch et al., 2005).  

 

In order to provide a theoretical framework, this chapter identifies relevant research results related 

to the constructs of the Diffusion of Innovation Theory (DOI) and the Technology Acceptance 

Model (TAM). The constructs are relative advantage, compatibility, and complexity from the DOI 

theory, and perceived usefulness and perceived ease of use from the TAM.  

 

This research project presents an integrated model for e-government adoption in Jordan. The model 

captures the main constructs: trust in the internet; trust in government; attitudes and beliefs; internet 

and computer skill confidence; website design; relative advantage; compatibility; complexity; 

perceived usefulness; perceived ease of use; and the dependent variable, e-government adoption. 

The ten main constructs of this model represent the independent variables that have a direct 

association with the dependent variable, e-government adoption. Figure 2.1 presents the research 

model for e-government adoption. 
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Figure 2.1 

Research conceptual model for e-government adoption  
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Having introduced the research model for e-government adoption in this section, the following 

section clarifies the first construct of the model, which is the dependent variable, e-government 

adoption.  

2.2 DEPENDENT VARIABLE: E-GOVERNMENT ADOPTION 

To determine what factors indicate why citizens would or would not engage in e-government, this 

research program defines the dependent variable, e-government adoption, as being intention to use 

e-government websites and services. This research project questioned Jordanian individuals about 

their perceptions in order to explore the factors that determine their intention to use e-government 

websites and services through Study One (Chapter Four) and Study Three (Chapter Six). The 

information systems literature finds that the intention to use is a strong predictor of actual system 

usage (Chau & Hu, 2001; Gefen & Straub, 2000; Venkatesh et al., 2003). In general, previous 

research examining the technology adoption model used terminology relating to the intention or 

willingness to use (Carter & Bélanger, 2005; Bélanger & Carter, 2008; Chang et al., 2005; Gefen & 

Straub, 2000; Gilbert & Balestrini, 2004; McKnight et al., 2002; Pavlou, 2003; van Slyke et al., 

2004). This research project utilised items which were discovered by previous empirical research 

conducted by Carter and Bélanger (2005), Gefen and Straub (2000), and Pavlou (2003). The actual 

scale items were rephrased to capture the context of this research.  

 

Next, section 2.3 begins the discussion about the first independent variable in the research program 

model: trust. Trust is examined in this research within two categories: trust in the internet and trust 

in government. 

2.3 TRUST  

Trust is an important element of successful e-government adoption (Warkentin et al., 2002). Many 

experts in information and communication technology have provided educated speculations about 
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the importance of trust and confidence in adopting and implementing technology such as e-

government. Therefore, in this section, this research addresses trust issues that might influence e-

government adoption by citizens. Trust issues are demonstrated in this research within two 

categories: trust in the internet in terms of security and privacy, and trust in government. Carter and 

Bélanger (2005) emphasise that: “citizens must have confidence in both the government and the 

enabling technologies” (p. 9). This section outlines definitions and conceptions of trust (section 

2.3.1); trust in the internet in terms of security and privacy (section 2.3.2); and trust in government 

(section 2.3.3).  

2.3.1   Definitions and conceptions 

The concept of “trust” has been identified in a variety of situations and from different points of 

view. Trust “is a central defining aspect of many economic and social interactions” (Warkentin et 

al., 2002, p. 159). Trust is also identified as a belief that another party will behave in a socially 

predictable manner, and that by doing so, it will fulfil the expectations held by the trusting party 

(Gefen, 2000; Luhmann, 2000). This research program examines users’ initial trust in e-government 

websites. McKnight and colleagues (1998) state that: 

 

Initial trust between parties will not be based on any kind of experience with, or firsthand knowledge 

of, the other party. Rather, it will be based on an individual's disposition to trust or on institutional 

cues that enable one person to trust another without firsthand knowledge. (p. 474) 

 

Previous research in e-government utilised the users’ initial trust to address the influence of trust 

over e-government adoption (Bélanger & Carter, 2008; Carter & Bélanger, 2005). Bélanger and 

Carter (2008) state that initial trust “refers to trust in an unfamiliar trustee” (p. 166). Initial trust 

refers to the early stage of a relationship, in which people use whatever information they have—
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such as perceptions of a website—to make trust inferences. (McKnight et al., 1998; McKnight et 

al., 2002).  

 

Trust has taken the attention of many researchers in different disciplines, including technological, e-

commerce and e-government. Yet, there is no clear identification of trust in e-government. In the 

context of e-commerce (including online shopping), it has been noticed that users’ trust is directed 

toward two areas: trust in the Web vendor (service provider) and trust in the technological 

infrastructure (the internet) (Lee & Turban, 2001; Pavlou, 2003). Lee and Turban (2001) state that: 

“… a consumer cannot physically check the quality of a product before making a purchase, or 

monitor the safety and security of sending sensitive personal and financial information (e.g. credit 

card numbers) through the Internet to a party whose behaviors and motives may be hard to predict” 

(p. 77). Trust in e-government is a similar concept in that it involves both trust in an entity—

government—and trust in the reliability of the technology—the internet (Carter & Bélanger, 2005; 

Bélanger & Carter, 2008). This research program addresses the influence of both trust in the 

internet and trust in government over e-government adoption.  

  

Having introduced the concept of “trust” in relation to e-government in this section, the next section 

defines “trust in the internet” in terms of security and privacy. 

2.3.2   Trust in the internet: security and privacy as major concerns of citizens 

Governments around the world employ the internet and e-commerce as a medium for providing 

access to their services. By implementing e-government, governments can improve their 

relationship with businesses and citizens by providing them with efficient and effective services. 

Thomas and Streib (2003) claim that e-government can improve communication between citizens 

and government, ensuring more participation by citizens in political decisions through email. E-

government has been considered as a way to develop citizens’ trust and confidence in the 
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government (Tolbert & Mossberger, 2006; Welch et al., 2005). Trust-building and assurance is one 

of the foremost tasks performed by human interaction (Voss, 2000). Thus, interaction or 

communication between citizens and government through e-government is an essential element 

needed for a successful, sustainable e-government project. However, Scott and colleagues (2005) 

mention that the electronic nature of interaction with e-government services leads to societal issues, 

including citizens’ privacy, security, and trust. On the other hand, Hazlett and Hill (2003) argue that 

human interaction is an essential part of that proposed interaction and they describe it as one of the 

most important elements of e-services. This research project attempts to sustain a greater 

understanding of one of the factors involved in citizens’ online interaction with government through 

websites (e-government): trust in the internet.   

 

E-government requires interaction between citizens as consumers of e-government services and 

government as the provider of these services. This interactivity requires the disclosure of some 

personal information (such as credit card details) by citizens in order to receive the required 

services. Deakins and colleagues (2001) assert that this kind of relationship requires citizens’ trust, 

which can be one of the main barriers to e-government development. Vassilakis and colleagues 

(2005) categorise the barriers that affect the development of government e-services, including the 

category of citizens’ trust in the confidentiality of their private information. Smith and colleagues 

(1996) clarify the nature of the privacy issues and state that these issues relate to data collection, 

illegal use of recorded information, and unacceptable access and errors in data collection. The main 

concern of citizens in many countries around the world is the fear that their information could be 

misused (Layne & Lee, 2001; Scott et al., 2005; Verton, 2000).  

 

Jordanian citizens may be significantly concerned about the privacy and security of their 

information. Jordan is an example of a developing country which faces the challenge of establishing 
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a legal framework to govern the utilisation of information communication technologies (ICT) 

regarding issues such as consumer protection, cyber crimes and privacy. Chapter One indicated that 

security and privacy appear to be major issues related to the ICT sector in Jordan. Thus, this 

research recognises the importance of investigating the influence of citizens’ trust in the internet 

over their intention to use e-government services provided online through government websites.  

 

Trust in the internet is one of the constructs (independent variables) of the research model for e-

government adoption (Figure 2.1) which has a direct association with e-government adoption, the 

dependent variable. The following paragraphs introduce previous research, conducted in developed 

and developing countries, including the Arab countries, which gives more insight into the 

relationship between trust in the internet and e-government adoption.  The literature shows that the 

researchers are just in the initial stage of providing empirical evidence of the role of citizens’ trust 

in the internet in e-government adoption (Al-Shafi & Weerakkody, 2008; Carter & Bélanger, 2005; 

Chang et al., 2005).  

 

In the developed countries, the researchers focused attention on the importance of addressing the 

influence of trust in the internet on the citizen’s intention to use e-government services (Carter & 

Bélanger, 2005; Gilbert & Balestrini, 2004; Kumar et al., 2007). In a conceptual study, Kumar and 

colleagues (2007) proposed a conceptual framework for successful e-government adoption in 

Canada. Their model consists of different constructs—including user characteristics—that have a 

direct relationship with the dependent variable, e-government adoption. User characteristics consist 

of different categories, including the perceived risk, which is broken down into privacy and security 

systems concerns. Kumar and colleagues (2007) report one hypothesis related to the construct of 

perceived risk, which declares that a lower level of perceived risk and a lower level of citizen 

concerns about the security and privacy of their information will lead to an increase in the rate of e-
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government adoption. This research program provides an empirical examination of a similar 

hypothesis, which states that a higher level of trust in the internet will be positively related to a 

higher level of user intention to adopt e-government.  

 

In an empirical examination of the relationship between trust in the internet (security and privacy) 

and e-government adoption, Gilbert and Balestrini (2004) and Carter and Bélanger (2005) 

conducted two studies in the UK and USA, respectively. Gilbert and Balestrini (2004) conducted a 

study in the UK to examine the main predictors of individuals’ willingness to use government e-

services. Confidentiality and safety (financial security) was one of the constructs included in their 

model. In surveying 111 participants in the UK, the researchers found that confidentiality and 

financial security is one of the significant predictors of citizens’ willingness to use government e-

services.  

 

In their landmark study, Carter and Bélanger (2005) examined the significant role of trust (trust in 

the internet and trust in government) in citizens’ intention to use e-government websites by 

focusing on two widely known departments in the state of Virginia, the Department of Motor 

Vehicles (DMV) and the Department of Taxation (TAX). In their study, they focused on examining 

the factors that influence citizens’ adoption of e-government initiatives by designing a model for e-

government adoption. The model integrates the constructs from the Technology Acceptance Model, 

Diffusion of Innovation Theory, and Web Trust Model. By collecting 105 questionnaires from 

citizens at a community concert who had different levels of computer and internet expertise, the 

researchers argued that perceived ease of use, compatibility and trustworthiness are significant 

factors that affect citizens’ intention to use e-government services. The authors studied 

trustworthiness by focusing on two main ideas: citizens’ trust in using e-government transactions, 

which is related to their concerns about the privacy and security of their information; and citizens’ 
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trust in the government. The researchers used the multiple regression method of analysis to analyse 

their model of e-government adoption.  

 

This research program intends to investigate empirically the same kind of relationship as was 

examined in the aforementioned research, in a developing country: Jordan. The current research 

project examined, via Study One (Chapter Four) and Study Three (Chapter Six), the direct 

association between trust in the internet and e-government adoption, which is presented in the first 

research model (Figure 2.1) and refined research model (see Figure 6.1, Chapter Six). Study Three 

examined the relationship by focusing on two departments in Jordan that are similar to those used 

by Carter and Bélanger (2005). 

 

In regard to the developing countries, Chang and colleagues (2005) conducted an empirical study in 

Taiwan. Based on the Technology Acceptance Model, the researchers proposed a model to discover 

taxpayers’ intention to use the internet tax-filling systems. Perceived credibility (PC), in terms of 

the security and privacy of the taxpayers’ information, is one of the main constructs of the model 

that was examined. In a survey of 141 people, Chang and colleagues (2005) found that perceived 

credibility has a positive influence over perceived usefulness, which was, in turn, found to have a 

significant impact on taxpayers’ intention to use the system.  

 

In Singapore, Phang and colleagues (2005) conducted a study that aimed to investigate the adoption 

of one of the innovations of the e-government services, called Central Provident Fund (CPF) e-

withdrawal, by Chinese senior citizens. Based on the Technology Acceptance Model, they designed 

the model of their study with internet safety perception as one of the main constructs. In 

administrating a survey to 99 senior citizens, Phang and colleagues (2005) found that internet safety 
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perception is a significant predictor of perceived usefulness, which, in turn, has a significant 

influence on the intention to use.  

 

The aforementioned studies indicate the indirect and intermediate influence of trust in the internet 

(security and privacy) over citizens’ intention to use e-government services in two developing 

countries. Also, the two studies included trust in one of the broader adoption models, the 

Technology Acceptance Model (TAM). The current research project explores the role of trust in the 

internet (security and privacy) in e-government adoption by testing the direct relationship between 

the two constructs. The current research will therefore be a valuable addition to the literature, 

because it contributes a new study that tests the direct association between trust in the internet and 

e-government adoption in one of the developing countries: Jordan.  

 

Specifically in Arabic countries, which are part of the developing world, Pons (2004) argues that 

information security and privacy issues are the main barriers to e-government adoption. Rao (2002) 

adds that the lack of a secure system, such as encryption procedures and secure 

telecommunications, is behind some of the security issues in many Arabic countries. In Arab 

countries, there is a noticeable lack of research that examines the influence of trust in the internet 

over e-government adoption. However, Al-Shafi and Weerakkody (2008) provide a successful 

attempt at investigating empirically the main factors, including internet safety (Web security), that 

influence citizens’ intention to use one of the e-government initiatives in Qatar: free wireless 

internet parks (iParks). IPark is one of the e-government initiatives that purpose to facilitate and 

encourage citizens’ use of e-government services (Al-Shafi & Weerakkody, 2008). The researchers 

designed a model for iPark adoption in Qatar that consists of different constructs, including internet 

safety. In collecting 55 questionnaires from iPark users, Al-Shafi and Weerakkody (2008) found 
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that internet safety (Web security) is one of the predictors of people’s intention to use iPark in 

Qatar. They also confirmed the positive level of relationship between the two constructs.  

 

Exploring the influence of trust in the internet over iPark use may not reflect about its actual effect 

on e-government adoption, since iPark is not a major service of e-government. The current research 

could therefore be a valuable resource for the literature by providing an in-depth understanding of 

e-government adoption in Arabic countries by exploring the direct influence of trust in the internet 

(security and privacy) over citizens’ intention to use e-government websites in Jordan, as e-

government websites are considered to be the main gateway for launching different government 

services. Furthermore, this research project tested the impact of trust in the internet on e-

government adoption for two well-known government department services through Study Three 

(Chapter Six).  

 

The previous studies detailed in this section indicate the significant role that citizens’ trust in the 

internet plays in influencing their intention to use e-government services. Thus, trust-building 

measures should be included in e-services to relieve citizens’ fears about privacy and security and 

assure them that information which is collected for one purpose will not be used for a secondary 

purpose unless authorised by the individual (Scott et al., 2005). Therefore, security and privacy 

should be considered necessary not only for delivering government services and satisfying the 

required conditions to move to an online platform but also for enhancing user confidence and trust 

in online services and transactions (Ebrahim & Irani, 2005). Based on their research, which used an 

instrument that had been administered to hundreds of taxpayers in the USA, Warkentin and 

colleagues (2002) found that trust should be built between citizens and government in order to solve 

these issues and to ensure successful adoption of e-government services. In section 2.2.3, this 

research presents trust in government as another predictor of e-government adoption in Jordan.  
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By reviewing the literature about the influence of trust in the internet over e-government adoption, 

this research project provides an analytical insight into the way in which trust in the internet 

predicts Jordanian users’ intention to use e-government. It is therefore hypothesised that:   

 

Hypothesis 1 (H1): Higher levels of trust in the internet will be positively related to higher 

levels of user adoption of e-government websites.  

 

This section discussed trust in the internet in terms of security and privacy and presented its 

hypothesis. The following section demonstrates the different aspects of, and studies related to, trust 

in government.  

2.3.3 Trust in government 

“Trust in government” can be explained as the public’s assessment of government based on their 

perceptions of political authorities’, agencies’ and institutions’ integrity and capability to provide 

services according to the expectations held by the citizens (Bélanger & Carter, 2008; Levi & Stoker, 

2002; Mayer et al., 1995). Trust plays a significant role in the authenticity and stability of the 

political system (Tolbert & Mossberger, 2006). Tyler (1998) mentions that trust in government 

supports agreement with laws and regulations. The decline in public trust in government at present 

is one of the dilemmas of modern governments and has been the focus of many researchers (Levi & 

Stoker, 2000). Norris (1999) links the decline in trust to the decline in political participation by 

leading scholars. Baldassare (2000), adopting a position reflecting the opinion of political 

conservatives, explains that the reason behind low levels of trust in government is citizens’ 

perceptions that government is inefficient and wastes money.  

 

The government in Jordan displays a lack of collaboration between its entities in drafting laws and 

regulations related to ICT usage, standardisation of the system’s use, and sharing of information. 
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These issues may cause the government in Jordan to deliver its services and information 

inefficiently. Thus, Jordanian citizens may be suspicious of the government’s capability to 

implement e-government systems with full features that meet their expectations, such as efficient 

and secure processes for their transactions. This research therefore explores the influence of 

citizens’ trust in government over their intention to utilise e-government services. Trust in 

government is proposed as an independent variable that has a direct association with the dependent 

variable, e-government adoption. This relationship is presented in the research model (see Figure 

2.1). The following paragraphs show the significance of trust in government for e-government and 

report the few studies that investigate the relationship between trust in government and e-

government adoption. Due to the lack of research that addresses the role of trust in government in e-

government adoption, this section also addresses studies that investigate trust in another 

technological context: e-commerce.  

 

Welch and colleagues (2005) attempt to understand the relationship between trust in government 

and e-government. The researchers believe that the information gap between citizens and 

government plays a major role in the lack of trust between the public (citizens) and governments. 

Moreover, they add that this is a significant reason behind the governments’ tendency to use 

information communication technologies (ICT), particularly the internet, to increase citizens’ 

satisfaction with government. Welch and colleagues (2005) claim that once the information gap 

between citizens and government reduces, citizens will be more satisfied with e-government and 

will therefore trust the government. Thus, Welch and colleagues’ (2005) study presents the 

importance of investigating trust in government when considering the subject of e-government.  

 

Bélanger and Carter (2008) examined the influence of trust over e-government adoption in the 

USA. They proposed a model of e-government trust which represents a step toward identifying the 
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elements of trust in e-government. The model is composed of disposition to trust, trust of the 

internet (TOI), trust of the government (TOG), and perceived risk. They conducted their study by 

surveying 243 people. In collecting 214 paper-based questionnaires from participants at a 

community concert and undergraduate students who had different levels of computer and internet 

expertise, the researchers found that trust in government is a significant factor that influences 

citizens’ intention to use e-government. The researchers focused on two government departments 

that were similar to the ones used in their previous study (outlined in section 2.3.2), which also 

indicates trust in government as a significant predictor of e-government adoption. The current 

research similarly examines the relationship presented in previous studies between trust in 

government and e-government adoption.  

 

In the context of e-commerce, the concept of trust in government has been addressed in terms of 

consumers’ perceptions of Web merchants and retailers. Pavlou (2003) and van Slyke and 

colleagues (2004) provide an empirical evaluation by which to understand the impact of consumers’ 

trust in Web retailers and Web merchants on their intention to use online transactions and Web-

based e-commerce, respectively. The researchers conducted their studies by administering different 

surveys. Pavlou (2003) found that trust is one of the influential factors in citizens’ intention to 

transact online. Van Slyke and colleagues (2004) assert that consumers’ trust in Web merchants is 

positively related to their intention to make purchases from Web merchants. It can therefore be 

noticed that trust is recognised as a major concern for the adoption of different electronic services, 

such as e-government and e-commerce.  

 

Having presented the significant relationship between trust in government and e-government 

adoption, this research program provides an investigative understanding of how Jordanian citizens’ 

trust in government affects their intention to use e-government by proposing that higher levels of 
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trust in government will be positively related to higher levels of user adoption of e-government 

websites: 

 

Hypothesis 2 (H2): Higher levels of trust in government will statistically predict higher 

levels of user adoption of e-government websites. 

 

Trust is defined in this research as one of the main issues of e-government. Therefore, trust issues 

need to be addressed in order to encourage successful adoption of e-government by citizens. This 

research addresses trust in the internet, in terms of privacy and security, and trust in government. 

This section shows the lack of previous research to examine the direct influence of the 

aforementioned categories of trust over e-government adoption by citizens in developing countries 

in general and in Arabic countries in particular. This research program therefore identifies trust as a 

major factor influencing e-government adoption in Jordan and one of the essential constructs of the 

research’s first model for e-government adoption (Figure 2.1). The two main categories of trust are 

proposed as two independent variables that have a direct association with the dependent variable, e-

government adoption. Two hypotheses (H1 and H2) were designed for the two aforementioned 

independent variables. 

 

The following section introduces another predictor of e-government adoption: attitudes and beliefs. 

Attitudes and beliefs comprise one of the main constructs of the first research model (Figure 2.1). 

2.4 ATTITUDES AND BELIEFS 

It is idealistic to believe that the people in any community view the Web as a powerful tool for 

advancing the efficiency of their interaction with the government. In reality, some people might be 

more enthusiastic about interacting with the government traditionally, via face-to-face interaction, 

due to negative attitudes or beliefs about the usage of online services (Vassilakis et al., 2005). 
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Researchers have outlined attitudes and beliefs as a core factor in determining people’s intentions 

regarding the usage of information technology (Davis, 1989; Evans & Yen, 2005; Norton, 2002; 

Pons, 2004; Vassilakis et al., 2005). There are various definitions of “attitude” and “belief”. Taylor 

and Todd (1995) define “attitude” as a positive or negative feeling that individuals might have 

toward performing a behaviour; and the individual’s beliefs about consequences of that behaviour 

and evaluation of the desirability of those consequences represent a determinant for that behaviour 

(Fishbein & Ajzen, 1980). Kerlinger (1984) defines “attitudes” as stable and organised structures of 

social beliefs that prompt individuals to think, feel, perceive and behave selectively toward referents 

of attitudes. This research intends to utilise the following definition of “attitudes” in relation to e-

government: 

 

A positive or negative feeling that individuals might have toward interaction with the 

government online through its websites.  

 

On the other hand, “beliefs” can be described as the individual’s subjective perception of the 

probability that performance of a given behaviour will result in a given consequence (Fishbein & 

Ajzen, 1975; Taylor & Todd, 1995); whereas Kerlinger (1984) defines “beliefs” as statements or 

propositions that convey supposed knowledge, faith or opinion. Three kinds of beliefs form the core 

of attitudes: knowledge beliefs, faith beliefs, and opinion beliefs. This research program takes into 

account the different kinds of beliefs, such as religious belief, regarding the internet as a technology 

utilised by e-government to launch its services through Web-based applications. As an example, 

people in Jordan would not connect to the internet from home, as they may believe that there was a 

probability that their family members would have access to the internet and would thus be able to 

view different immoral themes that appear on websites. Therefore, this research project uses the 

following definition of “belief”: 



Chapter Two – Literature Review and Research Theoretical Background 

E-government Adoption in Jordan                                                         54

 

An individual’s subjective perception of the probability that performance of a given 

behaviour will result in a given consequence. 

 

The aforementioned definitions delineate the meaning of “attitudes and beliefs”, which are 

proposed in this research to be significant factors influencing e-government adoption by citizens in 

Jordan. Chapter One indicated that e-government as a new technological innovation has been 

implemented with characteristics that would suit the norms, traditions, beliefs and attitudes of 

people in Western communities that are different from those of Middle Eastern societies, including 

Jordan. Culture, social norms and religion play a significant role in the daily life of people in 

Jordan. Thus, this research shows the importance of investigating the effect that the attitudes and 

beliefs of people in Jordan may have on their intention to use e-government services. Many 

researchers articulate the significant influence of attitudes and beliefs over the usage of information 

technology, including the internet and government e-services (Charbaji & Mikdashi, 2003; Davis, 

1989; Evans & Yen, 2005; Leonard et al., 2004; Norton, 2002; Persaud & Sehgal, 2005; Pons, 

2004; Vassilakis et al., 2005). The following paragraphs present a discussion of both attitudes and 

beliefs.    

 

Attitude has emerged as an essential construct in the different models and theories, especially in the 

Technology Acceptance Model (TAM) designed by Davis (1989) in order to predict use of 

information systems (IS). Furthermore, attitude, in addition to belief, is one of the essential 

constructs of different social psychology theories which are designed to predict behaviour across 

many settings and which can be applied to information systems use. One such theory is the Theory 

of Reasoned Action (TRA) (Ajzen & Fishbein, 1980; Fishbein & Ajzen, 1975) and its extension, 

Theory of Planned Behavior (TPB), which has been discussed by Ajzen (1985, 1991). In the 
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abovementioned theories and models, behavioural intention is identified as a function of different 

factors, including attitude. Nevertheless, this research focuses on attitude and belief as a factor in e-

government adoption.  

 

In a developed country, Canada, Persaud and Sehgal (2005) conducted a study to gain a deeper 

understanding of how and why Canadians view and use e-government. The researchers designed a 

model which is an extension of both the Technology Acceptance Model (TAM) and the Diffusion 

of Innovation Theory (DOI). Attitude is one of the essential constructs of the designed model. 

Researchers proposed a hypothesis for attitude, which states that attitude will positively influence 

intention to use e-government. To verify the main constructs of the model, a Web-based survey was 

delivered. The researchers found that attitude is a significant predictor of citizens’ intention to use 

e-government.  

 

Persaud and Sehgal’s (2005) conclusion is in line with the findings of Chu and Wu (2005) and 

Hung and colleagues (2006), who conducted studies in a developing country, Taiwan, to examine 

the factors that determine the acceptance of e-government services by citizens. Hung and colleagues 

(2006) conducted a study by focusing on the e-government service of the online tax-filling and 

payment system (OTFPS). Based on the combination of three intention-based theoretical models 

(Technology Acceptance Model [TAM], Theory of Planned Behavior [TPB], and Decomposed 

Theory of Planned Behavior [DTPB]), the researchers developed their model for user acceptance of 

e-government services. The attitude factor is one of the essential constructs of the study model. To 

examine the model, the researchers collected 1099 surveys. Among participants, 1008 of the 

participants were adopters and 91 were non-adopters. The results showed attitude as one of the 

factors that influence e-government services’ acceptance in Taiwan. On the other hand, Chu and 

Wu (2005) conducted their study to explore the factors which influence adoption of another e-
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government service, tax-filling systems (EFS), by end users. Based on the Theory of Planned 

Behavior, the researchers designed their model to empirically examine the users’ behaviour 

intention for using EFS. By collecting 200 questionnaires from life insurance clerks, they found that 

attitude is one of the significant factors that influence citizens’ behavioural intention to use tax e-

filling.  

 

The aforementioned studies indicate attitude to be a major factor in predicting citizens’ intention to 

use e-government services in developed and developing countries. Also, the studies explored the 

influence of attitudes based on the utilisation of broad theories (such as TBP) and models (such as 

TAM). This research projects seeks to investigate the direct influence of citizens’ attitudes over 

their intention to use e-government websites in the Arabic country of Jordan.   

 

In the Arabic countries, the influence of people’s attitudes over e-government adoption has also 

come to the attention of researchers (Charbaji & Mikdashi, 2003; Pons, 2004). Pons (2004) points 

out, based on his study of initiating an e-government system within and possibly throughout the 

Arab world, that there is limited internet usage because of the existence of positive social attitudes 

toward the traditional way of conducting business: face-to-face interaction. In one of the Arabic 

countries, Lebanon, Charbaji and Mikdashi (2003) conducted a study to examine the Lebanese 

attitudes toward e-government services. The researchers designed a model that consists of different 

constructs, mainly awareness, knowledge, feelings, and intention to use e-government. These 

constructs capture the main components of attitude that are cognitive, affective, and conative. In 

collecting 157 questionnaires from graduate students, Charbaji and Mikdashi’s (2003) findings 

show that the awareness and feelings of Lebanese people toward e-government are significant 

predictors of their intention to use e-government. Thus, attitude was found to be a major predictor 

of citizens’ intention to use e-government in one of the Arabic countries, Lebanon.  
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Chapter One indicated that Arabic countries are similar in their cultural and societal systems. This 

research project intends to evaluate the influence of attitude on e-government adoption in another 

Arabic nation, Jordan. The research program in the research model (Figure 2.1) proposes attitude 

jointly with belief as the main factor which has a direct influence on e-government adoption. The 

following paragraphs lead a discussion on the other factor, belief.  

 

The internet has created online communities in which people can interact with each other through 

the Web instead of by the traditional way of interaction, face-to-face interaction. The introduction 

of the internet and online communities has prompted researchers to focus much attention on 

investigating their impact on social life, especially in Arabic communities where religion and 

tradition play a significant role throughout different aspects of individuals’ lives (Al-Saggaf, 2004; 

Hill et al., 1998; Hofheinz, 2005). Hill and colleagues (1998) conducted a study to ascertain the 

effect of the social and cultural features of Arabic societies, including religion, on the transfer of 

information technology. Hill and colleagues (1998) conducted their study based on focus group 

interviews, interviews with Arab-American business people, and a field study administered in five 

Arabic countries: Jordan, Egypt, Saudi Arabia, Lebanon and Sudan. The researchers found that 

religious views tend to affect information technology transfer among Arab groups.  

 

Hofheinz (2005) is one of the researchers to show interest in evaluating the Arab context, especially 

after the evolution of the internet. Hofheinz (2005) mentions that although internet use in the Arab 

nations is similar to worldwide patterns in terms of the expansion and facilitation of social 

networks, information and entertainment, internet use in the Arabic region has two unique features: 

religion and Arab users’ willingness to engage in discussions on topics related to politics, religion 

and sex.  
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Al-Saggaf (2004) provides an example of a predominantly Arabic religious community in which 

religion plays a significant role in public and social life, Saudi Arabia. Al-Saggaf (2004) conducted 

a study in Saudi Arabia to investigate the impact of online communities on offline communities. By 

conducting interviews, Al-Saggaf (2004) found confusion about some aspects of culture and 

religion to be one of the main negative consequences of people’s engagement in the online 

community. Propaganda about Islam published on different websites led people to be confused 

regarding some aspects of their religion (Al-Saggaf, 2004).  

 

This research presents Jordan as another example of an Arabic community in which Islam plays a 

significant role in defining the culture and acts as a major force in determining the social norms, 

patterns, traditions, obligations, privileges and practices of society. Thus, this research project 

investigates belief as a factor which might influence e-government adoption. This research mainly 

explores beliefs from religious viewpoints, as some researchers indicate the significant role that 

religion might play in influencing the usage of the internet and, therefore, e-government (Dimitrova 

& Beilock, 2005; Evans & Yen, 2005; Hill et al., 1998; Leonard et al., 2004; Norton, 2002).  

 

Norton (2002) states that Arabic religious beliefs can discourage internet usage due to a number of 

moral issues, such as access to adult themes. For instance, participation in online communities in 

which users can view different immoral websites could disturb the way in which families in Jordan 

raise their children according to Islamic rules. Therefore, this might limit the usage of the internet 

from the home, hence preventing access to government e-services. Hofheinz (2005) mentions that 

“the internet has proved an ideal medium for breaking the limitations traditionally imposed on who 

is allowed to speak in public, and what is proper to say or even think regarding the social, moral, 

and political order” (p. 92). These limitations could be consequences of the societal and religious 

nature of life in Arabic countries. Therefore, attempts to break some of these limitations may be 
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controversial for some people, especially conservative people in the Arabic countries. So, 

controversy might surround some beliefs which are related to religious views.  

 

Religious beliefs were examined in a study conducted by Leonard and colleagues (2004). The 

researchers developed an IT ethical behaviour model that includes attitude. The researchers 

examined the impact of individuals’ attitudes on their intention to behave ethically or unethically. 

They also explored the main influences of attitudes, which include belief systems. The belief 

system is one of the environmental societal influences that are addressed in terms of religious and 

cultural values. The researchers conducted a survey in order to examine the proposed model. There 

were a total of 423 survey responses. The researchers used regression analysis to examine their 

model. The results show that attitude is a significant predictor of individuals’ intention to behave 

ethically or unethically. Also, the results indicate that religious belief does not influence attitude. 

Leonard and colleagues’ (2004) study presents the influence of religious belief on behaviour 

intention through attitudes. However, the current research examined both attitude and belief as 

factors for the function of e-government adoption by proposing a direct association between attitude 

and belief as independent variables and the dependent variable, e-government adoption (see Figure 

2.1).  

 

In examining US and international adoptions of e-government, Evans and Yen (2005) found that 

religious beliefs may slow e-government progress. Evans and Yen (2005) mention that “some 

countries and/or religions shun outside influences and will not want their countries and homes 

“contaminated” by outside influences” (p. 368). They state that these countries will likely defy 

encouragement from outsiders to change their ways.  
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Similarly, in researching the countries of Eastern Europe, the former Soviet Union and Mongolia, 

Dimitrova and Beilock (2005) found that religion plays a critical role in determining the adoption of 

the internet. Countries with high levels of civil liberties and those with Christian majority 

populations tend to have higher internet connectivity. They found that the countries with a Muslim 

majority population, in the areas of central Asia and the former Soviet Union, tend to have a lower 

internet adoption rate. In general, the results of the multivariate analysis show that among former 

Socialist nations, where the difference of income and infrastructure are not extreme, openness and 

culture (religion) were found to be significant predictors of internet adoption (Dimitrova & Beilock, 

2005).  

 

This research program was conducted in Jordan, where the majority of people are Muslims. It also 

seeks a depth evaluation of the impact of Jordanians’ religious beliefs on their intention to use e-

government, as there is a lack of studies that explain the relationship between measurements of 

religious belief and e-government adoption.   

   

Attitudes and beliefs about e-government adoption are also related to fear of job loss due to the 

elimination of paper-based work. Vassilakis and colleagues (2005) conducted a study in Europe by 

focusing mainly on three countries: the UK, Spain and Greece. In the study, they focused on 

identifying the main barriers that obstruct the development, acceptance and use of electronic 

services, specifically government e-services. The researchers identified the main categories of the 

barriers to electronic services, which include users’ cultural and social barriers. The researchers 

examined these two categories of barriers through 346 online questionnaires collected from the UK, 

Spain and Greece. They found that specific citizens in the communities took a negative stance 

against electronic services and they preferred the traditional channels of interaction: paper-based 

channels. The researchers mention that this attitude has its roots in philosophical beliefs. Moreover, 
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the results indicate that job loss is one of the main issues for e-services, as e-government eliminates 

some positions due to the exclusion of paper-based work and, therefore, changes the organisation’s 

structure. Two specific beliefs have been identified in the current research as being important 

criteria for citizens’ acceptance and use of e-government websites; these are religious views and 

fear of job losses.  

 

By introducing the particular attitudes and beliefs that are operative in the context of e-government 

adoption, this research project provides diagnostic insights into how attitudes and beliefs influence 

Jordanian users’ intention to use e-government by proposing that higher levels of positive attitudes 

and beliefs regarding the internet will be positively related to higher levels of user adoption of e-

government websites.  

 

Hypothesis 3 (H3): A higher level of positive attitudes and beliefs regarding the internet will 

be positively related to higher levels of user adoption of e-government websites.  

 

Finally, the literature indicates that studies have concluded that attitudes and beliefs are significant 

factors affecting the usage of technology, including the internet and e-government. Moreover, the 

literature pertaining to attitude and belief reveals that there is a lack of empirical investigation of the 

direct effect that attitude and belief may have on e-government adoption. Thus, this research 

considers that citizens’ attitudes and beliefs regarding e-government are major factors in the e-

government adoption function. Furthermore, the conceptual model for e-government adoption in 

Jordan (Figure 2.1) integrates attitude and belief as major elements that will be positively related to 

e-government adoption by proposing that they have a direct relationship with the dependent 

variable, e-government adoption. This research proposes to use attitude and belief as independent 

variables.  
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The following section extends the argument about the influence of another factor over e-

government adoption: internet and computer skill confidence. The study proposes these factors as 

predictors of people’s intention to use e-government in Jordan.  

2.5  INTERNET AND COMPUTER SKILL CONFIDENCE 

In recent years, e-government has played a significant role in creating a knowledge-based society 

by providing citizens with services and information through the internet. By using e-government, 

citizens can conveniently gain opportunities and take advantage of e-government. The introductory 

chapter (Chapter One) indicated the different advantages of e-government, such as reducing the 

time spent in travelling. However, obtaining the advantages of e-government might not occur unless 

a significant number of citizens have the ability to use a computer and the internet. The lack of 

education of citizens, especially in information and computer technology, is proposed as a most 

important factor affecting e-government adoption.  

 

There are three key elements of education that should be considered for successful adoption of any 

technology. Pons (2004) lists these three elements, which are: awareness of the internet, 

understanding of the internet, and workers with information technology skills. Dugdale and 

colleagues (2005) mention that “once people have the infrastructure to go online, they need the 

awareness, skills and online content to motivate their access” (p. 111). The current research 

therefore aims to understand the fundamental role of having the necessary skills to use information 

technology such as the internet and computers in e-government adoption. This research project 

proposes internet and computer skill confidence as one of the constructs of the research model for 

e-government adoption (Figure 2.1).  

 

Mossenburg and colleagues (2003) identify two components of skill: technical competence and 

information literacy. ‘Technical competencies’ are the skills required to operate hardware and 
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software, such as typing, using a mouse, and giving instructions to the computer to sort records in a 

specific way. ‘Information literacy’ is defined as the capability to know when information can solve 

a problem or fill a need and to utilise information resources efficiently. Mossenburg and colleagues 

(2003) suggest that many people lack the basic skills needed to interact with computer hardware 

and software.  

 

Chapter One indicated that limited information technology (IT) skills is one of the issues of e-

government in Jordan. This research focuses mainly on technical competence in the two 

technological skills: internet and computer skills. This study designed an independent variable 

called ‘Internet and computer skill confidence’ that has a direct association with the dependent 

variable, e-government adoption (Figure 2.1).  

 

In their study, Jaeger and Thompson (2003) report that ensuring citizens’ ability to use required 

technologies is one of the current challenges of e-government, as it relies on the use of information 

technologies. In his study, Jaeger (2003) demonstrates, based on the conceptual study, that 

education is one of the difficulties that can arise in the stages of e-government development, 

implementation and updating. Jaeger (2003) addresses education based on the aspects of ability to 

have internet and computer skills. Hamilton (2002) and Jaeger (2003) support the perception that 

frequent users of e-government information and services would mostly come from the population 

experienced in using internet technology.  

 

Welch and Hinnant (2003) presented the significance of internet use in the context of e-government 

by conducting a study to explore the effects of transparency and interactivity on trust in 

government. The researchers found, based on secondary data, that the more often individuals use 

the internet, the more they are satisfied with the reliability of information (transparency) on the 
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government websites and they therefore have more trust in the government. In the case of e-

government adoption, the current research considers the importance of addressing the impact of 

citizens’ practical knowledge of the internet on their intention to use e-government websites.  

.   

This section reviews the literature related to studies that introduce internet and computer skill 

confidence as predictors of technological innovation adoption, mainly referring to the internet, e-

commerce and e-government. Moon (2004) conducted a conceptual study which provides an 

exploratory model by which to understand the factors that influence consumers to adopt the internet 

instead of the traditional channels for information search or product purchase. The author reviewed 

previous established theories on consumer decisions and proposed a conceptual model. He 

classified the factors in the conceptual model into three groups: the person, the problem, and the 

context. The consumer characteristics factor was related to the group of person. Consumer 

characteristics were addressed within different terms, including the internet usage skill. The author 

assumed one proposition for the internet usage skill, which was: “The higher a consumer’s internet 

usage skill, the higher is the possibility of searching information through the internet” (p. 110).  

 

This research proposes a hypothesis for the factor ‘Internet and computer skill confidence’ which 

states that ‘A higher level of internet and computer skill confidence will be positively related to 

higher levels of user adoption of e-government websites.’ This research presents an empirical 

examination of the influence of internet and computer skills on the usage of e-government, while in 

the Moon (2004) study, a conceptual presentation of the impact of internet usage skill on the usage 

of the internet was presented.   

 

Importantly, in an empirical examination of the influence of internet skills over e-government 

adoption, Carter and Weerakkody (2008) conducted a study in one of the developed countries, the 
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UK, that purposed to compare e-government adoption in the UK to adoption in the USA. They 

proposed a model in their study which consists of different constructs, including internet skills, 

which have a direct association with the dependent variable, intention to use. In collecting 260 

questionnaires from citizens of diverse age, gender and professional backgrounds, the researchers 

found that internet skills are not a significant predictor of e-government adoption in the UK. Also, 

the results show that internet skills may vary by culture in both the UK and USA. In the USA, 

internet skill is a significant predictor of e-government adoption. The researchers compared their 

findings with the reviewed literature in their research.  

 

In an empirical evaluation of the impact of computer skills, the other research focus skill, on e-

government adoption, Vassilakis and colleagues (2005) indicate the significant role that computer 

skills play in influencing the adoption of government e-services. The researchers found this based 

on a survey administered in three countries: the UK, Spain and Greece. Vassilakis and colleagues 

(2005) suggest that some citizens do not know how to use computers, which obviously affects their 

use of government electronic services.  

 

In regard to the developing countries, Wangpipatwong and colleagues (2008) conducted a study in 

Thailand which aimed to understand the essential factors influencing citizens’ continued intention 

to use e-government websites by using the Technology Acceptance Model (TAM). The researchers 

used computer self-efficacy as one of the factors that influence citizens’ continuance intention. 

Compeau and Higgins (1995) identified computer self-efficacy as “an individual’s perception of his 

or her ability to use computers in the accomplishment of a task” (p. 191). By collecting data, via a 

Web-based survey, from 614 participants who held a university degree and experienced e-

government websites, the researchers confirmed that computer self-efficacy is positively related to 

the continuance intention to use e-government websites. The current research intends to explore the 
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positive relationship between internet and computer skill confidence and the users’ adoption of e-

government websites.  

 

In an empirical evaluation of both internet and computer skills’ impact on the intention to use e-

government services, Bélanger and Carter (2006) conducted a study in the USA which purposed to 

explore the influence of the digital divide on e-government usage by focusing on two departments: 

the Department of Motor Vehicles (DMV) and the Department of Taxation (TAX). The authors 

designed a model for internet usage in the USA. The model consists of different constructs, which 

are grouped within two categories: access and skill. The skill category consists of four different 

constructs, including computer experience and general internet use. By surveying 105 participants 

at a community-wide concert, Bélanger and Carter (2006) revealed that computer experience does 

not influence e-government usage, while internet use has a direct influence on e-government usage.  

The current research project explores the direct joint influence of Jordanians’ internet and computer 

skill confidence on their intention to utilise e-government websites in their daily life.    

 

In the Arabic context, Pons (2004) demonstrates the significant role of illiteracy regarding technical 

knowledge of e-commerce and e-government as a significant obstacle to their adoption. Aladwani 

(2003) conducted a conceptual study which purposed to report the characteristics of e-commerce 

and the challenges facing the diffusion of the internet and its application in the Arabic countries. 

The review revealed that “most Arab countries still have a long way to cover before being able to 

fully realize the benefits of the internet” (p. 9). The author indicated internet and computer literacy 

as some of the issues of e-commerce in the Arab countries.  

 

The current research project provides a guideline for understanding the direct impact of internet and 

computer skill confidence on e-government in one of the Arabic countries, Jordan, through Study 
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One (Chapter Four) and Study Three (Chapter Six). This research program therefore hypothesises 

that: 

 

Hypothesis 4 (H4): Higher levels of internet and computer skill confidence will be positively 

related to higher levels of user adoption of e-government websites. 

 

Having introduced the literature, in a critical review of the previous studies, it appears that although 

researchers have begun to investigate the influence of internet and computer usage skills over e-

government adoption, the previous studies lack empirical examination of the influence of both 

internet and computer skills over e-government adoption. The current research highlights ‘Internet 

and computer skill confidence’ as one of the main factors influencing e-government adoption and as 

one of the main constructs of the first research conceptual model for e-government adoption in 

Jordan (Figure 2.1). The proposed model shows the direct influence of ‘Internet and computer skill 

confidence’ on e-government adoption. Thus, this research presents ‘Internet and computer skill 

confidence’ as an independent variable that will be positively related to the dependent variable, e-

government adoption.  

 

The next section outlines the literature that examines the factor of accessibility. This research shows 

accessibility to be one of the factors that might influence adoption of e-government. The following 

gives more insights into accessibility, addressed within the two categories of website design and the 

digital divide.  

2.6 ACCESSIBILITY 

Accessibility is defined as “the degree to which web information is accessible to all human beings 

and automatic tools” (Abanumy et al., 2005, p. 100). This section outlines accessibility within two 

categories: website design and the digital divide. Section 2.6.1 presents the website design category 
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and the relevant evaluations and previous studies. Section 2.6.2 outlines the literature from previous 

research work on the digital divide. The following paragraphs present the main argument in respect 

to website design and the digital divide.    

2.6.1 Website design 

Many governments around the world, both in developed and developing countries, have realised the 

importance of ICT in delivering e-government services. One of these technologies is Web 

technology, which allows for work to be done online rather than traditionally (face-to-face). The 

Web is a significant tool that has changed communication between people, and the way they do 

business (Holderness, 1998). As Web use has increased, as Becker (2004) states, having a well-

designed website has become a major concern of many governments. Accessibility is one of the 

main elements that should be taken into consideration when designing websites. “Government web 

sites that do not meet the online needs of targeted users, added to the complexity of government 

organizational structure, may pose virtual barriers that prevent information seekers from attaining 

their goals” (Becker, 2004, p. 11). Wang and colleagues (2005) mention that designing the website 

is one of the main challenges in delivering e-government services.  

 

E-government websites represent the main gateway for delivering e-government services to the 

public in Jordan. Yet, Chapter One indicated that government websites in Jordan lack a standard 

design. Users in Jordan may need to visit governmental department services for different tasks; 

hence, unavailability of these websites in standard formats may lead users to view them in different 

ways. This research project therefore aims to provide an understanding of the influence of website 

design on Jordanian citizens’ intention to use e-government websites. The research model for e-

government adoption in Figure 2.1 indicates website design as an independent variable which has a 

direct influence on the dependent variable, e-government adoption.  
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Due to the significance of the Web as a medium for delivering government services, website design 

factors need to be clearly defined before examining its influence on e-government adoption by 

citizens as Web users. Therefore, this section firstly reviews studies related to website evaluation by 

focusing on the main features of the website, such as its content. These studies typically evaluate 

the website by focusing on the design characteristics of the government website due to their 

significance in building customer-centric services.  

 

Wang and colleagues (2005) assert that without appropriate evaluation of Web-based e-government 

services, some of the benefits of e-government cannot be certified. Wang and colleagues (2005) 

conducted a study to evaluate Web-based e-government services and demonstrated the importance 

of website design in determining the success or failure of delivery of customer-centric services and 

information.  

 

Research by Smith (2001) offers an approach for evaluating e-government websites. The 

researchers adapted the criteria of evaluation from previous research conducted by Eschenfelder 

and colleagues (1997) in order to assess the US federal government’s website. Smith (2001) 

conducted the study in two different stages. The first stage developed the criteria of evaluation, 

while the second stage tested the applicability of the criteria by evaluating five websites of New 

Zealand government entities. The criteria were classified into two categories: information content 

and ease of use (Table 2.1).  
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Table 2.1  

Evaluation criteria 

Criteria Example 
Ordination to website  Services and information provided by the website are described 

 
Content Match needs of stated audience 

 
Accuracy Contents up-to-date, information provided is accurate 

 
Facilities retrieval and navigation Appropriate metatags are provided 

 
Services Meet needs of users 

 
Privacy Users’ privacy rights are protected 

 
Links Links are updated 

 
Feedback mechanism Feedback mechanisms are fully operational 

 
Accessibility Speed of response is adequate 

 
Design Consistent format throughout the website 

 
Navigability Website is organised logically and by anticipated user need 
 

Zhang and Dran (2000) evaluate e-government websites empirically by proposing a model called a 

‘two-factor model’ for website design and evaluation. According to the two-factor model, there are 

two different types of website design factors: hygiene and motivator. Hygiene factors are “those 

whose presence make a Website functional and serviceable, and whose absence causes user 

dissatisfaction” (p. 1253), while the motivator factors are those “that add value to the Website by 

contributing to user satisfaction” (p. 1253). The authors identify the different categories of website 

design, such as privacy (authorised/unauthorised collection of user data), visual appearance 

(attractiveness/unattractiveness of screen layout and colours), and information content 

(accurate/inaccurate information and up-to-date/outdated information).  

 

The work done by Zhang and Dran (2000) and Smith (2001) provides a good introduction to the 

main criteria for evaluating website design based on a citizen-centric approach. This evaluation 
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assisted the current research project in designing the different measurements for the website design 

construct. This research program intends to go beyond website evaluation, as it focuses mainly on 

obtaining citizens’ perceptions about website design, to ascertain to what extent it would impact on 

their desires to use e-government websites. Hence, the following paragraphs review related 

literature which examines the influence of website design on the adoption of e-government.  

 

In this research, website design is examined in order to evaluate its influence on citizens’ intention 

to use e-government websites. Website design has been addressed in different studies which fall 

into two categories: e-commerce studies and studies which concentrate on governments’ attempts to 

deliver Web-based services. In the context of e-commerce, Moon (2004) conducted a conceptual 

study to address the factors that influence consumers to adopt the internet instead of using 

traditional channels to seek information or purchase products. The researchers categorised the 

factors into three groups, including the context, which was clarified in terms of website 

characteristics. Moon (2004) addressed website characteristics in different terms: information 

quantity; design; access and transition speed; user-friendliness of the search structure; and update 

speed. The researcher assumed five propositions for the construct of website characteristics, 

including: “The better the design of the website than the artistic facet of an offline channel’s store 

display, the higher the possibility of consumers’ information search through the internet” (p. 110). 

The current research proposes that the more e-government websites with adequate design are 

available, the more the user will intend to use these websites.  

 

In the context of e-government, Kumar and colleagues (2007) provide another conceptual study for 

e-government adoption. The researchers propose website design as one of the factors which directly 

influences e-government adoption. The researchers believe that the combination of different 
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elements—such as navigation, aesthetics, content and accessibility—will directly influence users’ 

experience with the site and, eventually, their satisfaction and adoption of it.    

 

In an empirical evaluation of the influence of website design on e-government adoption, Gilbert and 

Balestrini (2004) conducted a study in the UK to examine the main predictors of individuals’ 

willingness to use government e-services. The researchers confirm that visual appeal emerged as a 

significant factor that influenced citizens’ willingness to use government e-services. Visual appeal 

was addressed in their research in terms of the importance of the availability of a website with a 

pleasing appearance. Study One (Chapter Four) and Study Three (Chapter Six) of the current 

research project extend the previous work done by researchers to investigate empirically the direct 

influence of website design on citizens’ intention to use e-government websites.  

  

In the Arabic countries of Saudi Arabia and Oman, Abanumy and colleagues (2005) conducted a 

study which purposed to examine the issues that make websites accessible and explore the 

importance of Web usability and accessibility with respect to e-government websites. The authors 

evaluated the Web accessibility of e-government websites by adapting the Worldwide Web 

Consortium (W3C) publication Web content accessibility guidelines (WCAG), which provides a 

series of checkpoints for Web content development. The evaluation was conducted in five different 

stages. The final stage included an email survey to explore the reasons behind the lack of 

accessibility/usability of e-government websites in Saudi Arabia and Oman. By surveying 

webmasters of government websites, the researchers found that 70% of the respondents believed 

that the problem of inaccessible websites was because of the “lack of awareness of the importance 

of accessibility of websites” (p. 104). Also, 65% of the respondents believed that the problem 

referred to the unavailability of the accessibility policy. The in-depth evaluation shows that the 

government websites in these two countries (Saudi Arabia and Oman) still need considerable work 
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to become accessible websites. Examples of different elements used through the different stages of 

the evaluations are simplicity of the language used and its suitability to the content of the website, 

text-mode browser support, and the existence of HTML syntax errors.  

 

So, does website design influence e-government adoption in Jordan? To provide answers to this 

question, this research proposes website design as one of the elements of the conceptual model for 

e-government adoption in Jordan (Figure 2.1). The model shows website design as an independent 

variable which has a direct association with the dependent variable, e-government adoption. This 

research therefore postulates that: 

 

Hypothesis 5 (H5): Higher standards of e-government website design will be positively 

related to higher levels of user adoption of e-government websites. 

 

Having introduced website design in this section, the next section (section 2.5.2) presents the other 

factor, the digital divide. 

2.6.2 The digital divide 

Access to the internet needs to be available at all levels in order to develop strategies for the process 

of e-government implementation (Dugdale et al., 2005). The unequal opportunities of access to and 

use of the internet and computers has led to the emergence of the concept of the so-called ‘digital 

divide’. The ‘digital divide’ mainly refers to the gap between the people who do and do not have 

access to the internet and computers (Van Dijk, 2006). The digital divide is one of the more 

imperative issues in the remarkable growth of the digital revolution. The digital divide is a serious 

issue, as a portion of citizens is left out, without access to the internet or computers. Van Dijk 

(2006) explains that the digital divide might be observable among the demographic categories of 

income, education, age, sex and ethnicity.  



Chapter Two – Literature Review and Research Theoretical Background 

E-government Adoption in Jordan                                                         74

Van Dijk and Hacker (2003) claim that the problem of the digital divide will be solved once 

everyone has equal access to the internet and computers. Van Dijk (1999) asserts that there are four 

kinds of access: mental access, material access, skill access, and usage access. Van Dijk and Hacker 

(2003) argue that “public opinion and public policy are strongly preoccupied by the second kind of 

access” (p. 316), which is material access. Material access could be facilitated by providing 

physical access to personal computers and the internet.  

 

This research cites the digital divide as the existing divide of physical access to the internet and 

computers and utilises the concept of the digital divide to test its impact on e-government adoption 

in Jordan. E-government is a technology that causes a rift in civil society through the creation of the 

digital divide (Dugdale et al., 2005). Existing evidence from researchers suggests that demographic 

characteristics such as income, education, age, sex and ethnicity represent predictors of access to 

technology, including the internet and e-government. In Australia, Dugdale and colleagues (2005) 

suggest that: “Any assessment of e-government in Australia needs to consider that the biggest users 

of government services are those who suffer socioeconomic disadvantage” (p. 111). In America, 

Loges and Jung (2001) found, by surveying 1812 respondents who were 18 years and older, that 

age has a significant relationship with internet access in America. Edmiston (2003) reports that the 

inequity of access to e-government resources is one of the main challenges facing state and local e-

government in the USA. The author explains that this might be related to income, education, race or 

geography (metropolitan or non-metropolitan), which could be some of the influences related to the 

digital divide. In America and Australia, indigenous people often do not have access to the internet 

and computer technologies (Deakins & Dillon, 2002). In New Zealand, “This so-called digital 

divide not only exists between the rich and the poor but also between citizens who live in cities and 

in the more remote rural areas and urban communities where communication bandwidth is limited” 

(Deakins et al., 2001).  
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As Chapter One outlined, the digital divide is one of the current e-government issues affecting 

Jordan due to different factors including age, income and geography (Al-Omari, 2006). This 

research project therefore intends to define how the digital divide will affect the Jordanian citizen’s 

intention to use e-government websites. The digital divide factor is tested by focusing on 

demographic patterns represented principally by age, education, income and geography (urban and 

remote areas). This research program proposes that these patterns are more pronounced in relation 

to citizens’ use of e-government websites. The following definition of ‘digital divide’ is used in this 

research: 

 

The difference between people who access and do not access the internet and computers to 

use e-government websites. 

 

Thomas and Streib (2003) show some concerns about the digital divide and the role it may play 

regarding citizens who access and utilise computers and the internet and use government websites. 

The researchers hypothesised that: “Among internet users, citizens who report accessing 

governmental websites will have higher incomes, lower proportions of minorities, lower 

proportions of rural residents, and lower proportions of the young” (p. 88). Thomas and Streib 

(2003) tested the hypothesis by analysing data collected through a survey of 827 Georgians in the 

state of Georgia. The researchers found that race, education, income, age and metropolitan status 

are significant predictors of access to the internet and government websites.  

 

In another study in the USA, Reddick (2005) confirmed the influence of the digital divide on e-

government adoption by testing the influence of different attributes of citizen interaction with e-

government. In his study, it was hypothesised that “white, male, college educated, government 

workers, with income greater than US$75 000, and experienced internet users will have a positive 

impact on citizen adoption of e-government, while those in the age range of 55–64 will decrease e-
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government adoption” (p. 44). Using secondary data, the researcher found that citizens who are 

involved in online transactions with government are more likely to be white and have incomes more 

than US$75 000. He also found that people within the age range of 55 to 64 are less likely to search 

for information on the Web. Overall, Reddick (2005) found that ethnicity, income and age are 

significant predictors of e-government adoption.  

 

Bélanger and Carter (2009) conducted an empirical study to examine the effects of the digital divide 

on e-government adoption. The researchers investigated the digital divide within two categories, 

access divide and skill divide. Bélanger and Carter (2009) outlined the access divide in terms of 

ethnicity, income, education, age and gender. They proposed a hypothesis for each one. By 

surveying 105 people, the researchers found that income, education and age were the typical 

demographic characteristics affecting e-government usage.  

 

The abovementioned studies indicate the digital divide as a significant factor in a developed 

country, which is the USA. The current research project will extend the work done by researchers 

by conducting a study in a developing country, Jordan. The research program proposes that income, 

education, age and geography (urban and remote areas) are the main Jordanian citizen demographic 

patterns which may influence e-government adoption in Jordan.  

 

Narrowing the digital divide between groups who are aware of the benefits of new technology and 

those who are not, or will not be, is a key role of any government’s work (Silcock, 2001). 

Therefore, bridging the digital divide helps those people who are disadvantaged (who do not access 

and use the internet and e-government) not to be excluded. This research project examines the 

digital divide in Study Three (Chapter Six) and proposes the digital divide as one of the constructs 

of the refined research model for e-government adoption (Figure 6.1). The digital divide is outlined 



Chapter Two – Literature Review and Research Theoretical Background 

E-government Adoption in Jordan                                                         77

as an independent variable that has a direct association with the dependent variable, e-government 

adoption. This research intends to test the hypothesis below in Study Three (see Table 6.2, Chapter 

Six): 

 

Hypothesis 11 (H11): The digital divide will significantly predict user adoption of e-

government services.  

 

Finally, after presenting the social factors—trust in the internet; trust in government; attitudes and 

beliefs; internet and computer skill confidence; website design; and the digital divide—this research 

documents the importance of extending understanding of the factors influencing Jordanians’ 

intention to use e-government by using theoretical perspectives. This research uses the Diffusion of 

Innovation Theory (DOI) and the Technology Acceptance Model (TAM) as the applicable 

theoretical frameworks to sustain a comprehensive understanding of e-government adoption in 

Jordan. The following section presents the main theoretical perspectives and research hypotheses.  

2.7   RESEARCH THEORETICAL PERSPECTIVES  

This section reviews the Diffusion of Innovation Theory (DOI) and the Technology Acceptance 

Model (TAM) as the main theoretical perspectives that include significant factors that might 

influence e-government adoption in Jordan. These factors are derived from the main characteristics 

of each model. Relative advantage, compatibility and complexity are the three main characteristics 

of DOI, which are reviewed in this section as major factors that influence people’s intention to 

adopt e-government as a new technology. Moreover, the two main characteristics of TAM, which 

are perceived ease of use and perceived usefulness, are outlined in this research as major factors 

that influence e-government adoption by citizens. The following table shows a comparison between 

TAM and DOI. 
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Table 2.2 

Theoretical comparison of Technology Acceptance Model (TAM) and Diffusion of Innovation 

Theory (DOI) (Adapted from Carter and Bélanger, 2005, pp. 5–25). 

 TAM DOI 

Focus Perceptions and attitudes 

towards technology 

Technology characteristics, market (supply–

demand) adopters’ characteristics 

 

Primary unit of analysis 

 

Individual users/non-

users 

Organisations, individuals 

Disciplinary background Management Information 

System (MIS) 

Sociology, communication, 

policy, MIS 

 

Orderly, the following are sections 2.7.1, 2.7.2, 2.7.3, which intodcude DOI, TAM, and the research 

hypotheses. 

2.7.1 Theoretical perspective on Diffusion of Innovation 

Innovation is an “idea, practice, or object that is perceived as new by an individual or other unit of 

adoption” (Rogers, 1983, p. 11). E-government is a technological innovation adopted by many 

governments in both developed and developing countries, which have found themselves at the 

forefront of adopting this technology for the last few years..    

  

E-government can be explored using DOI because of its use of the internet as a technology, 

connecting government agencies and public organisations and citizens in order to deliver to them 

the required services. Moreover, one of the most important reasons behind using this theory is the 

required changes in the public organisational process, and social and cultural changes within the 

citizens’ environment, either as users of government-delivered services and information or as 
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employees working in a government agency or public organisation. Rogers (1983) identifies 

‘diffusion’ as “the process by which an innovation is communicated through certain channels over 

time among the members of a social system” (p. 5). 

 

Researchers in information technology-related adoption studies have used this theory to discuss 

information technology innovations based on the innovation’s characteristics (Carter & Bélanger, 

2005; Moore & Benbasat, 1991; Ojha et al., 2009; Schaupp & Carter, 2005; van Slyke et al., 2004). 

There are five characteristics: relative advantage, complexity, compatibility, triability and 

observability. In meta-analysis conducted by Tornatzky and Klein (1982), the researchers confirm 

that relative advantage, complexity and compatibility have been found to be consistently significant 

in prior adoption research.  

 

This research used the Diffusion of Innovation Theory to identify the social factors affecting e-

government adoption in Jordan. These factors were identified through examining the applicability 

of three technological characteristics (relative advantage, complexity and compatibility) in the 

adoption of e-government in Jordan. Surveys were distributed to citizens to determine these factors. 

The following is a discussion of the three characteristics of the Diffusion of Innovation Theory. 

2.7.1.1 Relative advantage 

‘Relative advantage’ is defined as “the degree to which an innovation is perceived as better than the 

idea it supersedes” (Rogers, 1983, p. 213). In this research program, relative advantage can be 

clarified as the level to which citizens perceive interaction with the government through e-

government websites to be a superior idea to the traditional method of interaction, such as paper-

based work. Previous empirical studies indicate the significant and non-significant factors of the 

relative advantage on predicting users’ intention to use informational and technological inventions, 

including e-government (Ojha et al., 2009; Schaupp & Carter, 2005; van Slyke et al., 2004). By 
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surveying 310 people, Ojha and colleagues (2009) found the significant impact of relative 

advantage on citizens’ intention to use an income tax e-filling service. However, in the context of e-

voting, Schaupp and Carter (2005) collected 208 surveys from young voters and found that relative 

advantage did not emerge as a significant predictor of citizens’ intention to use e-voting.  

 

The current research project extends the work of other researchers by exploring the influence of 

relative advantage on Jordanian citizens’ intention to use e-government websites. Therefore, 

relative advantage is one of the constructs of the research model for e-government adoption (Figure 

2.1). This research program postulates that: 

 

 Hypothesis 6 (H6): Higher levels of relative advantage will be positively related to higher 

levels of user adoption of e-government websites. 

2.7.1.2 Compatibility  

‘Compatibility’ is defined as “the degree to which an innovation is perceived as being consistent 

with the existing values, past experience, and needs of potential adopters” (Rogers, 1983, p. 223). In 

this research, compatibility is concerned with the way in which citizens conceive e-government to 

be consistent with their work and lifestyle. In the context of e-government, Carter and Bélanger 

(2005) found, by surveying 105 people, that compatibility has a significant impact on citizens’ 

intention to use e-government services. In the context of e-commerce, van Slyke and colleagues 

(2004) confirmed compatibility as a predictor of intention to shop on the Web. The current research 

proposes compatibility as an independent variable in the research model for e-government adoption 

(see Figure 2.1).  

 

Hypothesis 7 (H7): Higher levels of compatibility will be positively related to higher levels 

of user adoption of e-government websites. 
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2.7.1.3 Complexity 

‘Complexity’ is defined as “the degree to which an innovation is perceived as difficult to 

understand and use” (Rogers, 1983, p. 230). In this research program, complexity is addressed as 

the level to which e-government websites are clear and easy to understand and navigate. For 

example, there are different issues that should be considered when designing e-government 

websites such as availability of clear and understandable steps about how to conduct a particular 

transaction and the minimum number of clicks required in conducting each transaction. Also, e-

government websites should be available with clear well-designed content to help users to find what 

they need without spending a lot of time and effort. Furthermore, reasonable amount of information 

should be also considered when addressing the complexity in the e-government area, Wang and 

colleagues (2005) state that “…some government Web sites may tend to include too much 

information and too many functions on Web pages, leading to a heavy perceptual work load for 

visitors. This in turn can affect use especially among disadvantaged sub-populations” (p.4). This 

research project investigates complexity in relation to information and service content of the 

government websites.  

 

In the context of e-commerce, van Slyke and colleagues (2004) report complexity as a significant 

predictor of citizens’ intention to purchase goods or services over the Web. This research examined 

complexity of e-government through examining the ease with which citizens were able to navigate 

within websites in general and within e-government websites in particular. This research project 

proposes complexity as an independent variable that has a direct association with the dependent 

variable, e-government adoption (Figure 2.1). Hence, the main hypothesis related to complexity is: 

 

Hypothesis 8 (H8): Lower levels of complexity will be positively related to higher levels of 

user adoption of e-government websites. 
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Finally, the above three characteristics represent major constructs of the research model for e-

government adoption in Jordan (Figure 2.1). Moreover, these constructs are proposed to be 

independent variables that have a direct influence on e-government adoption.  

2.7.2 Theoretical perspective on Technology Acceptance Model (TAM) 

The Technology Acceptance Model (TAM) is an adaptation of the Theory of Reasoned Action, 

which states that actual behaviour is influenced by the person’s intention to perform such 

behaviour, and this intention is influenced by one's attitudes and subjective norms (Ajzen & 

Fishbein, 1980). TAM states that there are two determinants of the consumer's attitudes toward 

usage intention: perceived usefulness and perceived ease of use. Davis (1989) defines ‘perceived 

usefulness’ (PU) as “the degree to which a person believes that using a particular system would 

enhance his or her job performance” (p. 320). Moreover, perceived ease of use (PEOU) is defined 

by Davis (1989) as “the degree to which a person believes that using a particular system would be 

free of effort” (p. 320). System acceptance will suffer if users do not find a system to be useful and 

easy to use (Davis, 1989). Therefore, Davis (1993) proposes that technology that is relatively easy 

to use and helpful will have a positive influence on the person's attitudes and intention toward using 

that technology.  

 

Davis's (1989) model, TAM, is used to evaluate user acceptance of a technology. Previous research 

demonstrates the convenience of using the two main constructs of TAM to investigate the intention 

to use e-government (Carter & Bélanger, 2004; Carter & Bélanger, 2005; Chang et al., 2005; Hung 

et al., 2006; Phang et al., 2005). Figure 2.2 shows the TAM model and its constructs, which are 

based on the Theory of Reasoned Action (TRA).  
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Figure 2.2 

Technology Acceptance Model (Adapted from Davis et al., 1989, pp. 982-1003).  

 

The two main constructs of TAM, perceived usefulness (PU) and perceived ease of use (PEOU), 

represent the main constructs of the research model for e-government adoption. These two elements 

are proposed as independent variables that have a direct association with the dependent variable, e-

government adoption. Below are the main hypotheses for the two constructs, PU and PEOU:   

 

Hypothesis 9 (H9): Higher levels of perceived usefulness will be positively related to higher 

levels of user adoption of e-government websites. 

 

Hypothesis 10 (H10): Higher levels of perceived ease of use will be positively related to 

higher levels of user adoption of e-government websites. 

 

Finally, the various influential factors over e-government adoption mentioned throughout this 

research—trust in internet and trust in government; attitudes and beliefs; internet and computer skill 

confidence and website design; and diffusion of innovation and technology acceptance literature—

are useful resources for studying influential social factors affecting e-government adoption in 

Jordan. The following section shows the research hypotheses. 
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2.7.3 Research hypotheses 

This research has ten different hypotheses, as shown in Table 2.3. 

 

Table 2.3 

Research hypotheses 

 Hypothesis Construct 

H1 Higher levels of trust in the internet will be positively related to higher 

levels of user adoption of e-government websites.  

Trust in 

internet 

H2 Higher levels of trust in government will be positively related to higher 

levels of user adoption of e-government websites. 

Trust in 

government 

H3 A higher level of positive attitudes and beliefs regarding the internet will 

be positively related to higher levels of user adoption of e-government 

websites.  

Attitudes and 

beliefs 

H4 Higher levels of internet and computer skill confidence will be positively 

related to higher levels of user adoption of e-government websites. 

Internet and 

computer skill  

confidence 

H5 Higher levels of features of e-government website design will be positively 

related to higher levels of user adoption of e-government websites. 

Website 

design 

H6 Higher levels of relative advantage will be positively related to higher 

levels of user adoption of e-government websites. 

Relative 

advantage 

H7 Higher levels of compatibility will be positively related to higher levels of 

user adoption of e-government websites. 

Compatibility 

H8 Lower levels of complexity will be positively related to higher levels of 

user adoption of e-government websites. 

Complexity 

H9 Higher levels of perceived usefulness will be positively related to higher 

levels of user adoption of e-government websites. 

Perceived 

usefulness 

H10 Higher levels of perceived ease of use will be positively related to higher 

levels of user adoption of e-government websites. 

Perceived 

ease of use 

 

Having presented the research model for e-government adoption in Jordan and the proposed 

research hypotheses, section 2.7 concludes this chapter.  
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2.8   CONCLUSION 

This chapter examined the definitions, benefits, service categories, and relationship categories of e-

government, while also examining the influential social factors affecting e-government adoption, 

which are: trust; citizens’ attitudes and beliefs about e-government; internet and computer skill 

confidence; and accessibility. Furthermore, the literature that related to diffusion and adoption of 

new technological innovation and user acceptance of that innovation was highlighted. The literature 

identified the most important characteristics of innovation for the adoption and diffusion of a 

technology and the main factors that influence user acceptance of any technology. This chapter 

proposed a conceptual model for e-government adoption in Jordan. The main constructs of this 

model are derived from literature that highlights trust, attitudes, internet and computer skill 

confidence, and accessibility as the main factors influencing e-government adoption, and from the 

literature outlining theoretical perspectives on two major models: DOI and TAM. Finally, this 

chapter identified the ten research hypotheses.  

 

The next chapter (Chapter Three) introduces the methodology used in this research to identify the 

social factors affecting e-government adoption in Jordan and to develop the research model for e-

government adoption by citizens in Jordan. Two methods were utilised by this research, quantitative 

and qualitative. In addition, the following chapter demonstrates the analysis techniques of both the 

quantitative and qualitative methods. 
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3 CHAPTER THREE 

 RESEARCH METHODOLOGY AND DESIGN 

 

The research began with the question: “What role do social factors play in influencing citizens in 

the Hashemite Kingdom of Jordan to adopt e-government?” To answer this question, Chapter Two 

reviewed the literature related to the social factors (trust in the internet, trust in government, 

attitudes and beliefs, internet and computer skill confidence, website design, and the digital divide) 

to establish an analytical model for e-government adoption in Jordan. This chapter presents the 

research paradigm and methodology used to test this model. The chapter shows the three methods 

used for the three studies conducted in this research. This research followed the mixed-method 

approach (quantitative and qualitative). Thus, this chapter illustrates the design of the quantitative 

and qualitative methods of research used to identify social factors that influence e-government 

adoption by citizens in Jordan.  

 

Having introduced the research methodology and design, this chapter identifies the methods used in 

conducting the three studies, which contribute to answering the research questions. This chapter 

introduces the research paradigm in section 3.1. Then, section 3.2 presents the overall research 

methodology. This is followed by section 3.3, which shows the research design. Following that, 

section 3.4 outlines the research method used for Study One. This is followed by section 3.5, which 

demonstrates the method used in administering the second study. After that, section 3.6 articulates 

the method used in conducting the third study. Finally, section 3.7 concludes the chapter. 
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3.1 RESEARCH PARADIGM 

‘Research’ is “…simply the process of thoroughly studying and analysing the situational factors 

surrounding a problem in order to seek out solutions to it” (Cavana et al., 2001; p.4). Certain 

assumptions represent the main starting point from which researchers denote how and what they 

will learn through investigation (Creswell, 2003). This research project aims to identify the main 

social factors that influence e-government adoption in Jordan, and is based on a real situation: e-

government as a new technology and citizens as end users of this technology. It uses the mixed-

method approach. Pragmatism is recognised by researchers (Creswell, 2003; Creswell & Clark, 

2007; Tashakkori & Teddlie, 2003) as the best paradigm to provide a philosophical framework for 

mixed-method studies. This research focuses on pragmatism rather than one of the other schools, 

such as post-positivism or constructivism.  

 

Johnson and Onwuegbuzie (2004) point out that pragmatism can be translated in mixed-methods 

research as choosing “the combination or mixture of methods and procedures that works best for 

answering your research questions” (p. 17). Discussing pragmatism as detailed by methodologists 

and researchers will be fruitful because it offers an immediate and useful middle position 

philosophically and methodologically, and provides researchers with a method that helps them in 

selecting methodological mixes which help the researcher to understand and answer the research 

questions (Johnson & Onwuegbuzie, 2004).  

 

This chapter illustrates the pragmatism research paradigm by identifying three philosophical bases 

of the research: ontology, epistemology, and methodology (Creswell & Clark, 2007). The dynamic 

relationship between these three elements will influence the identification of the social factors that 

may affect citizens in adopting e-government in Jordan and affect development of research models 

for e-government adoption in Jordan. Therefore, it is useful to employ these three philosophical 
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perspectives to determine the best way of answering the research questions and achieving the 

research objectives. The following paragraphs demonstrate ontology and epistemology. Then, 

section 3.2 gives more insights into the methodology. 

 

“Ontology” is a philosophical concept that explains the nature of reality (Creswell & Clark, 2007). 

E-government is a Western-made technology designed and developed by the industrialised 

countries. As a realistic matter, moving e-government into practice within the Jordanian community 

involves a package of social norms which form the main factors that affect citizens in adopting e-

government. The definition of “e-government” pointed out the interaction of citizens with 

government though Web-based technology (see Chapter One). E-government is, therefore, a 

pragmatic reality that should take into account the differing social and cultural perspectives of 

citizens. Interaction between citizens and government through e-government might be built on some 

forms of social interaction. The life of people in Jordan is controlled by social and cultural 

traditions as well as religion.  

 

The pragmatism approach to reality is regarded as a way by which to capture knowledge in the 

singular and multiple realities (Creswell & Clark, 2007). This research project captured different 

realities that could be translated into different social factors. The research program postulated and 

tested different hypotheses asserting that certain social factors have significant authority over 

citizens’ intention to utilise e-government in their daily lives. These factors were treated in the spirit 

of Jordanian people living in a social community; consequently, this research used presumed factors 

obtained based on social perspectives. The research, for example, investigated the influence of 

people’s trust in the internet over their intention to use e-government. Thus, the Jordanian people’s 

concerns about the security and privacy of their personal information could be a reality that is 

anticipated by this research to have an effect on people’s desire to use e-government. In this way, 
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this research project examines the factors that may influence e-government adoption by citizens in 

Jordan.  

 

“Epistemology” is another philosophical term that clarifies “what is the relationship between the 

researcher and that being researched” (Creswell & Clark, 2007, p. 24). In the current research, the 

researcher was intrigued by the way in which people would express their responses associated with 

their decision. To understand this, the researcher designed a model that represented an actual 

reflection of the social environment. The model attempted to solve the problem of e-government 

adoption by producing predictions which constitute a step in defining important social factors that 

impact citizens’ decisions to utilise e-government in their daily lives. This research project verified 

which of these predictors works by ascertaining the participants’ perceptions of them. The 

participants justified their decisions based on the authority of social traditions, cultural norms, and 

religion. The participants demonstrated their personal epistemology in different forms, such as their 

attitudes and beliefs. The findings focus on the expression of knowing what factors influence the 

decisions that should be taken in everyday life.  

 

In the pragmatic epistemology approach: “researchers collect data by ‘what works’ to address the 

research question” (Creswell & Clark, 2007, p. 24). Throughout the process of this research, the 

collective ideas of research participants, the researchers cited and previous research will provide an 

understanding of what role social factors play in affecting people’s intention to use an IT-based 

technology: e-government. Thus, the results presented in this research through Study One (Chapter 

Four), Study Two (Chapter Five), and Study Three (Chapter Six) outline what factors work to 

predict e-government adoption by citizens. Hence, the epistemology of pragmatic research provides 

the path by which to answer the research questions.  
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Having introduced the research paradigm, section 3.2 shows the research methodology used in the 

three studies in order to identify the social factors influencing e-government adoption by citizens in 

Jordan.   

3.2 RESEARCH METHODOLOGY 

“Research methodology” is the means used to find the answers to the problem being investigated, 

by taking the steps needed to conduct the study. This research used the multi-method approach that 

is called “mixed method”. Creswell (2003) states that a mixed-method design is “useful to capture 

the best of both quantitative and qualitative approaches”. Collecting different kinds of data from 

different sources by different methods provides a broader scope of coverage and, therefore, a fuller 

picture of the unit of study than what would have been achieved otherwise (Bonoma, 1985). 

Creswell (2003) lists several types of strategies that can be used to conduct the mixed-method 

approach: sequential explanatory strategy, sequential exploratory strategy, sequential transformative 

strategy, concurrent triangulation strategy, concurrent nested strategy, and concurrent 

transformative strategy. This research used the first method: sequential explanatory strategy.  

 

Sequential explanatory strategy is often characterised by collecting quantitative data first and then 

collecting qualitative data. That is, the quantitative data provides the big picture and the qualitative 

data then analyses specific and significant aspects of this picture. Therefore, priority in this strategy 

was given to the quantitative method. The integration of the two methods was examined in the 

interpretation study (Study Three) of the research. Using regression analysis, the significant results 

or strong predictors of the first study were chosen, and were followed up in the third study.  

 

In order to minimise threats in analysing data in the sequential explanatory strategy (Creswell & 

Clark, 2007), the second study followed up on the significant results and the strong predictors of the 

first study. The two methods used in this research were survey (quantitative) and focus group 
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(qualitative). This research was conducted within a series of three studies: quantitative, qualitative, 

and then quantitative again. Therefore, this research constitutes a multiple mixed-method study. As 

the second study would give further explanation of the first study, this research followed the 

explanatory follow-up design. Creswell and Clark (2007) mention that the samples of the 

explanatory follow-up design should be included in the data collection stages: the first and the 

second. They also state that unequal size is not considered an issue in the sequential explanatory 

strategy.     

 

This research developed a model for adoption of e-government in Jordan. These three studies offer 

an advantage in providing validated and accurate elements and, therefore, reliable findings. The 

first study was conducted through a survey. The survey method was used as an explanatory tool to 

identify the social factors influencing e-government adoption by citizens in Jordan, particularly 

among people who had access to the internet. It was further used to articulate the strength of each 

factor and then to select the factors that would be able to be used as entries in the research model. A 

survey was therefore considered a good approach by which to define the protocols for the second 

study (focus group). The second study was used to define citizens’ understanding and experience of 

social factors identified in the first study, rather than identifying new factors.  

 

Cronin (2001) observes that participants’ discussion in the group might raise issues related to the 

investigated subject that have not been realised by the researcher previously. Nominal Group 

Technique (NGT) is the method that was used to conduct the focus group method. Potter and 

colleagues (2004) mention that: “The NGT can provide both qualitative and quantitative 

information and as such is a mixed method approach” (p. 126). The focus group results also added 

new factors to the research model for e-government adoption. The focus group method was also 

used as an exploratory tool to refine the questions of the survey in the third study. To examine the 
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applicability and adequacy of the refined research model (see Figure 6.1, Chapter Six), the third 

study was conducted by distributing another questionnaire with some questions that had been 

redefined and designed based on the first and second study results. Conducting the second study 

helped to identify the instruments of the third study. On the other hand, the third study was a good 

approach by which to check the validity of the mixed-method approach represented by the first two 

studies.  

 

The following table demonstrates the research methodology by identifying the three different 

studies of the research described in Chapter One (section 1.9). The table gives more insights into 

these studies by introducing different criteria: methodology, data collection method, objectives of 

studies, sampling design, sample, unit of analysis, time horizon, and data analysis.  
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Table 3.1 

Research methodology 

Criteria Study One Study Two Study Three 

Methodology 

 

Quantitative Qualitative Quantitative 

Data collection method Survey  

(questionnaire) 

Focus group 

(Nominal Group Technique)  

 

Survey  

(questionnaire) 

Objectives   Identify social factors 

 Strength of the factors and relationship 

between factors  

 Citizens’ understanding of the factors 

 Citizens’ experience of factors 

 Examine accessibility in terms of the digital divide 

 Identify other factors 

 

 Identify factors 

 Refine model  

Sampling design  Non-probability sampling  Stratified convenience  sampling 

 Snowballing sampling 

 

Non-probability sampling 

Sample  Jordanian citizens who had access to the internet 

Size (n=400) 

Groups representing 

Jordanian citizens with non/regular access to the internet (n=30) 

 

Jordanian citizens who 

paid income tax and had 

a driving licence  (n=356) 

Unit of analysis  Individuals 

 Jordanian community  

Groups  

Jordanian community 

Individuals 

 Jordanian community 

Time horizon Cross-sectional study Cross-sectional study Cross-sectional study 

Data analysis  Descriptive statistics 

 Factor analysis 

 Multiple regression 

 

 Descriptive statistics 

 Initial coding 

 Axial coding  

 Descriptive statistics 

 Factor analysis 

 Multiple regression 

 ANOVAs 

 Chi-square  
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After reviewing the overall research methodology in this section, section 3.3 introduces the research 

design by presenting the different steps followed in conducting the research.  

3.3 RESEARCH DESIGN  

A “research design” is the required steps that should be taken by the researcher in answering the 

research questions adequately, accurately and validly. Kumar (1999) identifies two functions of the 

research design—the first one focuses on building a plan by undertaking the required procedures 

and tasks to complete the study. The following sections show the design of this research by 

addressing the methods used: quantitative and qualitative methods. The research design of the 

quantitative method offers a discussion of the survey, the objectives of the survey, the instrument of 

data collection, the population and sampling. The qualitative method includes the focus group; 

Nominal Group Technique (NGT), a tool by which to conduct focus groups; and population and 

sampling.    

 

The second function of the research design is to ensure that the procedures and tasks followed 

answer the research questions adequately, accurately and objectively. This chapter presents the 

reliability and validity of the instruments used in this research: the questionnaire and the nominal 

focus group.   

 

After introducing the research design in this section, section 3.4 discusses the first study conducted 

in this research.  

3.4 STUDY ONE  

To identify the main social factors influencing citizens’ intention to use e-government in Jordan, 

this research conducted the first study by surveying Jordanian people who had regular access to the 

internet. The main procedures followed to conduct the first research questionnaire are identified in 
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this section, starting with the quantitative method in sub-section 3.4.1. Sub-section 3.4.2 then 

introduces the research survey. This is followed by sub-section 3.4.3, which presents the data 

collection. After that, sub-section 3.4.4 presents the analytical technique used in analysing the data 

collected through the questionnaire.  

3.4.1 Quantitative method  

This section identifies the study design used in this research: a cross-sectional study design. In 

cross-sectional studies, the data can be gathered just once, in order to answer the research questions. 

This kind of research design is best suited to studies whose purpose is to discover the prevalence of 

a phenomenon, situation, problem, attitude or issue by taking a cross-section of the population 

(Kumar, 1999). This research focused on the different issues (such as citizens’ trust and attitudes 

about e-government use) that influence people’s intention to use e-government (e-government 

adoption). The cross-sectional study design is simple, since the researcher decides what to be 

discovered, the population to be studied, the sample to be chosen, and the ways to contact the 

respondents to obtain the required information. The population, sampling and data collection tools 

are explained in the following sections. 

 

The following section introduces the survey as the most adequate method of collecting the data for 

this research.  

3.4.2 Proposed survey  

A survey is one of the most commonly used quantitative methods. Survey design “provides a 

quantitative or numeric description of trends, attitudes, or opinions of a population by studying a 

sample of that population” (Creswell, 2003). Survey method and practices, which have grown 

rapidly with the development of computers, make it an adequate tool for collecting data from 

multiple units of analysis. The following sub-sections outline the survey objectives (section 
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3.4.2.1), the survey tool (section 3.4.2.2), the unit of analysis (section 3.4.2.3), sampling, the 

research surveys’ instruments (section 3.4.2.4), data collection (section 3.4.2.5), and the pilot study 

(section 3.4.2.6).     

3.4.2.1 Survey objectives 

The objectives of the survey (Table 3.1) in this study were to examine the influence of social factors 

on the adoption of e-government by citizens in Jordan. These factors were derived from the 

literature review (Chapter Two) (trust in the internet, trust in government, attitudes and beliefs, 

internet and computer skill confidence, and website design), and the other factors were derived by 

reviewing the Diffusion of Innovation Theory (relative advantage, compatibility, and complexity ) 

and Technology Acceptance Model (perceived ease of use, and perceived usefulness). Moreover, 

this survey gives more insights into the strength of factors in influencing the dependent variable, e-

government adoption.  

 

The next section illustrates the main method of collecting data from primary sources: the 

questionnaire. 

3.4.2.2 Questionnaires: method of collecting data from primary sources 

“Data” can be clarified as processed raw numbers or facts that provide useful information (Waters, 

1997). Therefore, data collection was very necessary, since this study cannot reveal any results 

about factors which influence e-government adoption in Jordan without reliable information. 

Questionnaires are one method of collecting data from primary resources; other methods include 

observation and interviews. A “questionnaire” is defined by Sekaran (2003) as: “a preformulated 

written set of questions to which respondents record their answers, usually within rather closely 

defined alternatives” (p. 236). In questionnaires, respondents need to read the questions, understand 

the meaning and purpose of each question, and then write down the answers.  
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This method was suitable for a number of reasons, including the low cost of conducting 

questionnaires compared with other methods, such as interviews. Since there was no face-to-face 

interaction with respondents, this method provided greater anonymity, compared with interviews. 

Moreover, the questionnaire, as an instrument by which to collect data, has been used previously in 

e-government research in Jordan.  

 

The lack of opportunity to clarify the purpose of the questionnaires and the purpose of any 

questions is considered one of the disadvantages of the questionnaire. Therefore, the questions had 

to be written in a clear way that was understandable to the intended Jordanian research participants. 

Curwin and Slater (1985) mention that: “to be successful, a questionnaire needs both a logical 

structure and well thought-out questions” (p. 11). So, each construct in the questionnaire, 

representing the identified social factors and the main elements of the DOI and TAM outlined in 

Chapter Two, was measured through different indicators (statements or questions). These questions 

were tested to ensure that they fulfilled the purpose for which they were written. This was done by 

conducting a pilot study and checking the validity of the questionnaire instruments with the 

participants. Later in this chapter, section 3.4.2.3 gives more insights into the pilot study, validity 

and reliability.  

 

One of the disadvantages of the questionnaire is the low rate of response. For this reason, the 

researcher had some expectations that some people might not be interested in this area of study and 

not want to answer the questionnaire. Kumar (1999) explains that a 50% response rate is usually 

considered to be high, and it may be as low as 20%. This study used different techniques to increase 

response rate, such as ensuring a well-designed questionnaire, well-designed questions and easy 

response format; and providing a reply-paid envelope, a coversheet and informed consent to ensure 

the confidentiality of the respondent, state the importance of the study for participants, and inform 
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them that this research was conducted by Griffith University in accordance with the National 

statement on ethical conduct in research involving humans.   

 

As the questionnaire was distributed to Jordanian people in Jordan, this research used a bilingual 

questionnaire. This research mainly used a personally administered questionnaire given to people in 

Jordan. However, another two methods of questionnaire distribution were used in this research to 

conduct the questionnaire with Jordanian people who did not live in Jordan. These two methods 

were mail questionnaire and internet questionnaire. The questionnaires were primarily distributed 

personally in order to achieve a better response rate compared with the other two methods of 

distribution.  

 

After introducing the questionnaire as the main method by which data was collected from Jordanian 

citizens, section 3.4.2.3 presents the unit of analysis of this research.  

3.4.2.3 Unit of analysis  

The “unit of analysis” refers to: “the level of aggregation of the data collected during the 

subsequent data analysis stage” (Cavana et al., 2001, p. 119). The unit of analysis can be an 

individual; a group; an entire organisation; an event or phenomenon; or a specific project or 

decision. Since this study focuses on the factors that influence e-government adoption by Jordanian 

people, and as the data collection was conducted in the Jordanian context, the unit of analysis of this 

study is the individual in the Jordanian community.   

 

The following section illustrates the sampling method of Study One by demonstrating both the 

sampling strategy and sampling process of the first research study.  
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3.4.2.4 Sampling method for Study One 

Sampling is one of the essential research processes. “Sampling” is identified by Sekaran (2000) as: 

“the process of selecting a sufficient number of elements from the population” (p. 226). The 

selected elements can be used as the foundation for estimating or anticipating a fact, situation or 

outcome regarding the population. So, by choosing a sample, a generalisation can be made about 

the whole population from which a sample is obtained. Cavana and colleagues (2001) mention 

sampling design and sample size as the two main issues in sampling. The larger the size of the 

sample and the more care taken in choosing it, the more accurate findings can be gained. In order to 

gain more generalisable findings, the sample should be representative (Creswell, 2000). This 

research intended to make a generalisation in the first study about citizens who accessed the 

internet.     

 

Sampling strategy  

This study used non-probability sampling. This kind of sampling is different from probability 

sampling in that the population does not have an equal probability to be chosen in the study. This 

kind of sampling is very restricted in generalising the findings (Sekaran, 2000).   

 

Sampling process  

This research used the purposive sample. Tashakkori and Teddlie (2003) indicate that purposive 

sampling is quite common in mixed-method studies. This kind of sample is used when the purpose 

is to gain information from particular target groups. This research aimed to gather information, in 

Study One, from Jordanian people who had access to the internet. Cavana and colleagues (2001) 

mention that selecting specific kinds of people is viable for two reasons: either they are the only 

ones who have the information required, or they are the only ones applicable to the criteria specified 

by the researcher.  
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Convenience sampling was used to collect data within the purposive sampling. Convenience 

sampling involves: “collecting information from members of the population who are conveniently 

available to provide it” (Cavana et al., 2001, p. 262). Moreover, snowball sampling was used within 

the convenience sampling. The questionnaire was distributed to people who had access to the 

internet from home and they, in turn, nominated other new participants who could also access the 

internet from home. Study One also used random sampling within a purposive sampling, since the 

questionnaires were distributed randomly to citizens within internet cafés.  

 

Figure 3.1 

Sampling process 

 

 

There are different reasons for choosing this sample from the population. The total Jordanian 

population is 5,783,106 (see Chapter One) and the number of people with access to the internet is 
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1,163,000 (see Chapter One), which represents (N=1,163,000) about 20.1% (Figure 3.2). The 

intended sample size for the first research study was 400 participants (n=400). It is indicated that 

sample size (S) for a given population (N) of 1,000,000 is 384 (Cavana et al., 2001; Sekaran, 2000). 

People who access the internet are the people most likely to be able to use e-government websites. 

Furthermore, these people desire to perform their daily tasks via the internet and are, therefore, 

aware of the importance of the e-government website and its services. In addition, the factors 

examined in Study One could only be assessed adequately by people who were capable of accessing 

the internet. In other words, those who use e-government websites or could use them are people 

who usually or often access the internet and have experience in the use of different applications of 

the internet, such as payments or information transactions. These factors are represented in the 

research by: trust in the internet, trust in government, attitudes and beliefs, internet and computer 

skill confidence, website design, relative advantage, compatibility, complexity, perceived 

usefulness, and perceived ease of use. 

 

Figure 3.2  

Research sampling (Adapted from Kumar, 1999) 
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The abovementioned sample was surveyed using instruments adopted from previously conducted 

surveys and the literature review (Chapter Two), which reviewed different social factors affecting 

e-government adoption.  

 

After introducing the sampling method in this section, section 3.4.2.5 shows the procedures of 

developing and designing the research instruments.  

3.4.2.5 Research instruments 

Due to a lack of research that assesses the influence of societal factors on e-government adoption 

based on a citizen-centric approach in Jordan, this research adopted survey questions (Appendix 

4.1) from valid and reliable surveys conducted in Western countries. The researcher reworded the 

questions to serve the purpose of this study. As an example, some of the questions adopted 

measured different factors based on the internet store; therefore, slight changes were made to these 

questions to reflect their usage in the e-government context. Some of the questions were kept 

without rewording, since the researcher found that they could be used without modification. Some 

of the survey questions were designed and reviewed by researchers with experience in the study 

area and with other similar surveys. The researcher’s self-developed questions were written based 

on what had been reviewed in the literature. The five-point Likert scale (interval scale) was used to 

measure different items (questions) in the research questionnaire. So, closed-ended questions were 

used, since the respondents were asked to choose from specified choices (five-point scales from 

“Strongly agree” to “Strongly disagree”). 

 

This study measured the different factors based on the government website as the main medium of 

running e-government. Short statements were used to design different questions. The statements 

were phrased positively and negatively in order to avoid respondents giving the same answer for the 

questions by choosing one column of the Likert scale. The double-barrelled, ambiguous, recall-
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dependent, leading, and loaded questions were removed according to the general rules for 

questionnaires (Cavana et al., 2001). This research used the funnel approach, which facilitates the 

sequencing of the questions starting with general questions and progressing to specific questions, 

which may help the respondents to progress smoothly and comfortably in answering the 

questionnaire (Sekaran, 2000).  

 

Because English is not the first language of Jordan and most people there are not fluent in English, 

the researcher translated the questionnaires into Arabic (Appendix 4.2). Craig and Douglas (2000) 

state that back translation is utilised by academic and market research companies. The researcher 

engaged a translator who was related with the study area and who was fluent in both the source 

language (English) and the target language (Arabic). The translator translated the questionnaire 

from English to Arabic first, and then from Arabic to English. In this way, the translator could 

ensure the consistency of both drafts of the questionnaire: the original one and the one translated 

from Arabic to English. After ensuring consistency, the Arabic draft of the questionnaire was 

revised by the researcher and translator (Appendix 4.2). In order to ensure the correct use of 

language, the researcher sent the questionnaires to a lecturer at Al-Balqa’ Applied University in 

Jordan, who reviewed the questions. The review brought about several changes that made the 

questionnaires easier for respondents to understand. The reviewed draft was then used in a pilot 

study in order to gain comments. A previous successful unpublished PhD thesis (Twati, 2006), 

conducted in the Arabic context (in the Gulf countries and Libya), included a translated 

questionnaire from English to Arabic. 

 

The questionnaire had three parts (Appendix 4.1). The demographic questions that asked 

respondents about gender, education, age, type of work, usual place of using the internet, how long 

the respondent used the internet per week, and purpose for using the internet were included at the 
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end of the questionnaire, in the third part (Part C). The scale for these questions was the category 

scale (ratio scale). The first part (Part A) covered the different social factors that influence e-

government adoption: trust in the internet, trust in government, attitudes and beliefs, internet and 

computer skill confidence, and website design. Part B (the second part) covered the different 

elements of DOI (relative advantage, complexity, and compatibility), TAM (perceived ease of use, 

and perceived usefulness), and e-government adoption. Table 3.2 summarises different constructs 

of the questionnaire.  
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Table 3.2 

Research instruments for Study One survey 

Construct Questions Part of questionnaire Scale used Previous instruments  

Trust in the internet and trust in 

government 

1–8 Part One Likert scale  Carter and Bélanger (2005) 

 Vassilakis et al. (2005) 

Attitudes and beliefs  9–16 Part One Likert scale  Jarvenpaa et al. (2000) 

 Vassilakis et al. (2005) 

 Literature review 

Internet and computer skill 

confidence  

17–21 Part One Likert scale  Literature review 

Website design  22–31 Part One Likert scale 

 
 Literature review 

Perceived ease of use  1–8 Part Two Likert scale  Davis (1989) 

 Carter and Bélanger (2005) 

Perceived usefulness  9–18 Part Two Likert scale  Davis (1989) 

 Carter and Bélanger (2005) 

Relative advantage  19–24 Part Two Likert scale  Moore and Benbasat (1991) 

 

Compatibility  25–29 Part Two Likert scale  Moore and Benbasat (1991) 

Complexity  30–34 Part Two Likert scale 

 

 van Slyke et al. (2004) 

E-government adoption  35–42 Part Two Likert scale  Geffen and Straub (2000) 

 Pavlou (2003) 

Demographic factors 1–8 Part Three Category scale - 
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Having introduced the research survey in this section, section 3.4.3 demonstrates the approaches 

used in collecting the data from Jordanian people through the survey.  

3.4.3 Data collection 

There are two approaches to information-gathering: primary sources and secondary sources 

(Sekaran, 2003). This study used the first approach (primary sources), which depends on primary 

data as its main source. The reason behind choosing this approach was the lack of research about e-

government and other technological innovations in the Jordanian context. Moreover, the researcher 

collected primary data since it served the purpose of this study. The research used the 

questionnaires for data collection. This section outlines the following points: mailing out of the 

questionnaires (section 3.4.3.1), following up the questionnaires (section 3.4.3.2), and the pilot test 

(section 3.4.3.3).  

3.4.3.1 Mailing out the questionnaires 

The questionnaire was mainly administered to students in three universities in Jordan: the Jordan 

University of Science and Technology, Yarmouk University, and Al-Balqa’ Applied University. It 

was also administered to Jordanian students in Australia. Moreover, the questionnaire was 

distributed to the employees in one of the government agencies of the Municipal Affairs Ministry. It 

was also administered to teachers in schools and to people in internet cafés. This research 

distributed questionnaires in three ways: by handing the questionnaires directly to respondents, by 

email, and by traditional mail.   

 

Regarding the first method, handing the questionnaires directly to respondents, the researcher 

contacted some members of his family and close friends to ask them if they were willing to help in 

distributing the questionnaires while they were abroad in Jordan. The researcher chose people who 

were well-educated (bachelor and postgraduate education levels) and who were computer and 



Chapter Three – Research Methodology and Design 

E-government Adoption in Jordan                                                         107

internet literate. After securing their agreement, the researcher sent them the questionnaires and 

asked them to read them carefully; then, the researcher contacted them again to explain the purpose 

of the study and to whom the questionnaires should be distributed. Adequate time was given for 

people to ask questions if they were confused about anything. When the actual distribution began, 

the researcher contacted them daily to follow-up if they needed any advice.  

 

After that, the specified people distributed the questionnaires according to the researcher’s advice 

and recommendations. This study used many methods in handing questionnaires directly to 

participants. Two of these methods are mentioned by Kumar (1999): collective administration and 

administration in public places. “Collective administration” was conducted by distributing 

questionnaires to students within classes at different universities, especially those who were 

studying majors related to computers and the internet. These universities are the Jordan University 

of Science and Technology, Yarmouk University, and Al-Balqa’ Applied University. The 

researcher obtained approval to administer the questionnaire in these universities. Lecturers were 

contacted to obtain their agreement before distributing the survey in their classes. After that, the 

questionnaires were distributed within the classes to the students who desired to participate in the 

questionnaire. Questionnaires were not only distributed within the classes but also within different 

places inside the university, such as restaurants. Furthermore, this method of data collection was 

used to collect the data from the schoolteachers and the employees in the government agency. 

 

In using the second method—administration in public places—the questionnaires were distributed 

in public places such as internet cafés. Jordan has a street which features in the Guinness book of 

records for having the largest number of internet cafés (see Chapter One). It is in the city of Irbid. 

The questionnaires were distributed within these cafés, after gaining acceptance from the owner of 
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the internet shop and from the customers themselves. The questionnaire was distributed when the 

customers entered the internet café and before they started using the internet, or when they left.  

 

The purpose of obtaining approvals from the different places at which the survey was conducted 

was to follow the ethical policies of gathering data. The researcher acknowledges the importance of 

voluntary participation in the study’s survey questionnaire. Moreover, some of the participants 

asked for more time to fill out the questionnaire. One week was provided for those participants. 

Nominated persons who were chosen by the researcher to conduct the survey noted the contact 

details of participants, such as email addresses and phone numbers, in order to contact them to 

collect completed questionnaires. 

 

With respect to the second method of distributing the questionnaire (email), the researcher sent out 

emails to his relatives and friends to determine if they were willing to participate in the 

questionnaires. The first email included a one-page cover letter introducing the purpose of the 

questionnaire and the benefits of the study, stating that their participation in the survey was 

voluntary, confirming the participants’ anonymity and the confidentiality of the survey, and 

indicating approval by Griffith University to conduct this research in accordance with the National 

statement on ethical conduct in research involving humans. The cover letter also asked participants 

if they were interested in obtaining a copy of the survey results and if they would like to have any 

points explained. O’Sullivan and Rassel (1995) indicate that response rates can be improved by 

following a number of approaches, such as including a cover letter that details the importance of the 

study, emphasises the value of the research to the respondents, or offers to provide feedback. This 

cover letter was also used in the two other kinds of questionnaires—personally administered and 

internet questionnaires. After receiving notifications of acceptance from most people, the researcher 

sent the questionnaires to those citizens who expressed intent to participate in the survey.  
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For the third method (the mailed questionnaire), since the researcher was conducting his study at 

Griffith University in Australia, he distributed the questionnaires to Jordanian students who were 

studying in Australian universities in Sydney and Queensland, such as Griffith University and the 

University of Technology in Sydney (UTS). The researcher contacted the students directly by 

phone to ask them if they were willing to participate in the survey. After obtaining their acceptance, 

the researcher noted their mail address in order to post the questionnaire to them. Questionnaires 

were posted to them with cover letters introducing the purpose of the questionnaires. Moreover, a 

pre-paid and self-addressed return envelope was included in order to facilitate a response. Waters 

(1997) states that it is a good idea to send questionnaires with pre-paid and self-addressed 

envelopes, since this may increase the response rate. Participants were given one week from the 

expected time of receiving the questionnaire in which to answer it. The researcher obtained the 

expected time of receipt from the post office from which the questionnaires were sent. This study 

did not use this method for Jordanian respondents, as mail addresses are not used widely in Jordan 

compared with countries such as Australia and it would, therefore, not be an effective way of 

communicating with people in Jordan.  

  

Having discussed the procedures of mailing out the questionnaires in this section, the next section 

explains the method of following up the questionnaire during the period of collecting the data.  

3.4.3.2 Following up the questionnaires 

Follow-up is important in order to achieve a high response rate (O’Sullivan & Rassel, 1995; 

Waters, 1997). This study categorised the follow-up procedures in three ways: following up 

participants who were surveyed through emails, following up participants who were mailed the 

questionnaires, and following up participants who were handed the questionnaires and given time to 

fill them out.  
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The first way was contacting participants by email and reminding them to complete the 

questionnaires. Participants were given one week more to do so. A follow-up letter and another 

copy of the questionnaire were attached to the emails. O’Sullivan and Rassel (1995) mention that 

including a follow-up request with the questionnaire and sending a further follow-up letter are 

appropriate approaches for encouraging a high response rate. The second way involved mailing the 

questionnaires to participants again. The questionnaires were sent with a follow-up letter to remind 

them of the questionnaire and to show them how their participation had a value for the purpose of 

the study. The third way involved contacting participants using their email addresses and phone 

numbers. Participants were asked if they had any queries regarding the questionnaires, and were 

then reminded to fill out the survey. Participants were given another week to do so.  

 

After introducing the ways of following up the administered questionnaire, section 3.4.3.3 presents 

the procedures followed in the pilot test prior to the actual administration of the research survey.  

3.4.3.3 Pilot test 

Prior to the main administration of the survey, the questionnaire was pre-tested to ensure that the 

questions were clear, to eliminate ambiguous questions, to identify any sensitive questions, and to 

assess its reliability and validity. In general, “validity” refers to the capability of an instrument to 

measure what it is intended to measure. This research focused on testing the validity of the 

instrument itself. There are two types of validity: measurement and non-measurement. In this 

research, measurement validity was used. Neuman (2006) defines “measurement validity” as “how 

well an empirical indicator and the conceptual definition of the construct that the indicator is 

supposed to measure ‘fit’ together” (p.192).  

 

There are several types of measurement validity: face, content, criterion, and construct validity. 

Face, content, and construct validity were used to test the validity of the research questionnaire. 
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Face validity was used to test if the questionnaire was worded in a clear and understandable 

manner, so the respondents could progress smoothly in answering the questions, and checking the 

ability of the questionnaire to achieve its purpose of identifying social factors influencing e-

government adoption by citizens in Jordan. The questionnaire was sent out to some expert 

researchers in information systems and e-government studies, who understood the purpose of the 

study, to check the accuracy of the questionnaire contents. Factor analysis was conducted after all 

data had been collected, in order to test the construct validity. Factor analysis is a “multivariate 

technique that would confirm the dimensions of the concept that have been operationally defined, as 

well as indicate which of the items are most appropriate for each dimension” (Sekaran, 2003, 

p. 207) .  

 

Cavana and colleagues (2001) mention that research instruments can be considered reliable if they 

are consistent and stable. Hence, the two main concerns in testing the reliability of the research 

questionnaire were the consistency and stability of its instruments. Inter-item consistency 

(Cronbach’s coefficient alpha) was used to test the consistency of the measures used, since the 

researcher was dealing with multi-point scaled indicators for each construct of the questionnaire 

(social factors, elements of DOI and TAM, e-government adoption).  

 

Prior to the data collection in this study, the researcher conducted a pilot study by identifying a 

group of participants based on their education and ability to use information technology. The 

participants were Jordanians living in Jordan and Australia. As participants were computer and 

internet literate, this was a good indication of the validity of the study survey. Computer and 

internet experience was considered important, as new technological innovation in e-government 

depends on the internet as its main medium.  
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The pilot study was conducted during September 2008. The participants were approached to 

complete the questionnaire and give their feedback and comments on the different items used. The 

majority of respondents indicated an overlap between a number of items for the different constructs. 

The respondents gave their comments about the items that needed to be excluded to ensure there 

was no repetition in the items used. Some of the respondents suggested that the items for a 

particular construct should work both ways. The respondents also provided a number of suggestions 

regarding rewording of the items, especially one in the Arabic version. They also suggested some 

changes regarding spelling and typographical errors. Then, the modified version of the 

questionnaire was sent out again to the respondents to estimate the time required to complete the 

questionnaire. The respondents reported on the understandability of the questionnaire and the time 

required to complete it, which was 15 to 20 minutes. The final version of the questionnaire was 

designed based upon the feedback received. Then, the questionnaire was reviewed by a panel of 

researchers who approved the final version of the questionnaire, which was later used in the actual 

administration of the survey.  

 

The following section shows the analytical techniques followed to analyse the data collected in 

Study One. This research performed factor analysis followed by multiple regressions to analyse the 

data.  

3.4.4 Data analysis 

The analysis of the data collected followed the procedures of data analysis outlined by Creswell and 

Clark (2007): preparing the data for analysis, exploring the data, analysing the data, representing the 

data analysis, and validating the results. The preparation process of the data for analysis purposes 

included the checking of returned questionnaires for incompleteness and inconsistencies in the 

responses. Further, some questionnaires may have had some blank responses due to respondents 

omitting to answer the questions, preferring not to answer some types of questions, or not 
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understanding the question. Therefore, blank responses were handled appropriately in order to have 

data ready to be coded. Coding was carried out by assigning numeric values to different data 

variables, coding for the demographic variables and for the different items measuring the different 

constructs of the questionnaire (social factors, TAM, and DOI). A code book was established for 

the different variables and their definitions. This research categorised the data by combining the 

items that measured the same variable together.  

 

The data was explored visually in order to conduct the descriptive analysis for items of different 

independent variables and the dependent variable. This analysis assisted in determining a suitable 

analysis based on the distribution results—that is to say, whether they were normal or abnormal. 

Frequency distribution was obtained for the demographic variables, and the mean, standard 

deviation, range and variance of the independent and dependent variables were calculated. The 

software application SPSS was utilised to perform the analysis between the independent variables 

and the dependent variable.  

 

This research includes two types of statistics: descriptive (that has been discussed in the above 

paragraph) and inferential. Inferential statistics were used to gain insights into the relationship 

between the independent variables and the dependent variable. Inferential statistics starts with factor 

analysis to identify the group of factors related to e-government adoption and confirms which the 

survey scale items are appropriate for each factor. Multiple regression analysis was used in this 

research as an adequate analytical technique. “Multiple regression analysis” is: “a statistical 

technique that can be used to analyse the relationship between a single dependent (criterion) 

variable and several independent (predictor) variables” (Hair et al., 1998, p. 148). This study 

attempted to analyse the relationship between e-government adoption (the dependent variable) and 

social factors, DOI and TAM elements (independent variables). Specifying the relationship between 
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independent variables and the dependent variable provides an answer to the research questions. Hair 

and colleagues (1998) state that in order to apply multiple linear regression, two conditions should 

be met: the data must be metric, or properly transformed, and the researcher should specify the 

dependent variable and the independent variables before deriving the equation. Many researchers in 

the context of e-government have used multiple regression analysis to examine their model by 

investigating the relationship between the independent variables and the dependent variable, 

intention to use (Carter & Bélanger, 2005; Gilbert & Balestrini, 2004; Kumar & Best, 2006). The 

current research performed multiple regression analysis to explore whether any of the independent 

variables predict citizens’ intention to use e-government (government websites), and which of these 

have the greatest effect.  

 

Having introduced Study One of this research in section 3.4, section 3.5 introduces the second study 

(Study Two). Following is an illustration of the method used in conducting Study Two.  

3.5 STUDY TWO 

This section discusses the qualitative part of the research methodology. A focus group was chosen 

as the appropriate method by which to collect data for this part of the project. Nominal Group 

Technique (NGT) was used as the adequate approach to conducting focus groups. This section 

outlines the principles associated with a qualitative method in section 3.5.1. Then, it illustrates the 

use of a focus group as a tool for collecting qualitative data in section 3.5.2. This is followed by 

identifying the NGT as a way to collect data from focus groups in section 3.5.3. After that, section 

3.5.4 demonstrates the techniques used in analysing the data.  

3.5.1 Introduction to qualitative research method 

Qualitative research methods are being used increasingly, as the focus of information systems 

research moves from technological issues to managerial and organisational issues (Myers, 1997). 
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As noted, Study Two of the current research project employed a qualitative method. Myers (1997) 

mentions that: “Qualitative research involves the use of qualitative data, such as interviews, 

documents, and participant observation to understand and explain social phenomena” (p. 241).  

 

The focus group is a qualitative method. Focus group methods are becoming progressively more 

popular as both adjunctive and primary data collection approaches in the social and health sciences, 

and in evaluation research (Kidd & Parshall, 2000). Oostveen and Besselaar (2004) mention that the 

focus group has turned out to be one of the key methods used in collecting qualitative data. “The 

focus group enables the researcher to explore participants’ views and experiences on a specific 

subject in depth” (Oostveen & Besselaar, 2004, p. 67). The current research intended, through using 

the focus group method, to obtain participants’ views and experiences of social factors that might 

influence citizens’ adoption of e-government in Jordan.  

 

The “focus group” has been defined by many researchers, such as Powell and colleagues (1996) and 

Morgan (1997). Powell and colleagues (1996) consider a focus group to be selected individuals 

pulled together by a researcher to discuss and comment, based on their experience, on the topic of 

the research. Morgan (1997) defines “focus group” as the interaction between participants within 

the group on the topics under investigation, which the researcher provides in order to facilitate the 

discussion.  

 

Having introduced the focus group in this section, section 3.5.2 explains the different aspects 

related to the focus group as a qualitative method. 
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3.5.2 Focus group as a qualitative method  

Focus groups produce data that it is not easily obtained by the other two qualitative methods: 

interviews and observation (Morgan, 1997). This section outlines the purpose of using this method 

rather than the others in sub-section 3.5.2.1, and the role of the focus group in sub-section 3.5.2.2.  

3.5.2.1 Focus group versus interviews and observation  

The focus group’s strengths can be identified in comparison with the other two methods of 

collecting qualitative data: interview and observation. The purpose of a focus group is to obtain 

information based on the participants’ experience, attitudes and beliefs about the topic under 

investigation within the context of the group. Compared to individual interviews, a focus group is 

conducted in a group context. In the focus group, members conduct arguments on specific issues 

and make comments on each others’ opinions, often challenging each other’s motives and actions in 

a quite critical fashion (Kidd & Parshall, 2000). This research conducted five focus group meetings. 

In a spirit of responsibility in serving the purpose of the study, each group discussed the research 

goal of identifying the social factors that might influence e-government adoption by citizens in 

Jordan. As the focus group collects data based on the researcher’s interest, the focus group is 

considered more effective than individual interviews in terms of gathering the same large amount of 

data (Morgan, 1997).   

                                                                                                                   

Compared to observation, the focus group focuses on collecting data based on the topic of interest; 

therefore, the opportunity to obtain a large amount of data within a short or limited period is one of 

the main advantages of the focus group (Morgan, 1997). Moreover, focus groups do not supply data 

observed in naturalistic settings—they are organised events that follow the interview guide 

(Morgan, 1997).  
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In summary, the focus group’s strengths are gathering a large amount of data in a short period, and 

its dependency on group interaction to investigate the problem in hand based on participants’ 

experiences. These were the main reasons for choosing the focus group method to conduct the 

qualitative part of this study. Another reason for this choice was the researcher’s accessibility to the 

people who the researcher was interested in and who were interested in having a group discussion 

with each other. 

3.5.2.2 The role of the focus group 

A focus group can be used as a self-contained method or as an approach in conjunction with other 

methods (Morgan, 1997). As a self-contained method, a focus group can be used to investigate new 

research or well-known research questions. On the other hand, a focus group can be used as a 

complement for other methods, especially for triangulation (Morgan, 1988). This research used the 

focus group as a method in conjunction with or as a complement to the quantitative method 

(survey).  

 

Focus groups can be used as a good approach to developing survey items (Bloor et al., 2001; Hoppe 

et al., 1995; Morgan, 1997). However, Morgan (1997) considers that using focus groups or other 

qualitative methods as a preliminary technique to supplement the survey should be intended to 

guide the researcher, rather than to determine his/her work. In this research, a focus group played 

this role by specifying the refined survey items in the third study. The refined survey was designed 

based on the results of the discussion that the researcher had with the group’s participants regarding 

different issues that the researcher identified.    

 

Alternatively, the focus group method can be used as a complement to the other methods. Bloor and 

colleagues (2001) observe that focus groups can be used to construe survey results. After finishing 

collecting survey data and starting the analysis, a focus group can be used as a follow-up collection 
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method to clarify features of the analysis, especially if the analysis results are confusing to the 

researchers (Morgan, 1997). In this research, the focus group followed the first study’s survey 

method. As noted earlier, the focus group was used to gain better understanding of people’s 

experiences with the identified factors and to name other factors which had not been classified by 

the survey. The focus group fulfilled a significant role in this research, since it was used as a 

complement to the survey method in the first study and in conjunction with the quantitative method 

in the third study.  

3.5.3 Nominal Group Technique (NGT) as a method by which to conduct focus 

group discussion 

Nominal Group Technique (NGT) was used in this research as a focus group method for collecting 

qualitative data. Delbecq and van de Ven (1971) state that group-based methods like NGT are a 

suitable approach in qualitative research where many ideas need to be explored or where particular 

questions require a deep investigation among a target population. Delbecq and van de Ven 

developed the Nominal Group Technique (NGT) in 1968. They defined “NGT” as a group meeting 

in which individuals are seated around a table to make a decision in a structured manner (Delbecq 

& van de Ven, 1971). The purpose of NGT, as declared by Potter et al. (2004), is to produce 

information related to the issue under investigation, which, in turn, can be prioritised within the 

group discussion in order to decide on the most suitable answer. The Nominal Group method has 

been considered in many studies to be the classical control condition by which to generate ideas, 

because participants work individually and therefore experience no process gains or losses (Dennis 

et al., 1991).  
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Structured focus groups could be a more effective means of gathering information about specific 

populations (Elliott & Shewchuk, 2002). Although some participants might feel uncomfortable 

within a group discussion, the process of the structured approach can elicit new information from 

group members that cannot be obtained by the individual interview method (Krueger, 1994; 

Morgan, 1997). The NGT can be used to structure each focus group meeting (Delbecq et al., 1975). 

Ng (2000) mentions that NGT is usually used in structured group meetings. Participants within 

NGT group discussion go through a highly structured face-to-face meeting, usually lasting up to 

two hours (Potter et al., 2004).  

 

There are some characteristics that give NGT an advantage over other methods of conducting group 

discussions. NGT is the most effective tool for increasing a group’s capacity to generate ideas and 

to understand the problems of effective and efficient decision-making (Ng, 2000). Sample (1984) 

states that the main advantage of NGT is that it allows for each member of the group to have equal 

participation or an equal voice in sharing the ideas, rather than having the voting procedure 

conducted in an anonymous way. Twible (1992) considers the completion of the task and the 

immediate distribution of the results to the group to be satisfying to participants. Nominal Group 

Technique is more suitable when there is a need to bring people together physically and when there 

is a need for immediate data (van de Ven & Delbecq, 1974). Potter and colleagues (2004) declare 

that researcher bias is minimised by using NGT due to several reasons, such as the highly structured 

nature of the NGT process and the direct involvement of participants in both data collection and 

analysis.  

 

There were several group techniques available for conducting Study Two, such as Delphi and 

brainstorming. However, Gustafson and colleagues (1973) mention that NGT is the best approach 

in terms of error and variability estimations. The brainstorming technique requires a follow-up and 
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evaluation work, which make it time-consuming and expensive (Moody, 1983). Ng (2000) states 

that an inability to deal with the complex problems that need more responses than categories allow 

is the primary disadvantage of Delphi. The table below (Table 3.3) compares NGT with three other 

methods: Delphi, decision-making process focus groups, and brainstorming.  

 

Table 3.3 

A comparison of group decision-making processes (Adapted from Potter et al., 2004, pp. 126–130) 

 

Decision-making process 

 

 

Attribute Delphi Focus 

group 

Brainstorming NGT 

Face-to-face group meeting 

process 

No Yes Yes Yes 

Generates a large number of 

ideas 

Yes Maybe Maybe Yes 

Avoids focusing on a single train 

of thought 

Yes Yes No Yes 

Encourages equal input from all 

participants  

Yes No No Yes 

Highly structured process 

 

Yes Maybe No Yes 

Meeting time usually 1–2 hours’ 

duration 

No Yes Yes Yes 

Avoids ‘quick’ decision-making Yes No No Yes 

High degree of task completion Yes Maybe No Yes 

Provision of immediate feedback No Maybe Maybe Yes 

Measures the relative importance 

of ideas generated 

Yes No No Yes 
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Jones and Hunter (1995) state that findings from consensus methods are more likely to be an 

exploratory step and that outcomes of this step can be further tested, because these methods rarely 

represent the end-point. Potter and colleagues (2004) mention that: “the exploratory step may then 

lead to a research question being identified that may be addressed through further qualitative and 

quantitative research design” (p. 128). As noted earlier, the second study (using focus groups) 

provided more understanding of the results of the first study and assisted in identifying a new 

factors and developing some of the survey items for the third study.  

3.5.4 Data analysis  

Potter and colleagues  (2004) state that: “The analysis of data from NGT and reporting of results 

can be carried out using a combination of both qualitative and quantitative methods, hence 

reference to the NGT as being a mixed method approach” (p. 128). Qualitative analysis represented 

by discussion of the ideas generated by participants extracts valuable insights from comments. 

Ranking and scoring methods used to prioritise the generated information represents the 

quantitative analysis. Although the NGT generates data and its analysis, the researcher used another 

approach in addition to the first one to analyse the data, in order to gain more consistent 

information. Study Two used data coding, which was conducted within two cycles. In the first 

coding cycle, initial coding was used, while axial coding was performed in the second coding cycle 

(Saldaña, 2009; Strauss, 1987). Study Two used descriptive analysis to present demographic 

characteristics of the participants.  

 

Bloor and colleagues (2001) mention that data from focus groups is different from the other types 

of qualitative data and the interactive nature needs to be considered in all studies of the analysis. 

Unity of analysis figures is the main issue in coding data obtained by focus group techniques 

(Morgan, 1997). This issue exists in terms of whether data is analysed by focusing only on the 

groups, or on the groups and individual participants within the groups. Morgan (1997) mentions 
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that the individual and the group jointly constitute the ‘unit of analysis’. The analysis of focus 

group data needs to work through individuals and the group in order to make sense of the data and 

to make indexing possible for separate passages of data (Bloor et al., 2001). This research analysed 

(coded) the generated data by ensuring equal emphasis was given to the role of both the participants 

within the groups and the groups themselves. Chapter Five gives more insights into the analysis 

strategies followed in analysing the data collected from the five focus groups.  

3.6 STUDY THREE 

This study endeavoured to further investigate the factors identified in the two studies conducted 

before it, Study One (section 3.4) and Study Two (section 3.5). These factors are: trust in the 

internet, religious beliefs, internet and computer skill confidence, website design, wasta 

(favouritism), resistance to change, the digital divide, word of mouth (WOM), perceived usefulness, 

relative advantage, and complexity. These factors compose the main constructs of the refined 

research model for e-government adoption in Jordan (see Figure 6.1, Chapter Six). The constructs 

are proposed to be in a direct association with the dependent variable, which is e-government 

adoption.  

 

Due to the similar intention of both Study One and Study Three to answer the same research 

questions, Study Three followed the same methodology used in Study One. It followed the method 

used in Study One in respect to instrument development procedures, data collection methods, 

sampling strategies and procedures, and pilot study process. Also, it used the same techniques in 

analysing the data collected. Chapter Six gives more insights into the main analysis strategies and 

results. Nevertheless, Study Three used different measurements for the main constructs of the 

refined research model (Figure 6.1). Also, Study Three focused on two major departments in 

measuring the factors that influence e-government adoption in Jordan. Study One measured the 
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factors based on the Web as the main channel of launching e-government services and information 

in Jordan.  

 

Having introduced the third study, this section identifies the sampling size of the third study in sub-

section 3.6.1. Following that, sub-section 3.6.2 illustrates the main measurements used in the 

questionnaire conducted in the third study.  

3.6.1 Sampling size 

Study Three was conducted by focusing on two departments: the Income and Sales Tax Department 

(ISTD) (Appendix 6.5) and the Department of Vehicles and Drivers Licensing (DVDL) (Appendix 

6.6). The Jordanian individuals who often used the services provided by the aforementioned 

departments were the main unit of analysis in Study Three. Thus, this section explores the sampling 

size by reviewing the number of people who pay income and sales tax and the people who have 

driving licences.  

 

Overall, the Jordanian population is 5,783,106. Among the population, the number of people who 

pay income tax is around 500,000 (personal communication, 2 December 2009), which represents 

about 10.1% of the whole population. On the other hand, the number of people who have a driving 

licence is 1,179,560 (Public Security Directorate, 2009), which represents about 20.3% of the whole 

population. Therefore, the intended sample size for the ISTD was 200 participants (n=200), while 

400 participants (n=400) was the intended sample size for the DVLD. People who pay tax or drive a 

car are the people most likely to use the online services of the ISTD and DVLD. Furthermore, these 

people desire to perform different transactions with the ISTD and the DVLD without expending too 

much effort or wasting their time; therefore, they are aware of the importance of the changes 

brought by online interaction with the ISTD and the DVLD through their websites.  
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Jordanian population 
5,783,106 

Income and sales taxpayers 
N=500,000 

People with driving license 
1,179,560 

n=200 n=400 

Figure 3.3 

Study Three sample 

 

 

Finally, this research surveyed the abovementioned sample by using the two instruments for each 

department (ISTD and DVLD). Section 3.6.2 clarifies the main measurements of both instruments.  

3.6.2 Research instrument 

This research used the same measurements for both instruments designed for the aforementioned 

departments. Table 6.2 demonstrates the main measurements for the 11 constructs of the refined 

research model. The initial scale items were mostly adapted from previous studies. Some of the 

construct items were designed by the researcher using the conceptual definition of each construct, 

the literature review, and the main categories and statements created by participants during the 

discussion administered in focus groups interviews in Study Two (Chapter Five).  

 

The questionnaire conducted in the third study had three parts (Appendix 6.1). The demographic 

questions that asked respondents about gender, education, age, place of residency, type of work, 
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usual place of internet use, how long the respondent used the internet per week, and the purpose of 

the respondent using the internet were included at the end of the questionnaire, in the third part 

(Part C). The scale used for these questions was the category scale (ratio scale). The first part (Part 

A) covered the different social factors which were identified by Study One and Study Two. Part B 

(the second part) covered the different elements of DOI (relative advantage and complexity), TAM 

(perceived usefulness), and e-government adoption. Table 3.4 summarises different constructs of 

the questionnaire. 
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Table 3.4 

The research instrument of Study Three 

Construct Question Part of questionnaire Scale used Previous instruments  
Trust in the internet 3 A Likert scale  Carter and Bélanger (2005) 

 
Website design  7 A Likert scale  Self-developed 

 
Religious beliefs 3 A Likert scale  Self-developed 

 
Internet and computer skill 
confidence 
 

4 A Likert scale  Wang  (2002) 

Wasta 4 A Likert scale  Self-developed 
 

Word of mouth 
(WOM)  

6 A Likert scale  Harrison-Walker (2001) 
 

Resistance to change  6 A Likert scale  Adapted with modifications 
from Waddel and Sohal 
(1998) 

 
Relative advantage 6 B Likert scale  Carter and Bélanger (2005) 

  Self-developed 
 

Complexity  4 B Likert scale  van Slyke et al. (2004) 
 

Perceived usefulness  5 B Likert scale  Carter and Bélanger (2005) 
 

Intention 5 B Likert scale  Carter and Bélanger (2005) 
 

The digital divide  C Category scale - 
 

Demographic factors 9 C Category scale - 
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This section introduced the research instrument and the main measurements used in the survey. 

Following is section 3.7, which concludes the chapter.  

3.7 CONCLUSION 

This chapter described the research methodology. It illustrated two methods of research: 

quantitative and qualitative. The research design of both methods was demonstrated. This chapter 

introduced the methods used in conducting the three research studies, starting with a survey (Study 

One), then focus groups (Study Two), and back to the survey (Study Three). A survey questionnaire 

was the tool used for collecting quantitative data. The focus group was the applicable method used 

for gathering qualitative data. Nominal Group Technique (NGT) was used to conduct the focus 

group meetings, as it was considered the most appropriate approach for conducting group 

discussion. Analysis of methods was discussed in this chapter. The quantitative data was analysed 

using SPSS. Inferential analysis represented by multiple linear regression analysis was used to 

analyse the survey results. Coding and categorisation were performed in order to analyse the data 

collected through focus group interviews. 

 

Following is Chapter Four, which illustrates the analysis and discussion of Study One. Factor 

analysis and multiple regressions were performed to discover both the significant and insignificant 

results. The chapter then presents the main discussion of these results. 
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4 CHAPTER FOUR 

 STUDY ONE ANALYSIS AND DISCUSSION 

 

Chapter Three introduced the methodology deployed to collect data for the three studies conducted 

in this research. This chapter examines the first study, which surveyed 400 Jordanian citizens who 

had regular access to the internet. In the second study, discussed in Chapter Five, five focus group 

interviews were carried out with Jordanian residents who did not have regular access to the internet. 

The final study (Chapter Six) surveyed 356 Jordanian citizens who utilised the services of two 

Jordanian government departments—namely, the Income and Sales Tax Department (ISTD) and the 

Drivers and Vehicles License Department (DVDL). Chapter Three discussed the research sample 

and the methodology deployed in the collection of the first study’s data. The current chapter follows 

on to discuss the analysis and findings of the first study (Study One).  

 

The analysis and discussion related to Study One begins with section 4.1, which provides a 

background of the factors included within the first study. Section 4.2 points out the demographic 

characteristics of the sample used. The chapter follows on to present the results of the analysis in 

section 4.3. Section 4.3.1 details the first analytical method used (factor analysis), while section 

4.3.2 illustrates the model test using multiple regression analysis and the modified research model. 

This is followed by discussion of the results and findings of the main hypotheses in section 4.4, and 

section 4.5 concludes the chapter.   

4.1 INTRODUCTION 

This research essentially aimed to identify the main factors that may impact on citizens’ intention to 

adopt e-government in Jordan. The research investigated the social factors of trust in the internet, 
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trust in government, attitudes and beliefs, internet and computer skill confidence, website design, 

and the digital divide. Also, the research used a theoretical framework to elicit a comprehensive 

understanding of the main factors influencing e-government adoption. The research utilises three 

constructs of the Diffusion of Innovation Theory (DOI)—relative advantage, compatibility, and 

complexity—and the two main elements of the Technology Acceptance Model (TAM) which are 

perceived usefulness (PU) and perceived ease of use (PEOU). The aforementioned social factors 

and the main constructs of the Diffusion of Innovation Theory and the Technology Acceptance 

Model comprise the main elements of the research model (see Chapter Two, Figure 2.1). This 

research began by examining the validity of the research model by conducting the first study 

surveying 400 Jordanian residents who had regular access to the internet. The following section 

outlines the demographic characteristics of the people surveyed (the sample).  

4.2 SAMPLE 

This study surveyed people in Jordan to ascertain their perceptions of e-government. The 

questionnaire was sent to 450 Jordanian citizens who had regular access to the internet and 410 

questionnaires were returned. Of these, 400 questionnaires were actually used for analysis, 

representing a response rate of 91.1%. Among the participants, 38.2% were males and 61.6% were 

females. Of the sample, 31.4% were less than 20 years old, 49.4% were in the age range of 20–29 

years old, 13.5% were in the range of 30–39 years, 4.2% were in the range of 40–49 years of age, 

and 1% of the respondents were over 50 years old. University students represented the majority of 

respondents—70.6% were students in the universities, while 15.5% were employees in government 

services, 9.7% were employed in the private sector, and 3.5% chose the “Other” option. Regarding 

levels of education, 60.1% of respondents had a bachelor level of education, 21.9% held a diploma 

level, 10% of respondents held a higher educational level, while the rest of the respondents either 

held a secondary school level of education or chose the “Other” option. 
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Amongst respondents, 40.9% used the internet at university, 34.2% used it at home, and 14.2% 

used it at internet cafés. Internet usage at work recorded the lowest percentage: 10.2%. Of the 

respondents, 23.7% used the internet for email and chatting purposes, 4.5% used it for shopping, 

24.4% used it for homework or checking results, 19% used it for readings news, and 27.7% used it 

for other purposes. In terms of the amount of internet access time respondents had each week, 

28.9% used it for less than one hour per week, 23.2% used it for one to three hours per week, 26.7% 

used it for four to eight hours, and 20.4% used the internet for more than eight hours per week.  

 

Having described the profile of the survey sample in this section, section 4.3 discusses the results of 

the analysed data collected from those surveyed. 

4.3 RESULTS 

As indicated in Chapter Three, this research project utilised two analytical techniques to analyse the 

data collected through the questionnaire; these techniques were factor analysis to identify the group 

of factors related to e-government adoption in Jordan, and multiple regression analysis to test the 

research model. Section 4.3.1 illustrates the axial components factor analysis and reliability of the 

identified factors, while section 4.3.2 presents the hypotheses test using multiple regression analysis 

and the modified research model. 

4.3.1 Factor analysis 

To first analyse the results of the survey, exploratory factor analysis was conducted. The 65 items 

of the Likert scale were subjected to axial components analysis using SPSS version 16.0. Prior to 

performing axial component analysis, the suitability of data for factor analysis was assessed. 

Inspection of the correlation matrix revealed the presence of many coefficients of .3 and above. The 

Kaiser–Meyer–Oklin value was .869, and the Bartlett’s Test of Sphericity reached statistical 

significance, supporting the factorability of the correlation matrix. Axial components analysis was 
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conducted with Varimax rotation. The axial factor analysis revealed the presence of 14 components 

with eigenvalues exceeding 1. According to the general rule of thumb, only those factors with 

eigenvalues greater than 1 should be considered important for analysis purposes (Hair et al., 1998). 

An inspection of the screenplot revealed a clear break after the sixth component. It was decided to 

retain six components, as these components showed a number of strong loadings. These 

components were: website design, perceived usefulness (PU), complexity, trust in the internet, trust 

in government, and beliefs. Moreover, a strong loading of items was recorded for the dependent 

variable, e-government adoption. Five factors were dropped from any further analysis: internet and 

computer skill confidence, perceived ease of use, relative advantage, compatibility, and attitudes.  

 

A previous study conducted by Carter and Bélanger (2005) in the USA highlighted strong loadings 

recorded for items of the constructs of trust in the internet and trust in government. Carter and 

Bélanger (2005) then decided to combine the two constructs into one variable: trustworthiness. Yet, 

in this research, the items of the two aforementioned constructs recorded strong loadings in 

different components; therefore, this research examined the relationship of these two factors with 

the dependent variable separately. Conversely, relative advantage and compatibility were loaded 

together in previous studies (Carter and Bélanger, 2005; Moore & Benbasat, 1991), while this 

research dropped both constructs from any further analysis because they did not show strong 

loadings.  

 

The items of perceived usefulness recorded a strong loading with each other in one component. In 

the study by Carter and Bélanger (2005), the authors found that PU loaded with relative advantage 

and compatibility, although they decided to drop PU from any further analysis, due to the similarity 

between the two constructs: RA and PU. What is interesting about the current research is that the 

study found that the items of attitudes and beliefs did not load together, and they loaded in different 
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components. Moreover, the items of belief showed a strong loading together. Consequently, this 

research renamed the construct “beliefs”, as the items of this construct recorded a strong loading. 

Thus, this research shows that respondents view attitudes as being different from beliefs. 

Table 4.1 

Factor analysis—citizen data 

Factor loading  
 
       Item 

 
WEB 

 
PU 

 
CX 

 
Trust_I 

 
Trust_G 

 
ATTIT_B2 

 
ADOP 

WEB10 .826       
WEB7 .819       
WEB5 .807       
WEB11 .759       
WEB9 .748       
WEB8 .738       
WEB4 .705       
WEB1 .603       
PU3  .822      
PU4  .794      
PU1  .773      
PU2  .766      
PU5  .541      
CX4   .684     
CX5   .681     
CX7   .678     
CX2   .552     
TRUST_I1    .743    
TRUST_I2    .742    
TRUST_I3    .680    
TRUST_I4    .643    
TRUST_G1     .672   
TRUST_G3     .608   
TRUST_G2     .600   
TRUST_G4     .530   
ATTIT_B1      .729  
ATTIT_B3      .674  
ATTIT_B2      .666  
ADOP3       .797 
ADOP2       .793 
ADOP5       .659 
ADOP1       .583 
ADOP4       .569 
WEB = website design; PU = perceived usefulness; CX = complexity; Trust_I = trust in the internet; 
Trust_G = trust in government; ATTIT_B = attitudes and beliefs; ADOP = adoption.   
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Then, internal reliability of the main components was evaluated using Cronbach’s alpha. Table 4.1 

presents the major components of the exploratory factor analysis, and Table 4.2 presents the 

reliability analysis.  

 

Table 4.2 

Reliability analysis 

Construct Number of items Cronbach’s α 

Trust in the internet 4 0.776 

Trust in government 4 0.752 

Beliefs 3 0.729 

Website design 8 0.898 

Perceived usefulness 5 0.862 

Complexity 4 0.758 

Adoption 5 0.811 

 

The next section (4.3.2) outlines the main testing of the research model, which was done by 

performing multiple regressions to test the major proposed hypotheses. Section 4.3.2 presents the 

main tables of multiple regression analysis, final regression analysis (Table 4.3) and hypothesis 

testing (Table 4.4). Also, the following section shows the modified research model (Figure 4.1).  

4.3.2 Model testing  

Table 4.3 illustrates the main factors which were used for multiple regressions. There were no 

violations of assumptions of multivariate normal distribution, independence of errors and equality 

of variance. Multicollinearity was not a concern, with variance inflation factors ranging from 1.082 

to 1.422 for the main effect regression model. Outlier influential observations were identified with 



Chapter Four – Study One: Analysis and Discussion 

E-government Adoption in Jordan                                                         134

leverage, standardised residuals and Cook’s D-statistic. This analysis indicates that there were no 

problems with respect to influential outliers.  

 

Table 4.3 

Final regression variables 

Variable Number of items Mean Standard deviation 
Website design 8 1.520 .557 

 
Perceived usefulness 5 1.867 .712 

 
Complexity 4 2.191 .734 

 
Trust in the internet 4 2.822 .860 

 
Trust in government 4 2.308 .754 

 
Beliefs 3 3.342 1.025 

 
Adoption 5 2.193 .762 

 
 

The regression resulted in a model with adjusted R Square of 0.345. This indicates that independent 

variables account for 34.5% of the variance in citizens’ intention to use e-government. Because the 

overall model is significant (F=36, P=0.000), the significance of each variable was tested. As can 

be seen from Table 4.4, below, all of the hypotheses were supported, with the exception of those 

relating to trust in the internet, internet and computer skill confidence, relative advantage, 

compatibility, and perceived ease of use, which were dropped from further analysis because they 

did not load with their proper items. Thus, the hypotheses related to trust in government, beliefs, 

website design, complexity, and perceived usefulness were significant. Table 4.4 demonstrates the 

supported hypotheses. 
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Table 4.4 

Hypothesis testing 

Hypothesis Variable Coefficient t-value Significance Support 
H5 Website design .273 6.270 .000 YES 

 
H9 Perceived usefulness .110 2.274 .024 YES 

 
H8 Complexity .285 5.897 .000 YES 

 
H3 Beliefs -.097 -2.290 .023 YES 

 
H2 Trust in government .095 1.990 .047 YES 

 
H1 Trust in the internet .071 1.577 .116 NO 

 
Note. N=400, p<.001 

 

Complexity has the strongest impact on user intention, followed by website design, perceived 

usefulness, trust in government, and beliefs. Figure 4.1 presents the research model for e-

government adoption with only the significant path (the supported hypotheses). Hence, figure 4.1 

shows the modified research model for e-government adoption in Jordan.   
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Figure 4.1 

Modified research model  

 

 

 

 

The following section discusses the significant and insignificant results. The significant results are 

mainly: trust in government, beliefs, website design, complexity, and perceived usefulness. Section 

4.4 presents a discussion of the results in relation to the proposed hypotheses which are related to 

the ten different independent variables. These variables are: trust in the internet (H1), trust in 

government (H2), attitudes and beliefs (H3), internet and computer skill confidence (H4), website 

design (H5), relative advantage (H6), compatibility (H7), complexity (H8), perceived usefulness 

(H9), and perceived ease of use (H10). 
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4.4 DISCUSSION 

An empirical examination involves testing the direct relationship between the independent variables 

and the dependent variable, which the research model for e-government adoption shows. The 

research analysed the hypotheses by testing the relationship between the social factors, the two 

TAM variables (perceived ease of use, and perceived usefulness), the three DOI constructs (relative 

advantage, compatibility, and complexity), and e-government adoption. The following paragraphs 

offer the main discussion, starting with Hypotheses 1 and 2, continuing through to Hypothesis 10.   

 

H1: Higher levels of trust in the internet will be positively related to higher levels of user 

adoption of e-government websites. 

 

H2: Higher levels of trust in government will be positively related to higher levels of user 

adoption of e-government websites. 

 

The findings of this research of social factors that influence e-government adoption in Jordan do not 

support Hypothesis 1 (H1). This research demonstrates the insignificant influence of trust in the 

internet, in terms of security and privacy, on Jordanian citizens’ intention to use e-government 

websites. Trust in the internet emerged as a significant predictor of e-government adoption in 

previous studies conducted in developed countries such as the USA (Carter & Bélanger, 2005) and 

England (Gilbert & Balestrini, 2004), in developing countries such as Taiwan and Singapore 

(Chang et al., 2005; Phang et al., 2005), and in Arabic countries, specifically Qatar (Al-Shafi & 

Weerakkody, 2008). In contrast, this research has found that trust in the internet is not a predictor of 

e-government adoption in Jordan. This contrast with previous research may relate to the means of 

examining e-government adoption. The literature shows that most of the researchers examined the 

factors influencing citizens’ intention to use e-government by focusing on specific services and 
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initiatives of e-government—for example, the services provided by the Driving and Vehicle 

Department and the TAX department (Bélanger & Carter, 2008; Carter & Bélanger, 2005; Chang et 

al., 2005), and iPark initiatives, such as the one provided in Qatar (Al-Shafi & Weerakkody, 2008). 

In contrast, the current research focused mainly on e-government websites to examine e-

government adoption.  

 

In this research, most of the respondents used the internet for email, chatting, homework, checking 

results, and reading news. As a reason for using the internet, online shopping recorded the lowest 

percentage of usage (4.5%) by the respondents. Online shopping is one of the online services which 

requires the use of credit cards for payment purposes. The literature shows that people fear that their 

card details will be misused (Layne & Lee, 2001; Scott et al., 2005). So, as most of the participants 

in the current research did not use the internet for shopping, this may be a sign of the lack of usage 

of credit cards online. On the other hand, Chapter One indicated that most of the government 

websites are informational websites. Therefore, the websites do not provide users with the means to 

make transactions with the government online. The literature shows that the electronic nature of 

interaction with e-government services leads to privacy, security and trust issues (Scott et al., 2005).  

 

Hypothesis 2 (H2) is supported. Higher levels of trust in government will directly predict higher 

levels of user adoption of e-government websites. The ability of the Jordanian government to carry 

out different transactions, process different forms, and provide citizens with up-to-date information 

are the main measurements of trust in government. The literature shows that trust in government is 

a significant predictor of e-government adoption in a developed country like the USA (Carter & 

Bélanger, 2005; Bélanger & Carter, 2008). Also, trust has been found to have a significant 

relationship with user intentions in other contexts, including e-commerce (Pavlou, 2003; van Slyke 

et al., 2004). The finding of this research project is consistent with the significant results of the 
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research conducted by Bélanger and Carter (2008). In their research, they collected data from 

people with varying internet and computer expertise, who interacted with government websites in 

order to gather information and/or complete transactions. The current research collected data from 

people who were internet literate, yet most of them did not use government websites either for 

viewing information or for downloading applications. Although there is a difference in the samples 

used by the two research projects, there is consistency in the findings. This might indicate that trust 

in government is a concern both for people who have experienced e-government services and 

information and for those who have not.  

 

E-government in Jordan appears to lack a citizen-centric view in its implementation (MOICT, 

2006a). In fact, Jordan is still in the early stage of implementing e-government. The main focus at 

this stage of development is on improving the internal and external IT infrastructure, internally 

across government entities and agencies and externally throughout the different cities in Jordan.  

Also, most of the government websites are informational websites which do not put the government 

to a real test in the eyes of Jordanian citizens, as the websites do not offer any transactional 

processes with the government.   

 

Moreover, the interview conducted with His Excellency Eng. Basem Rousan (personal 

communication, 22 February 2009), the Secretary General of the Ministry of Information and 

Communications Technology, indicates that one of the challenges of e-government in Jordan is lack 

of promotion about e-government. Lack of promotion can be represented by lack of information 

about e-government as a new channel by which to interact with the government and lack of 

information about the advantages of e-government. Ms Sawsan Taqali, Head of Quality, Risk, and 

Communications in the e-Government Program, pointed out that there is a lack of interaction 

between government entities to enable a standard promotion of e-government (personal 
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communication, 22 February 2009). Lack of promotion of e-government might withhold from 

citizens the information that the government in Jordan aims to improve living standards through e-

government.  

 

Furthermore, it was indicated in Chapter One that the government in Jordan lacks collaboration 

between its entities to draft laws and regulations related to ICT usage, standardising systems use, 

and sharing information. These issues may lead to an inefficient delivery of services and 

information by the government in Jordan. Thus, Jordanian citizens may be suspicious of 

government capability to implement an e-government system with full features that meet their 

expectations, such as efficient and secure processes for their transactions. This research therefore 

finds Jordanians’ trust in government to be one of the influential factors in their decision to adopt e-

government.   

 

In order to establish citizens’ trust in e-government, the government in Jordan should increase 

promotion campaigns about e-government. These promotions should address the benefits of e-

government, such as cost reduction and facilitation of transactions, and the strategies followed by 

government to launch successful e-government services. These promotions could be a strong 

indicator for people of the government’s dedication to providing services which purpose to raise the 

living and educational standards of citizens. Also, the government entities should collaborate to 

provide citizens with full information about government services, especially for the transactions 

which require citizens to deal with different government agencies.  

 

Having introduced trust in the internet and trust in government as significant predictors of e-

government adoption by citizens in Jordan, the discussion now turns to the subject of attitudes and 

beliefs, which is postulated in this research to have a significant direct influence over e-government 
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adoption. The literature points out the significant role of attitudes and beliefs in information 

technology usage, particularly regarding the internet and e-government. Below is the hypothesis 

related to the attitudes and beliefs factor, followed by the main discussion:  

 

H3: A higher level of positive attitudes and beliefs regarding the internet will be positively 

related to higher levels of user adoption of e-government websites. 

 

The findings support the above hypothesis (H3). The less that negative beliefs are held by citizens, 

the more they intend to adopt e-government. This research measures beliefs in terms of immorality 

issues, fears of job loss, and bad impressions of electronic transactions due to unsuccessful previous 

experiences. This research finds that religious belief is a significant predictor of e-government 

adoption in Jordan. The finding of this research is in line with the literature. The literature indicates 

the significant role of beliefs (religious beliefs, fear of job loss, and bad impressions) on 

information technology usage, including internet and e-government usage (Norton, 2002; Dimitrova 

& Beilock, 2005; Evans & Yen, 2005; Hill et al., 1998; Hofheinz, 2005; Vassilakis et al., 2005).  

 

Jordan is one of the Islamic, Arabic countries in which religion plays a significant role in different 

aspects of life. Religion significantly determines the social norms and different practices of society 

in Jordan. Elsheikh and colleagues (2007) state that religion is one of the cultural issues that should 

be taken into consideration when implementing the different e-government initiatives in Jordan. 

Chapter One outlined the social and cultural bias of e-government toward the social and cultural life 

in developed countries. The literature (Chapter Two) highlights religion as one of the features of 

Arabic countries distinguishing them from other countries in the world in terms of internet use and 

adoption (Hofheinz, 2005). It also indicates the significant role that religion plays in translating 

information technology into practice within Arabic societies (Hill et al., 1998). The current research 
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encountered religion as one of the obstacles facing e-government adoption and implementation in 

Jordan. The government in Jordan needs to understand the extent to which religious beliefs 

influence citizens to adopt e-government. This research provides the required answer by empirically 

testing the impact of religious beliefs on citizens’ intention to use government websites.  

 

Further, this research examined beliefs in terms of fear of job loss. This research finds that the less 

that people believe that e-government will lead them to lose their job, the more they intend to adopt 

e-government. E-government, as a technology, might require re-engineering of business processes. 

Resistance to change is one of the issues related to business process re-engineering, as it leads to 

some positional shifts or job losses for some employees. Fear of job loss was a significant factor in 

previous studies as one of the challenges related to the adoption of government e-services 

(Vassilakis et al., 2005). Vassilakis and colleagues (2005) conducted their study in three European 

countries. Thus, the finding of the current research is consistent with the Vassilakis et al. (2005) 

findings, although the two studies were conducted in different contexts. This research was 

conducted in an Arabic country in which the culture and social life are different from the three 

Western countries used by Vassilakis and colleagues (2005), which were the UK, Spain and Greece. 

The consistency might refer to the nature of e-government as a new technological innovation which 

requires changes regardless of the context in which it is implemented. For example, His Excellency 

Eng. Bashar Bashaireh, the Secretary General of the Ministry of Information and Communications 

Technology, stated that e-government leads to business process re-engineering within the 

government agencies, which might lead to shifts in some positions or job losses for some 

employees (personal communication, 22 February 2009). This research program therefore 

highlights beliefs as a significant predictor of e-government adoption by citizens in Jordan. The 

fourth hypothesis, which proposes the direct significant influence of internet and computer skill 

confidence on e-government adoption, will now be examined.  
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The data provides an empirical examination of Hypothesis 4 (H4):  

 

H4: Higher levels of internet and computer skill confidence will be positively related to 

higher levels of user adoption of e-government websites. 

 

The findings of this research regarding social factors that influence e-government adoption in 

Jordan do not support Hypothesis 4 (H4). This research finds that internet and computer skill 

confidence is not a significant predictor of e-government adoption in Jordan. Higher confidence in 

using the internet and computers does not predict people’s intention to use e-government. In fact, 

the government in Jordan has undertaken many initiatives to develop a knowledge-based society by 

focusing on different sections of the community in Jordan. These initiatives include university 

students, who recorded the highest percentage of respondents to the research questionnaire. As an 

example of these initiatives, the universities in Jordan offer computer courses as a core part of the 

curriculum in areas such as the sciences, medicine and business. Therefore, as the majority of the 

survey respondents were students, this portion of the population may not view e-government usage 

as a question of internet and computer skills.  

 

The literature review asserts the importance of internet and computer skill confidence to e-

government usage. It shows that ability to use the internet is a good approach by which to increase 

citizens’ satisfaction not only with e-government and its services but also with the services 

provider, the government (Welch & Hinnant, 2003). The literature also shows that internet and 

computer usage is one of the challenges in the other electronic context, e-commerce, particularly in 

Arabic countries (Aladwani, 2003). This finding coincides with Carter and Weerakkody’s (2008) 

and Bélanger and Carter’s (2006) studies regarding internet and computer usage skills, respectively. 

Carter and Weerakkody (2008) found internet skills to be an insignificant predictor of e-government 
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adoption in the UK, while Bélanger and Carter (2006) reveal that computer experience does not 

influence e-government usage in the USA.  

 

In this research, the finding regarding internet and computer skill confidence is not in line with 

Bélanger and Carter (2006) and Wangpipatwong and colleagues (2008). Respectively, these 

researchers found that internet use and computer self-efficacy have an influence on e-government 

usage. Wangpipatwong and colleagues (2008) conducted their study in one of the developing 

countries, Thailand. A reasonable explanation for the inconsistency with the results of Bélanger and 

Carter’s (2006) study in relation to internet use is that they used a sample of people who had 

previously experienced the government websites and thus, were more capable of assessing the 

required level of skill for using e-government websites. In contrast, this study used a sample that 

was internet literate but mostly used the internet for non-transactional services, such as chatting, 

checking email, reading news, and checking academic results and doing assignments. Hence, those 

people needed a basic level of skill to use the internet, as the aforementioned purposes of usage do 

not lead people through complex systems of Web navigation. Consequently, the participants may 

view the usage of e-government websites from the viewpoint of simply checking emails or reading 

the news and as a result, there was low variability of this variable. 

 

The contrast of the research finding with Wangpipatwong and colleagues’ (2008) findings 

regarding the influence of computer usage skills on e-government usage could be explained by the 

fact that as the participants in the current research were internet literate, this may diminish the 

significance of computer self-efficacy. This research therefore considers that e-government 

adoption by citizens in Jordan is not affected by internet and computer skill confidence. The 

discussion now turns to the subject of website design’s relation to e-government adoption in Jordan. 
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The finding of this research regarding website design’s influence over e-government adoption 

supports Hypothesis 5:  

 

H5: Higher levels of features of e-government website design will be positively related to 

higher levels of user adoption of e-government websites. 

 

Website design has emerged in this research as a significant predictor of e-government adoption in 

Jordan. Citizens’ intention to adopt e-government increases if e-government websites are available 

with adequate, attractive and well-organised design and content. The government in Jordan has 

started to use websites as the main medium through which to launch its services and information. 

Chapter One indicated that the government in Jordan has most of its national ministries online. Full 

information about government services is published on these websites. Therefore, government 

agencies in Jordan should ensure that their websites are accessible to different users.  

 

The literature shows a lack of studies that empirically examine the influence of website design on e-

government adoption. However, a study conducted by Gilbert and Balestrini (2004) found that 

visual appeal emerged as a significant predictor of citizens’ willingness to use e-government 

services. Thus, the current research project finding is in line with what was discovered by Gilbert 

and Balestrini (2004), although the two research studies utilised different measurements for 

examining the impact of website design on e-government adoption. This research tested the 

influence by focusing on the adoption of e-government websites, while Gilbert and Balestrini 

(2004) focused on the adoption of online e-government delivery mechanisms for services. This is to 

be expected, as the government website is the main gateway by which governments launch their 

services. The literature also points to a conceptual study conducted by Kumar and colleagues 

(2007), who postulated the direct influence of website design on e-government adoption. In the 
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context of e-commerce, Moon (2004) hypothesised the direct influence of website design on 

people’s intention to use the internet to search for information or purchase products. Overall, the 

result of the current study is consistent with what has been proposed and found in the literature. 

This research supports the other studies by empirically investigating the direct association between 

website design and e-government adoption in Jordan.   

 

In the context of Arabic countries which are similar to Jordan, mainly Saudi Arabia and Oman, 

Abanumy and colleagues (2005) evaluated government websites to examine their accessibility and 

usability. They found that the websites in these two countries needed to be made more accessible 

and mentioned that the reasons might refer to the lack of awareness of the importance of having 

accessible websites and the lack of accessible policy. In the current study (Study One), positing 

website design as a significant predictor of e-government adoption might refer to one of the main 

challenges of the current implementation of e-government in Jordan: lack of a citizen-centric 

approach. Designing a customer-centric website is part of implementing citizen-centric e-

government. No less important, the lack of a standard design of websites for either the ministries or 

other entities of government (MOICT, 2006a) may be a consequence of the lack of citizen-

centricity in implementing e-government. Therefore, having a non-standard design for the 

government entities’ online services will lead people to view the websites in different ways. 

Consequently, the different designs might be undesirable for most people when they need to 

navigate the different websites to conduct different transactions. This research program confirms 

website design as one of the factors that affect e-government adoption by Jordanian users. The 

hypotheses relating to relative advantage and compatibility will now be examined. 
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With regard to the two constructs of Diffusion of Innovation Theory—relative advantage and 

compatibility—this research proposed two hypotheses. Below are the proposed hypotheses and the 

main discussion: 

 

H6: Higher levels of relative advantage will be positively related to higher levels of user 

adoption of e-government websites. 

 

H7: Higher levels of compatibility will be positively related to higher levels of user adoption 

of e-government websites. 

 

The research findings concerning the influence of the two constructs of Diffusion of Innovation 

Theory on citizens’ intention to use government websites do not support hypotheses H6 and H7. 

The main constructs of Diffusion of Innovation Theory—relative advantage and compatibility—

were found to be insignificant predictors of e-government adoption in Jordan. Higher levels of 

relative advantage/compatibility do not directly affect citizens’ intention to use e-government 

websites. In Jordan, the e-government strategy promotes e-government benefits by reviewing some 

benchmarks used in other countries, such as Australia and Singapore. These benefits focus on the 

service providers rather than on the service users. However, the e-government strategy does not 

refer to the key advantages of e-government for citizens, who are one of the e-government 

stakeholders in Jordan. This lack of addressing the main advantages provided by e-government for 

citizens may influence the lack of promotion of e-government, resulting in low levels of 

advertising, which may lead to people in Jordan being less aware of e-government and its value-

added services.  

 

This finding in this research is not in line with the literature of theoretical perspectives. The 

theoretical framework indicates that one of the studies used the same constructs in examining e-
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government adoption in the USA (Carter & Bélanger, 2005). Carter and Bélanger (2005) found that 

compatibility was a significant predictor of e-government adoption in the USA. Thus, the current 

research finding is not in agreement with what Carter and Bélanger (2005) found regarding 

compatibility. Also, the finding of this research is not in line with a previous study conducted in the 

context of e-commerce (van Slyke et al., 2004). Compatibility and relative advantage are not 

predictors of people’s intention to adopt e-government in Jordan. The insignificance of 

compatibility can be explained by the sample used. Most of the survey respondents were well-

educated and aware of the importance of accepting the changes introduced by the internet in general 

and e-government in particular to create a knowledge-based society in Jordan.  

 

This research also finds that relative advantage is not a significant predictor of e-government 

adoption in Jordan, which is consistent with the finding of Carter and Bélanger (2005). This can be 

clarified by considering the sample used in this research, as most of the respondents used the 

internet for different purposes, such as chatting, checking emails, reading news, and checking 

results and doing assignments. This might be an indication that Jordanian citizens are not interested 

in or fully aware of the other purposes of the internet, such as using e-services.  

 

Having found that relative advantage and compatibility are not significant predictors of e-

government usage by citizens in Jordan, the discussion now turns to the third construct of Diffusion 

of Innovation Theory, complexity:  

 

H8: Lower levels of complexity will be positively related to higher levels of user adoption of 

e-government websites. 
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Hypothesis 8 (H8) is supported. Adoption of e-government by citizens in Jordan will increase if e-

government services are easy for Jordanian citizens to understand and use. Complexity is 

significant because the survey was administered to people who were internet literate. As the sample 

was selected from citizens who had internet experience, they were capable of assessing to what 

extent the website was easy to use and understand. Also, Chapter One noted that websites of 

government entities in Jordan lack a standard design, leading to users of the websites viewing them 

in different ways.  

 

Complexity has often had a significant relationship with user intentions in other contexts, such as e-

commerce (van Slyke et al., 2004). The current research also found that complexity is a significant 

factor that may influence intention to adopt e-government—in this case, by Jordanian citizens. 

Therefore, the government in Jordan should launch its services in an easy and understandable way 

by ensuring simplicity when completing different transactions. This can be achieved by designing 

websites which help users to navigate in as few steps as possible and also by having clear 

instructions when conducting different transactions, such as driving licence renewal.  

 

Having discussed the significant influence of complexity over Jordanians’ intention to use e-

government services, the TAM constructs will now be disscussed. The Technology Acceptance 

Model (TAM) provided the model of this research with two major constructs: perceived usefulness 

(H9) and perceived ease of use (H10). Below is the proposed hypothesis for perceived usefulness 

(PU). The analysis of the collected data indicates the significance of PU in influencing e-

government adoption by citizens in Jordan.   

 

H9: Higher levels of perceived usefulness will be positively related to higher                                

levels of user adoption of e-government websites. 
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Hypothesis 9 (H9) is supported. Higher levels of perceived usefulness are associated with increased 

intention to adopt e-government. This finding indicates that citizens will be more willing to adopt e-

government if the services that are launched on the websites increase the effectiveness and 

efficiency of conducting different transactions. A reason for this result may be that the sample was 

familiar with the internet. Internet-literate people are more able to assess to what extent Web-based 

services help them to conduct their transactions efficiently compared to those who are not internet 

literate. For example, conducting the different transactions through the websites helps to avoid 

delays caused by the queues at government agencies.  

 

This research finding is inconsistent with previous work in which perceived usefulness was not a 

significant predictor of e-government adoption (Carter & Bélanger, 2005). Carter and Bélanger 

(2005) did not investigate the influence of this factor over the dependent variable, e-government-

use intentions, due to the similarity of perceived usefulness with relative advantage. Thus, they 

dropped perceived usefulness from further analysis and used relative advantage instead. In their 

research, they found that relative advantage did not have a significant influence over the dependent 

variable, intention to use government e-services. However, the current research is in line with prior 

research results that confirm the effect of PU on citizens’ intention to use particular e-government 

services, such as internet tax-filling systems and Central Provident Fund (CPF) e-withdrawals 

(Chang et al., 2005; Phang et al., 2005). Chang and colleagues (2005) report that the influence of 

PU on intention is mediated by another factor: attitudes toward usage. Even so, the current research 

project supports the other studies which confirm the direct influence of PU on citizens’ intention to 

use e-government services (Phang et al., 2005). Although the other studies conceive of PU as a 

predictor of e-government adoption by focusing on particular e-services, this research captures the 

same relationship by focusing generally on e-government websites. 
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This research project argues for the significant impact of PU on e-government adoption by looking 

at the main activities that respondents in this research performed on the internet. In this study, most 

of the respondents used the internet mainly for email and chatting purposes, online shopping, 

homework or checking results, and readings the news, while the rest of the respondents indicated 

that their usage of the internet was for another purpose by choosing the “Other” option in the 

questionnaire. This could therefore be an indication that respondents viewed the e-government 

services as a new innovation, as they had not experienced the use of government websites nor the 

information and services provided through these websites. Carter and Bélanger (2005) draw their 

argument for the insignificance of relative advantage from the point that the majority of their 

sample used the Web to search for information and conduct transactions with both government and 

businesses. Thus, they indicate that this could be a possible reason why they did not view the 

government e-services as an innovation.  

 

This research shows that citizens in Jordan view e-government as a new technological innovation, 

and as such, proposes that government agencies in Jordan should provide information and services 

in a manner that ensures increased intention of citizens to adopt e-government. For example, the 

services should be provided with high-speed processing to ensure minimum time between initiation 

of use and final outcome.  

 

While this research finds that perceived usefulness is a significant indicator of Jordanians’ intention 

to adopt e-government, the final hypothesis, which is related to perceived ease of use, is not 

supported: 

 

H10: Higher levels of perceived ease of use will be positively related to higher levels of user 

adoption of e-government websites. 
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Perceived ease of use does not have a significant influence over citizens’ intention to use e-

government in Jordan. This finding is in line with what was found by Carter and Bélanger (2004), 

although examining the role of PEOU in the adoption of e-government websites in Jordan shows 

that the result of the current research contradicts the findings reported by some prior research 

(Carter & Bélanger, 2005; Hung et al., 2006). Carter and Bélanger (2005) used a sample which 

included citizens with varied computer and internet expertise levels. However, the current research 

used a sample of people who mostly had regular access to the internet and who had internet 

experience. Thus, the type of sample used in Study One explains the inconsistency of its result in 

relation to PEOU with Carter and Bélanger (2005).  

 

On the other hand, this research finding, through Study One, is in agreement with Carter and 

Bélanger’s (2004) research, which did not confirm PEOU as one of the predictors of citizens’ 

intention to use e-government. This might also be clarified by considering the kind of sample 

utilised in the two studies, as the majority of the respondents were internet users. Among the 

surveyed people in Carter and Bélanger’s (2004) study, 98% of the participants used the Web every 

day. The current research project conceives that perceived ease of use does not influence e-

government adoption by Jordanian internet users. In Jordan, the government websites are more 

informational than transactional; therefore, it is possible that citizens do not view the government 

websites as difficult to navigate, as they do not need to go through many different steps to conduct a 

transaction. This may explain why perceived ease of use did not emerge in the current research as a 

significant predictor of Jordanian citizens’ intention to adopt e-government. 

 

In summary, this section discussed the significant and insignificant findings. This section discussed 

trust in government, beliefs, website design, complexity, and perceived usefulness as the major 

predictors of citizens’ intention to use or adopt e-government in Jordan. On the other hand, this 
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section also discussed the insignificant predictors of e-government adoption in Jordan: trust in the 

internet, internet and computer skill confidence, relative advantage, compatibility, and perceived 

ease of use. This research provided an empirical test for the factors that may influence Jordanians to 

adopt e-government. The following section concludes the chapter.  

4.5 CONCLUSION 

This chapter introduced the analysis and discussion of the first study of this research. Study One 

utilised a questionnaire to identify the main social factors influencing e-government adoption in 

Jordan amongst people who had regular access to the internet. Descriptive and inferential analyses 

were used to explore the results. Factor analysis shows that the components that recorded strong 

loadings are: website design, perceived usefulness (PU), complexity, trust in the internet, trust in 

government, beliefs, and the dependent variable, e-government adoption. This phase used multiple 

regression analysis to test the hypotheses. From the discussions, this research finds that trust in 

government, beliefs, website design, complexity, and perceived usefulness are the major predictors 

of citizens’ intention to use or adopt e-government in Jordan.  

 

The next chapter (Chapter Five) presents the second study of this research. In Study Two, the data 

was collected by carrying out focus group interviews with samples of Jordanian citizens who did 

and did not have regular access to the internet. Chapter Five gives more insights into the method of 

collecting the qualitative data and the five focus group interviews conducted.  
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5 CHAPTER FIVE 

 STUDY TWO ANALYSIS AND DISCUSSION 

    

Chapter Four addressed the question: “What role do relative social factors play in influencing 

citizens in the Hashemite Kingdom of Jordan to adopt e-government?” through a survey of 400 

Jordanian participants. A number of issues emerged from this initial data collection and this chapter 

addresses these by using focus groups as a qualitative method. Moreover, this chapter presents the 

processes of the Nominal Group Technique (NGT), which was explained in Chapter Three as a 

suitable focus groups method. The analysis gives an insight into the factors that might influence e-

government adoption by citizens in Jordan. The results are illustrated in section 5.5 in this chapter. 

Study Two found relative advantage, trust in internet in terms of security and privacy, the digital 

divide, resistance to change, wasta (favouritism), religious views, and word of mouth to be 

important factors to help explain e-government adoption by citizens in Jordan.   

 

This chapter reports the results and discussion of the second study. Section 5.1 gives a brief 

background of the main objective of the second study. Section 5.2 introduces the method used to 

collect the qualitative data. Section 5.3 presents the analysis strategies, followed by section 5.4, 

which illustrates the results. Section 5.5 presents a discussion of the identified results. Finally, 

section 5.6 concludes the chapter.  

5.1 INTRODUCTION  

This research indicates the importance of investigating the effects of trust in the internet; trust in 

government; attitudes and beliefs; internet and computer skill confidence; website design; relative 

advantage; compatibility; complexity; perceived usefulness; and perceived ease of use on e-
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government adoption in Jordan. The second study aimed to expand the current investigation by 

conducting focus group interviews with 30 Jordanian residents. The five focus group interviews 

conducted in this study identified the influence of other factors over e-government adoption in 

Jordan. The focus group interviews also revealed the significance of some factors that were 

examined during the first study. An example of these factors is trust in the internet. Also, the focus 

group interviews extended the examination of some factors—such as belief and relative 

advantage—which were addressed in the first survey.  

 

Having introduced Study Two in this section, section 5.2 illustrates the approach used in collecting 

the data from Jordanian people through focus group interviews. Next is a brief clarification of the 

method used in the second study.  

5.2 METHOD  

A number of factors must be considered when planning focus groups. These are: participants; the 

structure of the group, including the role of the moderator; the size of each group; and number of 

groups in the whole project (Morgan, 1997). In order to define these factors for the data collection, 

a pilot focus group interview was conducted. Four participants, who were Jordanian postgraduate 

students at Griffith University in Australia, were involved in the focus group interview administered 

using English-based communication. The pilot focus group provided participants’ feedback about 

the seven focus group questions. Slight changes were made to the words of two of the questions, as 

participants misunderstood the intended purpose of the questions. One question was removed, as 

the participants perceived it as being similar to another question. Furthermore, the pilot focus group 

helped to predict the time required to conduct the focus group interviews. This helped in allocating 

the appropriate amount of time for the different questions in the focus group interview.  
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After administering the pilot focus group interview, the final version of the questions and the 

document to be provided to the participants during the focus group interviews were designed. The 

focus group interview documents consisted of the focus group information sheet; and the focus 

group consent form, Part A, which included the six focus group questions, and Part B, which 

collected general information about the participants. The final versions of the focus group 

documents (Appendix 5.2) were translated into Arabic by an accredited translator. Backward 

translation was used to ensure consistency between the English draft and the Arabic draft. The 

Arabic version (Appendix 5.3) of the document was used during the actual focus group interviews 

in Jordan.  

 

As noted earlier in this chapter, Study Two aimed to provide greater understanding of the factors 

identified in Study One (Chapter Four) by using focus groups. This study conducted five focus 

group interviews with Jordanian people who did and did not access the internet regularly. The 

participants represented the different sections of society in Jordan. Participants in the focus group 

interviews with people who accessed the internet regularly included government officials, 

university students, and those who had home or business internet access. Thus, one of these focus 

groups was comprised of employees in the e-government project within the Ministry of 

Communication and Information Technology (MOICT). As mentioned in Chapter One, the MOICT 

has the responsibility of developing and implementing the e-government project in Jordan. The 

second focus group interview was with university students selected from three different 

universities: Yartmouk University, Al-Balqa’ Applied University, and Jordan University of Science 

and Technology (JUST). The third focus group was comprised of employees within the Department 

of Computer and Information Technology (CIT) at the Water Authority in the city of Irbid.  
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Two focus groups were conducted to include those people on the other side of the digital divide or 

who did not have regular internet access. In order to access those people, one of the groups was 

conducted at Al-Balqa’ Applied University and the other at the Social Security office. Employees 

were selected based on two criteria, the first being that the employees did not need the internet 

within their work and did not have direct access to the internet from work. The second criteria 

stipulated that employees did not have regular access to the internet. In order to ensure these two 

criteria were met, employees were asked about them by either the secretary or the third party during 

the recruitment stage (section 5.2.2), in order to check their eligibility to participate in the focus 

group.  

 

In order to give further insight into the aforementioned focus group interviews, section 5.2.1 

presents information about the procedures used in organising the five focus groups’ interviews. It 

outlines the size of the groups, number of groups, and the demographic characteristics of the 

participants in the focus groups. This is followed by section 5.2.2, which gives further insight into 

the recruitment process for the participants. Then, section 5.2.3 explains the process of the Nominal 

Group Technique (NGT), which was used as the appropriate method for conducting the focus group 

interviews.  

5.2.1 Procedures 

This study followed a number of procedures prior to actually conducting the focus group 

interviews. These procedures started with specifying the size of the groups and then the number of 

groups. This section discusses the size and number of groups in section 5.2.1.1 and 5.2.1.2, 

respectively. It also describes the profiles of the participants who were involved in the focus group 

interviews (section 5.2.1.3).  
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5.2.1.1 Size of group  

Each group was comprised of six participants. Five to nine participants is the optimum size of a 

group in NGT (Potter et al., 2004). The reason behind choosing such a small number of participants 

is the desirability of gaining more insights into the views of group members, due to greater contact 

when taking statements about each issue under investigation. Thus, a small number of participants 

facilitates the ability to gain more statements within a short time. In addition, the nature of the NGT 

processes of recording and voting leads to having a small number of participants in each group. The 

researcher was the facilitator, so the small number of participants gave him more control. Having 

more control ensured that each one of the participants had an equal chance to offer ideas, as well as 

ensuring that the discussion remained within the required scope for investigating the problem.  

5.2.1.2 Number of groups 

In this research, five groups were used. “The basis for the rule of thumb that projects should consist 

of three to five groups comes from a claim that more groups seldom provide meaningful new 

insights” (Morgan, 1997). There were some reasons behind using this number of groups: the 

structured nature of the NGT processes, the use of more structured groups, and the fact that the 

researcher was the only moderator for these groups. This structure minimises group cohesion, thus 

decreasing the likelihood of uniformity of responses at the expense of breadth and diversity (Elliott 

& Shewchuk, 2002). The five groups selected were representative and capable of providing the 

required information for Study Two.  

5.2.1.3 Sample 

The five focus groups were comprised of 30 Jordanian participants in total. The participants 

answered the second part of the six focus group questions. The essential purpose of these six close-

ended questions was to collect information about the participants. The responses were analysed 

during this part of the focus group interview by utilising descriptive analysis to identify the profile 
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of the different participants. The following paragraphs give more insight into the participants’ 

personal details.  

 

Among the 30 respondents, 56.7% were males and 43.3% were females. Thus, the majority of the 

respondents were males. The data of the analysis reveals that 6.7% were less than 20 years old, 

56.7% were in the range of 20–29 years old, 30% were in the range of 30–39 years old, 6.7% were 

in the range of 40–49 years of age, and none of the respondents was over 50 years old. These 

percentages show the range of 20–29 years of age accounting for the majority of the sample.  

 

The majority of respondents (80%) were public sector employees, while 16.7% were university 

students and 3.3% were employed in the private sector. None of the respondents chose the “Other” 

option.  

 

Most of the respondents spent more than eight hours per week using the internet. This may indicate 

that the number of focus groups comprised of people with regular access to the internet was greater 

than those who did not use the internet regularly. Of the respondents, 6.7% used the internet for one 

to three hours per week, 26.7% used it for four to eight hours, 46.7% used the internet for more than 

eight hours, and 20% used the internet for less than one hour.  

 

Ninety per cent of respondents held a bachelor’s degree or equivalent level of education, while 

6.7% held a higher level of education. The respondents who held a diploma level of education 

represented the lowest percentage, 3.3%. None of the respondents held only a high school level of 

education.  
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Amongst respondents, 20% used the internet at university, 20% used it at home, and 6.7% used it at 

internet cafés. The largest percentage, 53.3%, used the internet at work. Of the respondents, 74.3% 

used the internet for email and chatting purposes, 16.3% used it for shopping, 13% used it for 

homework or checking results, 86.3% used it for reading news, and 23% used it for other purposes.  

Having introduced the procedures which were followed ahead of administering focus group 

interviews and having presented the participants’ profiles in this section, section 5.2.2 shows the 

procedures used to recruit participants.  

5.2.2 Recruitment procedures 

The focus group interviews were conducted from February to March 2009. The participants were 

recruited in two different ways. The first way was by recruiting participants within a government 

agency. After obtaining permission from the head office of the agency, the researcher contacted the 

participants personally through the secretaries in the different agency departments. The researcher 

informed the secretary that participation was voluntary and that participants should not be pressured 

to participate. The secretary was provided with scripts (Appendix 5.1), an information sheet 

(Appendix 5.2), and the consent form (Appendix 5.2) to use in contacting the employees to 

determine if they were willing to participate. The information sheet included information on the 

tape-recording of the focus group interviews. Moreover, the sheet informed the participants that the 

first contact was distributed by the agency on behalf of the research team. The consent form ensured 

the confidentiality of the respondent, the importance of the study for participants, and informed that 

this research was being conducted by Griffith University in accordance with the National statement 

on ethical conduct in research involving humans. The employees were asked to contact the 

secretary to express their willingness to participate or to contact the research team directly, if they 

so preferred. The secretary was asked not to reveal the identity of respondents or the indication of 

willingness to participate until after participants’ acceptance. Moreover, the secretary was informed 

that the employees should be front-line employees and working at the same supervisory level. After 
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receiving acceptances from participants, the people willing to participate in the focus groups were 

contacted in order to clarify any questions or any pertinent points and decide on the time, date and 

location at which to conduct the focus group meetings.  

 

The second recruitment method was used for the people who had access to the internet from home 

or work and for the people who did not access the internet regularly. A research assistant was used 

to organise the recruitment process. The research assistant used a snowball sampling method by 

contacting one participant who, in turn, referred other participants, and so on. The research assistant 

only contacted participants with the relevant target characteristics.  

 

Once the participants had been recruited for each focus group interview, the researcher was able to 

conduct the focus group interviews by utilising the Nominal Group Technique (NGT). Section 5.2.3 

presents the different processes followed when conducting the NGT.   

5.2.3 Nominal group process 

The concerns mentioned by Elliott and Shewchuk (2002) should be considered before conducting 

an NGT process, such as the importance of having well-framed questions, the type of words used, 

and grammatical structures that affect how responses are formulated. A well-structured question 

helps to generate information related to the issues under investigation. Open-ended questions were 

used in meetings, since this kind of question leads participants to generate more responses. 

 

Prior preparation is necessary to simplify the NGT exercise. The meeting room was selected, which 

allowed for six members to sit around a rectangular table arranged in the shape of an open “U”. A 

flip chart was stood at the open end of the “U”. Felt-tip pens, a roll of masking tape, a pack of index 

cards, paper and pencils were available to facilitate the recording procedures. The researcher 

ensured that the meeting room was provided with high quality microphones and tape recorders. The 
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microphones and tape recorders were tested before the discussion started. Hand-held recorders with 

fresh batteries were used in case of an emergency. Before conducting the NGT steps, Delbecq et al. 

(1975) suggest that the problem to be examined should be stated by the facilitator at the beginning, 

as clearly as possible. The researcher started by clarifying the purpose of the group discussion—that 

is, to discover the factors that might influence citizens’ intention to adopt e-government in Jordan.  

 

The procedure followed the steps of NGT detailed by Van de ven and Delbecq (1974). These steps 

were conducted in the specified sequence. The following are the main steps:  

 

a- Silent generation of ideas: individually, each member in the group silently and independently 

generated his/her ideas about the issue under discussion. The group members were provided with a 

sheet of paper containing the question to be addressed. After that, the members were asked to write 

down their ideas regarding the issue, without discussion. The members were asked to write down 

their ideas, using short statements for each idea, since that facilitated the recording procedures on 

the flip chart in the next step. The participants were given 20 minutes to finish this task. 

b- Round robin procedures: after the silent writing period had finished, each member of the group, in a 

round robin fashion, gave one of his/her ideas to the group, without discussion of the idea. The idea 

was recorded verbatim on a flip chart. This continued until all ideas had been recorded. This stage 

lasted for 30 minutes.  

c- Discussion procedure: after finishing recording participants’ ideas, group members began to discuss 

each item in the flow chart. The purpose of this discussion was to clarify and evaluate each idea on 

the chart; therefore, the researcher ensured that each member understood the words and phrases of 

the ideas. The discussion of the presented ideas encouraged the members to debate matters and 

helped them to understand the importance of each idea. The group was told to feel free to express 

their opinions. The discussion lasted for 30 minutes.  
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d- Voting and ranking procedures: this is the last step of NGT. Small cards were distributed for voting 

purposes. The ranking procedures that should be performed were explained. Members then voted 

anonymously by prioritising the presented ideas from most important to least important. Stickers 

were distributed in three different colours: gold, red and blue. Each colour was assigned a number 

of points. The gold sticker was worth three points, the red one was worth two points and the blue 

one was worth one point. Rank orderings for each idea were recorded and they were then 

aggregated to decide the relative importance of responses. The following figure indicates the actual 

process of calculation for each response to the different questions in each focus group interview. 

 

Figure 5.1 

Vote calculation 

 

Gold Red Blue 

Worth Worth Worth 

3 points 2 points 1 point 

If one response (code) has six different colors (votes)—two gold, three 
red, and one blue—the calculation of this response (code) will be as 
follows:  

2*3 + 3*2 + 1*1 = 13 
Below is the equation used in calculating the score of the response. 

 

Score of response = Number of votes (colors) x Number of assigned votes  
 

Votes 
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There was more than one question for each group meeting, and the same NGT steps were followed 

for the other questions.  

 

The flip chart for each focus group interview contained the respondents’ answers to the different 

questions rather than the ranking of these responses. To obtain more meaningful information from 

these responses, section 5.3 illustrates the analytical techniques which were used to create the 

different codes and categories from the participants’ answers.  

5.3 DATA ANALYSIS  

This section describes the analysis process used to understand the data collected during the focus 

group meetings. In order to identify the different social factors which might influence e-government 

adoption by Jordanian people, the participants’ responses were analysed, and the codes emerged 

from the participants’ responses. The first section describes the preliminary data analysis, which 

was conducted during the data collection stage. The second section introduces the data analysis 

strategy used in the final analysis stage, which includes coding the focus group interview flip chart, 

eliminating recurring codes and assigning appropriate categories for the identified codes. The final 

section demonstrates the results of this study (Study Two), which includes an indication of the 

different social factors that might influence e-government adoption in Jordan. The results helped in 

forming the other variables of the model for e-government adoption in Jordan developed in this 

research.  

5.3.1 Preliminary data analysis  

A preliminary data analysis was conducted during the data collection at the focus group meetings. 

Merriam (1989) observes that “the right way to analyze data in qualitative research is to do it 

simultaneously with data collection”. Preliminary data analysis was conducted simultaneously in 

different ways. The first method was by conducting the preliminary analysis during the focus group 
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meetings. In this way, the participants were involved in creating the codes during the process of the 

NGT. The participants were asked to provide their responses on the flip chart as short sentences or a 

couple of words. This was followed by discussions in order to finalise a decision regarding the 

words used in any response or code by checking their reflection of the required meaning. The other 

way of conducting the preliminary analysis was that after each focus group, sufficient time was 

allocated for reviewing the meeting transcripts and the flip charts. The purpose of this phase is to 

clarify any ambiguity in participants’ answers which were identified in the flip chart during the 

focus group meeting. The preliminary analysis assists to develop protocols for other focus group 

meetings. The preliminary analysis helped to remember and recollect details of the data. Therefore, 

a general view about codes and categories of data was created. The coding and categorisation are 

emphasised in the second phase of analysis, the data analysis strategy.  

 

Moreover, the preliminary analysis included the translation process for the flip chart. The contents 

of the flip chart were translated into English by an accredited translator. The researcher nominated a 

translator who was related to the study area and who was fluent in both languages—the source 

language (English) and the target language (Arabic). Ample time was given to explain the contents 

of the flip chart to the translator in order to clarify any ambiguity in the codes and to ensure that the 

translation did not misrepresent the required meanings of the codes. The flip chart was translated 

first from Arabic to English and then from English to Arabic. In this way, the consistency of both 

drafts of the flip chart, Arabic and English, was ensured. After ensuring consistency, the English 

draft of the flip chart was revised by the researcher. In order to ensure the correct use of language, 

the researcher sent the flip chart to a lecturer in the Department of English Language at Al-Balqa’ 

Applied University in Jordan, who verified the translation. After that, the researcher reviewed the 

translation. The preliminary analysis was organised in a Microsoft Word document.  
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After illustrating the preliminary data analysis in this section, section 5.3.2 presents the second 

phase of analysis, which focuses mainly on identifying the different codes and categories.  

5.3.2 Data analysis strategy: coding and categorising 

The data analysis strategy includes two main methods: the coding and the categorisation of the 

collected data. Coding the data involves formulating data into understandable small units of 

information. Categorisation purposes to group the different codes within different categories. The 

following paragraphs give more insights into the method used in analysing the qualitative data 

collected by providing a clear depiction of the analysis strategy.  

 

Although the Nominal Group Technique (NGT) assisted in formulating the codes during the focus 

group meetings, the recording of audio-taped groups was reviewed to refine a number of the codes 

listed in the flip chart. Accordingly, some of the responses (codes) listed in the flip chart were 

refined to be more applicable in general to the research questions and objectives and in particular to 

the research social factors literature and theoretical background reviewed in this research. Also, 

some of the codes which were composed of long sentences were shortened for easier handling.  

 

Study Two utilised two methods of cycle coding, beginning with initial coding (first cycle) and 

closing with axial coding (second cycle) (Saldaña, 2009; Strauss, 1987). Initial coding involves 

breaking down qualitative data into discrete parts, closely examining them, and comparing them for 

similarities and differences (Strauss & Corbin, 1998, p. 102). Initial coding was performed during 

the administration of the focus group interviews. In this type of coding, the responses mentioned by 

participants and recorded on the flip chart in relation to a particular question were treated as a code. 

The data coded through the first cycle of initial coding are further analysed in the second cycle of 

coding.  
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Saldaña (2009) declares that “Second Cycle coding methods, if needed, are advanced ways of 

recognizing and reanalyzing data coded through First Cycle methods” (p. 149). Study Two used 

axial coding that “extends the analytic work from Initial Coding and, to some extent, Focused 

Coding” (Saldaña, 2009, p. 159). Axial coding links and/or clusters the sub-categories in core 

categories (Strauss, 1987). Throughout the categorisation process of axial cycle coding, the data 

coded is organised into related units of information. The categorisation process leads to the creation 

of two tables in relation to each question. The first table includes the categories for the common 

answers that are obtained from different groups. The common answers identified in this research 

comprised the group of similar responses (codes) that were obtained from different groups and 

which, in turn, assisted in naming categories. The second table lists the distinct responses gained 

from particular participants in one of the focus groups. The distinct responses are the points that 

were indicated only by one or more participants from one focus group. The categorisation process 

was conducted for each question at a time. The following paragraph explores this process.  

 

To generate categories in relation to each question, four steps were performed which then led to the 

creation of four different tables, one at each step. In the first table, all the responses (codes) 

obtained from different focus groups in relation to a question were listed with their scores. The 

codes were sorted in ascending order based on their related scores. The three highest ranked codes 

from each focus group were chosen to be the main codes for the process of further coding and 

categorising. These codes were listed on another temporary table (second table) to simplify the 

process of highlighting. The similar codes were highlighted with the same colour in order to attach 

them to the same category name. For example, the participants from four different groups provided 

four different responses (codes) in answer to the question: “What are the main advantages in 

providing government services online through government websites to citizens?” These responses 

were: “Saving time and effort”, “Saving time and effort due to the possibility of data retrieval at any 
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time”, “Time and effort saved for both parties (public and government)”, and “Saving time, effort, 

and money for the public”. These responses were considered to be sub-categories. Due to the 

similarities between these sub-categories, they were highlighted with the same colour and their 

related scores were added together. Then, they were assigned a core category name: “Resource 

usage efficiency”. Different colours were used for the different common groups of responses.  

 

The codes highlighted in the same colour were then listed in another table (third table) and their 

related scores added together. Then, the clustered codes were sorted in ascending order based on the 

total scores. Subsequently, the clustered codes were assigned category names. The third table 

described these common categories. Alternatively, the codes which did not match or were not 

similar to any other codes were proposed as distinct answers and were listed in the table of distinct 

answers (fourth table), and then the table was named with distinct categories. For example, 

“Combating routine” was one of the responses mentioned by a particular group which did not match 

any other responses. Thus, the response was not highlighted but was treated as a stand-alone 

category and listed in the distinct categories table.  

 

Categories were worded based on the responses given by participants, the research questions, the 

researcher’s knowledge, social factors and the theoretical perspective literature in the area of this 

research. Finally, all the common and distinct categories were reviewed in order to check for any 

redundancies. The categories from both the common and distinct tables that were similar were 

grouped together in one category and listed in the common categories table. For example, 

“Resistance to change” was a common category for Question Four, while it was distinct for 

Question Two. The decision was made to list “Resistance to change” as a common category in 

Question Four. Then, the score related to “Resistance to change” from Question Two was added to 

its score in relation to Question Four. Also, “Unfavourable usage history” and “Word of mouth”, 
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which were listed as distinct categories of Questions Two and Five, respectively, were combined as 

a common category in Question Five. Their related category was assigned the name “Word of 

mouth” (WOM).  

 

Finally, five tables for both common and distinct answer categories were designed for the first five 

questions of the focus group interviews. However, the common and distinct categories in relation to 

question number six, which asks: “What are your views on e-government adoption in Jordan?”, 

were not listed in the tables. Overall, the categories provided the overall framework of the answers 

to the research questions rather than open-ended understandings of the results of Study One 

(Chapter Four). Also, the categories introduced new issues, which were examined as new factors in 

Study Three (Chapter Six).  

 

Having illustrated in this section the analysis strategy for the qualitative data collected through the 

focus groups by exploring the process of coding and categorising, the next section demonstrates the 

results which were reported for each question within two types of tables: the common and distinct 

answers tables.   

5.4 RESULTS   

This section outlines the results which were divided into two parts—the common answers and 

distinct answers categories—and were reported for each question in two separate tables. The 

different categories were designed to formulate the required answers for the focus group interview 

questions, which were: “What are the main advantages in providing government services online 

through government websites to citizens?”, “From your experience, what are some of the reasons 

why Jordanian citizens would not use e-government services?”, “In your opinion, in what ways 

could religious views limit the full usage of the internet, including e-government websites?”, “What 

beliefs of the people in Jordan about the internet would make the adoption of e-government 
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difficult? Could you please give me an example?”, and finally, “In what way do you think social 

life in Jordan would influence the adoption of e-government?” Question Six, which asked: “What 

are your views on e-government adoption in Jordan?” was dropped from any further analysis, as it 

had not revealed any issues related to e-government adoption in Jordan. The following sections, 

5.4.1, 5.4.2, 5.4.3, 5.4.4, and 5.4.5, illustrate the results for Questions One, Two, Three, Four, and 

Five, sequentially.   

5.4.1 Question One 

This section demonstrates the common and distinct categories for the question: “What are the main 

advantages in providing government services online through government websites to citizens?” 

Tables 5.1 and 5.2 represent the common and distinct categories, respectively.  

 

Table 5.1 

Common categories: Relative advantage 

Question Category Score Group 
Resource usage 
efficiency 

58  E-government 
program 

 Student 
 CIT 
 Al-Balqa’ Applied 

University 
 

Ease of transaction 
processing 
 

29  Student 
 CIT 

Accuracy of 
transactions 

24  Al-Balqa’ Applied 
University 

 Social Security 
 

Q1: What are the main 
advantages in 
providing government 
services online 
through government 
websites to citizens? 

Communication 
environment 

18  E-government 
program 

 CIT 
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Table 5.1 indicates the major categories for the question: “What are the main advantages in 

providing government services online through government websites to citizens?” Four categories 

were designed for this question: resource usage efficiency, ease of transaction processing, accuracy 

of transaction, and communication environment. The category of “Resource usage efficiency” 

indicates that e-government is a good approach to assist Jordanian citizens to save not only their 

time but also their money. The group participants mentioned that: “By launching government 

services online, there is no need to visit the government agencies physically in order to carry out the 

different paper-based transactions.” Thus, citizens could save time, effort and money. The money-

saving could occur by reducing the cost of transportation; and furthermore, filling in the different 

forms or applications through the internet reduces additional costs that citizens need to pay, because 

of elimination of paper-based application usage. 

 

“Ease of transaction processing” improves the facilitation of the transaction process for the public. 

The participants believed that the smooth progress of transactions provides advantages for both the 

service users and the service provider. The results listed in the above table (Table 5.1) also point to 

the accuracy of transactions as one of the advantages in providing government services online. 

“Accuracy of transactions” can occur in different forms, such as accuracy of information provided 

to the citizens or accuracy of processing transactions. Table 5.1 illustrates the view of participants 

that e-government is a superior medium of communication. The participants supported the view that 

e-government provides citizens with a conducive environment for receiving information about 

government services, including information about various changes related to the laws, updated  

services offered by the government, and new projects initiated. 

 

After presenting the results of the common categories in Table 5.1, Table 5.2 illustrates the other 

results by tabulating the distinct categories.  
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Table 5.2 

Distinct categories: Relative advantage 

Question Group Category Score 
Social Security  Automation 

process 
 Economic growth 
 

15 
 

14 

Al-Balqa’ Applied 
University 
 

 24-hour facility 14 

Q1: What are the main 
advantages in 
providing government 
services online through 
government websites 
to citizens? 

Student  Government 
enterprise database 

12 

 

Four categories were designed in the above table (Table 5.2) in order to represent the different 

advantages of e-government services to citizens. The “Social Security” group shows that the main 

advantages of e-government can be represented by the automation process and economic growth. 

The “Automation process” assists in streamlining routines resulting from the use of the same 

procedures to finalise paper-based transactions. “Economic growth” points out how e-government 

helps the government and the citizens to reduce certain expenses; for example, by launching its 

services online, the government will reduce the expenses of paper-based printing. The “Al-Balqa’ 

Applied University” group mentioned that the 24-hour facility is one of the main advantages of e-

government, as citizens will be able to do their transactions with government at any time, without 

the need to adhere to working hours.  

 

A participant from the “Student” group mentioned that the government enterprise database is one of 

the advantages of e-government. The enterprise database provides a direct advantage for the 

government, as it enables the creation of an integrated database that is accessible by the various 

ministries and which reduces the occurrence of anomalies and redundancies that are typically 

associated with multiple non-integrated databases. By having an enterprise database, the processing 

of the different transactions is more efficient. The citizens are not required to provide their 
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information several times for the same transaction conducted through different agencies. Also, the 

citizens are informed of the outcomes of their applications in considerably less time.  

  

Having introduced the results for the first question of the focus group interviews, section 5.4.2 

demonstrates the results of the second question, which concerns the reasons why people in Jordan 

may not use e-government services.  

5.4.2 Question Two 

For the question: “From your experience, what are some of the reasons why Jordanian citizens 

would not use e-government services?”, the main results are presented in Tables 5.3 and 5.4.  

 

Table 5.3 

Common categories: Reasons behind not using e-government 

Question Category Score Group 
Mistrust 

 
(emerged from Q2, 4) 

70  E-government 
program 

 CIT 
 Social Security 
 

Computer and internet 
illiteracy 

41  Student 
 CIT 
 Al- Balqa’ Applied 

University 
 

Lack of technology 
infrastructure   

30  Al-Balqa’ Applied 
University 

 Social Security 
 

Q2: From your 
experience, what are 
some of the reasons 
why Jordanian citizens 
would not use e-
government services? 

Financial inability 20  E-government 
program 

 Student 
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Table 5.3 lists four different categories which show the different experiences of participants and the 

reasons why some Jordanian citizens do not utilise e-government services. These categories are: 

mistrust, computer and internet illiteracy, lack of technology infrastructure, and financial inability.  

 

“Mistrust” is one of the reasons that may cause citizens to not use government e-services. The 

participants indicated two main types of mistrust: mistrust of the internet as a channel by which to 

interact with the government, and mistrust of e-government as a new technology. The participants’ 

concerns about mistrust can be summarised as mistrust of electronic transactions; mistrust in terms 

of privacy, such as misuse of personal details, especially bank details; and mistrust in terms of 

security, such as hacking. Furthermore, “Computer and internet illiteracy” emerged as one of the 

critical factors, as participants stated that some people in Jordan do not have the required skills to 

use a computer or the internet, which makes their interaction with the government through the 

website difficult. 

 

The results in the above table also indicate the significant role of the “Lack of technology 

infrastructure”. This category indicates that the internet is not accessible to all home-based users 

due to the difficulty of linking some regions in Jordan to the required services to use the internet, 

such as phone lines. “Financial inability” is also an important factor in the results, as it points to the 

low level of income of individuals and the financial issues which affect a number of families in 

Jordan. Participants mentioned that: “A low level of income and financial issues restricted them in 

connecting to the required services in order to use the website, such as phone or internet services 

and paying connection fees or monthly subscriptions.” Additionally, the situation of financial 

disadvantage does not allow some individuals or families in Jordan to buy computers—the essential 

medium for using the internet—and therefore interact with the government through the website.  
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After reviewing the main common categories in Table 5.3, Table 5.4 presents more results by 

displaying the distinct categories.  

 

Table 5.4 

Distinct categories: Reasons behind not using e-government 

Question Group Category Score 
CIT  Lack of e-payment 

infrastructure 
 

18 

Social Security  Lack of promotion 
 Lack of awareness 

about e-
government 

 

16 
 

13 

Student  Fear of work 
redundancy 

 Cost of e-
government 

 Expectation of 
future cost increase 

 

12 
 

12 
 

12 

Q2: From your 
experience, what are 
some of the reasons 
why Jordanian citizens 
would not use e-
government services? 
 

Al-Balqa’ Applied 
University 

 Religious 
restriction 

7 

 

Table 5.4 lists nine different categories, which show the different experiences of participants and 

the reasons that cause Jordanian citizens to not use e-government services. The “CIT” group 

indicated that the “Lack of e-payment infrastructure” was one of the significant reasons and the 

limited usage of electronic credit cards made it too difficult to finalise government procedures, 

including fee-paying. A participant from the group mentioned that: “Not all the people in Jordan 

can have a bank account.” The participants of the “CIT” group referred to students as an example of 

persons who cannot set up a bank account, as most of them are funded by their families. Moreover, 

the participants stated that some people in Jordan do not have bank accounts due to financial issues.  
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The “Social Security” group mentioned that the lack of promotion and lack of awareness about e-

government are other factors preventing Jordanian citizens from using e-government. “Lack of 

promotion” indicates a lack in the role that the media plays in promoting information about e-

government to the citizens, such as e-government’s main goals, benefits and services provided. 

“Lack of awareness about e-government” indicates the level of illiteracy about e-government as a 

new technology.  

 

The “Student” group provided other reasons which deter people in Jordan from using e-

government, such as “Fear of work redundancy”, which points to apprehension about losing jobs 

because the adoption of e-government could lead to the elimination of some roles within 

government agencies and entities. Also, the group pointed to the “Cost of e-government”, as they 

perceive e-government to be burdensome for the Jordanian citizenry in their current situation. This 

may refer to the financial issues of some Jordanian individuals and families. Earlier in this section, 

it was indicated that e-government usage necessitated being connected to the required services, such 

as the internet and phone line, which, in turn, require connection fees and a monthly subscription. 

Finally, the “Student” group believed that the “Expectation of future cost increase” may be another 

reason which might cause citizens in Jordan to not use e-government services. 

 

The participants from the “Al-Balqa’ Applied University” group cited “Religious restriction” as one 

of the reasons that may affect e-government adoption by citizens. The participants connect these 

restrictions with appearances of different morality issues and the incorrect information published 

about religion on the internet.  

 

Having introduced the results related to Question Two in this section, section 5.4.3 shows the 

results which clarify how religious views limit internet usage and, therefore, e-government usage.   
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5.4.3 Question Three 

This section provides the answers given to the question: “In your opinion, in what ways could 

religious views limit the full usage of the internet, including e-government websites?” through 

formulating the different categories in Tables 5.5 and 5.6.  

 

Table 5.5 

Common categories: Religious views and usage of the internet and e-government 

Question Category Score Group 
Positive religious 
influence 

63  E-government 
program 

 Student 
 CIT 
 

Religious 
misinterpretation of 
usage 

36  Student 
 Al-Balqa’ Applied 

University 
 Social Security 
 

In your opinion, in 
what ways could 
religious views limit 
the full usage of the 
internet, including e-
government websites? 

Religious 
encumbrances 

28  Al-Balqa’ Applied 
University 

 Social Security 
 

The categories in Table 5.5 are: positive religious influence, religious misinterpretation of usage, 

and religious encumbrances. In relation to “Positive religious influence”, religious arguments are 

viewed as hardly affecting the use of the internet. The participants considered the internet to be a 

good medium by which to introduce the Islamic religion which, in turn, encourages keeping pace 

with technological development.   

 

“Religious misinterpretation of usage” emerged as a significant factor. This category refers to the 

lack of perception of some of the religious scholars about the benefits sustained from the internet. 

The participants pointed out that: “The initial misuse of the internet in Jordan has led some of the 

religious people to these negative beliefs.” A participant from the “Student” group mentioned that: 
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“Some of the religious people do not have televisions in their homes, due to immoral issues that 

appear in some programs and therefore, it is difficult to persuade them to link the internet to their 

homes.”  

 

As a final point, the results indicate “Religious encumbrances” as being one of the essential reasons 

which may limit internet usage. This category refers to the existence of issues and matters that 

appear on the internet that are inconsistent with religious thought and purpose, and the 

dissemination of incorrect information about Islam. The participants stressed the role of these 

beliefs about the internet in influencing some people’s intention to use not only the internet but also 

e-government. 

 

After listing the common categories for Question Three, Table 5.6 demonstrates the results by 

presenting the distinct categories which were derived from the different groups.  

 

Table 5.6 

Distinct categories: Religious views and usage of the internet and e-government 

Question Group Category Score 
E-government program 
 

 Negative religious 
perception 

 Non-religious bias 
 

12 
 
5 
 
 

Q3: In your opinion, in 
what ways could 
religious views limit 
the full usage of the 
internet, including e-
government websites? Al-Balqa’ Applied 

University 
 Immorality issues 10 

 

Table 5.6 lists three distinct categories in the answers to the third question, which asked: “In what 

ways could religious views limit the full usage of the internet, including e-government websites?” 

Participants of the “E-government program” group mentioned that “Negative religious perception” 

and “Non-religious bias” could limit internet usage. “Negative religious perception” indicates the 
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impact of the different views about Islam available on the internet, which are alleged to promote 

incorrect information. The participants stated that the views may be available as videos or written 

information. Moreover, a participant from the same group mentioned that: “The governmental 

website should not be biased to users from a specific religious background.” However, the websites 

should be available with content which is applicable to users from different religions. The 

participants from the “Al-Balqa’ Applied University” group mentioned that internet usage could be 

limited by the existence of “Immorality issues” that appear on some adult websites. The group 

participants stated that the matter of immorality could limit internet connection from homes.   

 

After introducing the main results which demonstrate the participants’ opinions about religious 

views in this section, section 5.4.4 presents the main results of Question Four, which identified the 

Jordanian beliefs about the internet and their influence over e-government adoption.   

5.4.4 Question Four 

The main answers to the question: “What beliefs of the people in Jordan about the internet would 

make the adoption of e-government difficult? Could you please give me an example?” appear in 

Tables 5.7 and 5.8. 
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Table 5.7 

Common categories: Jordanian beliefs about the internet and e-government adoption 

Question Category Score Group 
Misuse of time on the 
internet 

38  Student 
 CIT 
 Social Security 
 

Resistance to change  
(emerged from Q4, 2) 

 

36  E-government 
program 

 Social Security 
 

Negative  social views 28  Al-Balqa’ Applied 
University 

 Social Security 
 

Q4: What beliefs of 
the people in Jordan 
about the internet 
would make the 
adoption of e-
government difficult? 
Could you please give 
me an example? 

Immorality issues 26  Student 
 CIT 

 

Table 5.7 records five common categories. These categories were designed to represent the different 

beliefs of people in Jordan about the internet which could influence their decision to adopt e-

government. The categories are: misuse of time on the internet, resistance to change, negative social 

views, and immorality issues. “Misuse of time on the internet” refers to the internet as a way of 

wasting time. The participants pointed out that some families in Jordan may have fears that the 

existence of internet access in homes may affect the educational development of their children. The 

participants mentioned that: “Wasting time on the internet could occur through children spending 

most of their time navigating the various websites instead of preparing for study, such as doing their 

homework.”   

 

“Resistance to change” is one of the beliefs reported by the participants about the internet which 

would make the adoption of e-government difficult. The participants mentioned that resistance to 

change is a real desire to maintain traditional procedures in completing transactions. A participant 

from the “E-government program” group indicated that some personal decisions regarding the fear 
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of losing a job or position of power may affect the process of moving online to conduct 

transactions.  

 

“Negative social views” point to the stereotype in Jordan which states that the internet contradicts 

traditions and conventions which, in turn, could influence social behaviour. The participants 

clarified this point by referring to the internet as a medium that introduces different cultures from 

around the world, such as Western culture, and these cultures promote different norms and 

traditions which are not compatible with social life in Jordan. Also, “Immorality issues” emerged as 

a significant factor in that the internet was viewed as a source of immoral issues, which appear on 

some websites.  

 

After presenting the results of the common categories in Table 5.7, Table 5.8 illustrates the other 

results by tabulating the distinct categories.  

 

Table 5.8 

Distinct categories: Jordanian beliefs about the internet and e-government adoption 

Question Group Category Score 
Student  Bias toward certain 

work disciplines 
 

12 Q4: What beliefs of 
the people in Jordan 
about the internet 
would make the 
adoption of e-
government difficult? 
Could you please give 
me an example? 

Al-Balqa’ Applied 
University 
 

 Exposure to 
Western culture 

 Perception of 
limited benefits 

11 
 
 

10 

 

Table 5.8 outlines five categories. These categories were designed to present the different beliefs of 

Jordanian people about the internet that would make the adoption of e-government difficult. The 

participants from the “Student” group mentioned that “Bias toward certain work disciplines” is one 

Jordanian belief. As noted earlier in this chapter, e-government as a new technological innovation 
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will lead to the elimination of some roles within some departments. Therefore, a participant from 

the “Student” group mentioned that: “Due to the nature of e-government as a new information and 

technological innovation, it will lead to an increase in demand for people who have graduated from 

specific disciplines, such as computer engineering, computer science, and information systems.”  

 

However, the “Al-Balqa’ Applied University” group had a different point of view regarding 

Jordanian residents’ beliefs about the internet. The group participants suggested “Exposure to 

Western culture” and the “Perception of limited benefits” of the internet as the actual beliefs of 

Jordanian citizens which may influence their intention to adopt e-government. The participants 

clarified exposure to Western culture and its influence on e-government adoption by describing the 

internet as a channel that allows people to view the different behaviours of Western communities 

which are incompatible with the traditional social life in Jordan. A participant from the “Al-Balqa’ 

Applied University” group perceived this as a limited benefit by stating that: “There is a current 

stereotype held by some people in Jordan that the internet has more disadvantages than 

advantages.”  

 

Having introduced the results related to Question Four in this section, section 5.4.5 shows the 

results that clarify how social life influence e-government adoption.     

5.4.5 Question Five 

Tables 5.9 and 5.10 report, respectively, the main common and distinct categories for the question: 

“In what way do you think social life in Jordan would influence the adoption of e-government?”  
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Table 5.9 

Common categories: Jordanian social life and e-government adoption 

Question Category Score Group 
Wasta, “favouritism” 

 
(emerged from Q1, 5, 

6) 
 

42  E-government 
program 

 Student 
 CIT 
 

Apathy 41  E-government 
program 

 Student 
 CIT 
 Social Security 
 

Q5: In what way do 
you think social life in 
Jordan would 
influence the adoption 
of e-government? 
 

Word of mouth 
(WOM) 
(emerged from Q5, 2) 

19  E-government 
program 

 

Table 5.9 lists three common categories. These three categories show the way in which social life in 

Jordan would influence the adoption of e-government. Wasta (favouritism), apathy, and word of 

mouth (WOM) are the main designed categories. The participants mentioned that most of the 

people in Jordan are used to conducting and finalising their transactions based on their interpersonal 

relationships. The participants continued by saying that the adoption of e-government would be 

slow by those people, as they prefer paper-based work, which facilitates their access to the people 

who are in key positions to take favourable decisions regarding their transactions. However, a 

participant from the “Student” group mentioned that: “E-government will be a good approach to 

eliminate the dependency on wasta to conduct different transactions.” This was clarified by a 

participant in the “E-government program” group, who mentioned that: “Conducting a transaction 

online through the government websites will create a virtual community, which will not include 

face-to-face interaction between the employees and the customers.”  
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“Apathy” also emerged as a significant factor. The participants summarised two main points in 

regard to apathy: the great convenience of the traditional methods of transacting and the difficulty 

of coping with all that is new. 

 

Furthermore, the “E-government program” group cited “Word of mouth (WOM)” as a factor 

affecting e-government adoption in Jordan. The discussion around “Word of mouth” began with a 

participant who stated that some people in Jordan rely on the past experiences of others. Then, some 

participants of the group mentioned that negative past experiences of using such online services by 

some people in Jordan would negatively influence the decision of others to use the same services. 

Thus, unfavourable usage history is one way how the word of mouth process begins.    

 

After presenting the main common categories of the fifth question in Table 5.9, Table 5.10 

demonstrates the distinct categories.   

 

Table 5.10 

Distinct categories: Jordanian social life and e-government adoption 

Question Group Category Score 
Social Security 
 

 Gender bias 
 Unverified information 
 

18 
15 

Al-Balqa’ Applied 
University 
 

 Extreme intimidation felt 
about using the internet 
precluding e-government 

 Pro-internet use opinions 
 

12 
 
 
 
 

9 
E-government program 
 

 Lack of computer and 
internet awareness 

 

5 

Q5: In what way do 
you think social life in 
Jordan would 
influence the adoption 
of e-government? 

Student 
 

 Geographical bias  
 Economic bias 
 

9 
 

6 
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Table 5.10 lists eight categories. These categories illustrate the way in which social life in Jordan 

would influence the adoption of e-government. The “Social Security” group mentioned “Gender 

bias” and “Unverified information” as the main factors that may influence e-government adoption 

in Jordan. A participant from the “Social Security” group pointed out that there are some 

restrictions on females (more so than males) in Jordan, which might refer to the conservative nature 

of Jordanian society. Another participant from the same group clarified the case with examples 

about females in Jordan, saying that some of them are not allowed to go to internet cafés. The 

participants concluded that preventing females from visiting internet cafés would limit their access 

to the internet and, therefore, their usage of e-government.  

 

Yet, the “Al-Balqa’ Applied University” group declared that although the Jordanian community is 

conservative, there are pro-internet usage opinions which encourage experiencing the internet as a 

new innovation. This group brought up an important reason that may prevent Jordanian people from 

adopting e-government: “Extreme intimidation felt about using the internet precluding e-

government”. The participants explained that some people in Jordan have excessive caution and 

fear about using and experiencing new things, including technological innovations, which limits 

their use of the internet and, thus, e-government. 

 

The “E-government program” group suggested “Lack of awareness” as an issue related to e-

government adoption in Jordan. Thus, participants stressed the need to acquire the necessary skills 

to use computers and the internet, as they described them as the key channels to use of government 

e-services.  

 

The “Student” group perceived that “Economic bias” and “Geographical bias” could be other 

factors that influence e-government adoption in Jordan. One of the participants clarified economic 
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bias with the existence of the social classes in Jordan, which is mostly related to financial ability. 

Another participant assisted in clarifying the actual meaning of “geographical bias” by indicating 

that remote areas exist in Jordan, which lack some of the necessary services, such as phones and 

information technology and communication infrastructure in general. 

 

Section 5.4 introduced the results by analysing data collected from 30 participants through five 

focus group interviews. The following section offers the main discussion of these results.  

5.5 DISCUSSION 

This section provides a discussion of the research findings presented in section 5.4. The discussion 

highlights the important factors influencing e-government adoption in Jordan. These factors are: 

relative advantage, trust in internet in terms of security and privacy, the digital divide, religious 

beliefs, wasta (favouritism), resistance to change, and word of mouth (WOM). The discussion is 

carried out based on most of the common categories with some reference to some of the distinct 

categories. With regard to the digital divide, this factor relates to different categories in Questions 

Two and Five. Thus, the discussion of this factor is carried out in two different sub-sections, 5.5.2 

and 5.5.5. This section consists of five different sections, which are designed to illustrate a 

discussion of the main findings in relation to each question. Respectively, sections 5.5.1, 5.5.2, 

5.5.3, 5.5.4 and 5.5.5 illustrate the main discussion of Questions One through Five.  

5.5.1 Relative advantage 

The focus group interviews revealed the significance of one factor, relative advantage, which did 

not appear as a significant predictor of e-government adoption in Study One (Chapter Four). It has 

been indicated in the literature (Chapter Two) that several empirical studies have found the 

significance of relative advantage to adoption of information technology, including e-government 

and e-commerce (Ojha et al., 2009; van Slyke et al., 2004). These studies confirmed the direct 



Chapter Five – Study Two: Analysis and Discussion 
 

E-government Adoption in Jordan                                                         187

influence of relative advantage over intention to use by using a survey as a quantitative method of 

collecting the data. This research program contributes in capturing a similar kind of relationship by 

collecting qualitative data through focus group interviews. Thus, this research represents a valuable 

resource for information technology studies in general and for e-government in particular by 

undertaking an in-depth investigation of relative advantage through a qualitative method of data 

collection.  

 

Relative advantage is one of the main elements of the Diffusion of Innovation Theory (DOI), which 

has been proposed as one of the main constructs of this research model for e-government adoption 

(see Chapter Two and Chapter Six). Study One used established measurements to examine relative 

advantage and its influence over e-government adoption. Study Two examined relative advantage 

further in order to verify the Jordanian perception of e-government advantages. In this study, the 

participants pointed out different advantages, such as saving time and money, providing accurate 

information, creating a communicative environment between citizens and government, and having a 

24-hour facility. The analysed data referred to some advantages, such as saving time and money, 

which might be a reflection of actual issues within the social community in Jordan, such as low 

levels of income. The low level of income in Jordan leads Jordanians to explore different 

approaches which enable them to reduce their expenses in conducting transactions. The participants 

in the focus group interviews mentioned that using e-government would reduce paperwork and its 

related expenses. The sample used in this study could explain the demonstration of these 

advantages. This sample might be from the middle level of income, as it was mostly selected from 

front-line employees and students who were sponsored by their families in Jordan. 

 

The participants cited some of the advantages of e-government for both the service provider 

(government) and service users (citizens), such as economic growth. This might be due to the 
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sample used, which was mostly selected from employees within government agencies or the public 

sector. In 2006, the e-government strategy presented some e-government benefits by exploring 

some benchmarks measured by other countries, such as Australia and Singapore (MOICT, 2006b). 

Yet, the e-government strategy does indicate the direct benefits related to one of the stakeholders, 

that is citizens. Chapter Four indicated the lack of promotion of e-government to citizens as being 

one of the e-government challenges in Jordan. These promotions, with their lack of clear 

identification of measurements in relation to e-government advantages for citizens led to the 

necessity of conducting further research. These types of research should focus not only on listing 

the advantages that the citizen may receive from e-government but also on examining the influence 

of their understandings of e-government advantages on their intention to use e-government.  

 

Thus, the current research will be a valuable resource for the government in Jordan to understand 

what advantages the citizens in Jordan look for to sustain their interaction with government via the 

Web, and what influence their understandings of these advantages would have over their intention 

to use e-government. Study Two gave more understandings of advantages related to e-government. 

Study Three (Chapter Six) further examined the relationship between relative advantage and the 

dependent variable, which is e-government adoption. The different advantages identified by focus 

groups were used in designing some scale items (measurements) of relative advantage in the third 

study, which utilised a survey. The following section presents a discussion of the second question 

of the focus group interviews. 

5.5.2 Impediments to usage of e-government services 

The data collected from the five focus groups revealed different factors that might lead Jordanians 

to not use e-government services. These factors appear to be within three categories: mistrust in 

terms of security and privacy; computer and internet illiteracy; and the digital divide in terms of 

lack of technology infrastructure and financial ability. With respect to mistrust, Chapter One 
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indicated that security and privacy are the main issues facing e-government in Jordan. The literature 

shows that trust in the internet in terms of security and privacy is a significant predictor of e-

government adoption in developed and developing countries (Carter & Bélanger, 2005; Chang et 

al., 2005; Gilbert & Balestrini, 2004; Phang et al., 2005). Study One (Chapter Four) showed that 

trust in the internet is not a significant predictor of citizens’ intention to use e-government in 

Jordan. However, the findings in Study Two showed a disparity in that trust in the internet is one of 

the main reasons which may deter people in Jordan from using e-government.   

 

In regard to the internet and computer skills, the participants in this study emphasised the 

importance of having the required internet and computer skills to interact with e-government 

websites. The literature shows the importance of internet and computer skills to citizens’ 

satisfaction not only with e-government but also with the government in general (Welch & Hinnant, 

2003). Also, the literature review illustrated the significant role that internet and computer skill 

confidence plays in predicting e-government adoption (Bélanger & Carter, 2006; Carter & 

Weerakkody, 2008; Wangpipatwong et al., 2008). In this study, the data noted that internet and 

computer illiterate people would view the internet as not being an adequate channel by which to 

interact with the government. Study Two reported the significance of internet and computer skills to 

e-government usage by citizens in Jordan. However, Study One cited internet and computer skill 

confidence as an insignificant predictor of citizens’ intention to use e-government.  

 

Trust in the internet and computer and internet illiteracy emerged as significant factors in the 

second study. However, they did not record any significant influence over e-government adoption 

in Study One (Chapter Four). This might be due to the sample used in Study One, which was 

mainly taken from people who had regular access to the internet. However, the focus group 

interviews involved a sample from people who used the internet in a regular and irregular manner. 
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Chapter One indicated a low level of PC penetration and insufficient internet access as some factors 

that adversely affect the advancement of the ICT capabilities of Jordanians. Due to the significance 

of these factors, it was decided to examine these two factors further in Study Three (Chapter Six). 

In the third study, the factors were examined empirically by surveying Jordanian people in two 

well-known departments in Jordan: the Income and Sales Tax Department (ISTD) and Drivers and 

Vehicle License Department (DVLD).  

 

Moreover, the data collected from the focus group interviewees highlights the issue of the digital 

divide and the impact it may have on e-government adoption in Jordan. Chapter One reported the 

digital divide as one of the main challenges facing e-government in Jordan. The literature verified 

the important role of the digital divide in predicting e-government adoption by citizens (Bélanger & 

Carter, 2009; Reddick, 2005; Thomas & Streib, 2003). The data illustrates the digital divide from 

different perspectives: technology infrastructure and financial ability. Technological infrastructure 

was identified as one of the challenges that would influence the implementation of e-government 

initiatives in Jordan (Abu-Samaha & Abdel Samad, 2007; Al-Omari, 2006; Elsheikh et al., 2007; 

MOICT, 2006a). The participants in the focus groups mentioned a number of issues related to the 

infrastructure in Jordan, such as inaccessibility of the internet to home-based users and the difficulty 

of providing some regions in Jordan with the required services to use the internet, such as phone 

lines. Al-Omari (2006) mentions that most of the internet users in Jordan are clustered in three main 

cities: Amman, Irbid and Zarqa, which leads to a large percentage of areas in Jordan having low 

levels of ICT services available.  

 

In respect to financial ability, the interviewees mentioned that cost of e-government is one of the 

factors related to e-government adoption in Jordan. They stated that using e-government services 

requires using other services, such as the internet, landline phone and computer. Therefore, the data 
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collected indicates that the cost of these services might represent an obstacle for some Jordanian 

individuals and families, as they could have some financial issues due to the low level of income. 

The participants clarified the issue by pointing to the difficulty some people in Jordan may have 

paying monthly subscription fees for internet services. Al-Omari (2006) mentions that the digital 

divide in Jordan exists in different terms, including income. Most of the people in Jordan who have 

low income levels will be limited in their expenditure on meeting the necessary requirements. 

Jordan experiences difficulties in strengthening its PC penetration and internet access because of its 

lower level of average GDP per capita (MOICT, 2006a). Also, the E-readiness report states that 

89% of the stakeholders of the Jordan E-readiness assessment perception survey reported that high 

PC costs and internet prices are the most important barriers to increasing PC and internet 

penetration in Jordan (MOICT, 2006a). The digital divide is one of the issues this research focused 

on by examining its influence on e-government adoption in Jordan. The digital divide was detailed 

in this section in different terms: internet accessibility, geography, and income (financial ability). 

Thus, the digital divide is one of the main constructs of the research model and was examined in 

Study Three (Chapter Six).  

 

Having introduced discussions of the question: “From your experience, what are some of the 

reasons why Jordanian citizens would not use e-government services?”, section 5.5.3 presents the 

main discussion of Question Three, which mainly focuses on exploring the influence of religious 

views over e-government adoption in Jordan.  

5.5.3 Religious views 

This section investigates religious beliefs by presenting two main factors: religious 

misinterpretation of usage and religious encumbrances. The following paragraphs discuss the main 

aspects related to these categories.  
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Chapter One indicated that e-government is Western-made technology, which is more compatible 

with the social and cultural life of Western countries than Arabic countries, including Jordan. 

Religion was identified as one of the cultural issues that should be taken into consideration when 

implementing the different e-government initiatives in Jordan (Elsheikh et al., 2007). The literature 

(Chapter Two) demonstrates that the internet in Arabic countries presents issues, including religion, 

which have a greater weight there than they do elsewhere (Hofheinz, 2005; Norton, 2002). Religion 

is considered to be one of the factors that influences information technology transfer and offline 

communities in the Arabic countries (Hill et al., 1998). Also, the literature highlights the significant 

role of religious beliefs in determining information technology and e-government adoption 

(Dimitrova & Beilock, 2005; Evans & Yen, 2005; Leonard et al., 2004). The literature points to 

adoption research that was conducted in communities in which Muslims do not represent the greater 

part of the population. In contrast, the current research explored the religion factor in the Jordanian 

social community, where Muslims constitute the vast majority of the population.  

 

Study One (Chapter Four) found that beliefs, including religion, are a significant predictor of e-

government adoption by citizens in Jordan. Based on the data analysed in Study Two, religious 

misinterpretation of usage, immorality issues and religious encumbrances emerged as major factors 

which might lead people in Jordan to not use the internet and, therefore, e-government. Earlier in 

Section 5.4, religious misinterpretation of usage was clarified as a lack of consciousness of the 

benefits of e-government, due to immoral issues appearing on the internet. Study One used 

immorality issues as one of the measurements of the belief factor.  

 

This study also provides further understandings of different perceptions held by people in Jordan in 

relation to religion. The data collected from the focus groups indicates the important role that 

religious encumbrances play on influencing internet usage and, therefore, e-government adoption in 
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Jordan. As noted earlier, in section 5.4, this factor is related more to the issues that tend to promote 

incorrect information about Islam and which, in turn, may influence people’s opinions, especially 

those of the younger generation. Study Three provided an empirical examination via a survey of the 

influence of religious beliefs on e-government adoption in Jordan. It utilised a measurement based 

on the different perspectives mentioned by participants of the focus groups.  

 

After introducing the main discussion about different religious views in this section, section 5.5.4 

presents the main discussion of the different beliefs that Jordanians may have about the internet 

which could influence their intention to use e-government.   

5.5.4 Beliefs about the internet leading to e-government adoption difficulties 

The findings from the data collected from Jordanian interviewees revealed that immorality issues 

and resistance to change are major beliefs that Jordanians may have about the internet which could 

affect their willingness to adopt e-government. Immorality issues were examined in section 5.5.3 as 

one of the main religious views that may deter Jordanians from the full utilisation of the internet 

and, therefore, e-government.  

 

The focus group interviewees showed that resistance to change is one of the factors that may impact 

on Jordanians’ intention to adopt e-government. Chapter One indicated that resistance to change is 

one of the main challenges facing e-government adoption and implementation (MOICT, 2006b). 

Stakeholders’ resistance to change was listed as one of the risks involved in implementing e-

government in Jordan and it had a high probability and impact ranking score (MOICT, 2006a; 

MOICT, 2006b). It was therefore decided to examine the influence of resistance to change over e-

government adoption by Jordanian citizens empirically in the third study (Chapter Six). Study 

Three proposed resistance to change as one of the constructs of the refined research model for e-

government adoption (see Figure 6.1). It also presented prior studies which identify the relationship 
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between resistance to change and intention to use within the technological context (see Chapter 

Six).  

 

This section introduced the main discussion of the question: “What beliefs of the people in Jordan 

about the internet would make the adoption of e-government difficult?” The next section presents a 

discussion of the main findings of the fifth question, which asked: “In what way do you think social 

life in Jordan would influence the adoption of e-government?” 

5.5.5 Influence of social life on adoption of e-government 

The data from the focus groups revealed that social life in Jordan would influence e-government 

adoption in different ways. In summary, these are wasta (favouritism), word of mouth (WOM), and 

the digital divide. The digital divide also emerged as a significant factor in relation to the question 

that explored the reasons that may deter people in Jordan from using e-government services (section 

5.5.2). In regard to that question, the digital divide appeared in terms that would mostly likely be 

related to internet accessibility, geography, and level of income.  

 

The data revealed that the digital divide could be one of the factors influencing e-government 

adoption in Jordan. In addition to the aforementioned terms of the digital divide (section 5.5.2), this 

question viewed the digital divide in terms of geography (region), economic bias (income and 

financial ability) and gender bias (male and female). Gender bias was explained by a participant 

who stated that females are unable to use the internet in internet cafés. Some participants mentioned 

that this might refer to the nature of internet cafés, which are some of the enclosed places that 

encourage interaction between males and females. Al-Omari (2006) mentions that the digital divide 

exists in Jordan in terms of geography, age, skills, gender and income. As noted earlier, in section 

5.5.2, the digital divide composed one of the main constructs of the research model examined in the 

third study (Chapter Six).  
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“Wasta” can be clarified as an Arabic term meaning favouritism. The participants were mostly 

employees chosen from government agencies, such as the e-government project in the Ministry of 

Information and Communication Technology, Social Security, and the Water Authority. These 

employees may be more susceptible to wasta, as the aforementioned government entities have a 

large customer base. Also, the data showed that word of mouth (WOM) is one of the significant 

factors that might influence e-government adoption in Jordan. By presenting this factor, the 

participants indicated that this is one of the features of social life in Jordan and people in Jordan 

exchange their experiences in a way that influences their decisions. Due to the significance of the 

aforementioned factors, wasta and word of mouth, to the utilisation of e-government by citizens in 

Jordan, this research project maintained a broad understanding of their influence by postulating 

them as two constructs in the refined research model for e-government adoption (see Figure 6.1 in 

Chapter Six). Study Three (Chapter Six) postulated wasta and word of mouth (WOM) as two 

independent variables that have a direct association with the dependent variable, e-government 

adoption. Chapter Six reviews the literature about these two factors and presents the previous 

studies that show their relationship with intention to use in the technological context.    

 

Finally, this section introduced the main findings of the data collected from five focus group 

interviews. The discussion presented factors that can be summarised as relative advantage; trust in 

terms of security and privacy; the digital divide; religious beliefs; wasta (favouritism); resistance to 

change; and word of mouth (WOM). These factors, along with the other factors presented in the 

modified research model in Study One (Figure 4.1, Chapter Four), compose the main components 

of the refined research model for e-government adoption illustrated in Chapter Six. The following 

section concludes the current chapter.  
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5.6 CONCLUSION 

This chapter offered analysis and discussion of the second study results in relation to the research 

questions. The chapter analysed data obtained from five focus groups conducted in Jordan. The 

focus groups were comprised of a sample from citizens who had regular and irregular access to the 

internet. The Nominal Group Technique (NGT) was the method used to conduct the focus group 

interviews. The focus group interviews aimed to explore people’s understanding of the main factors 

influencing e-government adoption in Jordan. The data was analysed by performing both coding 

and categorisation. Furthermore, this chapter discussed the main findings of the focus groups. The 

discussion was illustrated for each question of the focus group interviews. The discussion revealed 

the different significant factors, which are relative advantage; trust in terms of security and privacy; 

the digital divide; religious beliefs; wasta (favouritism); resistance to change; and word of mouth 

(WOM). These factors were utilised as the main constructs in the third research model for e-

government adoption (Chapter Six).  

 

The following chapter (Chapter Six) introduces the third study of the research. The third study was 

conducted by surveying Jordanian people in order to identify the main factors influencing e-

government adoption in Jordan by focusing on two major government departments in Jordan: the 

Income Sales and Tax Department (ISTD) and the Driver and Vehicle License Department 

(DVLD). 

 



Chapter Six – Study Three: Analysis and Discussion 

E-government Adoption in Jordan                                                         197

6 CHAPTER SIX 

 STUDY THREE ANALYSIS AND DISCUSSION 

 

This chapter introduces the third study (Study Three) in this research. Previously, Chapter Four and 

Chapter Five reported the first and second studies, respectively. Study One surveyed 400 Jordanian 

citizens to test the ten social factors that predict intention to use e-government, as presented in the 

first research model (see Figure 2.1, Chapter Two). The analysed collected data pointed out that 

trust in government, citizens’ beliefs, website design, complexity, and perceived usefulness were 

the main predictors of citizens’ intention to use e-government. Study Two utilised five focus groups 

to identify other factors rather than giving more insights about the same factors that were identified 

in Study One. In Study Two, trust in the internet, religious beliefs, internet and computer skill 

confidence, relative advantage, word of mouth (WOM), wasta (favouritism), resistance to change, 

and the digital divide emerged as significant factors that assist in explaining e-government adoption 

by citizens in Jordan. In Study Three, 356 Jordanian citizens were surveyed to ascertain their 

understanding of the 11 factors that may influence their intention to use e-government services. 

These factors were trust in the internet, website design, religious beliefs, internet and computer skill 

confidence, word of mouth (WOM), wasta, resistance to change, perceived usefulness, relative 

advantage, and complexity.  

 

To investigate e-government adoption in this study, two well-known departments in Jordan were 

selected: the Jordanian government Income and Sales Tax Department (ISTD) (see Appendix 6.5), 

and Drivers and Vehicles License Department (DVDL) (see Appendix 6.6). In presenting Study 

Three, this chapter introduces the 11 social factors of Study Three in section 6.1. Section 6.2 then 

presents the refined research hypotheses and the research model. Section 6.3 provides a literature 
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review regarding the three factors of word of mouth (WOM), wasta, and resistance to change. 

Section 6.4 briefly presents the research method used to conduct Study Three. Following that, 

section 6.5 outlines the research results, and the findings are discussed in section 6.6. Finally, 

section 6.7 concludes the chapter.  

6.1 INTRODUCTION 

This chapter profiles 11 social factors, which were examined through a survey. These factors were 

designed based on the main findings of the first two studies, Study One (Chapter Four) and Study 

Two (Chapter Five). The factors are: trust in the internet; website design; religious beliefs; internet 

and computer skill confidence; word of mouth (WOM); wasta (favouritism); resistance to change; 

the digital divide; perceived usefulness; relative advantage; and complexity. Table 6.1 shows the 

factors and their base studies.   

 

Table 6.1 

The social factors examined in Study Three 

Factor Study One Study Two 
Website design   

 
 

Complexity   
 

 

Perceived usefulness   
 

 

Trust in the internet  
 

 

Religious beliefs  
 

 

Relative advantage  
 

 

Internet (and computer) skill confidence  
 

 

Word of mouth    
 

Resistance to change    
 

Wasta   
 

The digital divide   
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Table 6.1 indicates that four factors explored in Study One emerged in Study Two as significant 

factors in predicting intention to use e-government services in Jordan. These factors are: trust in the 

internet, religious beliefs, relative advantage, and internet and computer skill confidence. Yet, trust 

in the internet, relative advantage, and internet and computer skill confidence were insignificant 

predictors of intention to use e-government services in Study One. Therefore, due to the 

significance of these three factors in the second study, it was decided to explore these three factors 

further in the third study.  

 

This section introduces the 11 social factors which compose the main elements of the redefined 

research model (Figure 6.1). The following section reviews the literature about the three designed 

factors: word of mouth, wasta, and resistance to change.  

6.2 LITERATURE: WORD OF MOUTH (WOM), WASTA, AND 

RESISTANCE TO CHANGE 

This section outlines the literature for the three factors of word of mouth (WOM), wasta, and 

resistance to change. These factors emerged in this research, via Study Two, as new factors that can 

explain citizens’ intention to use e-government. Therefore, it was decided to investigate these 

factors further in this research through Study Three. The third study includes word of mouth 

(WOM), wasta, and resistance to change as the main constructs of the refined research model for e-

government adoption (Figure 6.1). These factors are proposed as independent variables which have 

a direct association with the dependent variable, e-government adoption (intention to use). This 

section reviews the literature regarding these factors and outlines their relationship with intention to 

use information technology in general and e-government in particular. This section provides the 

literature for the three factors of word of mouth (section 6.2.1), wasta (section 6.2.2), and resistance 
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to change (section 6.2.3). Also, this section details the established research concept for these 

factors.  

6.2.1 Word of mouth (WOM) 

Word of mouth—both positive and negative—has captured the attention of many of the marketing 

researchers, who consider word of mouth (WOM) to be a commanding means of publicity. 

Hawkins and colleagues (2004) state that the process of word of mouth communication directs 

buyers toward and away from particular products, brands and services.  

 

Many of the researchers provide successful attempts to define “word of mouth”, generally as a way 

of communication between people. Arndt (1967) defines “word of mouth” as traditional, face-to-

face communication that occurs in relation to products or companies between those categories of 

people who are not commercial entities. Also, Westbrook (1987) describes “word of mouth” more 

broadly as informal communications that are directed toward other consumers regarding ownership, 

usage or characteristics of particular goods and services or their sellers. It should be noted that these 

definitions are in relation to the marketing context. This research intends to compose a definition of 

“word of mouth” in the electronic context—that is, e-government.  

 

This research acknowledges the importance of word of mouth in the electronic context by 

attempting to explore its influence on citizens’ intention to use e-government services. Therefore, it 

is important to compose a definition of “word of mouth” in relation to e-government. Based on the 

definitions reported in the above paragraph, this research project defines “word of mouth” (WOM) 

in respect to e-services and information provided through the government website to citizens as: 
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The communication directed to citizens (end users) regarding the usage of services and 

information available on government websites by other users who have experienced or are 

aware of e-government services.  

 

After stating the research definition of WOM, it is appropriate to shed light on the main concepts of 

WOM, such as the people who predominantly create the messages that are communicated via 

WOM. Opinion leaders, who are interested in particular products, are the main people who take on 

the responsibility of introducing themselves to mass media and are, in turn, trusted by others to 

provide sound advice (Piirto, 1992; Walker, 1995; Weimann, 1994). Messages communicated by 

WOM are not necessarily positive. They can also be negative. The more positive the message 

received by the buyers, the higher the probability that they will purchase. This indicates that WOM 

plays a major role in influencing consumers’ decisions whether or not to buy products or services 

(Arndt, 1967; Mahajan et al., 1990). This research program proposes that the more positive the 

message received by citizens in regard to the government services provided through its websites, 

the more citizens will intend to use these services.  

 

Word of mouth has emerged as an essential component of Social Network Theory (Granovetter, 

1973) and the Bass model of innovation diffusion (Bass, 1969). The Bass model assumes that mass 

communication and word of mouth have a major influence on adopters of innovation. In the 

Diffusion of Innovation theory, Rogers (1983) provides the definition of both “diffusion” and 

“innovation”, stated in Chapter Two of this thesis. Rogers (1983) focuses on the effect of 

communication channels on diffusion, with an emphasis on the role that word of mouth plays in 

influencing the adopters during the decision stage of innovation. In Social Network Theory, 

informal channels of communication (such as word of mouth) are the primary means of 

disseminating market information when services are difficult to evaluate.  
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Word of mouth referrals are considered to have a strong influence on consumer behaviour. Brown 

and Peter (1987) state that the word of mouth referral network is composed of two components: 

relational content and relational form. “Relational content” is a communication relation by which 

messages are transmitted from one consumer to another on the basis of “who-told-whom-about-the-

service”. “Relational form” refers to properties of linkage between pairs of actors that exist in the 

WOM referral network. This research intends to understand the influence of messages that are sent 

through the process of word of mouth about government e-services over the adoption of these 

services by citizens. Several studies have been conducted to examine the relationship between word 

of mouth and the diffusion of technology (Czepiel, 1974; Gatignon & Robertson, 1989; Kim & 

Prabhakar, 2004). The following paragraph outlines how the main findings of the preliminary study 

conducted by Kim and Prabhakar (2004) relate to the intention to adopt e-government.  

 

In the context of internet banking, Kim and Prabhakar (2004) conducted a study in order to examine 

the influence of trust in electronic channels (e-channels) and trust in the bank over the adoption of 

internet banking. In their study, they proposed a model that includes the main determinants of initial 

trust in e-channels. Word of mouth referral (relational content and tie strength) is one of the main 

components of the model. The authors proposed one hypothesis related to the construct of WOM, 

which states that: “Word-of-mouth referrals about internet banking are positively associated with 

the level of initial trust in the e-channel as a banking medium.” They conducted their study by 

surveying 266 respondents. Out of the 266 respondents, 180 were adopters and the rest were non-

adopters of internet banking. The analysed collected data indicates that the relational content of 

WOM is one of the significant predictors of initial trust in the electronic channel, which, in turn, has 

a significant relationship with adoption of internet banking. Kim and Prabhakar’s (2004) research 

reveals that an intermediate influence exists between word of mouth (WOM) and the adoption of 



Chapter Six – Study Three: Analysis and Discussion 

E-government Adoption in Jordan                                                         203

internet banking. The current research project explores the direct influence of WOM on the 

adoption of another technological system: e-government.  

 

Overall, there are relatively few studies that examine the relationship between word of mouth—

positive or negative—and adoption in the context of e-government in particular and other electronic 

contexts in general. The literature lists one study conducted in the context of internet banking. This 

could be an indication of a clear gap in understanding of the effect of WOM on the adoption of e-

government. The current research deploys word of mouth as one of the constructs of the refined 

research model for e-government adoption in Jordan (see Figure 6.1). WOM has a direct association 

with the dependent variable, e-government adoption. This research project assumes that Jordanian 

citizens would be more willing to use e-government services if they received positive reports from 

others about the services provided. This research program therefore postulates that (Table 6.2): 

 

Hypothesis 5 (H5): Higher levels of positive word of mouth reports will be positively related 

to higher levels of user adoption of e-government services. 

 

This section presented the major concept of word of mouth (WOM) and its relation to technological 

adoption. The following section reviews previous studies about wasta. 

6.2.2 Wasta (favouritism) 

Wasta is one of the fundamental features of social life in Arabic countries (Cunningham & 

Sarayrah, 1993; Markhoul & Harrison, 2004; Whiteoak et al., 2006). “Wasta” is an Arabic term that 

indicates the act and person that intercedes on behalf of another party or parties (Cunningham & 

Sarayrah, 1994). The term “wasta” signifies the person who mediates or intercedes on behalf of 

another, as well as the act itself (Feghali, 1997). Feghali (1997) mentions that the process of 

utilising influence in one’s interpersonal network to receive favours is called “wasta”. In wasta, 
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people deploy their interpersonal connections in order to obtain advantages which would not be 

obtainable otherwise. Feghali (1997) states that: “while wasta is the target of extensive criticism 

and complaining, it is so widely practiced that it may be considered an essential survival strategy in 

everyday life” (p. 368). Cunningham and Sarayrah (1994) illustrate the positive and negative side 

that can be clarified in relation to two types of wasta reported by Cunningham and Sarayrah (1993).  

 

Cunningham and Sarayrah (1993) state that there are two kinds of wasta: intermediary and 

intercessory. Intermediary wasta improves human relations and strengthens social norms by 

smoothing the progress of solving conflicts at both the intergroup and interpersonal levels. 

Intercessory wasta affects hiring decisions by someone intervening on behalf of a client, who is less 

powerful, to request services, obtain an advantage, or overcome barriers made by a person with 

authority. Thus, wasta can be legal and moral, such as in solving conflicts. However, it can also be 

illegal when the methods of solving problems are in conflict with the law. For example, wasta leads 

to the recruitment of inappropriate people in positions that require appointees to have high-level or 

at least adequate qualifications. Thus, qualified people or people who do not have access to the 

person with authority or power are penalised. In addition, they may be conditioned to believe that 

nothing will give them access to the positions for which they are qualified unless they have a person 

“in the know”. Furthermore, employing people with poor qualifications may lead to poor job 

performance, which, in turn, would influence the economic and social development of the country 

(Makhoul & Harrison, 2004).  

 

Several studies have been conducted to address the issues of wasta and comparison studies have 

also been carried out using the Chinese equivalent, guanxi (Hutchings & Weir, 2006; Markhoul & 

Harrison, 2004; Whiteoak et al., 2006). In their conceptual study, Hutchings and Weir (2006) 

compared guanxi with wasta. Guanxi and wasta utilise social networks in order to sustain an 
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advantage in relation to allocated resources. The authors found that wasta is a profession while 

guanxi is a way of life. Guanxi might be more positive than negative. However, Hutchings and 

Weir (2006) confirm that in the Arab world, “people generally speak of Wasta in negative terms 

and think largely of its corrupt side, negating the traditionally positive role it has played in 

mediation” (p. 147). In Arabic countries, wasta is not only limited to friends or family members but 

also deploys unknown people. Guanxi is often done based on interpersonal connections within the 

boundary of family, kin and close business relationships (Hutchings & Weir, 2006).  

 

In the United Arab Emirates, Whiteoak and colleagues (2006) found that the deployment of wasta 

varies across generations. The authors conducted their study in an Arabic country which is part of 

the Gulf Countries to explore individual attitudes toward women at work and the use of wasta. In 

their study, they introduced a variable called “utility of wasta”; this variable is identified as: “the 

degree to which an individual perceives a person’s success as being related to their ability to utilize 

connections with people, who are both able and prepared to change the course of natural events on 

that person’s behalf” (p. 81). In Lebanon, Makhoul and Harrison (2004) conducted a study that 

considered wasta as an approach to avoid the obstacles of initiating projects and to sustain 

community leadership. Makhoul and Harrison (2004) mention that: “Wasta cuts through barriers to 

build, to get a job, to get a permit, to speed up transactions or assist in initiating a project” (p. 31). 

In Jordan, this research project considers wasta as constituting special help to conduct particular 

transactions, particularly help that may not be available to others who are seeking the same 

transactions.  

 

This research project attempts to investigate the influence of wasta on citizens’ intention to use e-

government. Citizens in Jordan might still prefer to rely on their personal connections in order to 

conduct transactions. With the introduction of e-government, those people might be unable to keep 
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relying on these connections due to the virtual kind of interaction that is brought about by e-

government. It was stated earlier in this thesis (Chapter One) that e-government leads to reduced 

paper-based work and, therefore, reduced face-to-face interaction. Thus, the question now is 

whether the people in Jordan will reject e-government as a new system by which to conduct their 

transactions and will keep relying on their personal connections to do so. To answer this question, 

this research proposes wasta as an independent variable which has a direct association with the 

dependent variable, e-government adoption (Figure 6.1). The following paragraph presents a study 

of the relationship between wasta and e-government adoption by citizens.   

 

The literature finds that there is a lack of studies which empirically examine the influence of wasta 

on technology usage in general and e-government usage in particular. However, Al Awadhi and 

Morris (2009) provide a significant contribution to understanding the relationship between wasta 

and e-government adoption and implementation. Al Awadhi and Morris (2009) have provided an 

empirical study which identifies the factors influencing the adoption of e-government services in 

Kuwait. The authors conducted their study through focus group interviews with undergraduate and 

postgraduate students at Kuwait University. The results indicate that wasta is one of the significant 

factors related to e-government adoption in Kuwait. The authors report that the majority of 

respondents will be encouraged to use e-government if its usage will lead to a decrease in the 

utilisation of wasta (connections). Al Awadhi and Morris’ study provides a qualitative investigation 

of factors impacting e-government adoption. The current research provides a quantitative 

exploration of the influence of wasta on e-government adoption by citizens in Jordan.  

 

Whether wasta is a significant or insignificant predictor of people’s intention to use e-government 

has not been examined empirically in Jordan or the other Arabic countries. Thus, this study includes 

wasta as one of the constructs of the refined research model for e-government adoption (Figure 



Chapter Six – Study Three: Analysis and Discussion 

E-government Adoption in Jordan                                                         207

6.1). Wasta is considered as an independent variable and has a direct association with the dependent 

variable, e-government adoption. In this research, wasta was examined empirically through a 

survey of taxpayers and drivers in Jordan. Wasta was measured by self-developed items based on 

the literature review of wasta and responses of participants in focus group interviews (Chapter 

Five). Finally, this research project postulates that: 

 

Hypothesis 6 (H6): Lower levels of dependency on wasta will be positively related to higher 

levels of user adoption of e-government services. 

 

After reviewing wasta in this section, section 6.2.3 provides literature on the major concept of 

resistance to change. It also establishes the concept of resistance to change used in this research and 

designs its main hypothesis. 

6.2.3 Resistance to change 

This section argues that e-government studies have not adequately addressed the role of resistance 

to change in e-government adoption. The introduction of e-government has changed the way the 

government works and as a consequence, it affects the business process and workflow in the public 

sector (Scholl, 2003). Thus, change in the business process and business re-engineering become a 

real necessity. The process of change includes resistance as a normal, expected part of it (Coghlan, 

1993; Steinburg, 1992). Coghlan (1993) states that change involves a move from the known to the 

unknown that leads to resistance. Watson (1971) provides another clarification of change and the 

occurrence of resistance to change by stating: “Changes which are based on concepts, theories, or 

values incompatible with those of the organization or the individuals involved are likely to meet 

insuperable resistance” (p. 762). Resistance to change has long been an established concept at the 

management and organisational level. However, the current research investigates the possibility of 

establishing resistance to change as a social concept. This research focuses essentially on 
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identifying the influence of Jordanian people’s resistance to change over their intention to utilise e-

government in their daily life.  

 

Before reviewing studies that debate the relationship between e-government and resistance to 

change, it is appropriate to define the concept of “resistance to change”. Zander (1950) defines 

“resistance to change” as: “Behavior which is intended to protect an individual from the effects of 

real or imagined change” (p. 9). The current research conceptualises the idea of resistance to change 

with respect to e-government as: 

 

An attitude of reluctance held by individuals in a social community when they perceive that 

changes may affect them negatively.   

 

Resistance to change has been considered as one of the potential supply-side challenges of e-

government implementation (Edmiston, 2003; Ndou, 2004; Schwester, 2009). The researchers 

argue that resistance to change comes as a result of beliefs held by people toward the changes 

brought by information and communications technologies (ICT). People believe that ICT will 

replace them and therefore, they will lose their jobs. Ndou (2004) examined the main challenges of 

e-government implementation in developing countries. The author presents the insight and results 

based on an empirical, Web-based research of 15 case studies undertaken in developing countries. 

Change management is reported as one of the challenges for successful implementation of e-

government initiatives. Change management is addressed in two different terms, including 

resistance to change.  

 

In another study, Edmiston (2003) focused mainly on presenting a comprehensive discussion of the 

prospects and challenges of state and local e-government. In his conceptual study, the author reports 
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the main obstacles of state and local e-government within a set of groups: marketing/personal, 

privacy concerns, and financing. Edmiston (2003) addresses the issues related to marketing within 

two sets of categories: marketing e-government to constituents and marketing e-government to 

public servants. In the second category, the author explains that the public’s resistance to change is 

the expected reaction to changing the way in which the government operates. The issue of 

resistance to change led the author to report that marketing e-government to public employees is 

more important and difficult than marketing it to the constituents.  

 

Commenting about technology adoption, Sathye (1999) states that: “adoption of new technologies 

often comes across a certain amount of resistance to change from present ways of operating” (p. 

326). In exploring the impact of resistance to change on e-government adoption, Kamal and 

Themistocleous (2006) and Schwester (2009) provide useful contributions. Schwester (2009) 

includes staff resistance to change as one of the organisational barriers. Schwester (2009) states that 

staff resistance exists in terms of employees’ belief that technology will lead to a decreased need for 

people to carry out tasks and consequently, fewer jobs will be available. The author uses survey 

data collected by the International City/County Management Association (ICMA). The findings 

indicate that staff resistance does not influence e-government adoption. The current research project 

intends to examine, through Study Three, the same kind of relationship by testing the direct 

association between resistance to change and e-government adoption (see Figure 6.1). Study Three 

used data collected from primary sources by surveying Jordanian taxpayers and drivers.   

 

In conceptualising the relationship between e-government adoption and resistance to change, Kamal 

and Themistocleous (2006) developed a conceptual model for Enterprise Application Integration 

(EAI) adoption in an e-government environment in the UK. The authors designed the model to 

understand EAI and assist decision makers in the Local Government Authority (LGA) to decide 
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whether or not to adopt the EAI technology. Kamal and Themistocleous’s model consists of 

different factors, which include organisational factors. The organisational factors are composed of 

different categories, including resistance to change as one of the barriers. Kamal and 

Themistocleous (2006) designed their study by focusing on the adoption of one of the technologies 

to be utilised within the e-government environment. Yet, the current research investigates 

empirically the impact of resistance to change on the adoption of e-government services.   

 

In the literature, the researchers provide reasonable attempts to explore resistance to change as one 

of the challenges facing e-government implementation and to investigate the impact of resistance to 

change on e-government adoption within the organisational context. The current research focuses 

mainly on the effect of resistance to change on e-government adoption by people within the social 

community, as the literature shows a lack of studies which focus on the role of resistance to change 

in the social community. However, in the area of internet banking, Sathye (1999) conducted a study 

to examine the factors influencing the adoption of internet banking by Australian consumers. The 

author conducted the study by administering a survey to Australian residents and business firms in 

Australia. Thus, his study involved the role of citizens in exploring the association between 

resistance to change and adoption of internet banking. Sathye (1999) developed a model for internet 

banking adoption, which is composed of different components, including resistance to change. His 

findings report resistance to change as an insignificant predictor of internet banking adoption. The 

current research program attempts to clarify whether or not resistance to change is a significant 

predictor of e-government adoption by citizens in the social community.  

 

This research provides a successful attempt to empirically profile the role that resistance to change 

plays in people’s intention to use e-government in Jordan. Resistance to change is one of the main 

constructs of the refined research model for e-government adoption (Figure 6.1). The construct is 
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identified as an independent variable which has a direct association with the dependent variable, e-

government adoption. This research therefore postulates that: 

 

Hypothesis 7 (H7): Lower levels of resistance to change will be positively related to higher 

levels of user adoption of e-government services. 

 

To summarise, this section reviewed the literature related to word of mouth (WOM), wasta, and 

resistance to change. The following section presents the refined research hypotheses and model.       

6.3 MODIFIED RESEARCH HYPOTHESES AND MODEL  

This section reports the 11 research hypotheses for Study Three. The hypotheses were designed for 

the 11 social factors identified earlier in this chapter (Section 6.1). Also, this section presents the 

refined research model, which is composed of the 11 elements. Table 6.2 shows the 11 hypotheses 

and the main constructs.   

 

 

 

 

 

 

 

 

 

 

 



Chapter Six – Study Three: Analysis and Discussion 

E-government Adoption in Jordan                                                         212

Table 6.2 

Research hypotheses 

 Hypothesis Construct 
H1 Higher levels of trust in the internet will be positively related to higher 

levels of user adoption of e-government services. 
Trust in the 

internet 
 

H2 Higher levels of features of e-government website design will be positively 
related to higher levels of user adoption of e-government services. 

Website 
design 

 
H3 Higher levels of positive religious beliefs regarding the internet will be 

positively related to higher levels of user adoption of e-government 
services.  
 

Religious 
beliefs 

H4 Higher levels of internet and computer skill confidence will be positively 
related to higher levels of user adoption of e-government services. 

Internet and 
computer  

skill  
confidence 

 
H5 Higher levels of positive word of mouth reports will be positively related to 

higher levels of user adoption of e-government services. 
Word of 
mouth 

(WOM) 
 

H6 Lower levels of dependency on wasta will be positively related to higher 
levels of user adoption of e-government services. 
 

Wasta 

H7 Lower levels of resistance to change will be positively related to higher 
levels of user adoption of e-government services. 
 

Resistance to 
change 

H8 Higher levels of perceived usefulness of online government department 
services will be positively related to higher levels of user adoption of e-
government services. 
 

Perceived 
usefulness 

H9 Higher levels of relative advantage of online government department 
services will be positively related to higher levels of user adoption of e-
government services. 
 

Relative 
advantage 

H10 Lower levels of complexity of online government department services will 
be positively related to higher levels of user adoption of e-government 
services. 
 

Complexity 

H11 The digital divide will significantly predict user adoption of e-government 
services. 

The digital 
divide 

 

The above table tabulates the hypotheses related to the main constructs of the research model. 

Figure 6.1 shows the refined research model. The model incorporates 11 factors: trust in the 
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internet; website design; religious beliefs; internet and computer skill confidence; word of mouth 

(WOM); wasta (favouritism); resistance to change; perceived usefulness; relative advantage; 

complexity; and the digital divide. The study derived the aforementioned factors from the literature 

review of social factors, the research theoretical framework, Study One (Chapter Four), and Study 

Two (Chapter Five). Each construct represents an independent variable which has a direct 

relationship with the dependent variable, e-government adoption.  
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Figure 6.1 

The refined research model for e-government adoption 
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After introducing the research hypotheses and model in this section, the next section introduces the 

method used in conducting the study.   

6.4 METHOD 

A questionnaire was used to collect data from 356 Jordanian people. The survey aimed to determine 

the citizens’ understanding of the factors that may influence their intention to use e-government. In 

order to gain greater understanding of e-government adoption in Jordan, two survey instruments 

were designed for two government departments: the Income and Sales Tax Department (ISTD) and 

the Drivers and Vehicles License Department (DVDL).  The two instruments use the same item 

scales. This section presents the method used in administering this third study. Section 6.4.1 

presents demographic characteristics of the sample. Section 6.4.2 illustrates the instrument 

development process and the measurements utilised.  

6.4.1 Sample 

The questionnaire was sent to 600 Jordanian citizens and 435 questionnaires were returned. Of 

these, 356 questionnaires were actually used for analysis, representing a response rate of 72.5%. 

Seventy-nine questionnaires were excluded due to incompleteness and inconsistencies in the 

responses, indicating an incorrect way of filling out the questionnaire.  

 

This research used surveys to collect information on citizens’ attitudes to e-government adoption. 

The questionnaire was administered to 356 Jordanian citizens who had regular access to the 

internet. Of the respondents, 64.9% were males and 35.1% were females. Of the sample, 3.9% were 

less than 20 years old, 36% were in the range of 20–29 years old, 30.1% were in the range of 30–39 

years, 21.6% were in the range of 40–49 years of age, and 7.9% were over 50 years old. Among 

respondents, 71.3% resided in urban areas in Jordan, while 27.2% of respondents resided in remote 

areas. Employees in general represented the majority of respondents: 20.2% were students in the 
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universities, while 33.4% were employees in government service, 37.4% were employed in the 

private sector, and 8.4% chose the “Other” option. Of the respondents, 52.8% held a bachelor’s 

level of education, 9.8% held a diploma level, 18% held a higher degree level of education, while 

the rest of the respondents held either a secondary school level of education or chose the “Other” 

option. 

 

Amongst respondents, 10.7% used the internet at university, 45.5% used it at home, and 30.9% 

used it at work. Internet café usage recorded the lowest percentage, which was 8.1%. Of the 

respondents, 32.8% used the internet for email and chatting purposes, 5.9% used it for shopping, 

22.7% used it for homework or checking educational study results, 41% used it for reading news, 

and 31.2% used it for obtaining information from government websites and downloading forms. In 

terms of amount of internet access time per week, 13.5% of respondents used the internet for less 

than one hour per week, 48.9% used it for one to three hours per week, 22.2% used it for four to 

eight hours per week, and 14% used the internet for more than eight hours per week.  

 

Having outlined the profile of the survey sample in this section, the following section details the 

development of the instrument.  

6.4.2 Instrument development 

The survey consisted of 53 scale items which were designed to examine different social factors. The 

items of some factors were adopted from previous studies, in the following manner: trust in the 

internet (three items—Carter and Bélanger, 2005); internet and computer skill confidence (four 

items—Wang, 2003); resistance to change (six items—Waddel & Sohal, 1998); word of mouth (six 

items—Harrison-Walker, 2001);  perceived usefulness (five items—Carter & Bélanger, 2005); 

relative advantage (six items: four items—Carter & Bélanger, 2005; two items—self-developed); 

complexity (four items—van Slyke et al., 2004); and intentions (five items—Carter & Bélanger,  
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2005). The items were reworded to make them more suitable for Jordanian participants. The scale 

items relating to the factors of religious beliefs (three items), website design (eight items), wasta 

(four items), and relative advantage (two items) were items developed based on Study Two 

(Chapter Five).  

  

A panel of experienced e-government researchers reviewed and approved the final questionnaire. 

This study utilised the five-point Likert scale (interval scale from strongly agree to strongly 

disagree) to measure different scale items in the research questionnaire. It measured the different 

factors based on the services provided by the aforementioned government departments in Jordan 

(ISTD and DVLD). As English is not the first language of Jordan, and most people are not fluent in 

English, the questionnaire was translated into Arabic by an accredited translator. A panel of 

experienced people then reviewed the translations to ensure accuracy and integrity. Backward 

translation was also utilised and reviewed to ensure the credibility of translating the questionnaire 

first from English to Arabic and then from Arabic to English.  

 

Having presented the process followed in designing the study instrument, the next section outlines 

the analytical method utilised.  

6.4.3 Analysis 

As indicated in Chapter Three, Study Three utilised the same analytical process and techniques 

followed by the first study (Chapter Four):factor analysis and multiple regression analysis. Also, 

Study Three deployed the Chi-square and ANOVA tests to examine the relationship between the 

digital divide factor and e-government adoption.  
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After reviewing the development of the instrument in this section, section 6.5 demonstrates the 

techniques used in analysing the collected data. Also, it presents the main findings of the data 

analysis.  

6.5 STUDY ANALYSIS AND RESULTS 

This section reports the results of factor and multiple regression analyses to identify the relationship 

between factors presented in the refined research model (Figure 6.1), considering the digital divide 

and e-government adoption. Chi-square and ANOVA tests were performed in order to examine the 

relationship between the digital divide and e-government adoption. The digital divide was examined 

in this research in terms of income, age, place of residence, and level of education. This section 

describes factor analysis and reliability in sub-section 6.5.1. Following that is sub-section 6.5.2, 

which demonstrates the study findings by using multiple regression analysis, Chi-square and 

ANOVA.   

6.5.1 Factor analysis 

To first analyse the results of the survey, exploratory factor analysis was conducted for each 

independent variable and the dependent variable. The 53 items of the Likert scale were subjected to 

axial components analysis using SPSS version 17.0. Prior to performing axial component analysis, 

the suitability of data for factor analysis was assessed. Inspection of the correlation matrix revealed 

the presence of many coefficients of 0.3 and above. The Kaiser–Meyer–Oklin values were above 

0.6 for the different constructs, except for wasta (favouritism), and the Bartlett’s Test of Sphericity 

reached statistical significance, supporting the factorability of the correlation matrix. Axial 

components analysis was conducted with Varimax rotation. The axial factor analysis revealed the 

presence of 3, 8, 3, 4, 5, 5, 4, 5, 4, and 5 components with eigenvalues exceeding 1 for trust in the 

internet, website design, belief, internet and computer skill confidence, word of mouth, resistance to 

change, perceived usefulness, relative advantage, complexity, and e-government adoption, 
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respectively. According to the general rule of thumb, only those factors with eigenvalues greater 

than 1 should be considered important for analysis purposes (Hair et al., 1998). The screenplot for 

the aforementioned variables was inspected. The factor analysis for data in Study One revealed 

strong loadings for variables which also recorded strong loadings in this study; these are: belief, 

website design, perceived usefulness, and complexity. Yet, the factor analysis conducted in this 

study also disclosed strong loading for the factors that did not show strong loadings in Study One, 

such as internet and computer skill confidence and trust in the internet.   

 

Thus, the variables which showed a strong loading in this study are trust in the internet, website 

design, religious beliefs, internet and computer skill confidence, word of mouth, resistance to 

change, perceived usefulness, relative advantage, complexity, and the dependent variable of e-

government adoption. It was decided to eliminate the factor of wasta from any further analysis. 

Table 6.3 shows the loading for the different constructs.  
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Table 6.3 

Factor analysis—citizen data 

 
Factor loading 

 
 
 
 

Item 

 
 

TRUST_I 

 
 

WEB 

 
 

BELIEF 

 
 

SKILL 

 
 

WOM 

 
 

RTC 

 
 

PU 

 
 

RA 

 
 

CX 

 
 

ADOP 
TRUST_I3 .788          
TRUST_I1 .788          
TRUST_I2 .712          
WEB3  .828         
WEB4  .808         
WEB6  .759         
WEB5  .750         
WEB2  .713         
WEB1  .705         
WEB7  .683         
WEB8  .550         
BELIEF3   .951        
BELIEF2   .930        
BELIEF1   .780        
SKILL1    .827       
SKILL4    .821       
SKILL3    .797       
SKILL2    .760       
WOM3     .741      
WOM1     .708      
WOM4     .615      
WOM6     .594      
WOM2     .564      
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RTC3      .802     
RTC4      .789     
RTC5      .788     
RTC2      .550     
RTC1      .463     
PU2       .816    
PU1       .709    
PU5       .689    
PU4       .651    
RA5        0.710   
RA6        0.670   
RA1        0.669   
RA2        0.663   
RA4        0.647   
CX3         .811  
CX2         .762  
CX4         .742  
CX1         .688  
ADOP1          .688 
ADOP3          .685 
ADOP5          .646 
ADOP2          .599 
ADOP4          .555 

Trust_I = trust in the internet; WEB = website design; BELIEF = religious beliefs; SKILL = internet and computer skill confidence; WOM = word of mouth; 
RTC = resistance to change; PU = perceived usefulness; RA = relative advantage; CX = complexity; ADOP = adoption.   



Chapter Six – Study Three: Analysis and Discussion 

E-government Adoption in Jordan                                                         222

Then, the internal reliability of the main components was evaluated using Cronbach’s alpha. Table 

6.4 presents the major components of the exploratory factor analysis and the reliability analysis.  

 

Table 6.4 

Reliability analysis of variables 

Construct Number of items Cronbach’s α 
Trust in the internet 3 .807 

 
Website design 8 .899 

 
Belief 3 .917 

 
Internet and computer skill 
confidence 

4 .879 

Word of mouth  5 .783 
 

Resistance to change 5 .804 
 

Perceived usefulness  4 .804 
 

Relative advantage 5 .806 
 

Complexity  4 .838 
 

Adoption 5 .775 
 

The next section (6.5.2) outlines the main testing of the research model by performing multiple 

regressions to test the major proposed hypotheses. Section 6.5.2 presents the main tables of the 

multiple regression analysis, final regression analysis (Table 6.5), and hypothesis testing (Table 

6.6). With respect to the digital divide, the following section shows the results of ANOVA and Chi-

square (Table 6.7). It also presents the refined research model (Figure 6.2).  

6.5.2 Model testing  

Table 6.5 illustrates the main factors which were used for multiple regressions. There were no 

violations of assumptions of multivariate normal distribution, independence of errors and equality 
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of variance. Mutlticollinearity was not a concern with variance inflation factors ranging from 1.130 

to 2.390 for the main effect regression model. Outlier influential observations were identified with 

leverage, standardised residuals and Cook’s D-statistic. This analysis indicated that there were no 

problems with respect to the influential outliers.  

 

Table 6.5 

Final regression variables 

Variable Number of items Mean Standard deviation 
Trust in the internet 3 2.499 .917 

 
Website design 8 1.614 .647 

 
Religious beliefs 3 3.115 1.209 

 
Internet and computer 
skill confidence 

4 1.998 .718 

Word of mouth 5 2.482 .693 
 

Resistance to change 5 2.047 .713 
 

Perceived usefulness 4 2.011 .663 
 

Relative advantage 5 2.025 .626 
 

Complexity 4 2.273 .727 
 

Adoption 5 2.149 .636 
 

 

The regression resulted in a model with adjusted R Square of 0.578. This indicates that independent 

variables account for 57.8% of the variance in citizens’ intention to use e-government. Because the 

overall model is significant (F=54.397, P=0.000), the significance of each variable was tested. As 

can be seen from Table 6.6 below, all of the hypotheses were supported, with the exception of those 

relating to website design, resistance to change, and wasta. Thus, the hypotheses which are related 

to trust in the internet, religious beliefs, internet and computer skill confidence, word of mouth, 

perceived usefulness, relative advantage, and complexity are supported and are listed in Table 6.6.  
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Table 6.6 

Study Three hypothesis testing 

Hypothesis Variable Coefficient t-value Significance Support 
H1 Trust in the internet .055 1.977 .049 YES 

 
H3 Religious beliefs .041 2.116 .035 YES 

 
H4 Internet and computer 

skill confidence 
.093 2.459 .014 YES 

H5 Word of mouth .138 3.497 .001 YES 
 

H8 Perceived usefulness .207 4.022 .000 YES 
 

H9 Relative advantage .219 4.090 .000 YES 
 

H10 Complexity .178 4.623 .000 YES 
 

H2 Website design -.045 -1.047 .296 NO 
 

H7 Resistance to change .078 1.673 .095 NO 
Note: N=356, p<.001 

 

Complexity has the strongest impact on user intention, followed by website design, perceived 

usefulness, trust in government, and beliefs. Figure 6.2 presents the research model for e-

government adoption with only the significant path (the supported hypotheses). Hence, Figure 6.2 

shows the final research model for e-government adoption in Jordan.   

 

Also, Chi-square and ANOVA were performed in order to determine the relationship between the 

digital divide and e-government adoption. Chi-square was used to examine the relationship between 

four demographic factors and e-government adoption: income, place of residence, age, and level of 

education. Table 6.7 shows the four demographic factors and the tests used.  
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Table 6.7 

Hypothesis testing 

Demographic variable Test  Statistics P-value 
Income Chi-square 75 .117 

 
Place of residence Chi-square 25 

 
.309 

 
Age ANOVA 2.454 .046 

 
Level of education Chi-square 100 .001 
 

A one-way between groups ANOVA analysis of variance was conducted to explore the impact of 

age on e-government adoption. Subjects were divided into five groups according to their age 

(Group 1: less than 20; Group 2: 20–29; Group 3: 30–39; Group 4: 40–49; Group 5: 50 years or 

more). There was a statistically significant difference at the p<.05 level for the five age groups 

[F=2.454, P=.046]. Despite reaching statistical significance, the actual difference in mean scores 

between groups was quite small. The effect size, calculated using eta squared, was .02. Post-hoc 

comparisons using the Tukey HSD test indicated that the mean score for Group 2 (M=2.0180, 

SD=.60720) was significantly different from that for Group 4 (M= 2.2838, SD=.58391).   

 

Chi-square between groups analysis was conducted to assess the relationship between income, place 

of residence, and level of education. Income was subjected to four groups: less than 100 JD, 100–

500 JD, 500–1000 JD, more than 1000 JD. Level of education was subjected to “Secondary 

school”, “College”, “Bachelor”, “Higher degree”, and “Other”. Place of residence was subjected to 

two groups: urban and remote areas. There was a statistically significant difference at the p<.05 

level for the education groups with the scores [df=100, P=.001]. However, there was no statistically 

significant difference for the groups of the two demographic variables of place of residence [df=25, 

P=.309] and level of income [df=75, P=.117].  
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Thus, in this study, the digital divide was found to exist in terms of age and level of education, 

supporting the hypotheses. The figure below (Figure 6.2) presents the final research model, which 

shows the significant association between the constructs of trust in the internet, religious beliefs, 

internet and computer skill confidence, word of mouth, the digital divide, perceived usefulness, 

relative advantage, complexity, and the dependent variable, e-government adoption.  
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Figure 6.2 

Final research model 
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The following section discusses the significant and insignificant results. Significant results are 

represented mainly by trust in the internet, religious beliefs, internet skills, word of mouth, the 

digital divide, perceived usefulness, relative advantage, and complexity. Section 6.6 presents a 

discussion of the results in relation to the proposed hypotheses related to the 11 different 

independent variables: trust in the internet (H1), website design (H2), religious beliefs (H3), 

internet and computer skill confidence (H4), word of mouth (H5), wasta (H6), resistance to change 

(H7), perceived usefulness (H8), relative advantage (H9), complexity (H10), and the digital divide 

(H11). 

6.6 DISCUSSION 

This third study examined the direct relationship between the independent variables and dependent 

variables of the refined research model for e-government adoption (Figure 6.1). This study analysed 

the hypotheses by testing the relationship between the social factors, perceived usefulness (a TAM 

variable), relative advantage, complexity (DOI variables), and the dependent variable, e-

government adoption. The following paragraphs demonstrate the main discussion, which starts with 

Hypotheses 1 and 2, followed sequentially by 3, 4, 5, 6, 7, 8, 9, 10 and 11.   

 

The analysed data reveals the significance of the hypothesis related to trust in the internet (H1).  

 

H1: Higher levels of trust in the internet will be positively related to higher levels of user 

adoption of e-government services.  

 

The more the Jordanian people trust the internet, the more inclined they will be to use the online 

services provided by government departments. The result of this study is consistent with Study 

Two, which indicates the main concerns of people in Jordan about the internet, mostly related to 

security and privacy issues. Yet, trust in the internet was an insignificant predictor of people’s 
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intention to use e-government websites in Study One. The different methods of measuring e-

government adoption in Study One and Study Three may be the reason for the difference in results. 

In Study One, general e-government websites were used to measure e-government adoption, while 

Study Three focused mainly on two government department websites. Also, in the first study, most 

of the respondents used websites for different activities, such as chatting, checking email and 

reading news. Thus, most of their usage was non-transactional, which would lead them to comment 

on the website in general. However, some of the surveyed people in Study Three reported their 

usage of government websites for gathering information or downloading forms. 

 

With regard to Study Three, the findings were consistent with the findings presented in the 

literature (Al-Shafi & Weerakkody, 2008; Carter & Bélanger, 2005; Chang et al., 2005; Gilbert & 

Balestrini, 2004; Phang et al., 2005). Regarding the study conducted by Carter and Bélanger (2005), 

trust in the internet was a significant predictor of e-government adoption in their research. The 

authors explored factors influencing e-government adoption by focusing on the services provided 

by departments similar to those used in the current study. However, there was an inconsistency 

between this study and Carter and Bélanger’s (2005) study with respect to the sample used. This 

study surveyed taxpayers and those who held a driving licence—in other words, people who are 

considered to be the main users of both departments. Hence, in contrast to Carter and Bélanger 

(2005), who administered their survey to the general public, who were users of different e-

government websites, this research specifically targeted users of the aforementioned  departmental 

e-government services. In this research thesis, Study Three utilised a larger sample size compared 

with the sample used by Carter and Bélanger (2005). In the third study, 356 participants contributed 

to answering the questionnaires, whereas Carter and Bélanger (2005) analysed data collected from 

105 people.  
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In this study, the websites of the two government departments, ISTD and DVLD, contained no 

privacy or security statements. This may compromise the significance of trust in the internet for 

research participants. Also, this study collected data from taxpayers or, in other words, from people 

who had tax file numbers. This category of people is more aware of the privacy and security of 

systems provided by the ISTD, due to the fear of any misuse of their information. Also, a lack of 

laws related to cyber crime and privacy and the lack of a legal and regulatory framework governing 

e-commerce in Jordan could compromise the significance of trust in the internet in this study (see 

Chapter One). Thus, trust in the internet emerged in this research as one of the factors that impact 

on the intention of Jordanian people to use e-government services. Having introduced the 

hypothesis related to trust in the internet (H1), the following paragraphs outline the main discussion 

of H2.  

 

The analysed data reports the insignificance of the hypothesis related to website design (H2):  

 

H2: Higher levels of features of e-government website design will be positively related to 

higher levels of user adoption of e-government services. 

 

H2 is not supported, suggesting that higher levels of design features used in the government 

departments’ websites do not directly affect Jordanian citizens’ intention to use government 

departments’ services online. The finding of this study is inconsistent with Study One, which 

reports the significance of website design in predicting users’ intention to use government websites. 

The inconsistency of the results between the two studies could be related to the kinds of activities 

that participants performed on the internet. In Study One, most of the participants had not 

experienced government websites, which may have caused them to comment on government 

websites based on the experience they had had with public websites. However, some of the 
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participants in this study had experienced government websites, in order to either obtain 

information or download forms.  

 

The different samples used in the studies may also account for the inconsistency in the results. In 

Study One, the majority of respondents were students who most likely did not work: most students 

are dependent on their families while studying at school or university. This portion of Jordanian 

society is less likely to be in direct use of most of the government services. Therefore, they would 

be non-regular users of the different government websites, which could lead them to comment on 

their satisfaction with the design features of the public website. The third study utilised a sample 

comprised mostly of employees, with a small percentage recorded as students (20.2%). The 

employees were most likely to be users of government services, either as providers or customers of 

these services.  

 

The result of Study Three is not in line with what has been empirically examined by Gilbert and 

Balestrini (2004) and proposed by Kumar and colleagues (2007) and Moon (2004). Moon (2004) 

undertook a conceptual study which involved hypothesising the significant relationship between 

website design and users’ intention to search for information on the internet. Kumar and colleagues 

(2007) propose the direct influence of website design on e-government adoption. However, Study 

Three of the current research empirically confirmed an insignificant direct relationship between 

website design and the adoption of e-government services. Thus, this research project perceives that 

website design is not a current concern for Jordanian citizens in their interaction with e-government 

to use different services provided by government departments via websites. The following is a 

presentation of the discussion related to the third hypothesis (H3).  
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The analysed data reports the significance of the hypothesis related to religious belief (H3):  

 

H3: Higher levels of positive religious beliefs regarding the internet will be positively related 

to higher levels of user adoption of e-government services.  

 

The third hypothesis (H3) is supported. The more the people in Jordan have positive religious 

beliefs about the internet, the more they are willing to use the government departments’ online 

services. Religious belief emerged in this study as a significant predictor of e-government services 

adoption. The third study is in agreement with Study Two, in which the participants of focus groups 

reported the influence of religious beliefs on e-government adoption by citizens in Jordan.  

 

The third study is also consistent with the results of Study One, which essentially used religious 

items as the main measurements of the belief construct. This study used three different 

measurements to examine religious beliefs: “The presence of anti-religious propaganda on the 

internet would deter me from using the internet”, “The presence of the issues and views which are 

inconsistent with my religion on the internet would deter me from using the internet”, and “The 

presence of immoral issues on the internet would deter me from using the internet.” In a study 

conducted by Al-Saggaf (2004) researching the effect of online communities on offline 

communities, the author revealed that people using the internet might be confused about the 

exposure of negative views about their religion and cultural values. Furthermore, he indicates that 

some people’s writings that appear on the internet could directly or indirectly attack one’s religious 

beliefs.   

 

Chapter One indicated the significance of religion in the daily life of Jordanian people. The 

literature (Chapter Two) confirms the important role that religion plays when transforming 
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information technology into practice within Arabic societies. The literature also shows a lack of 

studies which examine the impact of religious views on people’s intention to use e-government. 

However, Evans and Yen (2005) have attempted to provide an understanding of the impact of 

religious beliefs on e-government adoption, as they emphasise its significance. Furthermore, the 

literature provides evidence of the unavailability of established measurement scales of religious 

belief within the online context in general and e-government in particular.  

 

This study translated the issues related to religious views in social life by empirically investigating 

the relationship between them and people’s intention to use e-government services. In this study, 

the significance of the religious beliefs factor might be related to the place at which the internet was 

used, as the majority of respondents used the internet at home or work. Home is the place where 

family members gather together. It is the place where parents care for their children and monitor 

their behaviour, including their usage of the internet, which is a source of immoral issues and anti-

religious propaganda. Therefore, the parents are fully aware of the intention of their children to 

view these things on websites. This research project therefore confirms the direct and significant 

influence of religious beliefs on adoption of e-government services by citizens in Jordan.   

 

The analysed data reports the significance of the hypothesis related to internet and computer skill 

confidence (H4):  

 

H4: Higher levels of internet and computer skill confidence will be positively related to 

higher levels of user adoption of e-government services. 

 

The fourth hypothesis (H4) is also supported. The more the respondents were confident in using the 

internet and computers, the more they were willing to use government departments’ online services. 
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Focus group meetings conducted in Study Two showed the importance of having confidence in 

using the internet and computers for adoption of e-government. Yet, the factor of internet and 

computer skill confidence did not emerge as a significant predictor of e-government adoption in 

Study One. Thus, Study Three is not in agreement with what was found in Study One.  

 

The inconsistency of findings between Study One and Study Three may be due to several reasons. 

Firstly, Study One used self-developed scale items to examine internet and computer skill 

confidence. However, Study Three used established scale items. Secondly, Study One focused on 

the internet and computers as the two main mediums in measuring the scale items used to examine 

the “Internet and computer skill confidence” construct through the survey. However, Study Three 

measured the scale items by considering the internet to be the main channel by which to use 

government services provided through websites. As respondents in the first study were internet 

literate, this might indicate that they were skilled in computer use, which may have caused them not 

to view e-government usage as an issue of utilising computer skills. Thus, the respondents of the 

first questionnaire may have answered the questions based on their computing perceptions. 

 

According to this study, internet and computer skill confidence is a significant predictor of citizens’ 

intention to use e-government services. With respect to internet use, this research finding is not in 

line with what was found by Carter and Weerakkody (2008), who conducted their study in the UK. 

Also, the result of Study Three is not in agreement with what was reported by Bélanger and Carter 

(2006) in regard to computer experience. Carter and Weerakkody (2008) used a sample that was 

mostly aware that the internet could be utilised to contact local government, and 58% of their 

sample currently used the internet to contact the government. However, Study Three of this 

research surveyed people who were infrequent users of the internet in terms of interaction with 
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government websites, as only 31.2% of respondents used the internet for obtaining information 

from government websites and downloading forms.  

 

The inconsistency between the two studies might also be clarified by the actual system used to test 

intention to use. Carter and Weerakkody (2008) utilised “Local e-government services” to measure 

the scale items used in testing e-government adoption. Study Three focused on online services 

provided by the two government departments in Jordan mentioned earlier in this chapter. 

 

Interaction with the ISTD and DVLD is not limited only to viewing information but also enables 

different transactions to be undertaken. Navigating government websites to view information is a 

process that does not require going through a complex system of navigation. However, conducting 

transactions is a process that requires users to follow a number of steps, which sometimes end with 

the payment process. The two websites related to the aforementioned departments are more 

informational than transactional websites. That might raise questions for users about different 

transactional services that might be launched in the future and what level of internet skills would be 

required to use them.  

 

The e-payment system is one of the examples of a transactional service that is still in the 

development stage of design for the different government agencies. In this study, the majority of 

respondents did not use online payments. This can be derived from the low percentage which was 

recorded for online shopping, which was one of the activities for which respondents used the 

internet, and the high percentage which was recorded for non-transactional activity, such as reading 

news. This research project therefore suggests that the intention of Jordanian citizens to use e-

government services is influenced by their confidence in using the internet and computers.   

   



Chapter Six – Study Three: Analysis and Discussion 

E-government Adoption in Jordan                                                         236

Using the analysed data collected via the questionnaire, Study Three reveals the significance of the 

hypothesis related to word of mouth (WOM) (H5):  

 

H5: Higher levels of positive word of mouth reports will be positively related to higher levels 

of user adoption of e-government services. 

 

H5 is supported. The more the people in Jordan talk positively about online government services, 

the more likely they are to use government departments’ online services. This finding is consistent 

with the literature on word of mouth, which shows that WOM is an essential component needed to 

understand the adoption of technology in general and e-government in particular. In one of the 

electronic contexts, internet banking, word of mouth has been found to be a function of trust in 

electronic channels, which, in turn, has been found to be in a significant relationship with the 

adoption of internet banking (Kim and Prabhakar, 2004). The identification of WOM’s role in 

internet banking adoption was based on an indirect relationship between them. The current research 

profiles a direct association between WOM and e-government adoption.  

 

The significance of WOM in this study affirms the focus group results reported in Study Two that 

revealed WOM as a factor that helps in explaining e-government adoption in Jordan (Chapter Five). 

The participants of focus group interviews indicated that some people in Jordan rely on the past 

interpersonal experiences of others. Jordan has a group-based society built on strong relationships, 

such as families, relatives, and friendship (see Chapter One). Trust is considered to be one of the 

main features of these relationships, which leads people to practise trust in different forms, such as 

basing decisions on others’ opinions. Hutchings and Weir (2006) mention that the “Arab world is 

composed of group-based societies in which people have a high need for affiliation” (p. 145). They 

suggest that the Arab countries share the same cultural values. Thus, the active utilisation of family 
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and friendship relationships in information-seeking concerning e-government makes e-government 

a social topic.   

 

A considerable percentage of respondents in this study reported their usage of government websites 

in a way which may reflect the significance of WOM. This portion of respondents might have been 

more able to understand the impact of information they shared with other people about e-

government, especially the people who did not have previous experience of interacting with 

government through the Web. Thus, non-users (opinion-seekers) of e-government may seek out 

main users (opinion leaders) as important sources from which to obtain information about particular 

services or information; and hence, the WOM process occurs. If opinion leaders do not experience 

any problems in the usage of e-government services and information, opinion-seekers will be 

influenced positively and be more motivated to utilise e-government in their daily lives. However, 

the opposite may also happen, as dissatisfied e-government users may influence non-users 

negatively by describing negative stories of e-services provided by government departments. 

 

Thus, the government in Jordan should increase the promotion of e-government. Also, it should 

establish its main information centres in different places in the community, such as shopping 

centres and public libraries. These entities should act as opinion leaders to increase citizens’ 

awareness of the necessity to interact with the government through electronic channels like 

websites. Having discussed the significant influence of word of mouth (WOM) on e-government 

adoption by citizens in Jordan above, below is a discussion of the sixth hypothesis (H6). 
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The analysed data reports the insignificance of the hypothesis related to wasta (H6):  

 

H6: Lower levels of dependency on wasta will be positively related to higher levels of user 

adoption of e-government services. 

 

H6 is not supported in this study, suggesting that a lower level of dependency on wasta will not 

directly influence citizens’ intention to use government departments’ online services. Wasta has 

emerged in this study as an insignificant predictor of citizens’ intention to use government 

departments’ online services in Jordan. This finding is inconsistent with what was suggested by the 

focus group interviews conducted in Study Two (Chapter Five). The difference in the samples used 

in Study Two and this study may explain the inconsistency in the findings. Study Two did not only 

involve participants who had regular access to the internet but also those who were not regular users 

of the internet. However, in this study, the descriptive analysis of participants’ demographic 

characteristics indicates that respondents were internet literate people. Internet literate people may 

view the internet as a desirable channel by which to interact with government, as they are more 

aware of how this kind of interaction could limit wasta. However, Study Two included a sample of 

people who did not have regular access to the internet and who may have found face-to-face 

communication to be the most adequate way to interact with the government. Thus, they would be 

limited to wasta in conducting some transactions.  

 

Finding wasta to be an insignificant predictor of e-government adoption is not in line with the 

literature. In a previous study, Al Awadhi and Morris (2009) report that wasta emerged as a 

significant factor in the focus group interviews which were conducted with university students. 

However, the current study utilised a survey to empirically examine the impact of wasta on e-

government adoption in Jordan. The students were not the only people surveyed in this study, 
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which also included employees who worked in the public or private sectors and made up a large 

percentage of the sample. Employees could be more concerned about wasta for different reasons, 

such as utilising wasta to conduct or speed up a transaction, to get a promotion, or to recruit people 

who were not qualified and who may replace them. This study used self-developed measurements 

to examine wasta. These measurements focused mainly on the process of utilising wasta to conduct 

or speed up transactions. Thus, the measurements used may not reflect the actual concerns of 

employees about wasta. Employees may be concerned about promotions which are given to people 

with poor qualifications, leaving the qualified people disadvantaged. Thus, the measurements of 

wasta used in this study could explain why wasta was not found to be a significant factor affecting 

e-government adoption in Jordan.  

 

In regard to the type of respondents involved in the survey, this study included highly educated 

people, as most of them held bachelor and postgraduate degrees. Thus, this type of person does not 

perceive wasta as an important factor which they need to access, as this kind of person might be 

more interested in depending on their qualifications rather than being followers of traditional 

practices. Furthermore, a reluctance to talk about this issue can be a feature of Jordanian people in 

different situations, as the respondents may not have reflected their actual views with respect to 

wasta, as they considered it to be an illegal or unethical action. Wasta is considered to be an 

immoral or illegal action (Cunningham & Sarayrah, 1993; Hutchings & Weir, 2006).  

 

The literature shows that Arabic people speak about wasta as a negative term. As an example, in 

Jordan, some people rely on their interpersonal networks to apply for and get a driving licence; 

however, they do not reveal to others what approaches they follow to achieve this objective. Not 

revealing details about wasta could refer to the loyalty of clients (individuals who are less powerful 

when requesting services) to their patrons (individuals who are more powerful and have access to 
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and control over allocated resources) in order to protect them from accountability and thus ensure 

access to them for other requests in the future. On the other hand, loyalty has been considered a 

major feature of Arabic countries, which allows wasta to occur. This refers to service providers’ 

(patrons’) loyalty to the group to which they belong (Cunningham & Sarayrah, 1994). Jordan 

practises collectivism, with the people having a strong commitment to their group, such as a family 

group (see Chapter One). Finally, Study Three of this research project shows that wasta does not 

have a significant direct influence on e-government adoption in Jordan.  

 

The analysed collected data in this study reports the insignificance of the hypothesis related to 

resistance to change (H7):  

 

H7: Lower levels of resistance to change will be positively related to higher levels of user 

adoption of e-government services. 

 

H7 is not supported. This study finds that lower levels of resistance to change will not directly 

affect people’s intention to use government departments’ online services in Jordan. Resistance to 

change has often been found not to have a significant relationship with intention, not only in e-

government but also in other contexts, including internet banking (Sathye, 1999). This research 

program, via Study Three, explored the relationship between resistance to change and e-government 

adoption in a social context by focusing on citizens as end users of government e-services. 

However, the literature shows an investigation of the same term within an organisational context. 

Thus, this research may contribute in revealing that resistance to interacting with government online 

is not only a concern for employees but also for citizens within the social community who may not 

view e-government usage as a question of resistance to change.  
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In Jordan, as noted in Chapter One, e-government is still in the early stage of implementation. Thus, 

there is a lack of a full online implementation of government services by different government 

entities and departments in Jordan, including the two government departments of the ISTD and 

DVLD, as their websites are more informational than transactional. Thus, the users of these two 

departments might be more concerned about issues other than being resistant to interacting with 

departments through their websites. For example, this study demonstrates other concerns that are 

important to respondents, such as trust in the internet.  

 

With respect to resistance to change, the results of this study do not confirm the findings of Study 

Two (Chapter Five). Focus group interviewees declared that people in Jordan are afraid to 

experience what is new, thus leading to resistance. Therefore, the interviewees reported their points 

of view about e-government adoption based on a citizen-centric perspective rather than an 

organisational or managerial one. Yet, this study included different types of respondents, most of 

whom were employees, who may be influenced as being part of the workforce, within an 

organisational context, in presenting their opinions about resistance to change. The survey included 

a five-point scale measuring resistance to change. The scale’s items did not include organisational 

or management concepts or issues such as the fear of losing a job. The literature shows that fear of 

job loss is an essential belief held by employees which may lead them to be resistant. Thus, limiting 

the survey’s participants to specific measurements of resistance to change could be a possible 

explanation for the difference between Study Two and Study Three.     

 

On the other hand, this study reveals the significance of perceived usefulness (PU) (H8) in 

predicting e-government adoption by people in Jordan:  
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H8: Higher levels of perceived usefulness of online government department services will be 

positively related to higher levels of user adoption of e-government services. 

 

H8 is supported. The more people find government services useful, the more they wish to use these 

online government services. This study is consistent with Study One, which found PU to be a 

significant factor in predicting e-government adoption in Jordan. This study is also in agreement 

with prior research results that confirm the effect of PU on citizens’ intention to use e-government 

services (Chang et al., 2005; Phang et al., 2005). Chang and colleagues (2005) reported the 

significance of PU by focusing on the service of internet tax-filling systems, which is similar to the 

services provided by one of the government departments used in the current study: the Income and 

Sales Tax Department (ISTD). This research also used another service provided by the Drivers and 

Vehicles License Department (DVLD). This research confirms that PU is a concern of users of the 

two government departments’ websites (ISTD and DVLD).   

 

The idea of interaction with the ISTD and DVLD is still new for the people in Jordan. Thus, the 

people in Jordan are more interested in sustaining the benefits of the services provided by these 

websites. In this study, some of the survey respondents used the internet for obtaining information 

from the government websites, as well as for downloading forms. This indicates that this portion of 

respondents was more aware of the benefits of interacting with government departments online so 

that they did not need to visit government sites in person to enquire about information or collect 

applications to conduct particular transactions. Study Three also surveyed well-educated Jordanian 

people, which indicates that they were more willing to keep pace with technological developments 

and deploy them in their lives to improve their knowledge capabilities.  
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In Chapter Five, focus group interviews conducted with Jordanian people indicated that most of the 

people were from a lower income group, which may lead them to seek different methods in order to 

reduce overall expenses in their daily lives, and they may therefore have perceived e-government as 

being useful. For example, the usage of services launched via e-government websites leads to a 

reduction in transport costs as well as payment of transaction fees, as there is no need for a physical 

visit to government agencies. Thus, the government in Jordan needs to ensure that services provided 

through e-government websites are available most of the time and have minimal technical 

problems.  

 

The analysed collected data in this study reports the significance of the hypothesis related to relative 

advantage (H9): 

 

H9: Higher levels of relative advantage of online government department services will be 

positively related to higher levels of user adoption of e-government services. 

 

H9 is supported. The more people perceive the idea of online interaction with government 

departments to conduct different transactions to be better than the traditional way, the more they 

will desire to use e-government services. Relative advantage was an insignificant factor in Study 

One. However, this study supports Rogers’ argument that characteristics of innovation are related to 

people’s decisions to adopt innovation (which is e-government in this research). In the first study, 

the scale items used to measure relative advantage were adopted from previous research. However, 

Study Three used six measurements for relative advantage, four of them adapted from previous 

research and two being self-developed scale items which were designed based on participants’ 

responses in the focus groups interviews. These two scale items are: “Using the Web would help me 

to access the ISTD/DVLD services online any time of the day” and: “Using the Web to interact 
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with the ISTD/DVLD would help in combating the tedious routine which might be caused by 

paperwork”. These two scale items recorded strong loadings in the axial factor analysis performed 

for the construct of relative advantage. This might indicate the contribution resulting from 

combining two self-developed items with the established items. The usage of these two scales could 

clarify the inconsistency of findings between Study One and Study Three. Furthermore, it might 

explain the significance of this factor in this study, as the aforementioned two scale items represent 

an actual reflection of what the Jordanian people believe about e-government and their perception 

of e-government as a better way in which to interact with the government instead of paper-based 

work. Thus, this research designed two scale items which may be more applicable to examining 

relative advantage in developing countries, especially Middle Eastern countries.  

 

Study Three is in agreement with previous research which shows the significance of relative 

advantage in predicting people’s intention to use e-government services (Carter & Bélanger, 2004; 

Ojha et al., 2009). In their research, Ojha and colleagues (2009) investigated the relationship 

between relative advantage and one governmental system: the income tax e-filling system. Yet, 

Study Three reports the results in relation to relative advantage based on data collected through the 

two instruments designed to examine the main predictors of people’s intention to use two services 

provided by two government departments: the ISTD and DVLD. Thus, this study provides a 

prudent understanding of the adoption of another e-government service provided by another 

government department: the Drivers and Vehicles License Department. Having presenting relative 

advantage as a significant predictor of citizens’ intention to use e-government services in Jordan 

above, next is an explanation for H10 (related to complexity).  
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The data collected in this study reports the significance of the hypothesis related to complexity 

(H10):  

H10: Lower levels of complexity of online government department services will be positively 

related to higher levels of user adoption of e-government services. 

 

The analysed data reveals that H10 is supported. The lower the level of effort required to use the 

websites of government departments, the more willing people will be to use the services provided 

through these websites. This study is consistent with Study One in finding complexity to be a 

significant predictor of e-government adoption. The overall research results support Rogers’s 

contention that complexity is related to adoption of innovation (e-government in this research). 

Moving to electronic interaction with the two government departments used in this research might 

be new for the taxpayers and drivers who are used to finalising their transactions traditionally. 

Therefore, this highlights the necessity of having a simple system for their usage. The survey 

respondents showed their concern about the importance of government e-services being useful (H8) 

and advantageous (H9) and may therefore expect a level of ease in interacting with government via 

the Web. As a result, they showed that e-government services need to be provided without any 

complexity involved in using them.   

 

In previous research conducted by Carter and Bélanger (2005), complexity was one of the 

constructs of the e-government adoption model. Yet, it was not included in the analysis due to its 

similarities with the other construct of perceived ease of use. Carter and Bélanger (2005) mentioned 

that: “the complexity construct from DOI is similar (in reverse direction) to the perceived ease of 

use (PEOU) construct from TAM” (p. 10). The authors found that PEOU emerged as a significant 

predictor for determining citizens’ intention to use e-government services. Thus, it could be stated 

that the finding of this study in relation to complexity is consistent with what has been found by 
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Carter and Bélanger (2005). Due to the lack of studies that examine the direct relationship between 

complexity and e-government adoption, this research, through Study Three, would be a valuable 

resource in ascertaining the relevance of DOI’s complexity in e-government adoption. Having 

discussed the significant influence of complexity on e-government adoption by citizens in Jordan 

above, the following is a discussion of the final hypothesis, which relates to the digital divide. 

 

The third study demonstrates the significance of the hypothesis related to the digital divide (H11):  

 

H11: The digital divide will significantly predict user adoption of e-government services. 

 

The analysed data from the survey supports the hypothesis  related to the digital divide (H11). This 

study profiled the digital divide in Jordan in two aspects: age, and level of education. Study Two 

reports the impact of the digital divide on people’s intention to adopt e-government in terms of 

three demographic features: geography, gender and income. This study reveals that age and level of 

education are the main demographic characteristics of people in Jordan which may influence their 

intention to utilise the government departments’ e-services in their daily life. With respect to the 

digital divide, the overall results of this research are consistent with the literature, which 

demonstrates the significant role that the digital divide plays in predicting e-government adoption 

by citizens.  

 

In relation to Study Three, age and level of education were significant findings revealed by previous 

research (Bélanger & Carter, 2009; Reddick, 2005; Thomas & Streib, 2003). In Jordan, the level of 

education is more likely to influence the level of income: the higher the level of education, the 

higher the level of income. In Chapter Five, level of income was found to be a prerequisite for e-

government usage. People who receive a high income would be more likely to be the main users of 
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e-government. Participants in Study Two revealed that usage of e-government requires the 

deployment of other services, such as internet and phone, which, in turn, require connection fees 

and monthly subscriptions. Thus, the people with low levels of income might be incapable of 

making these kinds of payments. In this study, most of the survey respondents held bachelor 

degrees and 100–500 JD was the largest percentage recorded, a level of income which is considered 

toward the lower end of the income scale in Jordan. 

 

With respect to age, this study shows there is a clear difference between the two age groups of 20–

29 years old and 40–49 years old. This research shows that older respondents report a lower e-

government usage than junior respondents. Senior respondents might be different from the junior 

respondents in regard to the nature and context of their internet use. Also, the senior respondents 

may not be as Web-savvy as younger generations. In Jordan, the older people may score low in 

terms of history and context of internet use compared with the younger generation. However, they 

score highly with regard to the usage of traditional ways of communication, such as face-to-face 

interaction or paper-based work. Thus, the young people in Jordan are more likely to prefer usage 

of the internet and being on the Web to interact with government departments. In general, the 

internet or computing would be less important to the senior group than to younger people. Young 

people in Jordan are likely to be the larger category of internet users who can access the internet 

from different places, such as schools, universities, home, and internet cafés, whereas the older 

people registered less visits compared to the younger group.  

 

Also, the older generation is often more resistant to the different issues posed by the introduction of 

information and communication technologies like the internet, such as privacy issues. For example, 

the older people in Jordan might be more resistant to revealing the details of their bank account or 

credit cards. Thus, the government in Jordan should utilise adequate strategies to increase the 
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involvement of older people with e-government. The government should provide internet services 

in places where there are older people, such as the popular markets. Finally, through Study Three, 

this research reports the digital divide in terms of level of education and age as one of the factors 

that influences e-government adoption in Jordan.  

 

This section carried out the main discussion of the significant and insignificant results of the present 

analysis of this study. Next is section 6.7, which concludes this chapter.  

6.7 CONCLUSION 

This chapter presented and discussed Study Three. Study Three aimed to identify via a survey the 

main social factors influencing e-government adoption in Jordan. Two versions of instruments were 

designed for two well-known departments in Jordan, the Income and Sales Tax Department and 

Drivers and Vehicles License Department. Descriptive and inferential analyses were used to explore 

the results. Factor analysis shows the components that recorded strong loadings: trust in the 

internet, website design, religious beliefs, internet and computer skill confidence, word of mouth 

(WOM), resistance to change, perceived usefulness (PU), relative advantage, and complexity. This 

study used multiple regression analysis to test the hypotheses related to the aforementioned factors. 

Chi-square and ANOVA were used to examine the relationship between the digital divide and e-

government adoption. From the discussions, this research finds that trust in the internet, religious 

beliefs, internet and computer skill confidence, word of mouth (WOM), perceived usefulness, 

relative advantage, complexity, and the digital divide are the major predictors of citizens’ intention 

to use or adopt e-government in Jordan.  

 

The next chapter (Chapter Seven) concludes the research. In Chapter Seven, the implications and 

limitations of the research are discussed. 
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CHAPTER SEVEN 

CONCLUSION 

This research addresses the research question: “What role do social factors play in influencing 

citizens in the Hashemite Kingdom of Jordan to adopt e-government?” The question was 

formulated based on the problem identified in Chapter One and on the conceptual, empirical and 

theoretical gap described in Chapter Two. To answer the research question, Chapter Three 

presented the research methodology and identified the main approaches (methods) used in 

conducting this research. The three studies detailed in Chapters Four, Five and Six produced the 

main answers to the research question. This chapter presents the overall research results and 

concludes the research.  

 

This chapter briefly presents the overall research background in section 7.1. It outlines the overall 

research results and their related hypotheses in section 7.2, along with the research implications 

resulting from the different results. Section 7.3 outlines the research’s contribution to e-government 

adoption context and theory, followed by section 7.4, which reports the main limitations of this 

research and provides suggestions for further research. Finally, section 7.5 concludes the chapter.  

7.1 RESEARCH BACKGROUND 

This research aimed to understand the main challenges facing e-government adoption by Jordanian 

citizens. The first chapter of this thesis introduced e-government as a new technological innovation 

espoused by the government in Jordan to create a knowledge-based society. However, the chapter 

indicated that this ambition would be difficult to fulfil without understanding the people’s views 

about e-government and what issues would discourage them from using it. Thus, the first chapter 

identified the research problem and related difficulties, such as implementing a Western-based 
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technology like e-government in a nation in which religion and traditions control the main aspects 

of people’s lives.  

 

Chapter Two undertook a literature review of the debate conducted around the main factors that 

influence people’s intention to use e-government services. Developed and developing countries are 

the main players in this debate and the literature outlined studies conducted in these two types of 

countries. In this research, the focus was mainly on the factors of trust in the internet, trust in 

government, attitudes and beliefs, internet and computer skill confidence, website design, and the 

digital divide. Chapter Two showed that there is a lack of studies that empirically examine the 

relationship between these factors and e-government adoption.  

 

The literature review also reported the adequacy of using the two theoretical perspectives of the 

Diffusion of Innovation Theory (DOI) and the Technology Acceptance Model (TAM). Previous 

research reports the applicability of these theories in understanding the usage of technology and 

information systems. The research model for e-government adoption in Jordan (Figure 2.1) reflects 

the literature review and the theoretical perspectives used (see Chapter Two). The model is 

composed of the social factors of trust in the internet, trust in government, attitudes and beliefs, 

internet and computer skill confidence, and website design, along with factors derived from the 

main elements of the two research theories: relative advantage, compatibility, and complexity from 

DOI; and perceived usefulness and perceived ease of use from TAM. In the model, the factors have 

a direct relationship with the dependent variable, e-government adoption. In Table 2.3 (see Chapter 

Two), the hypotheses are listed for the different elements of the model.  

 

Following the literature review, Chapter Three outlined the overall research methodology. The 

research used both quantitative and qualitative research methods within the overall quantitative 



Chapter Seven – Conclusion 

E-government Adoption in Jordan                                                         251

research paradigm of social factors. The research design aimed to discover what issues would 

prevent Jordanian citizens from becoming effective users of e-government systems. This research 

utilised three studies to answer the research question. Study One used a survey to examine the 

applicability of the research model (Figure 2.1) to study e-government adoption in Jordan. It 

utilised multiple regression analysis to test the model hypotheses (Table 2.3). Study Two conducted 

focus group interviews to obtain a greater understanding of some of the factors identified in Study 

One and to outline other factors. Using the Nominal Group Technique (NGT) to conduct the focus 

groups is relatively unique not only in e-government studies but also in other technological 

contexts, such as e-commerce and e-business. Study Three followed the same research method as 

Study One, using a survey to test the refined research model, which was designed based on factors 

derived from the first two studies.  

 

Chapter Four initiated the task of answering the research question by presenting the first study. 

Study One surveyed 400 Jordanian citizens who had regular access to the internet. This study aimed 

to investigate the role of ten factors in predicting people’s intention to use e-government websites in 

Jordan. These ten factors are: trust in the internet, trust in government, attitudes and beliefs, internet 

and computer skill confidence, website design, relative advantage, compatibility, complexity, 

perceived usefulness, and perceived ease of use. Study One therefore aimed to assess the 

relationships identified in the research model for e-government adoption in Chapter Two. Chapter 

Four examined the research model by conducting factor and multiple regression analyses. Ten 

hypotheses were tested by performing multiple regression analysis. This study found that the main 

determinants of e-government adoption by citizens in Jordan are trust in government, beliefs, 

website design, complexity, and perceived usefulness. These significant predictors represent the 

main elements of the modified research model (see Figure 4.1, Chapter Four).  
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Chapter Five introduced the second study. Study Two assisted in formulating an answer to the 

research question by analysing the responses collected through five focus group interviews with 30 

Jordanian people who either did or did not have regular access to the internet. Study Two used 

Nominal Group Technique (NGT) to administer the focus groups. As a research method, utilising 

focus group interviews to explore factors related to e-government adoption in Jordan is relatively 

rare. This study aimed to give more insights into the factors addressed in Study One (relative 

advantage and religious beliefs) and also to discover the participants’ views on factors that had not 

been identified before. The participants in the focus groups pointed out that trust in the internet in 

terms of security and privacy, religious beliefs, internet and computer skill confidence, wasta, word 

of mouth (WOM), resistance to change, the digital divide, and relative advantage are some factors 

that help to explain e-government adoption.  

 

Study Two reported on factors that emerged as insignificant in Study One, such as trust in the 

internet, internet and computer skill confidence, and relative advantage. The digital divide, wasta, 

word of mouth (WOM), and resistance to change emerged in the second study as new factors 

influencing e-government adoption. Chapter Five indicated the factors frequently identified in 

relation to the organisational and managerial processes, such as wasta, word of mouth, and 

resistance to change. Thus, the second study of this research provides new factors in the debate 

about the elements that impact on adoption of e-government and other online services. Finally, the 

combination of the main findings of this study and the significant findings of the first study (trust in 

government, website design, complexity, and perceived usefulness), with the exception of trust in 

government, formulated the main elements of the refined research model examined through Study 

Three in Chapter Six.   
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Chapter Six gave details of the third study. By surveying 356 Jordanian citizens, Study Three 

provided the final contribution to answering the research question: “What role do social factors 

play in influencing citizens in the Hashemite Kingdom of Jordan to adopt e-government?” Utilising 

a quantitative methodology to answer the research question, the study focused on two services 

provided by well-known government departments: the Drivers and Vehicles License Department 

and the Income and Sales Tax Department.  

 

The refined research model (Figure 6.1)—which includes 11 independent variables proposed to 

have a direct association with the dependent variable, e-government adoption—was examined in 

order to answer the research question. The 11 independent variables are: trust in the internet, 

religious beliefs, computer and internet skill confidence, website design, wasta, word of mouth 

(WOM), resistance to change, the digital divide, relative advantage, perceived usefulness, and 

complexity. Wasta, word of mouth, and resistance to change emerged as new factors in Study Two, 

and this led to a review of the literature for each one of these three factors in Chapter Six. The 

literature shows a lack of research that empirically explores the relationship between these factors 

and the adoption of e-government. Thus, this research contributes to the debate about the main 

challenges of e-government adoption by introducing an empirical evaluation of three new factors: 

wasta, word of mouth (WOM), and resistance to change.  

 

This study addressed religious beliefs in relation to e-government. This kind of relationship has not 

been empirically investigated in the social factors literature to date. Also, there is no strong 

identification of particular measurements by which to examine religious beliefs. However, this 

study identified scale items derived from participants’ responses in Study Two to measure religious 

beliefs. This study found that trust in the internet, religious views, internet and computer skill 

confidence, word of mouth (WOM), resistance to change, complexity, perceived usefulness, and 
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relative advantage are the main predictors of e-government adoption by citizens in Jordan. The 

following section presents the overall research findings and the research implications.  

7.2 SUMMARY OF OVERALL RESEARCH FINDINGS AND RESEARCH 

IMPLICATIONS 

This research explored and analysed the influence of social factors on e-government adoption in 

Jordan. The Diffusion of Innovation Theory (DOI) and Technology Acceptance Model (TAM) were 

utilised to sustain a deeper understanding of these factors. This section summarises the overall 

research findings on trust in the internet, trust in government, religious beliefs, internet and 

computer skill confidence, website design, word of mouth (WOM), the digital divide, relative 

advantage, complexity, and perceived usefulness. These factors showed a significant association 

with the dependent variable, e-government adoption, in Study One (Chapter Four) and Study Three 

(Chapter Six). This section also lists the research implications of each factor that may assist the 

government in Jordan to promote the idea of citizens as stakeholders in e-government. The 

implications could help internet users in Jordan to become e-government users.  

7.2.1 Trust in the internet 

This research reveals that people in Jordan are concerned about privacy and security in their 

interactions on the internet and this could influence their intention to use e-government. The overall 

research hypothesis related to trust in the internet was: “Higher levels of trust in the internet will be 

positively related to higher levels of user adoption of e-government websites” (see Chapter Two). 

Testing the hypothesis in Study One revealed that trust in the internet was an insignificant factor in 

intention to use e-government. However, the Jordanian participants in the qualitative research in 

Study Two reported that trust in the internet was one of the core concerns that may deter them from 

using e-government. The participants stated that these concerns were related to the security and 

privacy of their information, as some Jordanians fear misuse of their personal or credit cards details. 
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As a result, the quantitative research of Study Three (Chapter Six) further examined trust in the 

internet, which then became one of the elements of the refined model for e-government adoption in 

Figure 6.1. Study Three focused on government services provided by two government departments 

to test e-government adoption and redefined the hypothesis of trust in the internet as: “Higher levels 

of trust in the internet will be positively related to higher levels of user adoption of e-government 

services.” Chapter Six demonstrated that the hypothesis of trust in the internet is supported.   

 

This research found that trust in the internet is a significant predictor of e-government adoption in 

Jordan. The more the people trust the internet, the more they intend to use e-government services 

provided through websites. Thus, government agencies in Jordan should provide users with solid, 

trustworthy protection regarding their security and privacy. Government agencies should provide 

users with a clear privacy and security statement on their websites.  

 

Also, the government should create a legal environment to deal with e-government, including 

instituting appropriate e-commerce laws, such as a digital signature and digital identity. The 

government in Jordan should promote these strategies in order to maintain users’ trust in e-

government and to prevent fraud in the use of personal information. For example, the government 

agencies could address the point outlined in Jaeger’s (2003) research that government should limit 

the sharing of personal information which identifies users. This information should not be shared 

with persons or organisations to which the users themselves did not reveal information, either inside 

or outside of the government. Also, Jaeger (2003) states that: “The government must also consider 

carefully the issues related to tracking the visitors to e-government websites by using cookies, small 

text files that trace users’ behaviour and allow that information to be read by the computer that 

placed the cookies” (p. 325).  
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This section summarised the e-government adoption factor of trust in the internet. The following 

section introduces another factor: trust in government.  

7.2.2 Trust in government 

Trust in government is one of the factors that influence e-government adoption in Jordan. The 

overall research hypothesis related to this factor was that: “Higher levels of trust in government will 

be positively related to higher levels of user adoption of e-government websites” (see Chapter 

Two). The quantitative research of Study One revealed that trust in government is one of the main 

predictors of Jordanian citizens’ intention to use e-government. The model in Chapter Two included 

trust in government as one of its main elements (see Figure 2.1). Although this factor emerged as a 

significant predictor in Study One, it was not examined further in Study Two and Study Three. In 

the qualitative research of Study Two, the participants explained that in the current stage of e-

government implementation in Jordan, they were more concerned about their privacy and the 

security of their information. Thus, the importance of addressing the influence of trust in the 

internet in Jordan outweighed the importance of trust in government.  

 

The hypothesis of trust in government was supported by Study One of this research. The more the 

people trust the government, the more they will be willing to use e-government websites. Thus, the 

government in Jordan can sustain the people’s trust in different ways, such as by providing relevant, 

up-to-date and accurate information about services and new laws or regulations through its 

websites. In the USA, it has been found that trustworthiness, including trust in government, can be 

increased by providing accurate, timely and dependable services (Carter & Bélanger, 2005). 

Furthermore, the government should increase its promotions of e-government and the adequacy of 

the strategies followed in launching a successful e-government service.  

 



Chapter Seven – Conclusion 

E-government Adoption in Jordan                                                         257

Having presented trust in government as a major factor related to e-government adoption in Jordan 

in this section, the following section introduces another significant finding of this research project 

related to religious beliefs.  

7.2.3 Religious beliefs 

This research thesis confirms the significant influence of religious beliefs on e-government 

adoption by citizens in Jordan. The hypothesis of religious beliefs was that: “Higher levels of 

positive religious beliefs regarding the internet will be positively related to higher levels of user 

adoption of e-government services” (see Chapter Six). The quantitative research of Study One 

(Chapter Four) examined attitudes and beliefs as one factor. Chapter Two included attitudes and 

beliefs in the research model (Figure 2.1) and designed a hypothesis for this construct that stated: 

“A higher level of positive attitudes and beliefs regarding the internet will be positively related to 

higher levels of user adoption of e-government websites” (see Table 2.3 in Chapter Two). As a 

result of the axial component factor analysis reported in Chapter Four, the name of the construct 

was refined to “Belief”, as its related scale items showed strong loadings with each other.  

 

“Belief” was measured by different concepts, including religious views. The participants in the 

qualitative part of this research (Study Two) defined “religious beliefs” as one of the factors that 

may impact on citizens’ willingness to use e-government in Jordan. The model in Study Three 

(Chapter Six) includes religious beliefs as one of its constructs, with a refined related hypothesis. 

Three concepts measured this factor: immoral issues available on the internet; issues and views 

which are inconsistent with religion; and anti-religious propaganda. Study Three confirmed the 

significant direct influence of religious belief on e-government adoption.  

 

Religious beliefs emerged as a significant predictor of e-government adoption in Jordan. Thus, the 

government in Jordan should increase the promotion campaigns about the importance of utilising 
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the internet in daily life and introduce the internet as a medium that strongly identifies with 

Jordanian cultural and social life, including Islamic values and traditions worldwide. Also, the 

government should design an awareness program to promote the importance of utilising the internet 

to strengthen the economic future of Jordan. Also, these programs could provide a framework for 

proper use of the internet by families and offer strategies that families can follow to ensure a useful 

utilisation of the internet in strengthening the religious beliefs of their children. For example, 

computers can be sited in specific locations in homes where usage can be monitored.  

 

Having presented religious beliefs as a factor influencing e-government adoption in Jordan in this 

section, the following section demonstrates internet and computer skill confidence as another 

significant predictor of e-government adoption.  

7.2.4 Internet and computer skill confidence 

Internet and computer skill confidence emerged in this research program as a significant predictor 

of e-government adoption in Jordan. The overall research hypothesis related to this factor was that: 

“Higher levels of internet and computer skill confidence will be positively related to higher levels 

of user adoption of e-government websites” (see Chapter Two). Internet and computer skill 

confidence was examined in the first quantitative part of the research (Study One). Chapter Four 

(Study One) indicated that the hypothesis was not supported. Chapter Six (Study Three) used 

computer and internet use to measure the different scale items related to this factor, which could 

explain why it was found to be insignificant. Then, the responses in the qualitative research of 

Study Two demonstrated that some people in Jordan have little to no internet and computer skills.  

 

The quantitative part of Study Three examined this construct further as one of the main elements of 

the research model for e-government adoption in Figure 6.1. Study Three focused mainly on two 

government department services to investigate e-government adoption. It therefore modified the 
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hypothesis related to this factor to become: “Higher levels of internet and computer skill confidence 

will be positively related to higher levels of user adoption of e-government services”. Study Three 

reported internet and computer skill confidence as one of the factors that influence e-government 

adoption in Jordan.  

 

The hypothesis was supported in Study Three. Thus, the more the people in Jordan are confident in 

using the internet and computer, the more they will be willing to use government agencies’ online 

services. Due to the importance of internet and computer skills in predicting e-government 

adoption, the government in Jordan may need to organise training and education courses in schools, 

government, business and society, which aim to educate people in using the different internet 

applications up to a standard which would increase their familiarity with transactional services. 

Also, the government should promote universal e-learning for civil servants to ensure all are 

qualified to work with electronic government applications.  

 

This section outlined internet and computer skill confidence as one of the predictors of citizens’ 

intention to use e-government services. The following section outlines another significant factor 

impacting upon citizens’ intention to use online government services in Jordan: website design.  

7.2.5 Website design 

The overall research hypothesis of website design was that: “Higher levels of features of e-

government website design will be positively related to higher levels of user adoption of e-

government websites.” This hypothesis was examined in Study One and Study Three. Study Three 

changed the hypothesis slightly to focus on specific government services. The hypothesis examined 

in the third study was: “Higher levels of features of e-government website design will be positively 

related to higher levels of user adoption of e-government services.” Study One reported the 

significance of website design in predicting the adoption of e-government websites. Yet, website 
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design emerged as an insignificant predictor of e-government services adoption in Study Three. 

Thus, the overall research finding is that website design is one of the factors that influence e-

government adoption in Jordan, as it was found to be significant in one of the conducted research 

studies: Study One (Chapter Four).  

 

Therefore, the government in Jordan should ensure a standardised design for government websites, 

as citizens may be required to move from one website to another to conduct different transactions. 

Also, the government websites should include updated links that do not lead to deleted or re-

directed pages, and should have consistent and attractive screen layouts.  

 

After introducing website design as a significant factor in this section, the following section 

presents word of mouth (WOM) as another significant factor in predicting e-government adoption 

in Jordan.  

7.2.6 Word of mouth 

This research project verified the direct influence of word of mouth (WOM) over e-government 

adoption in Jordan. The word of mouth hypothesis was that: “Higher levels of positive word of 

mouth reports will be positively related to higher levels of user adoption of e-government services” 

(see Chapter Six). The participants in the qualitative part of this research in Study Two 

demonstrated that people in Jordan rely on the past experiences of others when making decisions. 

Study Three tested the hypothesis of word of mouth by examining a direct relationship between 

word of mouth and e-government adoption presented in the model for e-government adoption 

(Figure 6.1). Chapter Six (Study Three) indicated that the hypothesis is supported. 

 

As Study Three found that word of mouth is a significant predictor of e-government adoption in 

Jordan, the Jordanian government should implement different strategies to deal with the issue. For 
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example, the government in Jordan could show people, through media channels such as television, 

different success stories about e-government usage. The Jordanian government should also establish 

units in public places that aim to increase citizen awareness of e-government and inform e-

government non-users of the importance and benefits gained by using government websites to 

conduct different transactions. Furthermore, the government should bring citizens together by 

providing them with chat rooms on the government websites to facilitate the word of mouth 

process. These chat rooms can be directed at topics such as why e-government is a good way to deal 

with government instead of doing so by paper-based work. The users who have experience using e-

government could lead the discussion in these rooms and take the role of opinion leader, placing 

them in the position of influencing citizens’ thoughts about e-government in a positive way.  

 

This section identified word of mouth as a significant factor in the adoption of e-government in 

Jordan. The next section identifies another significant factor: the digital divide.  

7.2.7 The digital divide 

The digital divide hypothesis was that: “The digital divide will significantly predict user adoption of 

e-government services” (see Table 6.2 in Chapter Six). Study Two (Chapter Five) stated that the 

digital divide is one of the main factors influencing e-government adoption in Jordan. The study 

provided evidence that suggests that the digital divide exists in terms of geography, gender and 

income. Then, Study Three tested the hypothesis by exploring the relationship between four 

demographic variables and e-government adoption. The four demographic variables examined were 

age, level of income, level of education, and place of residence. The results emphasised that age and 

level of education are the main predictors of citizen intention to use online government services in 

Jordan. Accordingly, Study Three elaborated on the main terms of the digital divide identified in 

Study Two, as it introduced the occurrence of the digital divide in Jordan within two categories: 

level of education and age.     
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As this research shows that the digital divide should be a concern for the government in Jordan, the 

government should design adequate strategies to accelerate the bridging of the digital divide. The 

government in Jordan should use diverse channels to make its services accessible to citizens. For 

example, the government should place kiosks in public places in both urban and remote areas to 

provide different segments of the population in Jordan with access to its online services. In 

England, the British government placed kiosks around the country in order to distribute information 

and local council services to the public and help citizens to become familiar with utilising 

information technology (Silcock, 2001). Women and citizens with low levels of income could be 

the two main groups who would most likely receive the greatest benefits from the kiosks. In 

Chapter Five, it was noted that the internet café is one of the places at which people can access the 

internet in Jordan and whereas males recorded the greater numbers of visits, placement of kiosks in 

public places would provide women with an equal opportunity to use e-government services. Also, 

the government should provide low-cost public access to the internet at the community level, such 

as in public libraries.  

 

Having discussed the digital divide as a significant factor in e-government adoption in Jordan in 

this section, section 7.2.8 states the significance of relative advantage as one of the Diffusion of 

Innovation characteristics in predicting e-government adoption in Jordan.  

7.2.8 Relative advantage 

Relative advantage is a significant predictor of e-government adoption in Jordan. The overall 

research hypothesis related to relative advantage was that: “Higher levels of relative advantage will 

be positively related to higher levels of user adoption of e-government websites” (see Chapter 

Two). The quantitative part of this research in Study One tested the hypothesis and found relative 

advantage to be an insignificant predictor of e-government adoption in Jordan. However, 

participants of Study Two identified the importance of relative advantage in predicting e-
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government adoption by citizens in Jordan. Relative advantage was then integrated into the model 

for e-government adoption examined in Study Three (Chapter Six). Study Three made comparisons 

between established scale items and self-developed items in order to examine relative advantage. It 

also postulated that: “Higher levels of relative advantage of online government department services 

will be positively related to higher levels of user adoption of e-government services” (see Chapter 

Six). Chapter Six discussed the possibility that added items could be one of the reasons why this 

factor was found to be significant in Study Three despite being insignificant in Study One. Overall, 

this research finds that the more people perceive online interaction with government to be superior 

to the traditional way of interaction, the more they will intend to use e-government. 

 

Consequently, the government agencies in Jordan should focus their efforts at the local level on 

implementing strategies that offer services with added value to citizens compared with the value of 

traditional services. Thus, the government should concentrate on helping citizens to realise the 

major advantages of e-government, such as saving time and money. For example, the government 

agencies in Jordan should ensure and communicate the simplicity and advantage of filling out 

applications online. Also, it should ensure that applications are processed quickly. In addition, the 

government agencies should ensure that services are provided online at any time of the day. Users 

should be capable of tracking the progress of their applications, saving time and money by 

removing the need to telephone the government agencies or to use transport to visit the agencies in 

person. Finally, the government in Jordan should promote e-government as a way to reduce the 

routine paperwork associated with manual transaction processing.  

 

This section discussed relative advantage as a predictor of e-government adoption in Jordan. The 

following section examines another characteristic of innovation: complexity.  
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7.2.9 Complexity 

The overall research hypothesis related to complexity was that: “Lower levels of complexity will be 

positively related to higher levels of user adoption of e-government websites” (see Chapter Two). 

This hypothesis was tested and supported by the quantitative part of this research in Study One 

(Chapter Four). Study One revealed the significant influence of complexity over citizens’ use of e-

government websites in Jordan. Then, Study Three (Chapter Six) confirmed the important role of 

complexity in determining citizens’ intention to use e-government services by testing the hypothesis 

that: “Lower levels of complexity of online government department services will be positively 

related to higher levels of user adoption of e-government services” (see Chapter Six). Thus, the 

quantitative research of Study One and Study Three shows complexity to be one of the factors that 

influence e-government adoption in Jordan by examining the direct relationship between 

complexity and e-government adoption in both of the models in Figure 2.1 (Chapter Two) and 

Figure 6.1 (Chapter Six).  

 

According to this research, complexity is one of the predictors of e-government adoption in Jordan. 

The more the users perceive e-government services as being easy to understand and use, the more 

they will intend to use e-government. Thus, the government should provide users with services that 

require little effort to use, by providing a clear means of navigating the website and listing the steps 

needed to conduct a particular transaction in a clear and understandable way. Also, government 

agencies should make their sites available with maps to provide users with direct guidance in using 

the different sites’ services and information. Furthermore, the government in Jordan should 

formulate and implement integrated online training tutorials or courses which aim to teach the users 

how to use a particular service. These tutorials should be available with images of different service 

windows rather than just audio instructions.  

 



Chapter Seven – Conclusion 

E-government Adoption in Jordan                                                         265

After introducing complexity as a predictor of e-government adoption in Jordan in this section, the 

following section presents one of the TAM’s characteristics: perceived usefulness.   

7.2.10 Perceived usefulness 

The overall research hypothesis related to perceived usefulness was that: “Higher levels of 

perceived usefulness will be positively related to higher levels of user adoption of e-government 

websites” (see Chapter Two). Chapter Four (Study One) demonstrated that the aforementioned 

hypothesis is supported. Chapter Six (Study Three) then further examined the relationship between 

perceived usefulness and e-government adoption by focusing on two government departments’ 

services. Study Three postulated that: “Higher levels of perceived usefulness of online government 

department services will be positively related to higher levels of user adoption of e-government 

services.” Study Three revealed a significant direct relationship between perceived usefulness and 

e-government adoption in Jordan, as presented in Figure 6.1 (Chapter Six). Thus, this research 

project, through Study One and Study Three, reports perceived usefulness as one of the predictors 

of citizens’ intention to use e-government in Jordan.   

 

The more that people believe that online interaction with government through its websites would 

enhance the process of conducting transactions and other tasks, the more they will intend to use e-

government. Therefore, the government in Jordan should ensure that the website is free of any 

technical problems in order to ensure the usefulness of the service provided online, including 

speeding up the processing procedures. Previous research shows the importance of information 

service quality (ISQ), information quality (IQ), and perceived credibility (PC) for increasing the 

perceived usefulness of e-government services, such as online tax-filling systems (Chang et al., 

2005). Thus, future research to examine the relationship between ISQ, IQ, PC, and perceived 

usefulness would be significant.  
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The government in Jordan should have a central database, as people might need to conduct one 

transaction with different government agencies. In this case, the users would not need to provide 

their information for a second time. Also, having a central database could increase the efficiency of 

conducting the transactions.  

 

This section outlined the main research findings and the research implications. The following 

section addresses the thesis’ contribution to e-government adoption theory.  

7.3 CONTRIBUTION TO E-GOVERNMENT ADOPTION CONTEXT AND 

THEORY 

This concluding chapter confirms the statements made in Chapter One. Although there has been 

considerable research in recent years examining the adoption of e-government by using DOI and 

TAM (Carter & Bélanger, 2005), there has been a lack of research devoted to examining the factors 

that impact upon e-government adoption by the joint usage of the aforementioned theoretical 

frameworks in Arabic countries and Jordan in particular. This research program verifies the 

applicability of the joint use of DOI and TAM along with other factors to determine citizens’ views 

of e-government adoption in Jordan.  

 

One of the essential objectives of this research project was to design a model for e-government 

adoption using theoretical and research perceptions. This research program, through the three 

studies conducted, contributes in providing a model for e-government adoption based on the mixed-

method approach of quantitative survey and qualitative focus groups. This approach is relatively 

rare, as other models for e-government adoption have usually been based on the quantitative 

method (survey).  
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The research model for e-government adoption (see Figure 6.1 in Chapter Six) demonstrates that 

the inclusion of the two factors of word of mouth and religious beliefs contributes to an effective 

understanding of e-government adoption in Jordan. This research program shows the significant 

influence of religious beliefs and word of mouth on citizens’ intention to use e-government. 

Presenting the direct influence of word of mouth and religious beliefs on e-government adoption is 

not only rare in the context of e-government but also in the technological context in general. This 

research program therefore provides an important basis for further research to explore the influence 

of the aforementioned factors on the adoption of e-government and other technologies. Also, the 

influence of these two factors on e-government adoption should be examined in both developed and 

developing countries, due to the differences between these two types of countries.  

 

The research model for e-government adoption (Figure 6.1) represents a practical starting point 

from which to examine the relationship between resistance to change and wasta on e-government 

adoption. These two factors, most likely to appear as organisational terms, were investigated in this 

research based on opinions obtained from people in the social community. Although this research 

shows that these two factors are not strong indicators of citizens’ intention to adopt e-government, it 

recommends further research to investigate the relationship between resistance to change, wasta, 

and e-government adoption. Wasta has been compared with the Chinese term “guanxi” (Hutchings 

& Weir, 2006). Thus, this research project would be a valuable resource for researchers who are 

interested in examining the influence of guanxi on e-government adoption in China.  

 

This research thesis includes relative advantage, perceived usefulness (PU), complexity, and 

perceived ease of use (PEOU) in the research model for e-government adoption (see Chapter Two). 

Prior studies indicate conceptual similarities between relative advantage and PU, as well as between 

complexity and PEOU (Carter & Bélanger, 2005; Venkatesh et al., 2003). In a study conducted by 
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Carter and Bélanger (2005), perceived usefulness (from TAM) was dropped from further analysis 

due to its similarities with relative advantage (from DOI). However, this research project, through 

Study Three, verified the difference between relative advantage and perceived usefulness. This 

might be explained by the two new items (questions) designed to measure relative advantage. Thus, 

further research should consider the use of both constructs in the model for e-government adoption.  

 

In addition, complexity (from DOI) was not used in Carter and Bélanger’s (2005) model, due to its 

similarities with perceived ease of use (PEOU) (from TAM). However, this research included both 

constructs in the model for e-government adoption (see Figure 2.1 in Chapter Two). The scale items 

of PEOU did not show any strong loading with each other in the axial factor analysis conducted in 

Chapter Four. Thus, it was decided to drop PEOU from further analysis.  

 

This research program confirms the significant influence of complexity on adopting e-government, 

in the results of Study One and Study Three. Also, it confirms the difference between complexity 

and perceived ease of use based on perceptions obtained from Jordanian citizens. Thus, this 

research would be valuable for e-government researchers interested in testing the influence of 

complexity on e-government adoption. It would also be valuable to the information technology 

practitioners who are interested in exploring the influence of the joint usage of the two constructs of 

complexity and PEOU over the adoption of information technology in general, such as e-commerce 

and e-business. 

 

This research program provides a good contribution to the literature by identifying new 

measurement scale items. Two new measurement scale items were added to existing scale items 

designed to measure one of the characteristics of DOI: relative advantage. These items are: “Using 

the Web would help me to access the ISTD/DVLD services provided online at any time of the day”, 
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and: “Using the Web to interact with the ISTD/DVLD would help in combating the tedious routine 

which might be caused by paperwork”. These two measurement scale items were designed based on 

participants’ responses in the focus groups conducted in Study Two (Chapter Five). Chapter Six 

argued that these two new measurement scale items were the reason for relative advantage being 

found to be significant in Study Three and insignificant in Study One. These two measurement 

scale items could be an actual reflection of the way in which people in Jordan perceive e-

government as superior to traditional methods of interaction with government. Thus, further 

research should be conducted to confirm the applicability of using these two new measurement 

scale items in other contexts within developed, developing, and Arabic countries. Also, the 

adequacy of using these two new measurement scale items should be tested not only within the e-

government area but also within the technological area in general, such as in e-business and e-

commerce.  

 

This research program also established new measurements for religious belief in relation to 

technology adoption. To date, there have been no scale items measuring religious belief in the 

technological context in general and e-government in particular. These scale items were designed 

based on the literature (Chapter Two) and responses given in the focus groups (Chapter Five).  

 

Finally, the model designed in this research project should be tested in further studies examining e-

government adoption in the Arabic context, such as in Saudi Arabia, Egypt and Lebanon. Chapter 

One pointed out the similarities between the Arabic countries in their social traditions, norms, 

cultures and religious beliefs.  

 

This model introduces valuable factors worth considering when addressing e-government adoption: 

trust in the internet, trust in government, religious beliefs, internet and computer skill confidence, 
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website design, word of mouth, wasta, resistance to change, the digital divide, relative advantage, 

perceived usefulness, and complexity (see Figure 2.1 and Figure 6.1). Having identified the 

research contribution in this section, the following section presents the research limitations and 

suggestions for future research. 

7.4 LIMITATIONS AND SUGGESTIONS FOR FUTURE RESEARCH 

This research addresses the social factors that might influence e-government adoption in Jordan by 

using data collected through three research studies, mainly from people who had regular access to 

the internet. In this research, people who did not have regular access to the internet were only 

involved in Study Two (Chapter Five). This highlights the necessity of involving more citizens who 

are on the other side of the digital divide (people who do not have regular access to the internet) in 

future research. This will help to ensure that all Jordanian citizens are included in the study of e-

government adoption. Collecting data from more internet illiterate people would help to increase 

the generalisability of the results.  

 

Study Two utilised a qualitative method of data collection (focus groups) to obtain the insights of 

people who did not have regular access to the internet. This research method could be extended to 

access a larger number of participants. Non-internet users constitute a large percentage of the 

population in Jordan, as only about 20.1% of Jordanians are internet users (TRC, 2007). Thus, a 

quantitative method of data collection could be used to obtain a larger sample size. Utilising a 

survey for non-internet users might be helpful in producing useful quantitative comparisons of the 

different perceptions about e-government adoption of the two categories of people, internet 

literate/illiterate people.  

 

Study Three focused mainly on obtaining respondents’ perceptions about e-government by focusing 

on online services provided by two well-known government departments in Jordan. The results 
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might have been biased toward specific factors relating to the selected online services. Future 

studies should examine e-government adoption by including more government departments and 

agencies to validate these results. Also, in the third study, two instruments with the same scale 

items designed to collect data about adoption of two online services were selected. It was decided to 

analyse the data collected from the two questionnaire instruments together. This decision was taken 

without following any analytical techniques. Thus, future research could run Chi-square or t-tests to 

check the difference between respondents’ answers. Comparing results between different 

departments could give further insights into this research. 

 

Religious beliefs emerged in Study Three as a significant predictor of e-government adoption in 

Jordan. The participants in this study were not asked to identify their religion. Thus, the responses 

might not determine particular religious views. Chapter One indicated that there is a diversity of 

religions in Jordan, with Islam and Christianity being the two main religions—Muslims represent 

92% of the population, while Christians constitute 8%. Thus, future surveys should include self-

identification of religious identity.    

 

Wasta emerged in Study Three as an insignificant predictor of e-government adoption. The 

measurements used to examine this factor focused mainly on deployment of interpersonal 

connections to conduct or speed up a particular transaction. Chapter Six indicated that these 

measurements may be one of the reasons why this factor did not emerge as significant in this 

research, as most of the respondents were employees and this type of citizen may have different 

perceptions of wasta. Thus, the measurement of wasta could include aspects from Makhoul and 

Harrison’s (2004) research, which indicates that wasta is not only used to speed up or conduct 

transactions but also to secure a job, a promotion at work, or to assist in initiating a project.    
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Another limitation of this research is related to the geographical location of the research 

participants. The surveys in Study One and Study Three were administered mainly in one city of 

Jordan: Irbid. This may limit interpretation of results, as the responses were limited to people who 

resided in the north of Jordan and may not be representative of the whole Jordanian population. 

Future research could address this issue by conducting surveys in other cities in different parts of 

Jordan, such as Amman (central Jordan) and Aqabah (southern Jordan), to increase the 

generalisability of findings. Chapter One indicated that Amman is the Jordanian city in which the 

major IT projects are initiated and people have access to a more advanced level of services. Thus, 

the citizens who reside there may have different views of e-government adoption.  

 

Also, Irbid is one of the largest cities in Jordan, with a high standard of services. Thus, future 

research should gather the opinions of people in other cities with lower standards of services. 

Furthermore, future research should also focus on surveying people who live in remote areas, which 

are characterised by low levels of services provided. In Jordan, most services are available in the 

major cities.      

 

This research did not measure actual e-government use. E-government adoption represents the main 

dependent variable in this research and it was examined in terms of intention to use. Thus, intention 

to use may not reflect whether or not the citizens will actually employ e-government to conduct 

their transactions. Future research should examine the relationship between intention to use and 

actual e-government usage. As an extension of the current research model, future research could 

refine the model by letting the intention to use play the role of a mediator variable, with actual 

system use as the dependent variable.  
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Furthermore, this research approached e-government by looking at one initiative: e-services. Thus, 

the results of this research are limited to this type of initiative. Addressing the main predictors of 

adoption of the other initiatives would ensure a full, successful implementation of an e-government 

system in Jordan. Therefore, further research should be conducted to deal with the usage of other 

initiatives, such as e-democracy. Also, future research could investigate the relationship between 

different initiatives and what role that relationship could play in enhancing usage of them. For 

example, being able to put democracy into practice online, such as by voting on the Web (e-voting), 

might enhance voters’ trust in government and therefore lead them to be more willing to experience 

other initiatives, like e-services. In the first study of this research, trust in government was shown to 

be a significant factor in predicting people’s intention to use e-government websites.   

 

This research used e-government websites and services as the main measurements of e-government; 

however, differences in government websites were not identified in the context of particular site 

usage. Thus, the respondents may have commented generally in their responses, which would not 

make the results applicable to a particular government website. Future research could explain these 

differences by conducting an evaluation study of the different websites designed for government 

entities.  

 

This research project focuses mainly on e-government. Yet, with the advent of the Web 2.0 and 

therefore Government 2.0, governments around the world, either in the developed and developing 

countries, tend to utilise this technology as an attempt to change the way of governance. Middle 

Eastern counties, such as the United Arab Emirates (UAE), are an example of developing countries 

that is developing the idea of Government 2.0. Thus, further research should be conducted to 

examine the factors that may influence the deployment of the Government 2.0 by citizens in Middle 

East generally and in Jordan particularly.  
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Finally, this research is a cross-sectional study, which may limit its capacity to address dynamic 

enhancements, changes, or developmental issues. Thus, future research should incorporate a 

longitudinal research design (time series). Longitudinal studies could be administered to examine 

how the same people’s perceptions of the factors examined in this research are modified over time. 

Also, these studies may provide evidence of whether the people actually use e-government as a 

result of their intention.   

 

This section listed the main limitations of this research rather than directions of further research. 

The limitations include excluding people who were on the other side of the digital divide (non-

regular internet users) from the quantitative parts of the research project; geographical bias in 

administering the survey by focusing on one city; results bias toward specific factors related to the 

two selected online government services; analysing data collected through two questionnaires in 

Study Three together without relying on any analytical technique; non-identification of participants’ 

religion; measuring wasta based on specific perceptions, which mostly related to conducting 

transactions; focusing on one e-government initiative, that is e-services; not measuring actual e-

government usage; non-identification of differences between government websites; and limited 

attention given to dynamic enhancements, changes, or development issues. 

 

Earlier, section 7.3 emphasised the worth of conducting further research in different areas and 

contexts. This section points out that further research needs to have a greater understanding of the 

research question. Future research should be conducted to survey people who do not have regular 

access to the internet; to survey people who are located in different geographical areas and cities in 

Jordan; to include more government departments; to run Chi-square or t-tests to check the 

differences in respondents’ answers to the two instruments designed in Study Three (Chapter Six); 

to include self-identification of religious identity; to measure wasta based on different perceptions; 
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to examine the relationship between intention to use and actual system use; to cover other e-

government initiatives, such as e-democracy; to evaluate e-government websites; to examine the 

factors that influence the utilisation of Government 2.0; and finally, future research should 

incorporate a longitudinal research design. The following section concludes this chapter. 

7.5 CONCLUSION 

This research could make a significant contribution toward bridging the gap between the theoretical 

design of e-government and the actual deployment of e-government services in real interaction with 

citizens. This research articulates the issues that could influence e-government to operate effectively 

in the social community by addressing these issues from a citizen’s perspective. Encouraging 

people to adopt e-government is a current problem that must be addressed in order to achieve 

successful implementation of e-government in Jordan. 

 

This research tells the story of this issue with the Jordanian citizens as the heroes and the factors 

influencing adoption as the scenario. The research outlines the factors that would potentially deter 

Jordanian people from becoming effective adopters of e-government. It used TAM and DOI to gain 

a deeper understanding of public acceptance of the e-government system. The conclusions of this 

research may assist the government in Jordan to improve the citizens’ views about e-government. 

Effective participation by citizens in e-government will determine the success of the e-government 

project in Jordan.  

 

Finally, this research could be a useful resource for researchers and practitioners concerned with the 

implementation and adoption of information technology projects in general and e-government in 

particular. The research provides a model for e-government adoption in one of the Middle Eastern 

countries. This model has the potential to be used in future studies of e-government adoption in 

other Arabic countries.   
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Appendix 4.1: Study One Survey (English Version) 
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The expected benefits of the research. This research will make a useful contribution to understand 
the social factors that might influence citizens to adopt e-government. Therefore, this research will 
benefit the Jordanian people through developing successful e-government adoption strategies.  
 
Risks to you. The potential risk is that participants may worry that this is a Jordanian government 
study. Participants should aware that this study is conducted as academic research and is not 
sponsored, conducted or controlled by the Jordanian government. No agency or organization will be 
able to identify or have access to individual responses. If you feel that you are stressed or worried 
about filling this questionnaire please do not complete it and if necessary, contact the research team 
who will give you support and referral if necessary.    
 
Your confidentiality. The answers provided will be treated confidentially. Your participation in 
this survey is anonymous. You are not required to record your name on the questionnaire. If you 
return the survey via email or Fax, your name and contacts details will be separated from the 
questionnaire and it will not be stored, recorded or connected with the questionnaire. The research 
team will not disclose the identity of any of the participants who fill out this questionnaire. The 
results of the research will be published based on hundreds of participants’ responses. The survey 
responses will be kept in locked filing cabinets at the Department of Management at Griffith 
University for five years before being destroyed by a confidential document service.     
 
Your participation is voluntary. Your participation in this questionnaire is voluntary. If you do 
not wish to answer any of the questions then please go to the questions that you would like to 
answer. 
 
Mechanisms for distribution and return. Please return the questionnaire in way you prefer from 
among the following: email (m.alomari@griffith.edu.au), fax or postal address which is written 
below. 
 
Question/ further information. If you have any doubts about a question or you need any 
explanation, do not hesitate to contact the student researcher: Mohammad Alomari, 
m.alomari@griffith.edu.au, phone: +61 420456363. 
 
The ethical conduct of this research. This research is conducted by Griffith University in 
accordance with the National Statement on Ethical Conduct in Research Involving Humans.  Please 
contact the Manager, Research Ethics on 3735 5585 or research-ethics@griffith.edu.au , if you have 
any concerns or complaints about the ethical conduct of the research project.  
 
Feedback to you. Please if you would like to get a copy of the research results, or if you are 
interested to have further information about the study, please do not hesitate do contact the research 
team as identified above.  
 
Expressing consent. If you complete and return the questionnaire, you will be deemed to have 
consented to your participation in the research. Please detach this sheet and retain it for your later 
reference.  
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Societal Factors and the Adoption of E-government in Hashemite Kingdom of Jordan 

A survey conducted by 

Mr. Mohammad Kamel Alomari 

Department of Management (Information Systems) 

Business school, Griffith University 

Research Team 
 
Name(s):    Dr Kuldeep Sandhu 
School(s)/Centre (s):  Department of Management, Griffith Business School 
Contact Phone:  07 3735 7718 
Contact Email:  k.sandhu@griffith.edu.au  
 
Name(s):    Dr Peter Woods 
School(s)/Centre (s):   Department of Management, Griffith Business School 
Contact Phone:   07 3735 6494 
Contact Email:   p.woods@griffith.edu.au  
 
Name(s):   Mr. Mohammad Alomari (Student Researcher) 
School(s)/Centre (s):  Department of Management (Information Systems), Griffith Business 

School 
Contact Phone:  07 3735 7671 
Contact Email:  m.alomari@griffith.edu.au  
 
 
Instructions: 

- Please mark only one answer for each question. 

- Please try to answer the questionnaire in one setting since that will help you to join different 

parts of the questionnaire.  

- If you do not wish to answer any of the questions then please go to the questions that you would 

like to answer.   

- You might need 30 minutes to answer the questionnaire. 

- Part A of the questionnaire contains on 30 statements, please judge how each statement fit your 

opinion.  

- Fourty three (40) statements are listed in Part B.  

- Part C contains some demographic questions.  

 
PART A: FACTORS AND E-GOVERNMENT ADOPTION 

Please choose you answer for each statement from the below table and write the number of you 

answer beside each statement.  The following table has five different rating scales. Choose any one 

of the rating scales from 1-5 that you find suitable for each statement. 
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1 The internet has enough safeguards to make me feel comfortable using it 
to interact with government online. 

1 2 3 4 5 

2 In general, the internet is now a robust and safe environment in which to 
transact with government. 

1 2 3 4 5 

3 I am confident that the data I submit through government websites will 
not be misused and will be treated confidentially. 

1 2 3 4 5 

4 I am confident that no fraud will be committed. 1 2 3 4 5 
5 Government can be trusted to carry out online transactions faithfully. 1 2 3 4 5 
6 I trust government because they keep my best interests in mind. 1 2 3 4 5 
7 I am confident that the forms I submit though government websites will 

be processed. 
1 2 3 4 5 

8 I am confident that the government will provide me with reliable and up 
to date information through its websites. 

1 2 3 4 5 

9 I would prefer paper-based work because of negative impressions I have 
about electronic transactions. 

1 2 3 4 5 

10 I would prefer not to use the internet because of immorality which is 
against the rules of my religion. 

1 2 3 4 5 

11 I am not concerned about the “de-personalisation” of government e-
services. 

1 2 3 4 5 

12 I would have negative attitudes toward internet because paper-based 
work will be eliminated since most of the work will be done online and I 
might lose my job. 

1 2 3 4 5 

13 I would easily adapt to any changes that e-government may cause. 1 2 3 4 5 
14 The idea of using E-government Website to interact with government is 

appealing. 
1 2 3 4 5 

15 Using the E-government Website is a good idea. 1 2 3 4 5 
16 I like the idea of using the E-government Website. 1 2 3 4 5 
17 I would find it easy for me to navigate within public websites without 

having internet or computer skills. 
1 2 3 4 5 

18 It is not easy for me to understand and be aware of internet benefits 
without having the required skills to use it. 

1 2 3 4 5 

19 I have the internet and computer skills which enable me to navigate 
within websites to use different e-services. 

1 2 3 4 5 

20 Having the internet and computer skills improves my interaction with 
government online through using different e-government websites. 
 

1 2 3 4 5 

21 Having the internet and computer skills enables me to assess the e-
services provided through e-government websites. 

1 2 3 4 5 

22 I would be confident in using websites which are adequately designed to 
serve my needs. 

1 2 3 4 5 

23 E-government websites should be available with well organised contents. 1 2 3 4 5 
24 E-government websites should present attractive screens (colures and 

backgrounds) 
1 2 3 4 5 

 
 

Strongly 
Agree 

Agree Neutral Disagree Strongly Disagree 

1 2 3 4 5 
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25 E-government websites should be opened with different internet 
browsers. 

1 2 3 4 5 

26 E-government websites should be free of technical problems such as 
“syntax error”. 

1 2 3 4 5 

27 E-government websites should provide clear directions for navigating the 
site. 

1 2 3 4 5 

28 E-government websites should present information in a simple and 
understandable manner. 

1 2 3 4 5 

29 E-government websites should have consistent screen layouts. 1 2 3 4 5 
30 E-government websites should provide up to date information. 1 2 3 4 5 
 

PART B: THEORETICAL PART OF STUDY  

Please choose you answer for each statement from the below table and write the number of you 

answer beside each statement.  The following table has five different rating scales. Choose any one 

of the rating scales from 1-5 that you find suitable for each statement. 

 

1 E-government websites enable me to accomplish tasks more quickly. 1 2 3 4 5 
2 Using e-government websites save me time. 1 2 3 4 5 
3 Using e-government websites make it easier to do my job. 1 2 3 4 5 
4 E-government websites would enable me to complete different 

transactions more quickly. 
1 2 3 4 5 

5 I think e-government websites would provide a valuable service for me. 1 2 3 4 5 
6 The content of e-government websites would be useless to me. 1 2 3 4 5 
7 The e-government websites would enhance my effectiveness in 

searching for and using different services that has been launched. 
1 2 3 4 5 

8 I would find e-government websites useful. 1 2 3 4 5 
9 I often become confused when I use the e-government websites. 1 2 3 4 5 
10 Interacting with e-government websites requires a lot of my mental 

effort. 
1 2 3 4 5 

11 My interaction with e-government websites is easy for me to understand. 1 2 3 4 5 
12 I do not find that e-government websites need high skills. 1 2 3 4 5 
13 Learning to interact with the e-government websites would be easy for 

me. 
1 2 3 4 5 

14 I believe interacting with the e-government websites would be a clear 
and understandable process. 

1 2 3 4 5 

15 I would find the e-government websites to be flexible to interact with. 1 2 3 4 5 
16 It would be easy for me to become skilful at using the e-government 

websites. 
1 2 3 4 5 

17 I would find e-government websites difficult to use 1 2 3 4 5 
18 I find the e-government websites easy to use. 1 2 3 4 5 
19 Using the web would enhance my efficiency in gathering information 

from the e-government. 
1 2 3 4 5 

Strongly 
Agree 

Agree Neutral Disagree Strongly Disagree 

1 2 3 4 5 
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20 Using the web would enhance my efficiency in interacting with the e-
government. 

1 2 3 4 5 

21 Using the web would not make it easier to explore and gather 
information from e-government websites. 

1 2 3 4 5 

22 Using E-government Website would make it easier to interact with 
government. 

1 2 3 4 5 

23 Using E-government Website would give me greater control over my 
interaction with government. 

1 2 3 4 5 

24 The disadvantages of my using the E-government Website far outweigh 
the advantages. 

1 2 3 4 5 

25 I think using the web would fit well with the way that I like to gather 
information from e-government. 

1 2 3 4 5 

26 I think using the web would fit well with the way that I like to interact 
with the government. 

1 2 3 4 5 

27 Using the web to interact with government would fit into my lifestyle. 1 2 3 4 5 
28 Using the web to interact with the government would incompatible with 

how I like to do things. 
1 2 3 4 5 

29 Using E-government Website fits into my work style. 1 2 3 4 5 
30 It is easy for me to navigate within e-government websites. 1 2 3 4 5 
31 Learning to use the E-government Website for exploring information and 

do different transaction is easy for me. 
1 2 3 4 5 

32 I believe that it is easy to get the E-government Website to do what I 
want it to do. 

1 2 3 4 5 

33 Interacting with E-government Website to explore information and do 
different transaction is clear and understandable. 

1 2 3 4 5 

34 Overall, I believe that using the E-government Website to explore 
information or do different transactions is easy. 

1 2 3 4 5 

35 Interacting with the government over the web is something that I would 
do. 

1 2 3 4 5 

36 I would not hesitate to provide personal information to the e-government 
websites. 
 

1 2 3 4 5 

37 I would use the Web to retrieve information from the government. 1 2 3 4 5 
38 I would use the web to inquire about government services. 1 2 3 4 5 
39 It is likely that I will use the web for financial transactions with the 

government in the near future. 
1 2 3 4 5 

40 Given the chance, I predict that I will use government websites. 1 2 3 4 5 

 

PART C: PARTICIPANT PROFILE 

The purpose of this part is to collect information about the respondent.  Please answer each question 

by circling one number for each question.  

 

1- Gender:  
1 2 

Male Female 
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2- Level of education: 
1 2 3 4 5 

Secondary 
School 

College Bachelor Higher education Other 

 

3- Your Age: 
1 2 3 4 5 

Less than 20 20 – 29 30 – 39 40 – 49 50 years or more. 
  
 
4- Your occupation: 

1 2 3 4 

Student Employee in public sector Employee in private sector Other 
 

5- Level of Income: 
1 2 3 4 

Less 100  100-500 500-1000 More than 1000 

 

6- How many hours per week do you spend using the internet:  
1 2 3 4 

Less than one hour 1-3 hours 4-8 hours More than 8 hours 
 

7- Where often do you use the internet, at any of the following places: 

 

8- What actively often do you mainly use the internet, for  
1 2 3 4 5 

Email Chatting Shopping Home Work or 
Checking Results 

Reading  News 

 

Thank you 
Surely your Collaboration is greatly appreciated 

Mohammad Kamel Alomari 
 
 
 
 
 
 
 
 
 

1 2 3 4 

Home Work University Internet Cafes 
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Appendix 4.2 : Study One Survey (Arabic Version) 
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:المخاطر بالنسبة لكم  

وعلى المشاركین أن یكونوا على . إن المخاطر المحتملة ھي أن المشاركین قد یقلقوا من أن ھذه دراسة خاصة بالحكومة األردنیة

ولن تكون أي مؤسسة أو منظمة . علم أن ھذه الدراسة أجریت كبحث أكادیمي وال ترعاھا أو تقوم بھا أو توجھھا الحكومة األردنیة

وإذا شعرتم أنكم تحت الضغط أو القلق بشأن تعبئة ھذه االستبانھ الرجاء . رة على التعرف على أو الوصول إلى استجابات األفرادقاد

. عدم تعبئتھا، وإذا كان ضروریًا، أرجو االتصال بفریق البحث الذي سیقدم لكم الدعم أو تحویلكم إلى َمْن یلزم  

:السریة الخاصة بكم  

ومشاركتكم في ھذا االستطالع ستكون مع حجب تام لٍالسم، حیث لن یطلب منكم . مقدمة سیتم التعامل معھا بسریةإن اإلجابات ال

وإذا قمتم بإرجاع االستطالع عبر البرید اإللكتروني أو الفاكس،فإن االسم ومعلومات االتصال الخاصة . كتابة األسم على االستبانھ

إن فریق البحث لن یفصح عن ھویة أي من .  تخزینھا، أو تسجیلھا، أو إلحاقھا باالستبانھبكم سیتم فصلھا عن االستبانھ، ولن یتم

وسیتم االحتفاظ . ونتائج البحث سیتم نشرھا بناًء على استجابات مئات المشاركین. المشاركین الذین یقومون بتعبئة ھذه االستبانھ

ي قسم اإلدارة في جامعة جریفیث لغایة خمس سنوات قبل إتالفھا من باالستجابات على االستطالع في خزائن حفظ الملفات المقفلة ف

.   قبل خدمات الوثائق السریة  

:مشاركتكم طوعیة  

ان مشاركتكم في ھذه االستبانھ طوعیة، وإذا رغبتم بعدم اإلجابة عن ي سؤال، الرجاء االنتقال إلى األسئلة التي تفضلون اإلجابة 

.عنھا  

:واسترجاعھاآلیات توزیع االستبانھ   

، أو  m.alomari@griffith.edu.au: البرید اإللكتروني: الرجاء إرجاع االستبانات بالطریقة التي تفضلونھا بین الطرق اآلتیة

 .، أو العنوان البریدي المكتوب أدناه 3887 3735 7(0)61+ الفاكس

Mohammad Alomari, Griffith Business School, Department of Management, Nathan Campus, 

Griffith University, 170 Kessels Road, Nathan, Brisbane, Queensland 4111, Australia.  

:والمعلومات اإلضافیة/األسئلة  

محمد العمري، : إن كانت لدیكم شكوك حول أي سؤال أو احتجتم ألي تفسیر، الرجاء عدم التردد ف یاالتصال بالطالب الباحث

 m.alomari@griffith.edu.au : ،بریدالكتروني+ 61420456363ھاتف 

:المسلك األخالقي للبحث  

الرجاء . تقوم جامعة جریفیث بإجراء ھذا البحث بحسب اإلعالن الوطني حول المسلكیات األخالقیة في األبحاث التي تتعلق بالبشر

   أو5585 3735 7(0)61+:  أخالقیات البحث على الرقماالتصال بالمدیر،

  research-ethics@griffith.edu.au إن كانت لدیكم أیة مخاوف أو شكاوى حول المسلكیات األخالقیة لمشروع البحث  . 

:التغذیة الراجعة من قبلكم  

ي الحصول على نسخة من نتائج البحث، أو كنتم مھتمون بالحصول على مزید من المعلومات حول الدراسة، الرجاء إن رغبتم ف

. الرجاء عدم التردد في االتصال بفریق البحث المبین أعاله  

:التعبیر عن الموافقة  
ل ھذه الورقة واالحتفاظ بھا لكي الرجاء فص. إذا قمتم بتعبئة االستبانھ وإرجاعھا، سوف تعتبر موافقًا على مشاركتك في البحث

. ترجع إلیھا الحقًا  
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  الھاشمیةةالعوامل االجتماعیة وتبني الحكومة اإللكترونیة في المملكة األردنی

ةصفحة غالف االستبانھ والموافقة الراشد  

 استطالع مقدم من قبل

 السید محمد كامل العمري

)نظم المعلومات اإلداریـة(قسم   

معــة جریفیـثكلیـة األعمـال، جا  
 

-:فریق البحث  
:االسم كولدیب ساندھو. د   
:المركز/ الكلیة  قسم اإلدارة، كلیة جریفیث لألعمال 

:ھاتف االتصال  +61(0)7 3735 7718 
:برید إلكتروني  k.sandhu@griffith.edu.au  

 
:االسم بیتر وودز. د   
:المركز/ الكلیة  قسم اإلدارة، كلیة جریفیث لألعمال 

:ھاتف االتصال  +61(0)7 3735 6494 
:برید إلكتروني  p.woods@griffith.edu.au  

 
:االسم )طالب باحث ومرشح لدرجة الدكتوراه(السید محمد العمري    

:المركز/ الكلیة اإلداریة، كلیة جریفیث لألعمال) لوماتنظم المع(قسم    
:ھاتف االتصال  +61(0)7 3753 7671 
:برید إلكتروني  m.alomari@griffith.edu.au  

 

 :تعلیمات

 .الرجاء وضع إشارة على إجابة واحدة فقط لكل سؤال -

 .ھ في وضع واحد ألن ذلك سیساعدك على تجمیع األجزاء المختلفة من االستبانھالرجاء محاولة اإلجابة على االستبان -

 . إذا رغبت بعدم اإلجابة عن أي سؤال من األسئلة، الرجاء االنتقال إلى األسئلة التي ترغب باإلجابة عنھا -

 . دقیقة لإلجابة عن االستبانھ20قد تحتاج الى  -

 . ة، الرجاء الحكم على مدى تطابق كل عبارة مع رأیك عبار31الجزء االول من االستبانھ یحتوي على  -

 . عبارة34الجزء الثاني یضم  -

 . الجزء الثالث یحتوي على بعض األسئلة الدیموغرافیة -

 
 

.العوامل وتبني الحكومة اإللكترونیة: الجزء األول  
 

في الجدول التالي . رةالرجاء اختیار إجابتك عن كل عبارة من الجدول أدناه وكتابة رقم إجابتك إزاء كل عبا
: تجدھا مالئمة لكل عبارة5-1اختر واحدًا من مقاییس التصنیف من . خمسة مقاییس تصنیف مختلفة  

 ال أوافق بشدة ال أوافق محاید أوافق أوافق بشدة
1 2 3 4 5 
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 في استخدامھا للتعامل مع ةفي اإلنترنت وسائل حمایة كافیة تجعلني أشعر بالراح 1
. نیًاالحكومة إلكترو  

1 2 3 4 5 

.بشكل عام، اإلنترنت اآلن بیئة قویة وآمنة للتعامل مع الحكومة 2  1 2 3 4 5 
أنا واثق من أن البیانات التي أقدمھا من خالل المواقع اإللكترونیة لن ُیساء استخدامھا  3

.وستعامل بسریة  
1 2 3 4 5 

4 .  5 4 3 2 1 أنا واثق من عدم حصول احتیال  اإلنترنتعلى
.یمكن الوثوق بالحكومة في إجراء معامالت إلكترونیة بشكل یمكن االعتماد علیھ 5  1 2 3 4 5 
.أنا أثق بالحكومة ألنھا تأخذ مصلحتي العلیا بعین االعتبار 6  1 2 3 4 5 
أنا واثق من أن النماذج التي أقدمھا من خالل المواقع اإللكترونیة الحكومیة سیتم التعامل  7

.معھا  
1 2 3 4 5 

أنا واثق من أن الحكومة ستقدم لي معلومات موثوقة وحدیثة من خالل مواقعھا  8
.اإللكترونیة  

1 2 3 4 5 

.أفضل المعامالت الورقیة بسبب انطباعاتي السلبیة عن المعامالت اإللكترونیة 9  1 2 3 4 5 
نترنت أفضل عدم استخدام اإلنترنت بسبب قضایا الالأخالقیة التي ُتعرض على اال 10

.وتتناقض مع مبادئ دیني  
1 2 3 4 5 

لدي اتجاھات سلبیة تجاه اإلنترنت ألن المعامالت الورقیة ستلغى بسبب إنجاز  11
.المعامالت إلكترونیًا وقد أفقد وظیفتي  

1 2 3 4 5 

. یمكنني التكیف بسھولة مع أیة تغییرات یمكن أن تنتج عن الحكومة اإللكترونیة 12  1 2 3 4 5 
. للتعامل مع الحكومة ھي فكرة مثیرةمواقع الحكومة اإللكترونیة فكرة استخدام إن 13  1 2 3 4 5 
. ھي فكرة حسنةمواقع الحكومة اإللكترونیةاستخدام  14  1 2 3 4 5 
.مواقع الحكومة اإللكترونیةأحب فكرة استخدام  15  1 2 3 4 5 
ة لي بدون أن یكون لدي انترنت  سھل بالنسبمواقع الحكومة اإللكترونیةأجد أن تصفح  16

. أو مھارات حاسوب  
1 2 3 4 5 

لیس سھًال بالنسبة لي فھم أو معرفة فوائد اإلنترنت بدون امتالك المھارات المطلوبة  17
.الستخدامھ  

1 2 3 4 5 

لدي مھارات االنترنت والحاسوب والتي تمكنني من تصفح المواقع اإللكترونیة  18
.الحكومة اإللكترونیةالستخدام مختلف خدمات   

1 2 3 4 5 

إن امتالك اإلنترنت ومھارات الحاسوب یحسن من تعاملي مع الحكومة إلكترونیًا من  19
.مواقع الحكومة اإللكترونیةخالل استخدام مختلف   

1 2 3 4 5 

 الخدمات التي تقدمھا تقییمإن امتالكي لمھارات االنترنت والحاسوب یمكني من  20
.مواقع الحكومة اإللكترونیةنیًا من خالل مختلف الحكومة الكترو  

1 2 3 4 5 

.منظمةمواقع الحكومة اإللكترونیة بمحتویات ینبغي أن تتوافر  21  1 2 3 4 5 
. شاشات ذات ألوان وخلفیات جذابةمواقع الحكومة اإللكترونیةینغي أن تقدم  22  1 2 3 4 5 
قابلة للتصفح من خالل مختلف متصفحات  مواقع الحكومة اإللكترونیةینبغي أن تكون  23

.اإلنترنت  
1 2 3 4 5 

.  تعلیمات واضحة حول تصفح الموقعمواقع الحكومة اإللكترونیةینبغي أن تقدم  24  1 2 3 4 5 
.  المعلومات بأسلوب بسیط ومفھوممواقع الحكومة اإللكترونیةینبغي أن تقدم  25  1 2 3 4 5 
. تنسیق موحد الحكومة اإللكترونیةمواقعینبغي أن یكون لشاشات  26  1 2 3 4 5 
. معلومات حدیثةمواقع الحكومة اإللكترونیةینبغي أن تقدم  27  1 2 3 4 5 
 متوافرة وذات وصالت محدثة بحیث ال تقود مواقع الحكومة اإللكترونیةینبغي أن تكون  28

. إلى صفحات محذوفة أو إعادة ربط بوصالت أخرى  
1 2 3 4 5 

. بوجود معلومات دقیقةمواقع الحكومة اإللكترونیةي أن تتوافر ینبغ 29  1 2 3 4 5 
.  حمایة حقوق الخصوصیة لمستخدمیھامواقع الحكومة اإللكترونیةینبغي أن تضمن  30  1 2 3 4 5 
.  أن تلبي مختلف احتیاجات المستخدمینلمواقع الحكومة اإللكترونیةینبغي  31  1 2 3 4 5 
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. الجزء النظري من الدراسة:الثانيالجزء   
وفي الجدول التالي خمس . الرجاء اختر إجابتك لكل عبارة من الجدول أدناه واكتب رقم إجابتك إزاء كل عبارة

.والتي تجدھا مالئمة لكل عبارة) 5-1(مقاییس تصنیف مختلف، اختر أي مقیاس من مقاییس التصنیف من     
فق بشدةال أوا ال أوافق محاید أوافق أوافق بشدة  

1 2 3 4 5 
 
 

.  تمكنني من إنجاز المھمات بسرعة أكبرمواقع الحكومة اإللكترونیة 1  1 2 3 4 5 
.  یوفر علّي الوقتمواقع الحكومة اإللكترونیةاستخدام  2  1 2 3 4 5 
.  یجعل من قیامي بعملي أسھلمواقع الحكومة اإللكترونیةاستخدام  3  1 2 3 4 5 
.  تمكنني من إنجاز المعامالت بسرعة أكبرلكترونیةمواقع الحكومة اإل 4  1 2 3 4 5 
.  تقدم لي خدمات ثمینةمواقع الحكومة اإللكترونیةأعتقد أن  5  1 2 3 4 5 
.ال تعود بالنفع علي مواقع الحكومة اإللكترونیةمحتوى  6  1 2 3 4 5 
مختلف الخدمات خدام  واست  تزید من فعالیتي في البحث عن مواقع الحكومة اإللكترونیة 7

.المتوافرة حالیا الكترونیا  
1 2 3 4 5 

.  مفیدةمواقع الحكومة اإللكترونیةأجد أن  8  1 2 3 4 5 
.مواقع الحكومة اإللكترونیةفي الغالب أرتبك عند استخدام  9  1 2 3 4 5 
.  یتطلب مني الكثیر من الجھد الذھنيمواقع الحكومة اإللكترونیةإن التفاعل مع  10  1 2 3 4 5 
.  سھل بالنسبة ليمواقع الحكومة اإللكترونیةتعلم التفاعل مع  11  1 2 3 4 5 
.  سیكون عملیة واضحة ومفھومةمواقع الحكومة اإللكترونیةأعتقد أن التفاعل مع  12  1 2 3 4 5 
.  مرنة للتعامل معھامواقع الحكومة اإللكترونیةأجد أن  13  1 2 3 4 5 
. مواقع الحكومة اإللكترونیةسبة لي أن أصبح ماھرًا في استخدام من السھل بالن 14  1 2 3 4 5 
.  سھلة االستخداممواقع الحكومة اإللكترونیةأجد أن  15  1 2 3 4 5 
. سیزید من كفاءتي في التعامل مع الحكومة اإللكترونیةاألنترنتاستخدام  16  1 2 3 4 5 
.مواقع الحكومة اإللكترونیةمع المعلومات من  ال یسھل استكشاف وجاألنترنتاستخدام  17  1 2 3 4 5 
.  یمنحني سیطرة أكبر على تعاملي مع الحكومةمواقع الحكومة اإللكترونیةاستخدام  18  1 2 3 4 5 
.ترجح كثیرًا على الفوائدمساوئ استخدام المواقع اإللكترونیة للحكومة  19  1 2 3 4 5 
اسب بشكل جید الطریقة التي أحب أن أجمع بھا المعلومات  یناألنترنتأعتقد أن استخدام  20

.من الحكومة اإللكترونیة  
1 2 3 4 5 

. للتعامل مع الحكومة ینسجم مع بشكل جید مع أسلوبي في الحیاةاألنترنتاستخدام  21  1 2 3 4 5 
. ینسجم مع طریقتي في العملمواقع الحكومة اإللكترونیةاستخدام  22  1 2 3 4 5 
  المعلومات سھل بالنسبة ليللحصول على مواقع الحكومة اإللكترونیةم استخدام تعل 23

).الحصول على الشروط الالزمة النجاز معاملة ما,على سبیل المثال(  
1 2 3 4 5 

على  ( سھل بالنسبة ليللقیام بمختلف التعامالت مواقع الحكومة اإللكترونیةتعلم استخدام  24
).الیة ومعامالت األحوال الشخصیةالتعامالت الم,سبیل المثال  

1 2 3 4 5 

. القیام بھاقوم بما أریدھمواقع الحكومة اإللكترونیة تأعتقد أن من السھل جعل  25  1 2 3 4 5 
على (ات واضح ومفھوم  المعلومللحصول على مواقع الحكومة اإللكترونیةالتفاعل مع  26

).عاملة ماالحصول على الشروط الالزمة النجاز م,سبیل المثال  
1 2 3 4 5 

على  ( واضح ومفھومللقیام بمختلف التعامالت مواقع الحكومة اإللكترونیةالتفاعل مع  27
.)التعامالت المالیة ومعامالت األحوال الشخصیة,سبیل المثال  

1 2 3 4 5 

 ت المعلوماللحصول على مواقع الحكومة اإللكترونیةبشكل عام، أعتقد أن استخدام  28
.سھل  

1 2 3 4 5 

. سھلللقیام بمختلف التعامالت  مواقع الحكومة اإللكترونیةبشكل عام، أعتقد أن استخدام  29  1 2 3 4 5 
. مواقع الحكومة اإللكترونیةال أتردد في تقدیم معلومات إلى  30  1 2 3 4 5 
. المعلومات من الحكومةللحصول على األنترنتتخدم سسأ 31  1 2 3 4 5 
. لالستفسار عن الخدمات الحكومیةترنتاألنتخدم سسأ 32  1 2 3 4 5 
. في المستقبل القریباألنترنت مع الحكومة من خالل  مالیامن المحتمل أن أتعامل 33  1 2 3 4 5 
.اذا أتیحت لي الفرصة، أتوقع استخدام موقع إلكتروني حكومي 34  1 2 3 4 5 
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خصائص المشارك: الجزء الثالث  
الرجاء اإلجابة عن كل سؤال بوضع دائرة حول رقم . ھو جمع معلومات عن المستجیبإن الھدف من ھذا الجزء 

.كل سؤال  
 

 :الجنس .1
ذكر. 1 أنثى. 2   

 
 :المستوى التعلیمي .2

1 2 3 4 5 
 أخرى تعلیم عالي بكالوریوس كلیة مرحلة ثانویة

 
 :عمرك .3

1 2 3 4 5 
  سنة فأكثر50  سنة49-40  سنة39-30  سنة29-20  سنة20أقل من 

 
 :عملك .4

1 2 3 4 
 أخرى مستخدم قطاع خاص مستخدم قطاع عام طالب

 
 :مستوى الدخل الشھري .5

1 2 3 4 
  دینار1000أكثر من   دینار1000-500  دینار500-100  دینار100أقل من 

 
 :كم عدد الساعات في األسبوع التي تقضیھا مستخدمًا لإلنترنت .6

1 2 3 4 
اعات س4-3  ساعات3-1 أقل من ساعة واحدة ساعات-8أكثر من    

 
 :في أي مكان من األماكن اآلتیة تستخدم اإلنترنت .7

1 2 3 4 
 مقاھي اإلنترنت الجامعة العمل البیت

 
 :ألي غرض تستخدم اإلنترنت بشكل فعلي .8

1 2 3 4 5 
البرید اإللكتروني، 

 التسوق الدردشة
الواجبات البیتیة ومشاھدة 

 أخرى مطالعة األخبار النتائج

 
لى حسن تعاونكمشكرا ع  

 
  محمد كامل بدر العمري       

أسترالیا-جامعة جریفیث  
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Appendix 5.1: Focus Group Script 
 

Script 
 
Hello I’m xxxxx. I am talking with you on behalf Mr. Mohammad Alomari. Mr. Alomari is a PhD 
candidate at Griffith University in Australia; he is conducting a research entitled “Social factors 
influencing e-government adoption in the Hashemite Kingdom of Jordan”. This research will make 
a useful contribution to understand the social factors that might influence Jordanian citizens to 
adopt e-government. Therefore, this research will benefit the Jordanian people through developing 
successful e-government adoption strategies. As this research focusing on the Jordanian citizens, we 
invite you to participate in the focus group interviews which are requested by Mr. Alomari.  
 
Your participation in the focus group interview is voluntary. Your interest in the participation will 
be revealed only for the contact person and the research team.  The research team will not disclose 
the identity of any of the participants who engaged in the focus group interview. So, your 
participation in this focus group is anonymous. The answers provided in the interview will be 
treated confidentially.  
 
The interview will only take about one hour, but we are asking you to allocate up to 1 hour and 15 
minutes in case there are questions during the interview process.  
 
Further details will be provided if you are interested to participate in focus group interview.  
 
 
Thank you in anticipation 
 
Sincerely yours,  
Mohammad Alomari/ on behalf 
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Appendix 5.2: Focus Group Interview (English Version) 
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name. The research team will not disclose the identity of any of the participants who engaged in the 
focus group interview. The results of the research will be published based on different focus 
groups’ interviews.  
 
The participation in this focus group is voluntary. If you do not wish to answer any of the questions 
then please indicate this to the researcher. This study is conducted as academic research and is not 
sponsored, conducted or controlled by the Jordanian government. No agency or organization will be 
able to identify or have access to individual responses. 
 
Thank you in anticipation  
 
Sincerely yours, 
Mohammad Alomari  
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Societal Factors and the Adoption of E-government in the Hashemite Kingdom of Jordan 
 

FOCUS GROUP CONSENT FORM 

Research conducted by 

Mr. Mohammad Kamel Alomari 

Department of Management (Information Systems) 

Business School, Griffith University 

 
Research Team 
 
Name(s):    Dr Kuldeep Sandhu 
School(s)/Centre (s):  Department of Management, Griffith Business School 
Contact Phone:  07 3735 7718 
Contact Email:  k.sandhu@griffith.edu.au  
 
Name(s):    Dr Peter Woods 
School(s)/Centre (s):   Department of Management, Griffith Business School 
Contact Phone:   07 3735 6494 
Contact Email:   p.woods@griffith.edu.au  
 
Name(s):   Mr. Mohammad Alomari (PhD Candidate and Student Researcher) 
School(s)/Centre (s):  Department of Management (Information Systems), Griffith Business 

School 
Contact Phone:  07 3735 7671 
Contact Email:  m.alomari@griffith.edu.au  
 
 
Why is the research being conducted? The purpose of this study is to specify the social factors 
affecting the adoption of e-government in Jordan through focusing on ordinary citizens, the most 
important section of society, for this reason you have been selected today to be interviewed within 
the focus groups interviews. The research forms part of the PhD research of PhD candidate 
Mohammad Alomari. 
 
The expected benefits of the research. This research will make a useful contribution to understand 
the social factors that might influence citizens to adopt e-government. Therefore, this research will 
benefit the Jordanian people through developing successful e-government adoption strategies.  
 
Risks to you. The potential risk is that participants may worry that this is a Jordanian government 
study. Participants should aware that this study is conducted as academic research and is not 
sponsored, conducted or controlled by the Jordanian government. No agency or organization will be 
able to identify or have access to individual responses. If you feel that you are stressed or worried 
about participation in the focus group please do not participate and if necessary, contact the 
research team who will give you support and referral if necessary.  
 
Your confidentiality. The interviews will be audio-taped for later transcription; however, the tapes 
will be destroyed after having the contents transcribed. The transcription will be kept in a locked 
filing cabinet in the researcher’s office for two years. The document will be destroyed after that 
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date. The answers provided will be treated confidentially. Your participation in this focus group is 
anonymous. You are not required to record your name. The research team will not disclose the 
identity of any of the participants who engaged in the focus group interview. The results of the 
research will be published based on different focus groups’ interviews.  
 
Your participation is voluntary. Your participation in this focus group is voluntary. If you do not 
wish to answer any of the questions then please indicate this to the researcher. 
 
Reimbursements.  The participants will be provided with refreshments and a small gift of a 
Griffith University pen. 
 
Question/ further information. If you have any doubts about a question or you need any 
explanation, do not hesitate to contact the student researcher: Mohammad Alomari, 
m.alomari@griffith.edu.au, phone: +61 420456363. 
 
The ethical conduct of this research. This research is conducted by Griffith University in 
accordance with the National Statement on Ethical Conduct in Research Involving Humans.  Please 
contact the Manager, Research Ethics on 3735 5585 or research-ethics@griffith.edu.au , if you have 
any concerns or complaints about the ethical conduct of the research project.  
 
Feedback to you. Please if you would like to get a copy of the research results, or if you are 
interested to have further information about the study, please do not hesitate do contact the research 
team as identified above.  
 
Expressing consent. By signing the consent form, you will be deemed to have consented to your 
participation in the research. Please detach this form and retain it for your later reference.  
 
Consent. 

I have read the consent form and the information statement. I agree to participate in the “Social 
Factors Influencing E-government Adoption in Hashemite Kingdom of Jordan” research project and 
give my consent freely. I understand that the project/study will be carried out as described in the 
information statement, a copy of which I have retained. I realize that whether or not I decided to 
participate is my decision and will not affect my normal work duties. I also realise that I can 
withdraw from the research at any time and that I do not have to give any reasons for withdrawing.  
 

    I give my consent 

    I do not give my consent 

 

Signed----------------------------------------------------------------------------  
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Societal Factors and the Adoption of E-government in the Hashemite Kingdom of Jordan 
 

 

PART A: Focus Group Questions. 

This section contains seven questions. These questions have been designed in order to gain more 

insights on the main social factors that might influence citizens to adopt e-government in the 

Hashemite Kingdom of Jordan.  

 

Question One: 

What are the main advantages in providing government services online through government 

websites to citizens? 

 

Question Two: 

From your experience, what are some of the reasons why Jordanian citizens would not use e-

government services?   

 

Question Three: 

In your opinion, in what ways could religious views limit the full usage of internet including e-

government websites?  

 

Question Four: 

What beliefs of the people in Jordan about the internet would make the adoption of e-government 

difficult? Could you please give me an example? 

 

Question Five: 

In what way do you think the social life in Jordan would influence the adoption of the e-

government?  

 

Question Six: 

What are your views on e-government adoption in Jordan? 
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PART B: General Questions. 
The purpose of this part is to collect information about the participants.  Please answer each 

question by circling one number for each question.  

 

1- What is your gender:   a) Male     b) Female 

 

2- What is the highest level of education you have attained? 

a) High School             b) Diploma.                      c) Bachelor.                      d) Higher education.   
 

3- What is your age group?  

a) Less than 20.       b) 20-29              c) 30-39            d) 40-49.        e) 50 years or more. 

 

4- What is your occupation? 

a) Student          b) Employee in public sector     c) Employee in private sector         d) Other. 

 

5-  How many hours per week do you spend using the internet? 

a) Less than one hour           b) 1-3 hours.            c) 4-8 hours.                 d) More than 8 hours.    

          

6- Where do you use the internet, at any of the following places?  

a) Home                b) Work                                  c) University                        d) Internet Cafes 

 

7- What activity do you mainly use the internet, for 
a) Email and Chatting     b) Shopping      c) Home Work or Checking Results     d) Reading News     e) Others 

 
Thank you 

Surely your Collaboration is greatly appreciated 
 
 

 
 
Mohammad Kamel Alomari 
Griffith University, Australia. 
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Appendix 5.3: Focus Group Iterview (Arabic Version) 
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االت           . االجتماع دة مقاب ى ع اء عل شرھا بن تم       .  نتائج البحث سوف یتم ن ة، وإذا رغب ت طوعی ذه المقابال ي ھ شاركتكم ف ان م
ا  . بعدم اإلجابة عن أي سؤال، الرجاء االشارة بذلك الى الباحث    ھذه الدراسة أجریت كبحث أكادیمي وال ترعاھا أو تقوم بھ

ة  ة األردنی ا الحكوم ون أ . أو توجھھ ن تك تجابات     ول ى اس ول إل ى أو الوص رف عل ى التع ادرة عل ة ق سة أو منظم ي مؤس
 .األفراد

 
    شكرا على حسن تعاونكم                                                                                                 

                                                                                                     
                                                                                              

          محمد كامل العمري                                                                               
 أسترالیا-    جامعة جریفیث                                                                                           
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ولن تكون أي مؤسسة أو منظمة . علم أن ھذه الدراسة أجریت كبحث أكادیمي وال ترعاھا أو تقوم بھا أو توجھھا الحكومة األردنیة

وإذا شعرتم أنكم تحت الضغط أو القلق بشأن المشاركة في المقابلة . درة على التعرف على أو الوصول إلى استجابات األفرادقا

. الرجاء عدم المشاركة، وإذا كان ضروریًا، أرجو االتصال بفریق البحث الذي سیقدم لكم الدعم أو تحویلكم إلى َمْن یلزم  

:السریة الخاصة بكم  

النسخ سوف یحفظ في . تسجل صوتیا بھدف نسخ المحتویات ولكن األشرطة سوف تتلف بعد ان یتم نسخ المحتویاتالمقابالت س

. ان االجابات المقدمة سوف یتعامل معھا بسریة.وبعد ذلك الوثائق سوف تتلف. خزائن حفظ الملفات التابعة للباحث لمدة سنتین

ان فریق البحث لن یفصح عن أي ھویة . حیث لن یطلب منكم كتابة األسم. مشاركتكم في المقابلة سوف تكون مع حجب تام لألسم

.نتائج البحث سوف یتم نشرھا بناء على عدة مقاباالت. من المشاركین الذین شاركوا في االجتماع  

:مشاركتكم طوعیة  

.ارة بذلك الى الباحثان مشاركتكم في ھذه المقاباالت تطوعیة، وإذا رغبتم بعدم اإلجابة عن أي سؤال، الرجاء االش  

:التسدیدات  

.الھدیة عبارة عن قلم حبر یحمل اسم وشعار جامعة جریفیث. المشاركون سوف یزودون بالمرطبات وھدیة بسیطة  

:والمعلومات اإلضافیة/األسئلة  

محمد العمري، : إن كانت لدیكم شكوك حول أي سؤال أو احتجتم ألي تفسیر، الرجاء عدم التردد ف یاالتصال بالطالب الباحث

 m.alomari@griffith.edu.au : ،بریدالكتروني+ 61420456363ھاتف 

:المسلك األخالقي للبحث  

الرجاء . رتقوم جامعة جریفیث بإجراء ھذا البحث بحسب اإلعالن الوطني حول المسلكیات األخالقیة في األبحاث التي تتعلق بالبش

   أو5585 3735 7(0)61+: االتصال بالمدیر، أخالقیات البحث على الرقم

  research-ethics@griffith.edu.au إن كانت لدیكم أیة مخاوف أو شكاوى حول المسلكیات األخالقیة لمشروع البحث  . 

:لكمالمالحظات الراجعة   

الرجاء إن رغبتم في الحصول على نسخة من نتائج البحث، أو كنتم مھتمون بالحصول على مزید من المعلومات حول الدراسة، 

. الرجاء عدم التردد في االتصال بفریق البحث المبین أعاله  

:التعبیر عن الموافقة  
الرجاء فصل صفحة المعلومات واالحتفاظ بھا . في البحثبالتوقیع على صفحة منح الموافقة، سوف تعتبر موافقًا على مشاركتك 

. لكي ترجع إلیھا الحقًا  
:الموافقة  

زة     ة المرك ات للمجموع فحة المعلوم ة وص نح الموافق فحة م رأت ص د ق ث   . لق شروع البح ي م شاركة ف ى الم ق عل ل " أواف العوام
ي األردن    ة ف ة اإللكترونی ي الحكوم ى تبن ؤثر عل ي ت ة الت ي" االجتماعی ر وأعط شكل ح وافقتي ب ة  .  م شروع او الدراس أن الم أدرك ب

راري    . حیث أنني أحتفظ بنسخة,سوف تجري كم تم وصفھا في بیان المعلومات         و ق شاركة ھ أدرك أن قراري في المشاركة أوعدم الم
ت دون اعط     . ولن یؤثر على األعمال التي أقوم بھا عادة         ي أي وق ث ف ن البح باب وراء  و كذلك أدرك أنھ یمكنني األنسحاب م اء األس

 .انسحابي
 

    موافق
   غیر موافق

 
-----------------------------:التوقیع  
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  الجزء األول:
ئلة بعة أس ى س وي عل زء یحت ذا الج ن  . ھ ار ع ن األفك د م ى مزی صول عل و الح ئلة ھ ذه األس ع ھ ن وض دف م الھ

ة ا    ي الحكوم ى تبن ؤثر عل ن أن ت ن الممك ي م ة الت ل األجتماعی ة   العوام ي المملك واطنین ف ل الم ن قب ة م أللكترونی
 .األردنیة الھاشمیة

 
 السؤال األول:

ى            ة ال ة األلكترونی ع الحكوم الل مواق ن خ ا م ة الكترونی دمات الحكومی د الخ ي تزوی سیة ف د الرئی ي الفوائ ا ھ م
 المواطنین؟

 
 السؤال الثاني:

ود المو          د تق ي ق باب الت ن األس ض م دمات      باألعتماد على خبرتك، ما ھي بع تخدام خ دم اس ى ع ون ال اطنین األردنی
 الحكومة األلكترونیة؟

 
 السؤال الثالث:

ع          منھا مواق ن ض ت وم ل لألنترن تخدام الكام ن األس د م ة أن تح ألراء الدینی ن ل رق یمك ن الط أي م ك، ب ي رأی ف
 الحكومة األلكترونیة؟

 
 السؤال الرابع:

د       ي ق ل ما ھي اعتقادات الناس في األردن عن األنترنت الت ن   تجع ة    م ة الأللكترونی ي الحكوم را  تبن ل    أم  صعبا؟ ھ
 یمكنك اعطاء مثاال یوضح ذلك؟

 
 السؤال الخامس:

  الحیاة األجتماعیة في األردن على تبني الحكومة األلكترونیة؟ماھي تأثیرات طبیعة
 

 السؤال السادس:
 ونیة في األردن؟رما ھي آرائك حول تبني الحكومة األلكت
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خصائص المشارك: الجزء الثاني  
الرجاء اإلجابة عن كل سؤال بوضع دائرة حول رقم . إن الھدف من ھذا الجزء ھو جمع معلومات عن المستجیب

.كل سؤال  
 

 :الجنس.1
ذكر. 1 أنثى. 2   

 
 :المستوى التعلیمي.2

1 2 3 4 5 
 أخرى تعلیم عالي بكالوریوس كلیة مرحلة ثانویة

 
 :عمرك.3

1 2 3 4 5 
  سنة فأكثر50  سنة49-40  سنة39-30  سنة29-20  سنة20ن أقل م

 
 :عملك 4.  

1 2 3 4 
 أخرى مستخدم قطاع خاص مستخدم قطاع عام طالب

  
 :كم عدد الساعات في األسبوع التي تقضیھا مستخدمًا لإلنترنت .5

1 2 3 4 
ساعات-8أكثر من   ساعات4-3  ساعات3-1 أقل من ساعة واحدة  

 
 :ألماكن اآلتیة تستخدم اإلنترنتفي أي مكان من ا .6

1 2 3 4 
 مقاھي اإلنترنت الجامعة العمل البیت

 
 :ألي غرض تستخدم اإلنترنت بشكل فعلي .7

1 2 3 4 5 
البرید اإللكتروني، 

 التسوق الدردشة
الواجبات البیتیة ومشاھدة 

 أخرى مطالعة األخبار النتائج

 
 شكرا على حسن تعاونكم

 
       محمد كامل بدر العمري  

أسترالیا-جامعة جریفیث  
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Appendix 6.1: Study Three Survey – DVLD (English Version) 
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The expected benefits of the research. This research will make a useful contribution to understand 
the social factors that might influence citizens to adopt e-government. Therefore, this research will 
benefit the Jordanian people through developing successful e-government adoption strategies.  
 
Risks to you. The potential risk is that participants may worry that this is a Jordanian government 
study. Participants should aware that this study is conducted as academic research and is not 
sponsored, conducted or controlled by the Jordanian government. No agency or organization will be 
able to identify or have access to individual responses. If you feel that you are stressed or worried 
about filling this questionnaire please do not complete it and if necessary, contact the research team 
who will give you support and referral if necessary.    
 
Your confidentiality. The answers provided will be treated confidentially. Your participation in 
this survey is anonymous. You are not required to record your name on the questionnaire. If you 
return the survey via email or Fax, your name and contacts details will be separated from the 
questionnaire and it will not be stored, recorded or connected with the questionnaire. The research 
team will not disclose the identity of any of the participants who fill out this questionnaire. The 
results of the research will be published based on hundreds of participants’ responses. The survey 
responses will be kept in locked filing cabinets at the Department of Management at Griffith 
University for two years before being destroyed by a confidential document service.     
 
Your participation is voluntary. Your participation in this questionnaire is voluntary. If you do 
not wish to answer any of the questions then please go to the questions that you would like to 
answer. 
 
Mechanisms for distribution and return. Please return the questionnaire in way you prefer from 
among the following: email (m.alomari@griffith.edu.au), fax or postal address which is written 
below. 
 
Question/ further information. If you have any doubts about a question or you need any 
explanation, do not hesitate to contact the student researcher: Mohammad Alomari, 
m.alomari@griffith.edu.au, phone: +61 420456363. 
 
The ethical conduct of this research. This research is conducted by Griffith University in 
accordance with the National Statement on Ethical Conduct in Research Involving Humans.  Please 
contact the Manager, Research Ethics on 3735 5585 or research-ethics@griffith.edu.au , if you have 
any concerns or complaints about the ethical conduct of the research project.  
 
Feedback to you. Please if you would like to get a copy of the summary of the results of the overall 
research, or if you are interested to have further information about the study, please do not hesitate 
do contact the research team as identified above.  
 
Expressing consent. If you complete and return the questionnaire, you will be deemed to have 
consented to your participation in the research. Please detach this sheet and retain it for your later 
reference.  
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 E-government in Hashemite Kingdom of Jordan 

A survey conducted by 

Mr. Mohammad Kamel Alomari 

Department of Management (Information Systems) 

Business school, Griffith University 

Research Team 
 
Name(s):    Dr Kuldeep Sandhu 
School(s)/Centre (s):  Department of Management, Griffith Business School 
Contact Phone:  07 3735 7718 
Contact Email:  k.sandhu@griffith.edu.au  
 
Name(s):    Dr Peter Woods 
School(s)/Centre (s):   Department of Management, Griffith Business School 
Contact Phone:   07 3735 6494 
Contact Email:   p.woods@griffith.edu.au  
 
Name(s): Mr. Mohammad Alomari (PhD Candidate and Student Researcher) 
School(s)/Centre (s):  Department of Management (Information Systems), Griffith Business 

School 
Contact Phone:  07 3735 7671 
Contact Email:  m.alomari@griffith.edu.au  
 
 
Instructions: 

- Please mark only one answer for each question. 

- Please try to answer the questionnaire in one setting since that will help you to join different 

parts of the questionnaire.  

- If you do not wish to answer any of the questions then please go to the questions that you would 

like to answer.   

- You might need 20 minutes to answer the questionnaire. 

- The word WASTA is an Arabic term can be translated into English as FAVOURITISM. 

- DVLD stands for Drivers and Vehicles License Department.  

- Part A of the questionnaire contains on 33 statements, please judge how each statement fit your 

opinion.  

- Eighteen (20) statements are listed in Part B.  

- Part C contains some demographic questions.  
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PART A: FACTORS AND E-GOVERNMENT ADOPTION 

Please choose you answer for each statement from the table below and write the number of you 

answer beside each statement.  The following table has five different rating scales. Choose any one 

of the rating scales from 1-5 that you find suitable for each statement. 

 

1 The internet has enough safeguards to make me feel comfortable using it 
to interact with the DVLD online. 

1 2 3 4 5 

2 I feel assured that legal and technological structures adequately protect 
me from problems on the internet. 

1 2 3 4 5 

3 In general, the internet is now a robust and safe environment in which to 
transact with the DVLD. 

1 2 3 4 5 

4 E-government websites should be available with well organised content. 1 2 3 4 5 
5 E-government websites should provide clear directions for navigating the 

site. 
1 2 3 4 5 

6 E-government websites should present information in a simple and 
understandable manner. 

1 2 3 4 5 

7 E-government websites should provide up to date information. 1 2 3 4 5 
8 E-government websites should have links that work (eg. the links should 

not lead to deleted pages or re-directs) 
1 2 3 4 5 

9 E-government website should have accurate information 1 2 3 4 5 
10 E-government website should ensure the protection of the users’ privacy 

rights. 
1 2 3 4 5 

11 E-government website should match the different needs of users 1 2 3 4 5 
12 The presence of immoral issues on the internet would deter me from 

using the internet.  
1 2 3 4 5 

13 The presence of the issues and views which are inconsistent with my 
religion on the internet would deter me from using the internet.  

1 2 3 4 5 

14 The presence of the anti-religious propaganda on the internet would deter 
me from using the internet.   

1 2 3 4 5 

I can execute transactions with DVLD using the services provided through the Internet .... 
15 …if I could call someone for help if I got stuck  1 2 3 4 5 
16 …if someone else had helped me get started 1 2 3 4 5 
17 …if I had just the built in help facility for assistance  1 2 3 4 5 
18 …if someone showed me how to do it first.  1 2 3 4 5 
19 When discussing tax return issues to others, I mention the online services 

of the DVLD quite frequently. 
 

1 2 3 4 5 

20 When discussing tax return issues to others, I seldom miss an 
opportunity to tell others about the online services of the DVLD. 

1 2 3 4 5 

21 When I get the chance to tell others about the online services of the 
DVLD, I tend to talk about the services in great detail. 

1 2 3 4 5 

22 I have only good things to say about the online services of the DVLD  1 2 3 4 5 
23 In general, I speak unfavourably about the online services of the DVLD. 1 2 3 4 5 

Strongly 
Agree 

Agree Neutral Disagree Strongly Disagree 

1 2 3 4 5 
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24 I am proud to tell others that I use the online services of the DVLD . 1 2 3 4 5 
25 I would rely on my interpersonal relationships in conducting the different 

transaction in any government agency.  
1 2 3 4 5 

26 I would like to conduct my transactions through the people in good 
positions with whom I have access  

1 2 3 4 5 

27 I would like to conduct my transactions with the government online 
instead of relying on my interpersonal relationships. 

1 2 3 4 5 

28 I would prefer to deal with the government agency through the Internet 
because it facilitates and speeds up the completion of the transaction 
rather than being limited by Wasta. 

1 2 3 4 5 

29 Interaction with the DVLD thorough the Web to conduct different 
transactions will not interrupt my workflow. 

1 2 3 4 5 

30 Interaction with the DVLD through the Web will have a great affect on 
intangible benefits, such as influence, power, and authority. 

1 2 3 4 5 

31 I am willing to change from the face to face interaction to online 
interaction with the DVLD to conduct transactions 

1 2 3 4 5 

32 In general, there are more advantages by interaction with the DVLD by 
online interaction rather than the traditional way.   

1 2 3 4 5 

33 I am enthusiastic about the changes that have occurred to the way of 
interaction through the web with the DVLD. 

1 2 3 4 5 

 

PART B: THEORETICAL PART OF STUDY  

Please choose you answer for each statement from the table below and write the number of you 

answer beside each statement.  The following table has five different rating scales. Choose any one 

of the rating scales from 1-5 that you find suitable for each statement. 

 

1 The DVLD web site would enable me to complete transactions more 
quickly. 

1 2 3 4 5 

2 I think the DVLD web site would provide a valuable service for me. 1 2 3 4 5 
3 The content of the DVLD web site would not be useful to me. 1 2 3 4 5 
4 The DVLD web site would enhance my effectiveness in searching for 

and using DVLD services. 
1 2 3 4 5 

5 I would find the DVLD web site useful. 1 2 3 4 5 
6 Using the web would enhance my efficiency in gathering information 

from the DVLD. 
1 2 3 4 5 

 
7 Using the web would enhance my efficiency in interacting with the 

DVLD. 
1 2 3 4 5 

8 Using the web would not make it easier to gather information from the 
DVLD. 

1 2 3 4 5 

9 Using the web would make it easier to interact with the DVLD 1 2 3 4 5 
10 Using the web to interact with the DVLD would help in combating the 

routine which might be caused by paper work. 
1 2 3 4 5 

Strongly 
Agree 

Agree Neutral Disagree Strongly Disagree 

1 2 3 4 5 
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11 Using the web would help me to access the DVLD services provided 
online any time of the day. 

1 2 3 4 5 

12 Learning to use DVLD website for exploring information is easy for me. 1 2 3 4 5 
13 Learning to use the DVLD website to do different transactions is easy for 

me. 
1 2 3 4 5 

14 Interacting with DVLD website to explore information is clear and 
understandable. 

1 2 3 4 5 

15 Interacting with DVLD website to carry out different transactions is clear 
and understandable. 

1 2 3 4 5 

16 I would use the web for gathering information from DVLD. 1 2 3 4 5 
17 I would use DVLD services provided over the web. 1 2 3 4 5 
18 Interacting with the DVLD over the web is something that I would do. 1 2 3 4 5 
19 I would not hesitate to provide information to the DVLD website. Such 

as personal details 
1 2 3 4 5 

20 I would use the web to inquire about DVLD services. 1 2 3 4 5 
 

PART C: PARTICIPANT PROFILE  

The purpose of this part is to collect information about the respondent.  Please answer each question 

by circling one number for each question.  

1- Gender: 

 
 
2- Region of Residence 

 
 
3- Level of education: 

1 2 3 4 5 
Secondary 

School 
College Bachelor Higher degree Other 

 
 
4- Your Age: 

1 2 3 4 5 

Less than 20 20 – 29 30 – 39 40 – 49 50 years or more. 
 
  
5- Your occupation: 

1 2 3 4 

Student Employee in public sector Employee in private sector Other 
 
 
 

1 2 

Male Female 

1 2 

Remote Areas  Urban Areas 
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6- Level of Income (per month): 
1 2 3 4 

Less 100 JD  100-500 JD 500-1000 JD More than 1000 JD 
 
 
7- How many hours per week do you spend using the internet:  

1 2 3 4 

0 (zero) hours 1-4 hours 5-8 hours More than 8 hours 
 
 
8- Where do you use the internet the most, please select one of the following places : 

 
 
9- What activity do you mainly use the internet, (please indicate no more than two): 

1 2 3 4 5 

Email and 
Chatting 

Shopping Home Work or 
Checking Results 

Reading  News Getting the information from the 
government websites and download 

the forms 
 

Thank you 
Surely your Collaboration is greatly appreciated 

Mohammad Kamel Alomari 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

1 2 3 4 

Home Work University Internet Cafes 
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Appendix 6.2: Study Three Survey- DVLD (Arabic Version) 
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:المخاطر بالنسبة لكم  

وعلى المشاركین أن یكونوا على . إن المخاطر المحتملة ھي أن المشاركین قد یقلقوا من أن ھذه دراسة خاصة بالحكومة األردنیة

ولن تكون أي مؤسسة أو منظمة . علم أن ھذه الدراسة أجریت كبحث أكادیمي وال ترعاھا أو تقوم بھا أو توجھھا الحكومة األردنیة

وإذا شعرتم أنكم تحت الضغط أو القلق بشأن تعبئة ھذه االستبانھ الرجاء . رة على التعرف على أو الوصول إلى استجابات األفرادقاد

. عدم تعبئتھا، وإذا كان ضروریًا، أرجو االتصال بفریق البحث الذي سیقدم لكم الدعم أو تحویلكم إلى َمْن یلزم  

:السریة الخاصة بكم  

ومشاركتكم في ھذا االستطالع ستكون مع حجب تام لٍالسم، حیث لن یطلب منكم . مقدمة سیتم التعامل معھا بسریةإن اإلجابات ال

وإذا قمتم بإرجاع االستطالع عبر البرید اإللكتروني أو الفاكس،فإن االسم ومعلومات االتصال الخاصة . كتابة األسم على االستبانھ

إن فریق البحث لن یفصح عن ھویة أي من .  تخزینھا، أو تسجیلھا، أو إلحاقھا باالستبانھبكم سیتم فصلھا عن االستبانھ، ولن یتم

وسیتم االحتفاظ . ونتائج البحث سیتم نشرھا بناًء على استجابات مئات المشاركین. المشاركین الذین یقومون بتعبئة ھذه االستبانھ

ي قسم اإلدارة في جامعة جریفیث لغایة خمس سنوات قبل إتالفھا من باالستجابات على االستطالع في خزائن حفظ الملفات المقفلة ف

.   قبل خدمات الوثائق السریة  

:مشاركتكم طوعیة  

ان مشاركتكم في ھذه االستبانھ طوعیة، وإذا رغبتم بعدم اإلجابة عن ي سؤال، الرجاء االنتقال إلى األسئلة التي تفضلون اإلجابة 

.عنھا  

:واسترجاعھاآلیات توزیع االستبانھ   

، أو  m.alomari@griffith.edu.au: البرید اإللكتروني: الرجاء إرجاع االستبانات بالطریقة التي تفضلونھا بین الطرق اآلتیة

 .، أو العنوان البریدي المكتوب أدناه 3887 3735 7(0)61+ الفاكس

Mohammad Alomari, Griffith Business School, Department of Management, Nathan Campus, 

Griffith University, 170 Kessels Road, Nathan, Brisbane, Queensland 4111, Australia.  

:والمعلومات اإلضافیة/األسئلة  

محمد :  ، الرجاء عدم التردد ف یاالتصال بالطالب الباحثإذا كانت لدیكم استفسارات حول أي سؤال أو تحتاجون إلى إیضاحات

 m.alomari@griffith.edu.au : ،بریدالكتروني+ 61420456363اتف العمري، ھ

:المسلك األخالقي للبحث  

الرجاء . تقوم جامعة جریفیث بإجراء ھذا البحث بحسب اإلعالن الوطني حول المسلكیات األخالقیة في األبحاث التي تتعلق بالبشر

   أو5585 3735 7(0)61+: ل بالمدیر، أخالقیات البحث على الرقماالتصا

  research-ethics@griffith.edu.au إن كانت لدیكم أیة مخاوف أو شكاوى حول المسلكیات األخالقیة لمشروع البحث  . 

:التغذیة الراجعة من قبلكم  

إن رغبتم في الحصول على نسخة من نتائج البحث، أو كنتم مھتمون بالحصول على مزید من المعلومات حول الدراسة، الرجاء 

. الرجاء عدم التردد في االتصال بفریق البحث المبین أعاله  

:التعبیر عن الموافقة  
 الرجاء فصل ھذه الورقة واالحتفاظ بھا لكي .إذا قمتم بتعبئة االستبانھ وإرجاعھا، سوف تعتبر موافقًا على مشاركتك في البحث

. ترجع إلیھا الحقًا  
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 تبني الحكومة اإللكترونیة في المملكة األردنیة الھاشمیة

ةصفحة غالف االستبانھ والموافقة الراشد  

 استطالع مقدم من قبل

 السید محمد كامل العمري

)نظم المعلومات اإلداریـة(قسم   

یـثكلیـة األعمـال، جامعــة جریف  
 

-:فریق البحث  
:االسم كولدیب ساندھو. د   
:المركز/ الكلیة  قسم اإلدارة، كلیة جریفیث لألعمال 

:ھاتف االتصال  +61(0)7 3735 7718 
:برید إلكتروني  k.sandhu@griffith.edu.au  

 
:االسم بیتر وودز. د   
:المركز/ الكلیة  قسم اإلدارة، كلیة جریفیث لألعمال 

:ھاتف االتصال  +61(0)7 3735 6494 
:برید إلكتروني  p.woods@griffith.edu.au  

 
:االسم )طالب باحث ومرشح لدرجة الدكتوراه(السید محمد العمري    

:المركز/ الكلیة داریة، كلیة جریفیث لألعمالاإل) نظم المعلومات(قسم    
:ھاتف االتصال  +61(0)7 3753 7671 
:برید إلكتروني  m.alomari@griffith.edu.au  

 

 :تعلیمات

 .لكل سؤالفقط وضع إشارة على إجابة واحدة الرجاء  -

 . واحدة ألن ذلك سیساعدك في الربط بین األجزاء المختلفة لالستبانھمحاولة اإلجابة على االستبانھ في جلسة الرجاء  -

 .إذا لم ترغب باإلجابة عن أي سؤال الرجاء االنتقال إلى األسئلة التي تفضل اإلجابة عنھا -

 . دقیقة-20اإلجابة عن ھذه االستبانھ قد یستغرق  -

 . مكن أن تنسجم العبارة مع رأیكعبارة، أرجو تحدید إلى أي مدى ی-33من االستبانھ االول یضم الجزء  -

 .عبارة-20یضم الثاني الجزء  -

 .یضم بعض األسئلة الدیموغرافیةالثالث الجزء  -

 
.العوامل وتبني الحكومة اإللكترونیة: الجزء األول  

 
في الجدول التالي . الرجاء اختیار إجابتك عن كل عبارة من الجدول أدناه وكتابة رقم إجابتك إزاء كل عبارة

: تجدھا مالئمة لكل عبارة5-1اختر واحدًا من مقاییس التصنیف من . مقاییس تصنیف مختلفةخمسة   
 

 ال أوافق بشدة ال أوافق محاید أوافق أوافق بشدة
1 2 3 4 5 
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في االنترنت وسائل حمایة كافیة تجعلني أشعر باالرتیاح في التعامل مع إدارة ترخیص  1 2 3 4 5
 السواقین والمركبات

1 

أشعربإطمئنان أن الھیاكل القانونیة والتكنولوجیة توفر لي حمایة كافیة من أیة مشكالت على  1 2 3 4 5
 اإلنترنت

2 

بشكل عام ، اإلنترنت اآلن بیئة آمنة وقویة للتعامل من خاللھا مع إدارة ترخیص السواقین  1 2 3 4 5
 والمركبات

3 

.ة ترخیص السواقین والمركبات بمحتویات منظمةینبغي أن یتوفر الموقع اإللكتروني إلدار 1 2 3 4 5  4 

ینبغي أن یقدم الموقع اإللكتروني إلدارة ترخیص السواقین والمركبات تعلیمات واضحة  1 2 3 4 5
.حول تصفح الموقع  

5 

ینبغي أن یقدم الموقع اإللكتروني إلدارة ترخیص السواقین والمركبات المعلومات بأسلوب  1 2 3 4 5
.بسیط ومفھوم  

6 

.ینبغي أن یقدم الموقع اإللكتروني إلدارة ترخیص السواقین والمركبات معلومات حدیثة 1 2 3 4 5  7 

ینبغي أن یكون الموقع اإللكتروني إلدارة ترخیص السواقین والمركبات متوفر بروابط  1 2 3 4 5
.محدثة بحیث ال تقود إلى صفحات محذوفة أو إعادة وصل بروابط أخرى  

8 

ینبغي أن یتوفر الموقع اإللكتروني إلدارة ترخیص السواقین والمركبات بوجود معلومات  1 2 3 4 5
.دقیقة  

9 

ینبغي أن یضمن الموقع اإللكتروني إلدارة ترخیص السواقین والمركبات حمایة حقوق  1 2 3 4 5
.الخصوصیة لمستخدمیھا  

10 

ن والمركبات أن یلبي مختلف احتیاجات ینبغي للموقع اإللكتروني إلدارة ترخیص السواقی 1 2 3 4 5
.المستخدمین  

11 

 12 وجود المواضیع غیر األخالقیة على اإلنترنت  قد تمنعني من استخدام االنترنت 1 2 3 4 5
 13 وجود آراء ومواضیع تتناقض مع دیانتي على اإلنترنت قد یمنعني من استخدام االنترنت 1 2 3 4 5
 14  للدین على االنترنت قد یمنعني من استخدام االنترنتوجود دعایة مناوئة 1 2 3 4 5

....یمكنني تنفیذ المعامالت مع إدارة ترخیص السواقین والمركبات باستخدام خدماتھا المقدمة عبر اإلنترنت  
لو ساعدني أحدھم في حالة عدم قدرتي عن ذلك ...  1 2 3 4 5  15 
یف أبدألو ساعدني شخص آخر في إرشادي ك..  1 2 3 4 5  16 
لو توفرت لي المساعدة التي تتضمنھا تلك النظم ...  1 2 3 4 5  17 
لو بین لي شخص كیف أقوم بذلك أوًال..  1 2 3 4 5  18 

 أذكر الخدمات عند مناقشة القضایا المتعلقة برخصة القیادة وتسجیل المركبات لآلخرین ، 1 2 3 4 5
كباتاإللكترونیة إلدارة ترخیص السواقین والمر  

19 

 نادرًا ما أفوت عند مناقشة القضایا المتعلقة برخصة القیادة وتسجیل المركبات لآلخرین ، 1 2 3 4 5
 فرصة أن أخبرھم عن الخدمات اإللكترونیة إلدارة ترخیص السواقین والمركبات 

20 

السواقین عندما تسنح لي فرصة الكالم آلخرین عن الخدمات اإللكترونیة إلدارة ترخیص  1 2 3 4 5
 والمركبات ، فإنني أتكلم عن تلك الخدمات بتفصیل شدید 

21 

لكي أقولھا عن الخدمات اإللكترونیة إلدارة ترخیص السواقین جیدة لیس لدي إال أشیاء  1 2 3 4 5
 والمركبات 

22 

سلبيبشكل عام، أتكلم عن الخدمات اإللكترونیة إلدارة ترخیص السواقین والمركبات  بشكل  1 2 3 4 5  23 

أنا فخور أن أخبر اآلخرین أنني أستخدم الخدمات اإللكترونیة إلدارة ترخیص السواقین  1 2 3 4 5
 والمركبات

24 

یمكن أن أعتمد على عالقاتي الشخصیة في إجراء المعامالت المختلفة في أي مؤسسة  1 2 3 4 5
 حكومیة

25 

مالئمة یسھل الوصل إلیھمأفضل إجراء معامالتي مع موظفین في مناصب  1 2 3 4 5  26 
 27 أفضل إجراء معامالتي مع الحكومیة إلكترونیًا بدًال من االعتماد على العالقات الشخصیة 1 2 3 4 5

أفضل التعامل مع المؤسسات الحكومیة من خالل االنترنت بسبب أنھ یسھل ویسرع من  1 2 3 4 5
 إنجاز المعامالت بدًال من االقتصار على الواسطة 

28 

التعامل مع إدارة ترخیص السواقین والمركبات من خالل اإلنترنت إلجراء مختلف  1 2 3 4 5
 المعامالت ال یعطل سیرعملي

29 

إن التعامل مع إدارة ترخیص السواقین والمركبات من خالل اإلنترنت سیكون لھ تأثیر كبیر  1 2 3 4 5
لطةعلى المزایا غیر الملموسة مثل النفوذ، والقوة، والس  

30 
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للتغیر من التعامل وجھًا لوجھ إلى التعامل إلكترونیًا مع إدارة ترخیص على استعداد أنا  1 2 3 4 5
 السواقین والمركبات إلنجاز معامالتي 

31 

بشكل عام، ھناك مزایا كثیرة للتعامل مع إدارة ترخیص السواقین والمركبات من خالل  1 2 3 4 5
الطریقة التقلیدیة التعامل اإللكتروني بدًال من   

32 

أنا متحمس بشأن التغییرات التي حدثت لطریقة التعامل من خالل اإلنترنت مع إدارة  1 2 3 4 5
 ترخیص السواقین والمركبات

33 

 

.الجزء النظري من الدراسة: الثانيالجزء   
في الجدول التالي خمس و. الرجاء اختر إجابتك لكل عبارة من الجدول أدناه واكتب رقم إجابتك إزاء كل عبارة

.والتي تجدھا مالئمة لكل عبارة) 5-1(مقاییس تصنیف مختلف، اختر أي مقیاس من مقاییس التصنیف من     
 ال أوافق بشدة ال أوافق محاید أوافق أوافق بشدة

1 2 3 4 5 
 
 

تي  الموقع اإللكتروني إلدارة ترخیص السواقین والمركبات یمكنني من إنجاز معامال 1 2 3 4 5
 بسرعة أكبر

1 

أعتقد أن الموقع اإللكتروني إلدارة ترخیص السواقین والمركبات یمكن أن یقدم لي خدمة  1 2 3 4 5
 جلیلة  

2 

 3 محتوى الموقع اإللكتروني إلدارة ترخیص السواقین والمركبات قد ال یكون مفید بالنسبة لي 1 2 3 4 5

السواقین والمركبات یمكن أن یزید من كفاءتي في الموقع اإللكتروني إلدارة ترخیص  1 2 3 4 5
 البحث عن واستخدام خدمات إدارة ترخیص السواقین والمركبات   

4 

 5 ممكن أن أجد أن الموقع اإللكتروني إلدارة ترخیص السواقین والمركبات مفیدًا 1 2 3 4 5

ت من إدارة ترخیص استخدام اإلنترنت یمكن أن یزید من كفاءتي في جمع المعلوما 1 2 3 4 5
 السواقین والمركبات

6 

استخدام اإلنترنت یمكن أن یزید من كفاءتي في التعامل مع إدارة ترخیص السواقین  1 2 3 4 5
 والمركبات

7 

 8 استخدام اإلنترنت قد ال یسھل من جمع المعلومات من إدارة ترخیص السواقین والمركبات 1 2 3 4 5
یمكن أن یسھل من التعامل مع إدارة ترخیص السواقین والمركبات  استخدام اإلنترنت  1 2 3 4 5  9 

5 4 3 2 1 
استخدا اإلنترنت للتعامل مع إدارة ترخیص السواقین والمركبات یمكن أن یساعد في 

 مكافحة الروتین والذي قد یكون ناجمًا عن العمل الورقي
 

10 

ل إلى خدمات إدارة ترخیص السواقین استخدام اإلنترنت یمكن أن یساعدني في الوصو 1 2 3 4 5
 والمركبات المقدمة إلكترونیًا في أي وقت من الیوم

11 

تعلم استخدام الموقع اإللكتروني إلدارة ترخیص السواقین والمركبات الستعراض  1 2 3 4 5
 المعلومات سھل بالنسبة لي 

12 

قین والمركبات إلنجاز مختلف تعلم استخدام الموقع اإللكتروني إلدارة ترخیص السوا 1 2 3 4 5
 المعامالت سھل بالنسبة لي 

13 

التعامل مع الموقع اإللكتروني إلدارة ترخیص السواقین والمركبات الستعراض المعلومات  1 2 3 4 5
 واضح ومفھوم

14 

التعامل مع الموقع اإللكتروني إلدارة ترخیص السواقین والمركبات إلنجاز مختلف  1 2 3 4 5
  واضح ومفھوم المعامالت

15 

 16 ممكن أن أستخدم اإلنترنت لجمع معلومات من إدارة ترخیص السواقین والمركبات 1 2 3 4 5
 17 أستخدم خدمات إدارة ترخیص السواقین والمركبات المقدمة عبر اإلنترنت 1 2 3 4 5

كن أن أقوم بھالتعامل مع إدارة ترخیص السواقین والمركبات عبر اإلنترنت ھو أمر مم 1 2 3 4 5  
 

18 

على (ال أتردد بتقدیم معلومات إلى الموقع اإللكتروني إلدارة ترخیص السواقین والمركبات  1 2 3 4 5
).المعلومات الشخصیة, سبیل المثال  

19 

 20 أستخدم اإلنترنت لالستفسار عن خدمات إدارة ترخیص السواقین والمركبات 1 2 3 4 5
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خصائص المشارك: الجزء الثالث  
الرجاء اإلجابة عن كل سؤال بوضع دائرة حول رقم . إن الھدف من ھذا الجزء ھو جمع معلومات عن المستجیب

.كل سؤال  
 

 :الجنس .1
ذكر. 1 أنثى. 2   

 
  :منطقة اإلقامة .2

1 2 
 الریف المدینة

 
 :المستوى التعلیمي .3

1 2 3 4 5 
 أخرى تعلیم عالي بكالوریوس كلیة مرحلة ثانویة

 
 :عمرك .4

1 2 3 4 5 
  سنة فأكثر50  سنة49-40  سنة39-30  سنة29-20  سنة20أقل من 

 
 :عملك 5 .

1 2 3 4 
 أخرى مستخدم قطاع خاص مستخدم قطاع عام طالب

 
 :مستوى الدخل الشھري .6

1 2 3 4 
  دینار1000أكثر من   دینار1000-500  دینار500-100  دینار100أقل من 

 
 :ھا مستخدمًا لإلنترنتكم عدد الساعات في األسبوع التي تقضی .7

1 2 3 4 
رفص ساعة ساعات-8أكثر من  5- 8 ساعات 4-1 ساعات   

 
 :)الرجاء اختیار واحدًا من األماكن اآلتیة ( في أي مكان من األماكن اآلتیة تستخدم اإلنترنت .8

1 2 3 4 
 مقاھي اإلنترنت الجامعة العمل البیت

 
 :)م التأشیر على أكثر من اثنتینالرجاء عد(يي غرض تستخدم اإلنترنت بشكل فعلأل .9

1 2 3 4 5 

البرید اإللكتروني، 
 التسوق الدردشة

الواجبات البیتیة ومشاھدة 

 مطالعة األخبار النتائج
 الحصول على معلومات
من المواقع اإللكترونیة 

 الحكومیة وتنزیل النماذج
 

 شكرا على حسن تعاونكم
  محمد كامل بدر العمري       

سترالیاأ-جامعة جریفیث  
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Appendix 6.3: Study Three Survey- ISTD (English Version) 
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The expected benefits of the research. This research will make a useful contribution to understand 
the social factors that might influence citizens to adopt e-government. Therefore, this research will 
benefit the Jordanian people through developing successful e-government adoption strategies.  
 
Risks to you. The potential risk is that participants may worry that this is a Jordanian government 
study. Participants should aware that this study is conducted as academic research and is not 
sponsored, conducted or controlled by the Jordanian government. No agency or organization will be 
able to identify or have access to individual responses. If you feel that you are stressed or worried 
about filling this questionnaire please do not complete it and if necessary, contact the research team 
who will give you support and referral if necessary.  
 
Your confidentiality. The answers provided will be treated confidentially. Your participation in 
this survey is anonymous. You are not required to record your name on the questionnaire. If you 
return the survey via email or Fax, your name and contacts details will be separated from the 
questionnaire and it will not be stored, recorded or connected with the questionnaire. The research 
team will not disclose the identity of any of the participants who fill out this questionnaire. The 
results of the research will be published based on hundreds of participants’ responses. The survey 
responses will be kept in locked filing cabinets at the Department of Management at Griffith 
University for two years before being destroyed by a confidential document service.     
 
Your participation is voluntary. Your participation in this questionnaire is voluntary. If you do 
not wish to answer any of the questions then please go to the questions that you would like to 
answer. 
 
Mechanisms for distribution and return. Please return the questionnaire in way you prefer from 
among the following: email (m.alomari@griffith.edu.au), fax or postal address which is written 
below. 
 
Question/ further information. If you have any doubts about a question or you need any 
explanation, do not hesitate to contact the student researcher: Mohammad Alomari, 
m.alomari@griffith.edu.au, phone: +61 420456363. 
 
The ethical conduct of this research. This research is conducted by Griffith University in 
accordance with the National Statement on Ethical Conduct in Research Involving Humans.  Please 
contact the Manager, Research Ethics on 3735 5585 or research-ethics@griffith.edu.au , if you have 
any concerns or complaints about the ethical conduct of the research project.  
 
Feedback to you. Please if you would like to get a copy of the summary of the results of the overall 
research, or if you are interested to have further information about the study, please do not hesitate 
do contact the research team as identified above.  
 
Expressing consent. If you complete and return the questionnaire, you will be deemed to have 
consented to your participation in the research. Please detach this sheet and retain it for your later 
reference.  
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 E-government in Hashemite Kingdom of Jordan 

A survey conducted by 

Mr. Mohammad Kamel Alomari 

Department of Management (Information Systems) 

Business school, Griffith University 

Research Team 
 
Name(s):    Dr Kuldeep Sandhu 
School(s)/Centre (s):  Department of Management, Griffith Business School 
Contact Phone:  07 3735 7718 
Contact Email:  k.sandhu@griffith.edu.au  
 
Name(s):    Dr Peter Woods 
School(s)/Centre (s):   Department of Management, Griffith Business School 
Contact Phone:   07 3735 6494 
Contact Email:   p.woods@griffith.edu.au  
 
Name(s): Mr. Mohammad Alomari (PhD Candidate and Student Researcher) 
School(s)/Centre (s):  Department of Management (Information Systems), Griffith Business 

School 
Contact Phone:  07 3735 7671 
Contact Email:  m.alomari@griffith.edu.au  
 
 
Instructions: 

- Please mark only one answer for each question. 

- Please try to answer the questionnaire in one setting since that will help you to join different 

parts of the questionnaire.  

- If you do not wish to answer any of the questions then please go to the questions that you would 

like to answer.   

- You might need 20 minutes to answer the questionnaire. 

- The word WASTA is an Arabic term can be translated into English as FAVOURITISM. 

- IST department stands for Income and Sales Tax department.  

- Part A of the questionnaire contains on 33 statements, please judge how each statement fit your 

opinion.  

- Eighteen (20) statements are listed in Part B.  

- Part C contains some demographic questions.  
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PART A: FACTORS AND E-GOVERNMENT ADOPTION 

Please choose you answer for each statement from the table below and write the number of you 

answer beside each statement.  The following table has five different rating scales. Choose any one 

of the rating scales from 1-5 that you find suitable for each statement. 

 

1 The internet has enough safeguards to make me feel comfortable using it 
to interact with the IST Department online. 

1 2 3 4 5 

2 I feel assured that legal and technological structures adequately protect 
me from problems on the internet. 

1 2 3 4 5 

3 In general, the internet is now a robust and safe environment in which to 
transact with the IST department. 

1 2 3 4 5 

4 E-government websites should be available with well organised content. 1 2 3 4 5 
5 E-government websites should provide clear directions for navigating the 

site. 
1 2 3 4 5 

6 E-government websites should present information in a simple and 
understandable manner. 

1 2 3 4 5 

7 E-government websites should provide up to date information. 1 2 3 4 5 
8 E-government websites should have links that work (eg. the links should 

not lead to deleted pages or re-directs) 
1 2 3 4 5 

9 E-government website should have accurate information 1 2 3 4 5 
10 E-government website should ensure the protection of the users’ privacy 

rights. 
1 2 3 4 5 

11 E-government website should match the different needs of users 1 2 3 4 5 
12 The presence of immoral issues on the internet would deter me from 

using the internet.  
1 2 3 4 5 

13 The presence of the issues and views which are inconsistent with my 
religion on the internet would deter me from using the internet.  

1 2 3 4 5 

14 The presence of the anti-religious propaganda on the internet would deter 
me from using the internet.   

1 2 3 4 5 

I could prepare my income tax return using the electronic tax-filling systems…. 
15 …if I could call someone for help if I got stuck  1 2 3 4 5 
16 …if someone else had helped me get started 1 2 3 4 5 
17 …if I had just the built in help facility for assistance  1 2 3 4 5 
18 …if someone showed me how to do it first.  1 2 3 4 5 
19 When discussing tax return issues to others, I mention the online services 

of the IST Department quite frequently. 
 
 

1 2 3 4 5 

20 When discussing tax return issues to others, I seldom miss an 
opportunity to tell others about the online services of the IST 
Department. 

1 2 3 4 5 

21 When I get the chance to tell others about the online services of the IST 
Department, I tend to talk about the services in great detail. 

1 2 3 4 5 

Strongly 
Agree 

Agree Neutral Disagree Strongly Disagree 

1 2 3 4 5 
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22 I have only good things to say about the online services of the IST 
Department  

1 2 3 4 5 

23 In general, I speak unfavourably about the online services of the IST 
Department. 

1 2 3 4 5 

24 I am proud to tell others that I use the online services of the IST 
Department. 

1 2 3 4 5 

25 I would rely on my interpersonal relationships in conducting the different 
transaction in any government agency.  

1 2 3 4 5 

26 I would like to conduct my transactions through the people in good 
positions with whom I have access  

1 2 3 4 5 

27 I would like to conduct my transactions with the government online 
instead of relying on my interpersonal relationships. 

1 2 3 4 5 

28 I would prefer to deal with the government agency through the Internet 
because it facilitates and speeds up the completion of the transaction 
rather than being limited by Wasta. 

1 2 3 4 5 

29 Interaction with the IST department thorough the Web to conduct 
different transactions will not interrupt my workflow. 

1 2 3 4 5 

30 Interaction with the IST department through the Web will have a great 
affect on intangible benefits, such as influence, power, and authority. 

1 2 3 4 5 

31 I am willing to change from the face to face interaction to online 
interaction with the IST department to conduct transactions 

1 2 3 4 5 

32 In general, there are more advantages by interaction with the IST 
department by online interaction rather than the traditional way.   

1 2 3 4 5 

33 I am enthusiastic about the changes that have occurred to the way of 
interaction through the web with the IST department. 

1 2 3 4 5 

 

 

PART B: THEORETICAL PART OF STUDY  

Please choose you answer for each statement from the table below and write the number of you 

answer beside each statement.  The following table has five different rating scales. Choose any one 

of the rating scales from 1-5 that you find suitable for each statement. 

 

1 The IST department web site would enable me to complete transactions 
more quickly. 

1 2 3 4 5 

2 I think the IST department web site would provide a valuable service for 
me. 

1 2 3 4 5 

3 The content of the IST department web site would not be useful to me. 1 2 3 4 5 
4 The IST department web site would enhance my effectiveness in 

searching for and using IST department services. 
1 2 3 4 5 

5 I would find the IST department web site useful. 1 2 3 4 5 
6 Using the web would enhance my efficiency in gathering information 

from the IST department. 
1 2 3 4 5 

 

Strongly 
Agree 

Agree Neutral Disagree Strongly Disagree 

1 2 3 4 5 
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7 Using the web would enhance my efficiency in interacting with the IST 
department. 

1 2 3 4 5 

8 Using the web would not make it easier to gather information from the 
IST department. 

1 2 3 4 5 

9 Using the web would make it easier to interact with the IST department 1 2 3 4 5 
10 Using the web to interact with the IST department would help in 

combating the routine which might be caused by paper work. 
1 2 3 4 5 

11 Using the web would help me to access the IST department services 
provided online any time of the day.  

1 2 3 4 5 

12 Learning to use IST department website for exploring information is 
easy for me.  

1 2 3 4 5 

13 Learning to use the IST department website to do different transactions is 
easy for me.  

1 2 3 4 5 

14 Interacting with IST department website to explore information is clear 
and understandable.  

1 2 3 4 5 

15 Interacting with IST department website to carry out different 
transactions is clear and understandable.  

1 2 3 4 5 

16 I would use the web for gathering information from IST department. 1 2 3 4 5 
17 I would use IST department services provided over the web. 1 2 3 4 5 
18 Interacting with the IST department over the web is something that I 

would do. 
1 2 3 4 5 

19 I would not hesitate to provide information to the IST department 
website. Such as personal details 

1 2 3 4 5 

20 I would use the web to inquire about IST department services. 1 2 3 4 5 
 

PART C: PARTICIPANT PROFILE  

The purpose of this part is to collect information about the respondent.  Please answer each question 

by circling one number for each question.  

 

1- Gender: 

 
 
2- Region of Residence 

 
 
3- Level of education: 

1 2 3 4 5 
Secondary 

School 
College Bachelor Higher degree Other 

 
 
 

1 2 

Male Female 

1 2 

Remote Areas  Urban Areas 
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4- Your Age: 
1 2 3 4 5 

Less than 20 20 – 29 30 – 39 40 – 49 50 years or more. 
  
 
5- Your occupation: 

1 2 3 4 

Student Employee in public sector Employee in private sector Other 
 
 
6- Level of Income (per month): 

1 2 3 4 

Less 100 JD  100-500 JD 500-1000 JD More than 1000 JD 

 
 
7- How many hours per week do you spend using the internet:  

1 2 3 4 

0 (zero) hours 1-4 hours 5-8 hours More than 8 hours 
 
 
8- Where do you use the internet the most, please select one of the following places : 

 
 
9- What activity do you mainly use the internet, (please indicate no more than two): 

1 2 3 4 5 

Email and 
Chatting 

Shopping Home Work or 
Checking Results 

Reading  News Getting the information from the 
government websites and download 

the forms 
 

Thank you 
Surely your Collaboration is greatly appreciated 

Mohammad Kamel Alomari 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

1 2 3 4 

Home Work University Internet Cafes 
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Appendix 6.4: Study Three Survey - ISTD (Arabic Version) 
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:المخاطر بالنسبة لكم  

وعلى المشاركین أن یكونوا على . إن المخاطر المحتملة ھي أن المشاركین قد یقلقوا من أن ھذه دراسة خاصة بالحكومة األردنیة

ولن تكون أي مؤسسة أو منظمة .  كبحث أكادیمي وال ترعاھا أو تقوم بھا أو توجھھا الحكومة األردنیةعلم أن ھذه الدراسة أجریت

وإذا شعرتم أنكم تحت الضغط أو القلق بشأن تعبئة ھذه االستبانھ الرجاء . قادرة على التعرف على أو الوصول إلى استجابات األفراد

. بفریق البحث الذي سیقدم لكم الدعم أو تحویلكم إلى َمْن یلزمعدم تعبئتھا، وإذا كان ضروریًا، أرجو االتصال   

:السریة الخاصة بكم  

ومشاركتكم في ھذا االستطالع ستكون مع حجب تام لٍالسم، حیث لن یطلب منكم . إن اإلجابات المقدمة سیتم التعامل معھا بسریة

رید اإللكتروني أو الفاكس،فإن االسم ومعلومات االتصال الخاصة وإذا قمتم بإرجاع االستطالع عبر الب. كتابة األسم على االستبانھ

إن فریق البحث لن یفصح عن ھویة أي من . بكم سیتم فصلھا عن االستبانھ، ولن یتم تخزینھا، أو تسجیلھا، أو إلحاقھا باالستبانھ

وسیتم االحتفاظ . ستجابات مئات المشاركینونتائج البحث سیتم نشرھا بناًء على ا. المشاركین الذین یقومون بتعبئة ھذه االستبانھ

باالستجابات على االستطالع في خزائن حفظ الملفات المقفلة في قسم اإلدارة في جامعة جریفیث لغایة خمس سنوات قبل إتالفھا من 

.   قبل خدمات الوثائق السریة  

:مشاركتكم طوعیة  

إلجابة عن ي سؤال، الرجاء االنتقال إلى األسئلة التي تفضلون اإلجابة ان مشاركتكم في ھذه االستبانھ طوعیة، وإذا رغبتم بعدم ا

.عنھا  

:آلیات توزیع االستبانھ واسترجاعھا  

، أو  m.alomari@griffith.edu.au: البرید اإللكتروني: الرجاء إرجاع االستبانات بالطریقة التي تفضلونھا بین الطرق اآلتیة

 .نوان البریدي المكتوب أدناه، أو الع 3887 3735 7(0)61+ الفاكس

Mohammad Alomari, Griffith Business School, Department of Management, Nathan Campus, 

Griffith University, 170 Kessels Road, Nathan, Brisbane, Queensland 4111, Australia.  

:والمعلومات اإلضافیة/األسئلة  

محمد :  ، الرجاء عدم التردد ف یاالتصال بالطالب الباحثول أي سؤال أو تحتاجون إلى إیضاحاتإذا كانت لدیكم استفسارات ح

 m.alomari@griffith.edu.au : ،بریدالكتروني+ 61420456363العمري، ھاتف 

:المسلك األخالقي للبحث  

الرجاء . ا البحث بحسب اإلعالن الوطني حول المسلكیات األخالقیة في األبحاث التي تتعلق بالبشرتقوم جامعة جریفیث بإجراء ھذ

   أو5585 3735 7(0)61+: االتصال بالمدیر، أخالقیات البحث على الرقم

  research-ethics@griffith.edu.au م أیة مخاوف أو شكاوى حول المسلكیات األخالقیة لمشروع البحث إن كانت لدیك . 

:التغذیة الراجعة من قبلكم  

الرجاء إن رغبتم في الحصول على نسخة من نتائج البحث، أو كنتم مھتمون بالحصول على مزید من المعلومات حول الدراسة، 

. الرجاء عدم التردد في االتصال بفریق البحث المبین أعاله  

:تعبیر عن الموافقةال  
الرجاء فصل ھذه الورقة واالحتفاظ بھا لكي . إذا قمتم بتعبئة االستبانھ وإرجاعھا، سوف تعتبر موافقًا على مشاركتك في البحث

. ترجع إلیھا الحقًا  
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 تبني الحكومة اإللكترونیة في المملكة األردنیة الھاشمیة

ةصفحة غالف االستبانھ والموافقة الراشد  

ع مقدم من قبلاستطال  

 السید محمد كامل العمري

)نظم المعلومات اإلداریـة(قسم   

 كلیـة األعمـال، جامعــة جریفیـث
 

-:فریق البحث  
:االسم كولدیب ساندھو. د   
:المركز/ الكلیة  قسم اإلدارة، كلیة جریفیث لألعمال 

:ھاتف االتصال  +61(0)7 3735 7718 
:برید إلكتروني  k.sandhu@griffith.edu.au  

 
:االسم بیتر وودز. د   
:المركز/ الكلیة  قسم اإلدارة، كلیة جریفیث لألعمال 

:ھاتف االتصال  +61(0)7 3735 6494 
:برید إلكتروني  p.woods@griffith.edu.au  

 
:ماالس )طالب باحث ومرشح لدرجة الدكتوراه(السید محمد العمري    

:المركز/ الكلیة اإلداریة، كلیة جریفیث لألعمال) نظم المعلومات(قسم    
:ھاتف االتصال  +61(0)7 3753 7671 
:برید إلكتروني  m.alomari@griffith.edu.au  

 

 :تتعلیما

 .لكل سؤالفقط وضع إشارة على إجابة واحدة الرجاء  -

 . محاولة اإلجابة على االستبانھ في جلسة واحدة ألن ذلك سیساعدك في الربط بین األجزاء المختلفة لالستبانھالرجاء  -

 .إذا لم ترغب باإلجابة عن أي سؤال الرجاء االنتقال إلى األسئلة التي تفضل اإلجابة عنھا -

 . دقیقة-20ه االستبانھ قد یستغرق اإلجابة عن ھذ -

 . عبارة، أرجو تحدید إلى أي مدى یمكن أن تنسجم العبارة مع رأیك-33من االستبانھ االول یضم الجزء  -

 .عبارة-20یضم الثاني الجزء  -

 .یضم بعض األسئلة الدیموغرافیةالثالث الجزء  -

 
.العوامل وتبني الحكومة اإللكترونیة: الجزء األول  

 
في الجدول التالي . تیار إجابتك عن كل عبارة من الجدول أدناه وكتابة رقم إجابتك إزاء كل عبارةالرجاء اخ

: تجدھا مالئمة لكل عبارة5-1اختر واحدًا من مقاییس التصنیف من . خمسة مقاییس تصنیف مختلفة  
 

 ال أوافق بشدة ال أوافق محاید أوافق أوافق بشدة
1 2 3 4 5 
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ت وسائل حمایة كافیة تجعلني أشعر باالرتیاح في التعامل مع دائرة ضریبة الدخل في االنترن 1 2 3 4 5
 والمبیعات إلكترونیًا

1 

القانونیة والتكنولوجیة توفر لي حمایة كافیة من أیة مشكالت على الھیاكل أشعربإطمئنًان أن  1 2 3 4 5
 اإلنترنت

2 

للتعامل من خاللھا مع دائرة ضریبة والدخل بشكل عام، اإلنترنت اآلن بیئة آمنة وقویة  1 2 3 4 5
 والمبیعات

3 

.ینبغي أن یتوفر الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات بمحتویات منظمة 1 2 3 4 5  4 

ینبغي أن یقدم الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات تعلیمات واضحة حول  1 2 3 4 5
.تصفح الموقع  

5 

ینبغي أن یقدم الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات المعلومات بأسلوب بسیط  1 2 3 4 5
.ومفھوم  

6 

.ینبغي أن یقدم الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات معلومات حدیثة 1 2 3 4 5  7 

 متوفر بروابط محدثة ینبغي أن یكون الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات 1 2 3 4 5
.بحیث ال تقود إلى صفحات محذوفة أو إعادة وصل بروابط أخرى  

8 

.ینبغي أن یتوفر الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات بوجود معلومات دقیقة 1 2 3 4 5  9 

 ینبغي أن یضمن الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات حمایة حقوق 1 2 3 4 5
 .الخصوصیة لمستخدمیھا

10 

ینبغي للموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات أن یلبي مختلف احتیاجات  1 2 3 4 5
 .المستخدمین

11 

 12 وجود المواضیع غیر األخالقیة على اإلنترنت  قد تمنعني من استخدام االنترنت 1 2 3 4 5
تي على اإلنترنت قد یمنعني من استخدام االنترنتوجود آراء ومواضیع تتناقض مع دیان 1 2 3 4 5  13 
 14 وجود دعایة مناوئة للدین على االنترنت قد یمنعني من استخدام االنترنت 1 2 3 4 5

...یمكنني إعداد مستحقات ضریبة الدخل باستخدام نظم التعبئة اإللكترونیة   
 15  لو ساعدني أحدھم في حالة عدم قدرتي عن ذلك...  1 2 3 4 5
لو ساعدني شخص آخر في إرشادي كیف أبدأ..  1 2 3 4 5  16 
لو توفرت لي المساعدة التي تتضمنھا تلك النظم ...  1 2 3 4 5  17 
لو بین لي شخص كیف أقوم بذلك أوًال..  1 2 3 4 5  18 

ائرة ضریبة عند مناقشة قضایا المستحقات الضریبة مع آخرین، أذكر الخدمات اإللكترونیة لد 1 2 3 4 5
 الدخل والمبیعات 

19 

عند مناقشة قضایا المستحقات الضریبیة مع آخرین، نادرًا ما أفوت فرصة أن أخبرھم عن  1 2 3 4 5
 الخدمات اإللكترونیة لدائرة ضریبة الدخل والمبیعات 

20 

دخل عندما تسنح لي فرصة الكالم آلخرین عن الخدمات اإللكترونیة لدائرة ضریبة ال 1 2 3 4 5
 والمبیعات، فإنني أتكلم عن تلك الخدمات بتفصیل شدید 

21 

لكي أقولھا عن الخدمات اإللكترونیة لدائرة ضریبة الدخل والمبیعات جیدة لیس لدي إال أشیاء  1 2 3 4 5  22 
 23 بشكل عام، أتكلم عن الخدمات اإللكترونیة لدائرة ضریبة الدخل والمبیعات  بشكل سلبي 1 2 3 4 5

أنا فخور أن أخبر اآلخرین أنني أستخدم الخدمات اإللكترونیة لدائرة ضریبة الدخل  1 2 3 4 5
 والمبیعات

24 

یمكن أن أعتمد على عالقاتي الشخصیة في إجراء المعامالت المختلفة في أي مؤسسة  1 2 3 4 5
 حكومیة

25 

صل إلیھمأفضل إجراء معامالتي مع موظفین في مناصب مالئمة یسھل الو 1 2 3 4 5  26 

 أفضل إجراء معامالتي مع الحكومیة إلكترونیًا بدًال من االعتماد على العالقات الشخصیة 1 2 3 4 5
 

27 

5 4 3 2 1 
أفضل التعامل مع المؤسسات الحكومیة من خالل االنترنت بسبب أنھ یسھل ویسرع من 

 إنجاز المعامالت بدًال من االقتصار على الواسطة 
 

28 

5 4 3 2 1 

التعامل مع دائرة ضریبة الدخل والمبیعات من خالل اإلنترنت إلجراء مختلف المعامالت ال 
 یعطل سیرعملي

 
 

29 
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إن التعامل مع دائرة ضریبة الدخل والمبیعات من خالل اإلنترنت سیكون لھ تأثیر كبیر على  1 2 3 4 5
 المزایا غیر الملموسة مثل النفوذ، والقوة، والسلطة

30 

للتغیر من التعامل وجھًا لوجھ إلى التعامل إلكترونیًا مع دائرة ضریبة الدخل على استعداد أنا  1 2 3 4 5
 والمبیعات إلنجاز معامالتي 

31 

بشكل عام، ھناك مزایا كثیرة للتعامل مع دائرة ضریبة الدخل والمبیعات من خالل التعامل  1 2 3 4 5
 اإللكتروني بدًال من الطریقة التقلیدیة 

32 

أنا متحمس بشأن التغییرات التي حدثت لطریقة التعامل من خالل اإلنترنت مع دائرة ضریبة  1 2 3 4 5
 الدخل والمبیعات

33 

 

.الجزء النظري من الدراسة: الثانيالجزء   
وفي الجدول التالي خمس . الرجاء اختر إجابتك لكل عبارة من الجدول أدناه واكتب رقم إجابتك إزاء كل عبارة

.والتي تجدھا مالئمة لكل عبارة) 5-1(س تصنیف مختلف، اختر أي مقیاس من مقاییس التصنیف من   مقایی  
 ال أوافق بشدة ال أوافق محاید أوافق أوافق بشدة

1 2 3 4 5 
 
 
 1 الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات یمكنني من إنجاز معامالتي بسرعة أكبر 1 2 3 4 5
تقد أن الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات یمكن أن یقدم لي خدمة جلیلة  أع 1 2 3 4 5  2 
 3 محتوى الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات قد ال یكون مفید بالنسبة لي 1 2 3 4 5

تي في البحث عن الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات یمكن أن یزید من كفاء 1 2 3 4 5
 واستخدام خدمات دائرة ضریبة الدخل والمبیعات   

4 

 5 ممكن أن أجد أن الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات مفیدًا 1 2 3 4 5

استخدام اإلنترنت یمكن أن یزید من كفاءتي في جمع المعلومات من دائرة ضریبة الدخل  1 2 3 4 5
 والمبیعات

6 

 7 استخدام اإلنترنت یمكن أن یزید من كفاءتي في التعامل مع دائرة ضریبة الدخل والمبیعات 1 2 3 4 5
 8 استخدام اإلنترنت قد ال یسھل من جمع المعلومات من دائرة ضریبة الدخل والمبیعات 1 2 3 4 5
 9   استخدام اإلنترنت یمكن أن یسھل من التعامل مع دائرة ضریبة الدخل والمبیعات 1 2 3 4 5

استخدا اإلنترنت للتعامل مع دائرة ضریبة الدخل والمبیعات یمكن أن یساعد في مكافحة  1 2 3 4 5
 الروتین والذي قد یكون ناجمًا عن العمل الورقي

10 

5 4 3 2 1 
استخدام اإلنترنت یمكن أن یساعدني في الوصول إلى خدمات دائرة ضریبة الدخل 

  أي وقت من الیوموالمبیعات المقدمة إلكترونیًا في
 

11 

تعلم استخدام الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات الستعراض المعلومات  1 2 3 4 5
 سھل بالنسبة لي 

12 

تعلم استخدام الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات إلنجاز مختلف المعامالت  1 2 3 4 5
 سھل بالنسبة لي 

13 

تعامل مع الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات الستعراض المعلومات ال 1 2 3 4 5
 واضح ومفھوم

14 

التعامل مع الموقع اإللكتروني لدائرة ضریبة الدخل والمبیعات إلنجاز مختلف المعامالت  1 2 3 4 5
 واضح ومفھوم 

15 

ریبة الدخل والمبیعاتممكن أن أستخدم اإلنترنت لجمع معلومات من دائرة ض 1 2 3 4 5  16 
 17 أستخدم خدمات دائرة ضریبة الدخل والمبیعات المقدمة عبر اإلنترنت 1 2 3 4 5
 18 التعامل مع دائرة ضریبة الدخل والمبیعات عبر اإلنترنت ھو أمر ممكن أن أقوم بھ 1 2 3 4 5

على سبیل (بة الدخل والمبیعات ال أتردد بتقدیم معلومات إلى الموقع اإللكتروني لدائرة ضری 1 2 3 4 5
).المعلومات الشخصیة, المثال  

19 

 20 أستخدم اإلنترنت لالستفسار عن خدمات دائرة ضریبة الدخل والمبیعات 1 2 3 4 5
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خصائص المشارك: الجزء الثالث  
ل رقم الرجاء اإلجابة عن كل سؤال بوضع دائرة حو. إن الھدف من ھذا الجزء ھو جمع معلومات عن المستجیب

.كل سؤال  
 

 :الجنس .1
ذكر. 1 أنثى. 2   

 
  :منطقة اإلقامة .2

1 2 
 الریف المدینة

 
 :المستوى التعلیمي .3

1 2 3 4 5 
 أخرى تعلیم عالي بكالوریوس كلیة مرحلة ثانویة

 
 :عمرك .4

1 2 3 4 5 
  سنة فأكثر50  سنة49-40  سنة39-30  سنة29-20  سنة20أقل من 

 
 :عملك 5. 

1 2 3 4 
دم قطاع عاممستخ طالب  أخرى مستخدم قطاع خاص 

 
 :مستوى الدخل الشھري .6

1 2 3 4 
  دینار1000أكثر من   دینار1000-500  دینار500-100  دینار100أقل من 

 
 :كم عدد الساعات في األسبوع التي تقضیھا مستخدمًا لإلنترنت .7

1 2 3 4 
رفص ساعة ساعات-8أكثر من  5- 8 ساعات 4-1 ساعات   

 
 :)الرجاء اختیار واحدًا من األماكن اآلتیة ( من األماكن اآلتیة تستخدم اإلنترنتفي أي مكان  .8

1 2 3 4 
 مقاھي اإلنترنت الجامعة العمل البیت

 
 :)الرجاء عدم التأشیر على أكثر من اثنتین(يي غرض تستخدم اإلنترنت بشكل فعلأل .9

1 2 3 4 5 

البرید اإللكتروني، 
 التسوق الدردشة

یة ومشاھدة الواجبات البیت

 مطالعة األخبار النتائج
 الحصول على معلومات
من المواقع اإللكترونیة 

 الحكومیة وتنزیل النماذج
 

 شكرا على حسن تعاونكم
  محمد كامل بدر العمري       

أسترالیا-جامعة جریفیث  
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Appendix 6.5: Income and Sales Tax Department (ISTD) - Jordan  

(Source: http://www.istd.gov.jo/ISTD/English/AboutISTD/Homepage.html, retrieved 6 January, 

2010) 
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Appendix 6.6: Drivers and Vehicles License Department (DVLD) - Jordan  

(Source: http://www.dvld.gov.jo/english/index.php, retrived 5 January, 2010) 
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Appendix I: Certificate  
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