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Abstract: In the field of public services, the title of citizen satisfaction and
dissatisfaction has gotten significant attention both in recent and past
literatures. The purpose of this research is to examine the trends in citizen
satisfaction for e-government services as observed through service usefulness,
service ease of use, information awareness and service quality, based on
364 valid samples from UAE. After examining the measurement model, the
structural model is applied through Smart PLS-SEM for both direct and
moderating effect, and the study result confirms that there is a significant and
positive impact of e-service ease of use, information awareness, e-service
quality, and online trust on citizen satisfaction to e-government services. The
empirical findings of the study contribute by providing useful and practical
insights to various stakeholders who are responsible for managing and
providing e-government services for better citizen satisfaction.
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1 Introduction

In the field of public services, the title of citizen satisfaction and dissatisfaction has got
significant attention both in the recent and the past literature. In this regard, various
administrative reforms and related initiatives have been taken up by the government in
different regions in order to create a linkage between the public services provided by the
government and satisfaction from the community members as well. This would indicate a
good trend towards restoring the public trust towards the government and various
departments as well. However, the historical review of public services makes it clear that
administrative reform during the time of 1980-1990 have introduced the idea of treating
citizens as client and making the public services towards more client oriented. This has
provided a dramatic change in the field of public services while trying to deliver the
clients a pleasurable experience while turning the traditional service mechanism in a
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bureaucratic state to service delivery machine as expressed by Schedler and Proeller
(2002), Flynn (2012), Greener (2012), Wei (2014), Akbari et al. (2020) and Ting et al.,
(2020).

In addition, the title of customer orientation is reflected in the rise of various tools to
assist the public services along with providing the sense to the citizens that they are
treated in a better way. Such tools and techniques include the public surveys to capture
what the citizens want from the provided services by the governmental organisation.
Furthermore, the establishment of complaint mechanism and ombudsman institutions in
different public sector organisations are some of the core features as observed since the
time of 1990s. Meanwhile, the introduction of customer charters can be viewed as a very
symbolic event signalling that public sector organisations are increasing taking care about
the public services, hence creating a significant positive linkage between the government
and citizens (Thomassen et al., 2014). More specifically, some examples for the citizens
charter include the citizen charter in the UK during 1991 (Duggett, 1998; Fyfe, 1993;
Page, 1999), The French Charte des Services Public in 1992 (Van de Walle, 2018), the
Charter of the User of Public Services in Belgium (Van de Walle, 2018), introduced in
1992/1993 and various both in developed and developing economies. However, it is
observed that these charters have been transformed into some title of operational
services-specific charters. During the time of 1990s, the emergence of e-government has
been risen along with some significant attempts to make public services more assessable.
A shift has also been observed from the institution centric, to one that was accepted as
citizen-centred and demand driven as well (Van de Walle, 2018).

In addition, the advent of internet has dramatically changed the pattern of service
transactions from face-to-face to e-services (Ahmad et al., 2020). This is due to the fact
that e-services are now providing the convenience to customers, low transactional costs,
significant accessibility to services, and reduction of time constraints as well (Ahmad
et al., 2020). Meanwhile, both theoretical and empirical studies have provided their view
regarding the need to consider the dynamic beliefs in information technology and its
usage for both public and private organisations. Furthermore, organisations are constantly
working on making information technology as an integral part of their operational
activities in order to stay alive under competitive market environment (Oliveira et al.,
2014). This e-service orientation is widely observed both in developed and developing
economies where the technology acceptance model (TMA) indicates the acceptance as
well as usage of latest technologies (Ahmad et al., 2020). In the contemporary
environment, TMA has widely been applied for understanding and explaining the usage
of information technology.

It is believed that over the past two decades, the evaluation of e-government services
specifically from the context of citizen perception has got some major attention from
academic experts and researchers (Alkraiji and Ameen, 2021). This is due to the fact that
increasing number of citizens who are using such services is the key to success of such
services. However, one of the key gap as observed in the existing literature which also
motivate the researcher to conduct an empirical analysis is that only a few number of
research studies have focused towards citizen satisfaction towards e-government services.
From the context of UAE, it is found that the journey of e-government in Dubai has been
started since 2000 when the government of UAE has decided to work through some
radical changes in the state-level management. However, before the advent of
e-governance in the region, the government of UAE was serving its citizens through
some manual means. For example, individual needs to make an application in the hard
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form while compiling some necessary documents and finally submitting it to the relevant
department (Sahib, 2015). However, the main short coming of this system was that it is
under massive delays with the significant level of frustration from the citizens because of
so much time to resolve their issues. To overcome this issue, government has adopted the
method of e-governance in order to reduce the losses due to manual system (AlSayegh
et al., 2019). The core mission of government was to achieve a system of virtual
governance through which it can provide a high-quality customer-oriented e-services to
various business units, individuals and community members (Kumar and Dash, 2015).
The Dubai Government has a target to provide e-services to 70% of its citizens by the end
of 2025. To achieve this mega objective, Dubai e-government was renamed as the Dubai
Smart Government which is proposed by Sheikh Mohammed bin Rashid Al Maktoum in
2013.

Based on the study background, following are the research questions which are under
observation.

RQI1 What is the relationship between service usefulness and citizen satisfaction to
e-government services?

RQ2 What is the relationship between service ease of use and citizen satisfaction to
e-government services?

RQ3 What is the relationship between information awareness and citizen satisfaction to
e-government services?

RQ4 What is the relationship between service quality and citizen satisfaction to
e-government services.

RQS5 What is the relationship between citizen satisfaction to e-govt services and
e-services continuance intention?

2 Literature review

2.1 E-government

In present economy, adoption of e-government is one of important concepts to deliver
facts about government to the general public by using online tools, websites, social
media, etc. Moreover, e-government increases the efficiency (less use of resources) and
effectiveness of the government department because people can access the government
virtually through e-government without any hurdle. Digitisation of the government
services is referred as the e-government. Sometimes both the digital govt. and e-govt. are
interchangeably used. Sometimes the term e-services is also used to denote to the
digitisation of the services and defined as the “interactive software-based information
systems received via the Internet” (Featherman and Pavlou, 2003). Although different
definitions and concepts are there to represent the e-govt. but the present study
specifically emphasises on the term e-government. It has been widely defined by the
academicians and scholars globally. It is worthy to note that e-government is differently
defined by the organisations, specialists, and researchers but the core concept remained
the same which is the utilisation of the information and communication technologies to
provide the services so that individuals and businesses can be served optimally.
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E-government can be classified in three distinct ways based on its operations, role of the
citizens and development orientation: Virtual socialisation process, virtual value chains
and IT artefacts (Tan and Benbasat, 2009). In addition, research work as conducted by
Alkraiji and Ameen (2021) have considered the context of e-government services while
observing the governmental universities in Saudi Arabia. Data was collected through
questionnaire technique from 780 foundation-year students who have utilised the
e-services during their admission as provided by government of Saudi Arabia. Their
findings reveal that e-government services in public sector organisations like universities
have got some reasonable level of customer’s loyalty as described by service quality and
other factors. Furthermore, some other authors like Norris and Reddick (2013) have also
taken into account the title of e-government and related services. It is explained that
e-government is based on the utilisation of information and communication technologies
for a better government or some improved services while using internet or web
technologies. Meanwhile, under e-government services, government is the main adopter
of the technology, system manager and content contributor (Norris and Reddick, 2013).
Besides, it is also explained that towards e-government services, the role of social media
platforms cannot be neglected.

2.2 Service usefulness

Generally, usefulness can be regarded as the perceived usability of a product or service. It
can be defined as the degree to which an individual believes that a specific technology
utilisation will increase his/her job performance (Davis, 1989). In context of government
it can be regarded as the degree to which the citizens of a country or state consider that
interacting and using the e-services provided by the government significantly smoothen
and improves their interaction with government (Al-Kaseasbeh et al., 2019). It is the
individual perception of about the usefulness of any innovation which helpful to enhances
the performance, quality of the performance, and knowledge challenges. Therefore,
perceived usefulness or ease of use improves the use of internet technology. For example,
if citizens of the country perceive that usefulness of e-government is easy and users
friendly, then they try to save time by paying taxes and bills to the government by using
e-government applications. The perceived usefulness of internet technologies helps
enhance employees’ performance. It enhances the trust in e-government and plays a
positive role in enhancing the intention to adopt e-government services (AlAwadhi,
2019). Upadhyay et al. (2018) have considered the title of service usefulness and attitude
in order to determine the level of usage of technology by sales professionals in Indian
economy. They have collected primary data through questionnaire while applying
confirmatory factor analysis and structural equation modelling techniques. The study
findings confirm that service usefulness is a good indication towards the adoption of
e-services by sales professionals. In addition, a detailed review of the literature reveals
that perceived usefulness is a significant determinant which may lead towards the usage
of information technologies by individuals (Venkatesh and Davis, 2000).

2.3 Service ease of use

Ease of use is opposite to complexity of a service. A service is said to be easy when the
users do not find it difficult to interact with it and do their tasks easily. It is one of the
important factors that lead towards the service adoption. TMA is widely used to explain
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the factors for the technology usage among public. Ease of use is one of the components
of the TMA. It can be generally defined as the degree to which an individual feels that a
particular technology is easy to understand and use (Al-Momani and Mohd Noor, 2009).
Ease of use of a particular application or website is generally studied to explain the
different outcomes such as satisfaction of users and intention to further use it, etc. (Davis,
1989). Ease of use is the extent to which a person believes that the system is effort free, it
is the believe and it comes through the interaction with particular system (Davis, 1989).
Ease of use plays a vital part in forecasting the employees’ intentions towards acceptance
of technology. For users a system or technology becomes more convenient when they
have gain experience through exploring a system and that also contribute towards
sufficient knowledge and confidence (Hackbarth et al., 2003). Service ease of use enables
the citizens or users to use the services more frequently as compared to the services that
are not easy to use (Chen and Aklikokou, 2020). However, there can be a possibility that
user feel difficulty while interacting with the system. So proper seminars, awareness
programs, trainings should be provided. Sometimes the sole reason is motivation, as
employees are not motivated towards the usage of a new system, for those motivational
seminars should be held and management should also encourage them (Samuel et al.,
2018). Meanwhile, the title of service ease is examined along with some other exogenous
as well as endogenous constructs. For example, Wadjdi and Djamin (2021) have
examined the relationship between e-service quality and ease of use in terms of customer
relationship management performance. Their research was quantitative in nature where
the data from 100 e-commerce customers was collected. The study findings show that
service ease of use is a good indication towards providing some brand recognition. At the
same time, service ease of use is directly linked with the customer relationship
management performance. In this regard, perceived ease of use is a good perception of
convenience under which individual believe that utilisation of technological facilities is
free from efforts.

2.4 Information awareness

Awareness is necessary in every domain of life as it helps us to take decisions, go for
something and refrain from something. It has a vital role in creation of information and
knowledge regarding a particular product and service. Individuals use the products and
services as per their awareness about them (Palaco et al., 2019). Appropriate
communication creates awareness among the people which later on serves as a tool to
adopt or refrain from adopting something (Butt et al., 2019). Awareness is necessary and
plays a vital role in introducing the products and services (Haseeb et al., 2019). Similarly,
from marketing context, awareness about the products and services tend to develop a
sense of confidence among people and help them to evaluate the potential target market.
The access and availability of the appropriate knowledge and information about the
products and services results in positive outcomes.

2.5 Service quality

E-government is different from the traditional style of government and is regarded as the
prominent and effective way to serve the citizens. It is aimed at to provide the citizens
with the best of the services so they can be served productively and result in their
satisfaction. All of these factors have resulted in creating in satisfaction among the people
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(Anwer et al., 2016). It is to be noted that service quality is one of the key factor that can
help the organisations to be sustainable and drive the forces for its accomplishment

(Santos, 2003).

Figure 1 Theoretical framework of the study
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Services quality varies with the organisations. In context of government, services quality
can be regarded as the extent to which the portals introduced by governments aids the
effective and productive delivery of e-services. The aim of these services is to facilitate
citizens, business community, and public for ensuring the successful interaction with the
government institutions (Mensah et al., 2017). From a user perspective it can be regarded
as the quality of a service that can serve as a tool or predictor of the government
performance and defines its satisfaction with the websites since it meets all their
expectations. It is regarded as the degree to which websites and online portals provided
by the organisations offer the citizens with the productive delivery of the services to
them. It represents the overall quality in sense of features and attributes related to the
services being offered to the citizens by a government (Psomas et al., 2020). Meanwhile,
the title of e-service quality is also under the observations of the researchers specifically
in the recent time. In this regard, Demir et al. (2020) have examined both direct and
indirect effect of e-service quality on the satisfaction and perceived value for the online
education system in Iraq. Their prime focus was on lecturers as working in different
private universities of Kurdistan region of Iraq. Their study has collected the data through
questionnaire from 200 respondents and analysed through SEM technique. It is observed
that e-service quality directly affects the level of satisfaction towards online meeting
platforms in the targeted region. The above stated findings have revealed that although
service usefulness or similar terms have got somehow attention in the recent years.
However, one of the key gaps as found in the empirical literature is a very little
contribution is provided for exploring the dynamic role of e-service usefulness in
providing higher level of citizen satisfaction towards e-government services. Based on
the above literature, Figure 1 shows the theoretical framework of the study.



Examining the trends in citizen satisfaction towards e-government services 65
3 Research methodology

A clear and accurate identification of targeted population is a preliminary step for data
collection because result’s authenticity and generalisability largely depend on this
(Sekaran and Bougie, 2016). The population of current research are the citizens of the
UAE who are using the E-GOVT services. Therefore, all the individuals in the region of
UAE are observed as targeted population due to the fact that they are directly or
indirectly receiving different types of governmental services through e-facility. As the
data has collected from the individuals, therefore the unit of analysis of the study is
individual. Taking sample or selected of the populations, observations on the selected
populations and simplifying the findings from the selected population means sampling
(Burns et al., 2000). The selected sample of the populations was people using smart on
e-Services offered by the governments of UAE. Since the number of users/populations in
UAE is big, so it is hard to collect and analyses data from each government smart and
e-Services due to time constrains, accessing to each people, budgets as well as other
constrains. However, the selection of small populations would allow researchers the
ability to have more detailed outcomes, with ample time for data collection and analysis.
There are two forms of sampling procedure, according to Saunders et al. (2012). It is
worth noting that a study can use both probability and non-probability sampling strategies
when determining which is best. In the case of probability sampling (Sekaran and
Bougie, 2016). While, in the non-probability population probability is not known and
non-probability sampling include the convenience sampling, quota sample and snowball
sample (Sekaran and Bougie, 2016). Among of these techniques this research followed
convenience sampling for the following reasons. The sample of available participants
could be easily assessed. Also, less time, money effort money and simple to collect. Also,
since the study about the smart and e-Services users, we are on 21 centuries and the study
conducted in UAE where majority of the people are internet users. In addition to that it is
more relevant the research aim.

In addition, sample size can be defined after selecting the sampling method, where
the size of the sample enough to answer the research questions, meeting the aim and
objectives, as well as significant populations representative (Collis and Hussey, 2014).
Thus, the study should overcome and select sample which reflect the populations of the
study in order to oversimplify the results of the collected data the research must choose
sample size to reflect the population. According to Collis and Hussey (2014), small size
of the sample may will be a barrier on the data analysis as well as to quantify the defined
hypothesis and factors. A questionnaire was developed based on the each of the study
variables and distributed among the various citizens who were utilising the e-government
facility. Meanwhile, for collecting a sample of 500 respondents from the general public
of UAE, a random selection was made from different individuals from different areas of
UAE with the help of five team members. With the help of stated teammates, every
single respondent of the questionnaire was given a comprehensive information regarding
the purpose and objective of data collection based on the study framework. Meanwhile, a
time slot of 10 minutes was suggested to the respondents so that they can easily provide
the relevant feedback based on the study items. After receiving all the distributed copies
among the targeted respondents, a detailed review for every single questionnaire was
conducted with the help of teammates. It is observed that out of 500, almost 27%
questionnaires (136) were not properly filled by the respondents, having missed with
responses in the questionnaire. Therefore, all those copies were dropped from the final
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and valid sample. In this regard, we have achieved a sample valid response rate of 72.8%
which is considered as good enough for the purpose of descriptive and inferential
statistics. This valid sample response rate consisted of 364 questionnaires. Lastly, for the
purpose of analysis, this study applies two step approach which is based on measurement
model assessment and structural model assessment. More specifically, it is observed that
existing body of literature has provided enough evidence to state that two step approach
is good enough for the purpose of empirical analysis and hypotheses testing (Hameed
et al., 2018). More specifically, under two step approach different estimation indices have
been observed for which a detailed description is given under Figure 2 of the study. It is
observed that measurement model is based on the examination of individual item
reliability, internal item consistency, convergent validity, and discriminant validity of the
outer model which is also known as measurement model assessment (Hair et al., 2012,
2013, 2016). On the other side, the inner model assessment, or assessment of structural
model is based on the different indices like examining the path coefficients, explained
variation in the main endogenous construct, effect size, and predictive relevance,
respectively (Hair et al., 2012, 2013, 2016).

Figure 2 Two-step approach
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Source: Hameed et al. (2018)

4 Analysis and discussion

4.1 Convergent validity

In accordance with the rule of thumb, defined by Fornell and Larcker (1981) and
advocated by the recent literature [Hair et al., 2014a, 2014b, 2014c; (2016), p.119],
average variance extracted (AVE) was used as a determinant of convergent validity.
Table 1 shows the AVE values of all the constructs, which reveal that all the values are
above the acceptable threshold of 0.5 (Fornell and Larcker, 1981; Hair et al., 2017),
ranging from 0.65 to 0.74. The AVE value greater than 0.5 implies that the latent
construct explains more than half of the indicators’ variance [Hair et al., (2017), p.114].
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Table 1 Factor loading, Cronbach’s alpha, CR, and AVE of latent variables

Construct name Item Loading C-alpha CR AVE Deleted
Citizen EGSI 0.754 0.825 0.884 0.657
sl ws oo
EGS3 0.868
EGS4 0.801
E-govt service ESCI1 0.844 0.800 0.882 0.714
continuance ESCI2 0913
Intention
ESCI3 0.773
E-service ease of ESEU1 0.818 0.850 0.896 0.682
use ESEU2 0.871
ESEU3 0.836
ESEU4 0.777
E-service quality ESQ1 0.888 0.941 0.949 0.702 2
ESQ2 0.846
ESQ3 0.832
ESQ5 0.750
ESQ6 0.889
ESQ7 0.845
ESQ8 0.832
ESQ9 0.812
E-service ESU1 0.815 0.790 0.860 0.607
usefulness ESU2 0.843
ESU3 0.727
ESU4 0.725
Information Wl 0.807 0.834 0.897 0.743
awareness W2 0.891
W3 0.886

Notes: ESEU = e-service ease of use, ESU = e-service usefulness, ESQ = e-service
quality, ET = online trust, EGS = citizen satisfaction to e-govt services,
ESCI = e-govt service continuance intention.

In line with [Hair et al., (2017), p.114], the parameter estimates and statistical
significance of all the Five constructs illustrate that all the selected constructs are valid to
measure the latent variables, i.e., e-service ease of use, e-service usefulness, information
awareness, e-service quality, online trust, citizen satisfaction to e-govt services , e-govt
service continuance intention. Hence, all the constructs in the study under focus have an
adequate level of convergent validity. In the final step, the correlation between the
indicators and latent constructs were assessed to find the absolute contribution of
indicators in their respective latent constructs. Results presented in Table 1, indicate that
all items have a significant correlation with their corresponding latent constructs.

Loading and cross loadings of the variables that involve in this study are examined by
the researcher to identify the problems that serves as pre-requisite for outer model. As
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discussed above the measurement model was assessed to insure the model reliability and
validity in the assessment of measurement model. The construct of all variables that were
used in this study are adopted from the previous studies, (also discussed earlier in detail
in Section 3). Therefore, in this study the author undertook only confirmatory factor
analysis by using the Smart PLS 3.3.2 (Henseler et al., 2017). Align with the Hair et al.
(2010) recommendations where minimum requirement of sample size is 150 to perform a
confirmatory factor analysis, whereas, the sample size of this study was 364.

In line with the criteria suggested by the Hair et al. (2014a, 2010) convergent validity
is attained by meeting the criteria that factor loading of each item is above than 0.7 and
no loading of any item from other construct have higher loading than the one which think
to measure. The results of this study in terms of convergent validity revealed that three
items were less than 0.7. that three items (ESQ4, ESQ10, and ET5) were deleted out of
33 due to lower factor loading that were not fulfilling the lowest criteria. Thus, in the
whole model, 30 items are retained because they fulfil the basic requirement of
convergent validity, and that all items have loading between 0.72 to 0.91 that are shown
in Table 1.

4.2  Multicollinearity test

Multicollinearity test describes the statistical phenomenon in which two or more
independent variables in multiple regression models are highly correlated (Sekaran and
Bougie 2013). The presence of multicollinearity among the exogenous latent construct
could considerably misrepresent the estimates of regression coefficients and their
statistical significance (Cooper and Schindler, 2011; Hair et al., 2006). One of the major
problems of multicollinearity is indicating significant relationship when in reality the
relationship is not significant and it increases the standard error of the coefficient, which
in turn render the coefficient statistically non-significant (Hair et al., 2007; Tabachnick
and Fidell, 2007).

Table 2 Tolerance and VIF

Latent construct Tolerance VIF
E-service ease of use 0.391 2.557
E-service usefulness 0.756 1.323
Information awareness 0.877 1.140
E-service quality 0.366 2.733
Online trust 0.618 1.618
E-govt service continuance intention 0.906 1.103

Note: Dependent construct: citizen satisfaction to e-govt service.

This study used variance inflation factors (VIF) method to check for multicollinearity
problem in line with the recommendation of Peng and Lai (2012). First, exogenous latent
construct correlation matrix was determined to see whether the correlation coefficient
was at least 0.90 which indicate Multicollinearity problem as suggested by Hair et al.
(2014a). Second, the evaluation of the correlation matrix for VIF which is the extent to
which the standard error is enhanced as the outcome of collinearity issue. Moreover,
tolerance value was also tested to determine whether there was a multicollinearity
problem. Hair et al. (2014a), recommends that tolerance value equal or less than 0.20 and
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VIF value more than 5 demonstrates that there is a multicollinearity problem. Table 2
demonstrates that tolerance value more than 0.20 and VIF less than 5. Hence, there is no
issue of multicollinearity as presented in Table 2.

Figure 3 Measurement model output (see online version for colours)
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4.3 Direct relationships of the structural model

This section addresses the dependency of the relationship in the hypothesising study
model, according to the assessment of the direct relationship of the measurement model,
as indicated by Hair et al. (2006). The findings for the direct relationships are provided
under Table 3. In PLS, structural modelling PLS analyses the direct connection between
the study constructs and their t values, as compared to trajectory coefficients, internally.
The path coefficient is the same as the normal beta coefficient for regression analysis, as
argued by Henseler et al., (2015). Where beta values of regression coefficient and
t-values are tested to assess their significance. In line with Hair et al. (2014c) rule of
thumb, t-value more than 1.967 is deemed acceptable and used further for
decision-making on the purpose.

Firstly, the fundamental objective of this research is to concentrate on the model
assessment by analysing the direct connections with the dependent variable such as
e-service ease of use, e-service usefulness, information awareness, e-service quality,
online trust, toward citizen satisfaction to e-govt services , and citizen satisfaction to
e-govt services and secondly, test the hypothesised relationships among the constructs
through structural model. Table 2 explains the direct effect of every latent variable on the
dependent variable, Figure 3 also shows a detailed result of the Smart-PLS 3.3.2, which
demonstrates the path coefficient value, t-values, p-values and standard error. The theory
was accepted or not endorsed by the investigator based on these fundamental principles.
Bootstrapping is a proxy for the empirical standard error parameters, as argued by Hair et
al. (2010), and with 500 sampling iterations for 364 observation cases.
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The results of the study show that five hypotheses of the direct relationship with
citizen satisfaction to e-govt services are proven to be significant. For instance, H1 results
shows that e-service usefulness has positive and significant association with citizen
satisfaction to e-govt services as structural model results reported (beta = 0.124,
t-statistics = 2.799, and p-value 0.005). H2 results also found significant which shows
significant negative relationship between e-service ease of use and citizen satisfaction to
e-govt services, as the results reported that (beta = 0.150, t-statistics = 2.635, and p-value
0.009). H3 results also expose the negative relationship between the information
awareness and citizen satisfaction to e-govt services as structural model reported that
(beta =-0.114, t-statistics = 2.545, and p-value 0.011). H4 testing also reported that
significant positive association amongst the e-service quality and citizen satisfaction to
e-govt services as structural model results reported (beta = —0.182, t-statistics = 3.164,
and p-value 0.002). in the same vein, H5 testing also reported that significant positive
association amongst the online trust and citizen satisfaction to e-govt services as
structural model results reported (beta = —0.344, t-statistics = 6.631, and p-value 0.000).

Table 3 Direct relationship results
H Path Beta STDEV T statistics P values Decision
H1 ESU -> EGS 0.124 0.044 2.799 0.005 Not supported
H2 ESEU ->EGS 0.150 0.057 2.635 0.009 Supported
H3 IA > EGS 0.114 0.045 2.545 0.011 Supported
H4 ESQ -> EGS 0.182 0.057 3.164 0.002 Supported
H5 ET -> EGS 0.344 0.054 6.313 0.000 Supported

Notes: ESEU = e-service ease of use, ESU = e-service usefulness, IW = information
awareness, ESQ = e-service quality, ET = online trust, EGS = citizen satisfaction
to e-govt services.

Based on the results, one of the major significant predictors of citizen satisfaction to
e-govt services found is e-service usefulness. As the results reported that e-service
usefulness has more effects in prediction of citizen satisfaction to e-govt services among
the citizens of the UAE (beta = 0.124, t-statistics = 2.799, and p-value 0.005) as
compared to other predictors. The hypothesis 1, that e-service usefulness is positively
correlated to citizen satisfaction to e-govt services is discovered to be significant and
supported. The findings are harmonious with prior studies that e-service usefulness has
an essential role to form citizen satisfaction to e-govt services as it increases citizen’s
intention to use E-Service by playing a role as a facilitator (Tsui, 2019). Moreover, the
results of this study also supported by the argument given by Chen and Aklikokou
(2020), that e-service usefulness increases the likelihood of using an online govt service
that is when citizen’s perceived the online service is useful for them and bring the
solution of their problems which ultimately leads citizens toward citizen satisfaction to
e-govt services. In other words, the e-service usefulness enhances citizen satisfaction to
e-govt services it can be said that e-service usefulness induces consumers to Satisfy while
using e-govt services.

Based on the results, one of the major significant predictors of citizen satisfaction to
e-govt services found is e-service ease of use. As the results reported that e-service ease
of use has more effects in prediction of citizen satisfaction to e-govt services among the
citizens of the UAE (beta = 0.124, t-statistics = 2.799, and p-value 0.005) as compared to
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other predictors. The Hypothesis 2, that e-service ease of use is positively correlated to
citizen satisfaction to e-govt services is discovered to be significant and supported. The
findings are harmonious with prior studies that e-service ease of use has an essential role
to form citizen satisfaction to e-govt services as it increases citizen’s intention to use
e-service by playing a role as a facilitator (Chen and Aklikokou, 2020). Moreover, the
results of this study also supported by the argument given by ElKheshin and Saleeb
(2020), that e-service ease of use increases the likelihood of using an online Govt service
that is when citizen’s perceived the online service is useful for them and bring the
solution of their problems which ultimately leads citizens toward citizen satisfaction to
e-govt services. It serves as a tool to increase the satisfaction among the citizens such that
when a service is designed in a way that it offers the citizens with ease to use, learn and
adopt to the system easily and doing any task or availing the service is also easier than it
will result in increased satisfaction. In sum when the tasks are made easier as compared
to perform them manually then it will result in increased satisfaction among the citizens
(Nguyen et al., 2019).

The hypothesis H3, that information awareness is positively correlated to citizen
satisfaction to e-govt services is discovered to be significant and supported. As the results
reported that information awareness has more effects in prediction of citizen satisfaction
to e-govt services among the citizens of the UAE (beta = —0.114, t-statistics = 2.545, and
p-value 0.011). This is because, the handling of such ICT systems requires basic
knowledge to operate and access. On the other hand, with respect to the process of
acquiring services, Palaco et al. (2019) argues that besides having the basic ICT skills,
each service system is different. This means that the users require the right set of
knowledge on how to operate and use such service platforms. The study outcome favours
previous researches such as Khan et al. (2012) and Torres et al. (2005). This means that
the users require the right set of knowledge on how to operate and use such service
platforms to achieve their own satisfaction levels, besides relying on the government
support and contributions. Baharon et al. (2017), hence, therefore, that information
awareness positively influences the satisfaction among the citizens using e-govt. services.

The hypothesis H4, that e-service quality is positively correlated to citizen
satisfaction to e-govt services is discovered to be significant and supported. As the results
reported that e-service quality has more effects in prediction of citizen satisfaction to
e-govt services among the citizens of the UAE (beta = —0.182, t-statistics=3.164, and
p-value 0.002). Hence, the findings of the study in H4 have collaborated with prior
studies of Alalwan et al. (2016). Using these results, it can be concluded that the reason
of significant result could be that individuals are more likely to use online services of the
UAE Government as they perceive service quality of the services provided is per the
expectations. Furthermore, this study in line with previous studies of Skordoulis et al.
(2017) which found the e-service quality is positively correlated to citizen satisfaction to
e-govt services.

The hypothesis H5, that online trust is positively correlated to citizen satisfaction to
e-govt services is discovered to be significant and supported. As the results reported that
online trust has positive effects in prediction of citizen satisfaction to e-govt services
among the citizens of the UAE (beta = —0.344, t-statistics = 6.631, and p-value 0.000). As
per the expectations, the results proves that online trust significantly influence the citizen
satisfaction to e-govt services. These results are also in line with the prior study of
(Kurfal1 et al., 2017), that online trust is positively correlated to citizen satisfaction to e-
govt services. Using these results, it can be concluded that trust is the most significant
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factor to form the citizen satisfaction of the govt services. The result discussed above also
supported by the arguments of previous authors such as, Kurfali et al. (2017) argued that
when governments ensure the trust regarding the economic, personal and medical data
security it builds trust among the citizens to communicate through the applications
provided to them by the government institutions. Kim et al. (2009) conducted a
longitudinal research in the USA and found that trust is very vital for the success of
online systems and for loyalty of customers. Trust in e-government context ensures that
citizen’s trust on the technology based government services that reduce their perceptions
of risk associated with using the e-government services (Bélanger and Carter, 2008). It
the present study context trust is defined as the citizen’s willingness of dependence of the
e-government services provided by the government for their transactions backed by the
belief of assurance and confidence.

5 Conclusions

From the empirical results of this study, it is observed that e-service usefulness increased
the citizen satisfaction to e-govt services in the UAE and results in increasing e-govt
service continuance intention. The study findings also depicted that when a citizen feel
the service useful for the resolution of their problems then his/her status of satisfaction
tends to increase. Consistent with the findings of the study it is stated that the e-service
govt-organisations of UAE must look at their mandatory services to prevent situations
where citizens feel complexity and issues in e-govt service delivery through websites and
portals. It is no exception that organisations, particularly govt-organisations have issues,
but they can be controlled so they do not make the e-govt service facilities useless and
time consuming than the traditional ones. In this regard, it is recommended that
organisations need to take serious steps to put efforts to make their e-services efficient
and effective than past. Additionally, it is worthy to note that service usefulness in the
TAM widely acknowledged that by the researchers to achieve the target audience favour,
either they are e-customers or citizens in case of the govt services.

This study also carries various theoretical implications which highlights its theoretical
significance and contribution to existing literature. First, the study has considered
multiple predictors of citizen satisfaction to e-govt services from different aspects. While
doing so the study has highlighted the importance and contribution of different factors
associated with citizen satisfaction to e-govt services. Studying the multiple predictors of
citizen satisfaction to e-govt services added new empirical insights to the existing
literature. One of the major contributions of the study lies in the fact that it has predicted
citizen satisfaction to e-govt services from a TAM perspective. This contribution seems
to be more important when it comes to the study point that it has considered the direct
relationships between the e-service ease of use, e-service usefulness, information
awareness, e-service quality, online trust, citizen satisfaction to e-govt services.

6 Limitations and future research
Though the research in hand has accomplished its objectives and presented significant

results, still some limitations need to be addressed in future studies. The very first
limitation lies in the cross-sectional research design. Alike other researchers, the cross-
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sectional research design is adopted to save time and a productive method to examine the
research hypotheses. Anyhow, it is criticised for its one-time data collection and absence
of temporal precedence. It establishes that the time-order sequence cannot be established
in such a research design (Shadish et al., 2002). Meanwhile, another limitation of the
study lies in the method of data collection. Since the study has used the self-rated survey
questionnaire for data collection, which affirms that there may be some sort of response
bias among respondents even though the required tests are also performed to identify
such issue. Furthermore, the findings through structural model assessment are well
presented, however, some measures like explained variation in the main endogenous
construct, analysing the predictive relevance, and effect size are not added under present
study. Based on the above limitations, it is suggested that future studies must consider the
different data collection approaches such as they can use the e-govt service provider’s
ratings, or they can have interviews for data collection. Accordingly, future studies are
also recommended to adopt the longitudinal research design so that difference at
two-time intervals can be assessed for citizen satisfaction to e-govt services.
Additionally, longitudinal research design will also assist to mark any increase or
decrease in any of the factors under study. Finally, the discussion related to predictive
relevance of the model, explained variation in the main dependent variable, and effect
size should also be considered in the upcoming studies.
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