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ABSTRACT 

This paper presents a study which examines several e-government success factors in Jordan. 

Due to the pace of globalization and rapid global growth of technology and the Internet 

information, many governments around the world have turned their services from traditional 

services into e-government services. Were the citizens, business organizations and other 

stakeholders are served via the internet. Jordan is one of the rare countries in the Middle East 

with a history of commitment to good governance and ICT-related initiatives. In recent years, 

Jordan’s efforts to provide e-government services to the public have been recognized. But still 

Jordan faces the problem of low usage levels of these electronic services, plus several scholars 

addressed that several studies were conducted from citizen perspective but few for businesses 

perspective. For a better understanding of e-government and its influence on the society as all 

and on the business society in particular the researchers carried out this study to identify the 

success factors which affect e-government adoption in Jordan, also to investigate the factors 

that determine business organization satisfaction towards e-government in Jordan. In this 

paper the researcher will discuss four factors that affect the success of e-government services 

from businesses perspective in Jordan as followed: e-service quality, perceived usefulness, 

trust, personalization. 
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1. INTRODUCTION

E-government is the way for governments to use the most innovative ICT services, in some

specific web-based Internet applications (Ancarani, 2005). Information and communication
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technologies (ICT) have revolutionized the processes, operations and structures of public sectors 

in both developed and developing countries (Rana et al. 2015). Jordan is ‘‘one of the rare 

countries in the Middle East with a history of commitment to good governance and ICT-related 

initiatives’’ (Ciborra & Navarra, 2005: p.142). 

  

In recent years, Jordanian government are giving efforts to provide e-government services to 

public (Alomari, Sandhu, & Woods, 2010). Although e-government program in Jordan is still at 

the initial stages, Jordan has developed relatively advanced e-government service delivery 

capabilities in two-way interaction and e-democracy (Chatfield & Alhujran, 2009). In addition, 

the United Nations’ e-government readiness reports ranked Jordan as one of the top 5 among the 

Arab countries (UN, 2005). Nonetheless, e-government in Jordan faces the problem of low usage 

levels of these electronic services (Al-Hujran et al., 2013; Al-Jaghoub, Al-Yaseen, & Al-

Hourani, 2010; Mofleh, Wanous, & Strachan, 2008; Rana & Dwivedi, 2015). As of 2010, More 

than 85% of Jordanians never used e-government websites and electronic services (Al-Jaghoub 

et al., 2010). 

 

This paper thus intends to investigate several success factors of e-government application usage 

for business organizations in Jordan. Several scholars addressed that few studies were carried out 

from businesses perspective. For a better understanding of e-government and its influence on the 

society as all and on the business society in particular the researchers carried out this study to 

identify the success factors which affect e-government in Jordan, also to investigate the factors 

that determine business organization satisfaction towards e-government in Jordan. In this paper 

the researchers will discuss four factors that affect the success of e-government services from 

businesses perspective in Jordan as followed: e-service quality, perceived usefulness, 

personalization and trust. 

 

2. PROBLEM STATEMENT 

 

Several issues faces the e-government in developing countries but in particular for this study, 

Jordan faces the problem of low usage levels of these electronic services (Al-Hujran et al., 2013; 

Al-Jaghoub, Al-Yaseen, & Al-Hourani, 2010; Mofleh, Wanous, & Strachan, 2008; Rana & 

Dwivedi, 2015). There are several studies conducted in citizen perspective in Jordan but very 

few in businesses perspective (Abdalla, 2012; Alomari, Sandhu & Woods, 2009; Alawneh et al. 

2013; Alomari, 2014). Alomari et al. (2014) mentioned that participants from their previous 

study declared that the "lack of IT infrastructure" could lead the Jordanian citizens to face lack of 

trust to the existing security systems that are used by their government therefore doubting their 

abilities to secure their personal information”. These findings are similar and in line with 

previous studies that show that trust in the internet in terms of security and privacy is a 

significant predictor of e-government usage in developed and developing countries (Carter & 

Be´langer, 2005; Chang et al. 2005; Gilbert, Balestrini & Littleboy, 2004; Phang et al. 2005).  

 
3. SUCCESS FACTORS OF E-GOVERNMENT  

 

TRUST AS A SUCCESS MEASURE 

Another area of research that has received a lot of attention is business’ use of e-government and 

trust and confidence in government (Morgeson, VanAmburg, & Mithas, 2010). Trust in 
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government has long been studied in the political science literature. Trust essentially means that 

citizens have confidence that their government will make the right decisions. The role of 

government is normally and traditionally that of protector and provider of services to its citizens. 

Citizen satisfaction is developed in terms of the quality of this protection by the government, and 

this also applies in the context of e-government systems. On the government side, its ability to 

perform its service as a protector, depends on their ability to gather intelligence or information 

on the needs of citizens, and based on such information; provide services that can help citizens in 

their activities.  

 

However, this requires that citizens are willing to be told by the government, receive instructions 

and exchange information on the e-government system. The proper functioning of these steps 

can ensure the success of e-government. Thus, trust becomes one of key components in enabling 

citizens to become willing to receive information and provide information to the e-government 

system in return (Lee, Braynov and Rao, 2003). Shapiro (1987) identified two types of 

institutions based trust; the normality of the situation, which is the belief that when situations are 

normal, success is likely to follow; and structural assurances which, is the belief that the 

presence of promises, contracts, regulations, or possible solutions to increase the chances of 

success guarantees. The third type of trust, knowledge based trust, is identified as familiarity 

with the e-vendor (Gefen, Karahanna, Straub, 2003). They argue that familiarity increases the 

understanding of present actions. They further state that knowledge based trust reduces the 

uncertainty and risk in online transactions and reduce any confusion on the use of procedures 

within a Web page. 

 

E-SERVICE QUALITY AS A SUCCESS MEASURE 

 

The quality of service is of great interest to practitioners and researchers in recent years. The 

quality of service is determined by the difference between the expectations of services, the 

provider of customer service, and evaluation of services received (Parasuraman et al., 1985, 

1988). The definitions of service quality that this result was achieved for the comparison 

between customer expectations on service and their perceptions of how the service has been 

delivered and performed (Caruana 2002; Grönroos 1984; Parasuraman et al, 1985, 1988). 

 

Li et al. (2002) developed a conceptual framework for measuring the quality of service on the 

Web SERVQUAL model. The study was conducted from the perspective of international clients 

and the survey was chosen for the data collection. The results of their study show that it is 

necessary to change SERVQUAL to fit better in the context of web-based service. "The quality 

of electronic services is the extent to which a website facilitates efficient and effective shopping, 

purchasing and delivery of products and services" (Zeithaml, et al. 2002). 

 

Customers evaluate their experiences based on the service process dimension, outcome of the 

service, and how the company reacts when a problem occurs, and all these factors have a 

significant influence in determining customer satisfaction. Customers evaluate the quality of e-

service, in view of the assessment of quality in the process, results and recovery experience of 

electronic services (Collier & Bienstock, 2006). 
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PERCEIVED USEFULNESS AS A SUCCESS MEASURE 

 

Seddon (1997) redefined and expanded the model of DeLone and McLean IS success model, and 

added the perceived usefulness as an important success measure for IS success. With the 

information quality and system quality, perceived usefulness was included and found that the 

information quality and system quality are the most important factors in determining perceived 

usefulness. They also included perceived usefulness as a determinant of user satisfaction. 

 

In the context of this paper, perceived usefulness is defined as “The degree to which a business 

user believes that using a particular e-service is useful for him or her and meets his uses goal”.  

This view is consistent with previous studies (DeLone & McLean, 1992; DeLone & McLean, 

2003; DeLone & McLean, 2004; Seddon, 1997), which also found that the quality of information 

and benefits of a system are interrelated, and that users will perceive a web site to be of greater 

usefulness if it provides a higher quality of information. The higher quality of information, 

however, does not necessarily translate into a greater degree of ease of use for the user. 

Perceived usefulness of a website is increased by trust. If the users have trust in a website, they 

will be ready to present anything for this relationship, which will add advantage for the website. 

It is important when a user wants to use a website, it should be understandable and easy to use 

and navigate. 

 

Accessibility is related to how the system is available, if the user wants to access the site; 

whether there are fewer impediments towards the user using the system as needed. This takes the 

user to use the system to perceive usage to be easier. Lucas and Spitler (1999) found that the 

system quality has an influence on the perceived usefulness and perceived ease of use. Rai et al., 

(2002), extended the Seddon model and identified perceived usefulness and perceived ease of 

use as antecedents of satisfaction.  

 

PERSONALIZATION AS A SUCCESS MEASURE 

 

Within the e-government context, the lack of physical contact inherent in the online experience 

causes customers to depend greatly on information technology (IT) behind the e-government 

system. IS researchers generally regarded personalization to be a highly important characteristic 

of all web-based ISs (Komiak and Benbasat 2006), independent of the specific application a 

system was designed to support such matters. In the e-commerce context, Komiak and Benbasat 

(2006) found that personalization influences trust in a positive way by facilitating the perceived 

competence of the IT artifact and the user. In turn, this study suggests that the greater the extent 

to which an e-government website understands and represents the personal needs of the user and 

the degree to which information is tailored to meet the needs of an individual user, the higher is 

the customer’s trust. However, there has been little empirical research about the impact of 

personalization provided by e-government websites on trust. Therefore, this work contributes to 

the current knowledge about the impact of personalization on trust.  

 

In the context of studying e-government success, a critical issue has hampered empirical 

investigations of the impact of customer trust on e-government success: the confusion between 

interpersonal trust and system trust. With interpersonal trust, trust is with a person or business, 
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whereas system trust is about the reliability and security of the system (Alshibly & Chiong, 

2015). 

 

Successful use of (ICT) creates the chance for governments to increase citizen satisfaction 

through government delivery of e-services. Citizen satisfaction with e-government service is 

related to the use of an e-government website, and citizen satisfaction is positively associated 

with trust in government. The increasing of the citizen trust in their government will lead to 

citizen satisfaction in government e-service delivery (Alshibly & Chiong, 2015; Welch et al., 

2004). Citizens perceived quality of public service delivery increases citizen satisfaction, so 

business users’ satisfaction is strongly connected and related to trust in government service 

delivery (Bouckaert et al., 2002).  

 

E-GOVERNMENT 

 

According to Jinmei (2011) e-Government means the online supply of government information 

and services through the internet or other digital media. Electronic government (e-government) 

refers to the use of information and communication technology (ICT) tools and applications to 

enhance government transparency and accountability in public administration by improving 

public services delivery, access to information and services and public governance (Chatfield & 

Alhujran, 2009; Panagiotopoulos, Al-Debei, Fitzgerald, & Elliman, 2012). 

 

Santos et al. (2013) refer that the function of an Electronic Government is to restructure the 

organization of public services, adopting mechanisms that promote communication among 

different entities, thus simplifying processes. The characteristics of good public governance 

include improved transparency and accountability. The promise of greater government 

transparency and accountability is often the reason for developing countries to take part in e-

government service (Chatfield & Alanazi, 2015; Chen, Jubilado, Capistrano, & Yen, 2015). 

 

“Electronic Government” refers to the use by government agencies of information technologies 

(such as Wide Area Network (WAN), Internet and mobile computing) that has the ability to 

transform relations with citizens, businesses and other branches of the government (Meftah et al., 

2015). 

 

INFORMATION AND COMMUNICATION TECHNOLOGY IN JORDAN  

 

The context for this research is the business organizations in Jordan. Jordan is a developing 

country in the Middle East, which has a population of about 7,500,000 and limited natural 

resources. It is one of the most leading countries regarding national information technology 

infrastructure available for Internet services. The e-Government project in Jordan is 

distinguished from other Arabian experiments as it is integrated at the national level over the 

entire kingdom which takes responsibility to form a national team working for the e-Government 

project so they could offer it in the rest of the government's institutions (Alawneh et al. 2013). 

 

A revolution in ICT has changed the way of interaction between government and their citizens. 

These changes have turned into a new form of government called e-government. E-government 

is defined as: The use of ICT and internet to enhance the access to and delivery of all facets of 
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government services and operations for the benefits of its stakeholder groups which includes 

citizens, businesses, and government itself (Srivastava & Teo, 2008; 2009; 2010). The followed 

Fig.(1) is the presented research model of the conducted study. 

 
Figure 1: Presented Research Model 

 
4. METHODOLOGY 

 

RESEARCH GOAL 

 

In this study, we aim to examine the effect of (E-service Quality, Perceived Usefulness, 

Personalization and Trust) on Business User Satisfaction in e-government by business users in 

Jordan. A structured questionnaire will be used in order to gather the data to develop the e-

government service quality scale. 

 

SAMPLE AND DATA COLLECTION 

 

In the current study, the sample of this study will be the business companies that use e-

government services. The data will be collected via the researchers. The questionnaire which is 

meant to measure the overall perceived service quality in e-government will be distributed to the 

targeted respondents. 

 

Based on a comprehensive review of previous literature in the area of e-government inJordan, 

that have used the IS success model of Delone and Mclean plus the TAM theory using also 

Trust, and Personalization as success factors. The present study proposed a model of e-

government success for business organizations in Jordan. In this model, which also includes the 

relationships between information quality and other significant constructs, it is proposed that a 

study should be done to test the model empirically. In the process of developing this model, 

much attention is given to the measurement model of service quality in Information Systems 

based on the well-known Delone and Mclean IS success model, and the theory of Technology 

Acceptance Model. Nonetheless, the proposed model is developed based only on a theoretical 

perspective. The model will have to be tested empirically in order to measure its practicality and 

robustness. Henceforth, the model will be more conclusive and the contribution to the research 

area will be much more significant.  
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Despite its limitation, this study provides understanding, specifically to the organizations, 

companies, and their respective clients, of the strengths and benefits of e-government service 

quality. Thus, it will help to create awareness and new knowledge regarding the importance of 

using e-government services through the business organizations in developing countries for the 

purposes among customers and vendors, hence serving as a long-term benefit to them. A better 

understanding and practice of e-government would increase ability in the adoption power of 

organizations usage and the efficiency of businesses. Moreover, this study could increase the 

understanding of the determinants of e-government service quality by customers and vendors, so 

that users’ behavioral intention can benefit the e-government system. The users could also 

benefit from the research by knowing how to select the appropriate e-government service which 

can provide the e-government service quality that they seek. Other than this, the study can assist 

top management to develop and provide appropriate strategies to support e-government. 

 

5. FINDINGS 

 

TRENDS IN E-GOVERNMENT INITIATIVES 

 

Governments all over the world are taking more innovative approaches in order to do business 

with citizens (Fang, 2002). According to Pardo (2000), e-government initiatives are citizens' 

access to government information; the purchase and payment, citizens have access to personal 

benefits, and citizen participation (voting, etc.) and others. One of the initiatives of e-government 

is citizens' access to government information. This type of initiative requires the establishment of 

a mechanism, such as a government website, such initiatives are beneficial for citizens and 

government by reducing distribution costs for the government, and to provide 24x7 access to 

information and materials timely updated for citizens. DeBenedictis et al. (2002) stated that to 

create a citizen-centered government, most e-government initiatives, internet technologies and 

web applications such as scholarships, online licenses, online voting and financial aid forums 

with elected officials.  According to Lavigne (2002), four distinct perspectives can view e-

government: e-management, e-commerce, e-democracy and e-services. For this study, e-

government will be viewed from the e-services perspective. 

 

DELONE AND MCLEAN SUCCESS MODEL 

 

For the measurement of Information System Success, a model that was developed by DeLone 

and McLean (1992) that was a success measurement framework known as an IS success model. 

Thus, in their model, user satisfaction, system quality and information quality were identified as 

success criteria. The study of the IS (information system) efficiency is strongly influenced by 

DeLone and McLean (1992) IS success model. The model presented six key variables for 

success of the information system: Information Quality, User satisfaction, System Quality, 

Information System use, Organizational Impact Use and Individual Impact. System quality and 

information quality, individually and jointly affect both use and user satisfaction. In addition, the 

amount of use can affect positively or negatively the degree of User Satisfaction and the opposite 

is also true. The use and user satisfaction are direct precursors of the individual effects; 

Moreover, this influence should be based on individual performance may affect the organization 

(DeLone and Maclean, 1992).  
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In the DeLone & McLean IS Success model “System Quality” measures technical success, 

“Information Quality” measures semantic success and “Use, User satisfaction, Individual Impact 

and Organizational Impact” measures effectiveness success. DeLone and McLean updated their 

model and included service quality as a success measure, in the context of e-commerce based on 

support provided by (Pitt et al., 1995). Thus the researcher used factors from this model to carry 

out the study with the proper tools, the updated model for Delone and Mclean is shown in the 

followed  Fig.(2). 

 
Figure 2: Updated IS success Model of DeLone&McLean 

Source: DeLone&McLean(2003). 

 

TECHNOLOGY ACCEPTANCE MODEL (TAM) 

 

TAM (Davis, 1989) focuses in (on) the relationship between the causes and consequences of 

system design, demonstrates the usefulness, demonstrates comfort to use, attitude towards usage 

and the actual use behavior (Davis, Bagozzi, & Warshaw, 1989). TAM is widely used to identify 

and investigate the factors of user acceptance (Yaghoubi, et al., 2010). According to Davis et al. 

(1989), the goal of this model is to provide insights on the determinants of acceptance of 

computer technology by users. Furthermore, this model is able to explain user behavior across 

various populations and standard space for using computer technology through theoretical 

justification (Davis et al., 1989). Use of TAM has been widely supported in empirical studies 

(Ajzen, 1991; Davis et al., 1989; Suki & Ramayah, 2010; Yaghoubi, et al., 2010). In summary, 

this model provides information on a mechanism in which the selection of the design can affect 

the user acceptance and it also serves to be applied in the context of forecasting and evaluation of 

a user acceptance of IT. The researcher is going to choose the suitable factors to carry out this 

investigation, the TAM model shall be produced in the following Fig.(3).  

 
Figure 3: Theory of Technology Acceptance Model 

Source: Davis et al. (1989) 
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6. CONCLUSION 

 

The main purpose of the study is proposing a success factors model in e-government service that 

leads the Jordanian business organizations to adopt the e-government services. The results would 

help authorities and business organizations to understand the key issues that influence business 

need and satisfaction with the presented services and they can use these criteria to judge their 

services delivery process to achieve the goal of making the business organizations’ adopt the e-

government technology. Nowadays the smooth moving of information all over the world 

becomes the basic aspect of our new e-life. Furthermore electronic governments extends public 

services beyond the walls of the government institutions to anytime anywhere applied service 

therefore the outcome of this research will provide understanding of the strengths and benefits, 

specifically to the Jordanian government and business organizations for quality of e-government 

services in Jordanian electronic government that affects the adoption of e-government services. 

This study is initiated recognizing a need for research into an area. As e-government portals 

provide the Jordanian business organizations the ability to access its services despite the location 

and time, plus it satisfies their needs by allowing them to achieve their goals. In addition e-

government allows flexibility in delivering institution services. The government e-service 

website has offered citizens what technology has made possible to deliver, rather than first 

asking what is it the citizens want delivered to them. Therefore, the researcher has stressed the 

need to focus on what makes the citizen as a customer satisfied in obtaining the service, and the 

need to measure such satisfaction. In view of this, service quality of electronic government could 

bridge the gap in communication between citizens and governments. As e-government portals 

provide the Jordanian citizens the ability to access its services despite the location and time, plus 

it satisfies their needs by allowing them to achieve their goals. In addition e-government allows 

flexibility in delivering institution services. 
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