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Abstract

Contemporary governments all over the world are investing in finding new e-service
provision approaches as well as improving their existing channels to be matched
with citizen’s needs and hence increase citizens’ satisfaction. Citizens’ satisfaction
is considered as a prerequisite to e-government adoption, usage and diffusion. This
research aims at studying the impact of system quality, information quality, trust,
and privacy on Jordanian citizens’ satisfaction with e-government services. The
study shows that all the identified factors in the proposed research model would
have an impact on Jordanian citizens’ satisfaction with e-government services.
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1- Introduction

Contemporary governments all over
the world are investing in finding new e-
service provision approaches as well as
improving their existing channels to be
matched with citizens’ needs and hence
increase citizens’ satisfaction. How-
ever, users’ satisfaction is not only tied
with having electronic channel of gov-
ernmental services. In this context, the
majority of e-Government research has
been dedicated to measure users’ satis-
faction (e.g., Floropoulos et al., 2010;
Rana et al., 2013a, 2013b; Rana et al.,
2014; Teo et al., 2008; Wang & Liao,
2008). These studies focused on evaluat-
ing the IS success models (DeLone and
McLean, 1992, 2003; Rai et al., 2002;
Seddon, 1997) without any variations
or even considering some other external
variables such as privacy, security, reli-
ability, responsiveness, perceived risk,
trust, etc. Furthermore, trust as a pre-
dictor for the quality constructs (system
and information quality) and privacy
concerns have not been examined as
pre-requirements for citizens’ satisfac-
tion. Kunstelj et al. (2007) acknowl-
edged that the supply side-driven devel-
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opment might not result in the promised
outcomes where users’ satisfaction and
expectations are on top of the priority
list in e-Government.

The objective of this research is to
bridge the above gap by examining trust
significance in terms of system quality
and information quality of e-Govern-
ment portals and how important privacy
concerns are in influencing citizens’ sat-
isfaction in Jordan. This research aims
to strengthen the theoretical founda-
tions of the proposed research model in
measuring the demand side of citizens’
satisfaction by studying the relation-
ships of the identified factors along the
IS success model. This allows Jordan’s
policy makers to recognise the extended
aspects of citizens’ satisfaction based
on the trust and privacy of the e-Gov-
ernment services offered by the govern-
ment of Jordan. For example, a recent
research done by Weerakkody et al.
(2016) has revealed the importance of
trust and cost as well as the quality con-
structs (system quality and information
quality) to users’ satisfaction. The iden-
tified factors have shown a significant
impact on U.K. citizens’ satisfaction
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with e-government services. Jordan has
a different e-Government system in rela-
tion to maturity level, services delivery
channels, and population. Therefore, we
aim at studying the impact of a number
of constructs on the Jordanian users’ sat-
isfaction with e-Government services.

The paper is structured as follows:
section 1 is an introduction; section 2
briefly provides a background of the e-
government initiative in Jordan; section
3 identifies the research model; section 4
discusses the research and its main indi-
cations; section 5 consists of the conclu-
sion and future work.

2. Literature Review

The e-Government program of Jor-
dan aims to deliver high-quality ser-
vices to consumers, businesses and
organizations, improve government per-
formance and efficiency, ensure public
sector transparency and accountability,
enhance Jordan’s competitiveness, re-
duce costs, increase ease of interaction
with government, promote the develop-
ment of Jordan’s ICT sector, develop the
skills of public sector employees, boost
e-commerce activities, and improve pri-
vacy and information security (AL-Ya-
seen et al., 2013; Ciborra and Navarra,
2005; Mofleh et al., 2008a, 2008b; Al-
Jaghoub and Westrup, 2003). The previ-
ous research on e-government adoption
and service quality has largely focused
on the developed countries, but little
attention was given to examine e-gov-
ernment services quality and citizens’
satisfaction in developing countries in
general and the Arab countries in par-
ticular.

The snowballing spread adoption
and implementation of e-government
has attracted the attention of many re-
searchers in the developed and develop-

ing countries to conduct investigations
in this field. Moreover, the need of un-
derstanding e-government development
and exploring factors that influence
e-government development in the de-
veloping countries have drawn the at-
tention of many researchers (Siau and
Long,2006). It is clear that governments
around the world are forced to rely more
on the electronic channels to provide
businesses and their citizens with their
services; however, they are requested to
deliver superior quality of service over
the web, labelled as e-service quality,
in order to gain their satisfaction and
ensure continuity in the usage of such
services. Delivering high quality service
is a prerequisite for business success
and survival and considered an essen-
tial strategy for success (Reichheld &
Schefter 2000; Zeithaml et al. 1996).

Government Provides E-Services

Gap Gap

SSOUDARMY
Awareness

Needs Has Citizen
Figure 1 Gaps in the G2C e-service provision (AL-Yaseen
et al., 2013)

Figure 1 shows two main and impor-
tant gaps within the government-to-citi-
zens (G2C) e-service provision process.
These gaps occur when governments
provide a set of services to citizens who
have service needs; however, govern-
ments are not fully aware of citizens'
service needs, at the same time citizens
are not fully aware of the available ser-
vices that can help them to address their
needs. In Jordan, these two gaps form
main challenges to G2C e-service provi-
sion (AL-Soud, 2012).

There has been some research in
this area. In 2012, the Norm Based Life
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Event framework (NoBLE) has been
developed to build a life-event oriented
government-to-citizen (G2C) e-service
provision portal (AL-Soud, 2012). This
was meant to improve the mediation
processes between the e-government
services, citizens and businesses supply
and demand. The development process
started in 2010 aiming at developing a
mechanism to effectively match citi-
zens’ needs with government's informa-
tion and service at particular points of
citizens' lives (AL-Soud and Nakata,
2010). The matching mechanism has
lied on the use of organizational norms
to determine which service can be of-
fered to which citizen at what life event
(AL-Soud, 2012). The validation of the
developed framework has used infor-
mation and services available on the
official site of the Jordanian e-govern-
ment; official employees were part of
the validation process (AL-Soud, 2012).
The results were extremely useful; the
participants of the validation process
were able to locate the desired informa-
tion and/or service in an easy and quick
manner. Nonetheless, the system could
easily anticipate their needs using other
parts of the NoBLE framework. In 2014,
the government of Jordan represented by
the Ministry of Information and Com-
munications Technology launched the
new version of its official site of e-gov-
ernment based on a life-event approach.
Nonetheless, Al Shibly and Tadros
(2010) have examined factors which
have an impact on e-Government ac-
ceptance by Jordanian employees. They
found that system quality, information
quality, and perceived ease of use, all
have significant effect on e-Government
acceptance in Jordan.

A number of studies have used IS
Success models to analyse users’ sat-
isfaction with e-Government services

(e.g., Chen, 2010; Cohen, 2006; Floro-
poulos et al., 2010; Gotoh, 2009; Hu et
al., 2009; Rana et al., 2013a; Weerak-
kody et al., 2016; Teo et al., 2008; Zaidi
et al., 2014). For instance, Chen (2010)
has examined a number of quality con-
structs as antecedents (i.e., system qual-
ity, service quality, and information
quality) to test taxpayers’ satisfaction
while using online tax-filing systems.
The study proved that there is a strong
influence by quality antecedents on
taxpayers’ satisfaction with online tax-
filing systems. The results also showed
that the constructs of system and infor-
mation quality are more important than
the service quality in measuring the sat-
isfaction of the taxpayers.

On the other hand, Floropoulos et al.
(2010) have measured the Greek taxa-
tion information system and its success
from the perspective of expert employ-
ees. They used a number of constructs
in their study, namely: system quality,
information quality, service quality, per-
ceived usefulness, and users’ satisfac-
tion. The study proved that there are
strong associations between the five
tested constructs. This is in line with
Gotoh’s (2009) study in which theoreti-
cal model was proposed to measure the
performance of e-Government services
in Japan; the study showed that the sys-
tem quality had an indirect impact on
users’ satisfaction.

Therefore, there are different varia-
tions of IS success models and this has
been explored by a number of recent
publications (e.g. Rana et al., 2013a;
Zaidi et al., 2014; Weerakkody et al.,
2016). Although some studies have de-
veloped models in which they consid-
ered trust as a construct, one of them
have considered quality constructs as
the determining factors of trust (Weer-
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akkody et al., 2016). Weerakkody et al.,
2016 have considered quality constructs
(information quality and system quality)
as the determining factors of trust and
cost as a key factor of users’ satisfaction.
However, privacy as the key factor of us-
ers’ satisfaction has not been considered
yet to help in understanding its impact
on users’ satisfaction. Therefore and due
to the lack of research in this direction,
this empirical research would contribute
to fill the existing research gap.

Papadomichelaki and Mentzas (2009)
argued that trust consists of privacy and
security and is defined as “the citizen’s
confidence towards the Website con-
cerning freedom of danger risk or doubt
during the e-service process.” Gefen et
al. (2003) have stressed the importance
of trust as a vital aspect of e-services.
Papadomichelaki and Mentzas (2009)
have defined privacy as the “protection
of personal information, not sharing
personal information with others, pro-
tecting anonymity, secure archiving of
personal data and providing informed
consent.”

3. Research Model

a. IS Success Models

DeLone and McLean’s IS success
model of 1992 has formed the base for
IS success theories and models. DelLone
and McLean (1992) proposed an IS suc-
cess model with six main factors, name-
ly, information quality, system quality,
use, users’ satisfaction, individual im-
pact, and organizational impact. There
have been several studies to further
develop the proposed model (Seddon,
1997; Seddon and Kiew, 1996), which
resulted in replacing the variables, in-
dividual impact, and organizational
impact, with net benefits that refers to
benefits at different levels of analysis

(DeLone & McLean, 2003). We used the
IS success model as a base to develop
our research model and clarify the rela-
tionship between our external constructs
and users’ satisfaction.

b. The proposed research model

The theoretical development in this
study is based on a number of IS suc-
cess models (DelLLone & McLean, 1992,
2003; Seddon, 1997). The emergence of
e-Government has been one of the sig-
nificant developments in public admin-
istration in the past few years. This has
significantly raised the extent of citizens’
expectations while interacting with the
government and accessing its informa-
tion and offered services. Therefore, it
is important to consider the trust level of
citizens while testing satisfaction. Con-
sequently, we had trust as a prominent
variable in the proposed research model.
We also considered privacy as an exter-
nal variable, which reveals the fear of
citizens while submitting their informa-
tion electronically to the government.

Previous studies have shown the
significance of adding new relevant
constructs to IS success models, such
as trust and privacy (e.g., Chen, 2010;
Cohen, 2006; Floropoulos et al., 2010;
Gotoh, 2009; Hu et al., 2009; Rana et
al., 2013a; Weerakkody et al., 2016; Teo
et al., 2008; Zaidi et al., 2014). In this
research study, we propose a research
model that consists of system quality, in-
formation quality, trust, privacy, and us-
ers’ satisfaction. The proposed research
model (see Figure 2) claims that system
quality and information quality will
have a significant impact on both trust
and users’ satisfaction. Trust will have
a significant impact on users’ satisfac-
tion. Privacy will also have a significant
impact on trust as well as a significant
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impact on users’ satisfaction. Future
research will test these relationships to
find out whether these constructs have
a positive or negative impact on each
other.

System Quality

Information
Quality

Privacy Citizen Satisfaction

I

> Trust

Figure 2: The proposed research model

As shown in Figure 2 there are a
number of relationships between three
constructs, namely, quality constructs
(system quality and information qual-
ity), privacy, and trust. They would also
have a significant impact on users’ sat-
isfaction.

i. Quality Constructs

As mentioned earlier, most of the
previous research on e-government
adoption and service quality has large-
ly focused on the developed countries.
As a result, little attention was given to
examine e-government services qual-
ity and citizens’ satisfaction in devel-
oping countries in general and the Arab
countries in particular. We divide qual-
ity constructs into system quality and
information quality. System quality is
determined through the citizen interac-
tion with the system while completing
a particular task. Information quality is
determined through the citizen’s experi-
ence and belief that the provided infor-
mation is useful and valid. In the context
of this research and due to the level of e-
government maturity in Jordan we deal
with the quality constructs (information

and system) as a unified unit.

Research has proved that a good sys-
tem quality leads to high users’ satisfac-
tion (DeLone and McLean, 2003). This
indicates that there is a positive impact
of system quality on citizens’ satisfac-
tion. Previous studies on IS success
models have linked information qual-
ity with users’ satisfaction (Floropoulos
et al., 2010; Rai et al., 2002; Wang &
Liao, 2008; Weerakkody et al., 2016).
The better information quality the high-
er users’ satisfaction is. Online trust has
been found to be positively associated
with constructs such as system quality
and information quality (Henriksen et
al., 2013). Therefore, it can be argued
that information and System quality of
e-Government services in Jordan might
have a positive and significant impact on
citizens’ satisfaction.

ii. Trust

As mentioned earlier, trust is sig-
nificantly associated with information
quality and system quality (Weerakkody
et al., 2016). Nicolaou et al. (2013) ar-
gued that better information quality is
more likely to have a positive impact on
trust. Citizens’ realization of accurate
information shows that e-Government
is capable of providing updated and ac-
curate information that helps in fulfill-
ing citizens’ desired needs. We believe
that better information and system qual-
ity contribute to the process of obtaining
users’ trust. Therefore, it can be argued
that better information and system qual-
ity of e-Government services in Jordan
have a positive and significant impact on
users’ trust.

Previous studies on the IS success
model in e-Government have highlight-
ed the vital role of trust on users’ sat-
isfaction (Balasubramanian et al., 2003;
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Teo et al., 2008; Weerakkody et al.,
2016). Weerakkody et al. (2016) argued
that fewer studies have discussed the re-
lationship between trust and users’ satis-
faction. This is justifiable as satisfaction
is usually regarded as an antecedent of
trust. However, previous research has
described users’ satisfaction as an out-
come of trust (Teo et al., 2008). Conse-
quently, we agree with Weerakkody et
al., (2016) and argue that high levels of
trust in e-Government services will lead
to higher levels of users’ satisfaction.
Therefore, it can be argued that high
levels of trust on e-Government services
experienced by the Jordanian citizens
will lead them to be highly satisfied with
using such services.
iii. Privacy

People are gradually using the Inter-
net as a channel to obtain government’s
services and information. This develop-
ment forces them to register in the gov-
ernment portals in order to use e-Gov-
ernment services, obtain governmental
forms, apply for work, retrieve tax in-
formation, and be involved in a number
of other functions with different govern-
ment agencies — all on-line. This trend
towards e-Government and the elec-
tronic channel delivery of government
services has increased the governmental
collection and usage of personally-iden-
tifiable data of citizens.

Privacy is globally recognized as
a human right. Several international
policy frameworks and statements in
the fast-changing information age state
that the personal information of people
must be treated fairly when collected
and used. This includes personally-iden-
tifiable information collected and used
by government agencies. Therefore,
and with these growing government-to-

citizen online interactions, it is essential
to guarantee that government agencies
would adopt and maintain adequate pri-
vacy practices when collecting personal
information from citizens. A study by
ALSoud et al. (2014) showed that priva-
cy concerns appear to be one of the ma-
jor challenges for adopting e-Govern-
ment services and, therefore, should be
attended to while designing, developing
and implementing new e-Government
services.

According to Papadomichelaki and
Mentzas (2012) privacy consists of the
protection of personal information, ano-
nymity, and personal data archives, and
of obtaining informed consent. There-
fore, it can be argued that protecting the
privacy of citizens’ information while
using the e-Government services in Jor-
dan has a positive and significant impact
on trust and satisfaction.

4. Discussion

The purpose of this research is to
study a number of factors that are
known globally to have an impact on
users’ trust and satisfaction on e-Gov-
ernment services, and then study them
in the context of Jordan. The study of
the aforementioned constructs have con-
tributed in developing the proposed re-
search model, which has been primarily
based on the IS success model (Del.one
& McLean, 1992) and on two external
constructs namely, trust and privacy.
The proposed research model consists
of five main constructs, namely, infor-
mation quality, system quality, trust, pri-
vacy, and users’ satisfaction. A number
of arguments predicted that there are sig-
nificant relationships between these five
constructs. The proposed research mod-
el predicts that both information quality
and system quality (quality constructs)
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would have a significant impact on trust
and users’ satisfaction; trust also would
have a significant impact on users’ satis-
faction. Trust is significantly associated
with information quality, service qual-
ity, and system quality (Weerakkody et
al., 2016). Furthermore, privacy would
have a significant influence on trust and
users’ satisfaction.

By significant we mean that there is
a relationship (whether positive or nega-
tive) that is worth testing. The signifi-
cant impact of the quality constructs on
users’ satisfaction originated from the
fact that the better the information quali-
ty provided over the e-Government por-
tal is the higher users’ satisfaction with
e-Government services becomes. Also,
the more efficient the e-Government
system is the higher users’ satisfaction
with e-Government services become. As
mentioned earlier, there are a number of
studies (e.g., Floropoulos et al., 2010;
Teo et al., 2008) that have explored the
IS success models to measure users’ sat-
isfaction with e-Government services
and have also revealed support for these
relationships.

This shows that e-Government of-
ficials should consider the importance
of information quality of e-Government
systems, and how they can increase us-
ers’ trust in the system and information
quality of e-Government services. The
e-Government system quality can be
tested in various dimensions, including
the ease of locating a service, service
information validity, service usefulness,
service delivery, etc. Trust is unques-
tionably very important and prerequisite
for users’ adoption of e-Government
services. It is the role of the government
to build and maintain trust in e-Gov-
ernment’s users by fulfilling their needs
and by establishing a transparent envi-

ronment ensuring equal treatment for all
users. As discussed earlier, privacy has
a significant impact on trust and users’
satisfaction. It is the role of the govern-
ment to make sure that any breach in us-
ers’ information privacy is to be taken
seriously. The government should also
secure users’ trust in its ability to render
the protection of users’ privacy a serious
matter and a priority. There is no doubt
that the higher the trust in e-Government
system is the better users’ satisfaction
with e-Government services will be.

5. Conclusion And Future Work

This study highlighted the impact
of information and system quality of
e-Government services on trust and e-
Government users’ satisfaction in Jor-
dan. The study also highlighted the im-
portance of privacy and its impact on
users’ satisfaction. Therefore, a research
model has been proposed based on IS
success model to understand the identi-
fied constructs (information quality, sys-
tem quality, privacy, and trust) on users’
satisfaction on e-Government services.
The study revealed the significance of
the identified constructs and made some
arguments in this context that call for
further verification in future research.
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