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E-Government, defined by author as a new way of organizing the governance 

of society, which implies openness and transparency, and effectiveness and 

competency in developing and providing governmental services for all entities of 

society, where “e” refers to ICT as a means of supporting this effort. Despite being 

identified as one of the top priorities of the Ukrainian government, the 

implementation and adoption of e-Government services in Ukraine are facing 

numerous challenges and barriers, which need to be known, considered, and treated 

carefully for the new developments to succeed.  

The reviewed literature suggested the absence of research on e-Government in 

Ukraine, thus the main goals of this study were, by reporting on the perceptions of e-

ready citizens regarding the adoption of e-Government, to identify the factors that 

affect this adoption and to make my own contribution to the development of 

knowledge in the field of e-Government in the country. In order to do so, a survey 

questionnaire and case study interviews were used to collect the research data from 

409 e-ready Ukrainians. E-ready citizens were defined as the legal-aged Internet 

users, the potential recipients of the government and public services provided in 

electronic form over the Internet. As a result of the triangulation of findings from the 

quantitative and qualitative phases of the mixed methods (MM) research design 

employed in the study, eight factors that affected the adoption of e-Government 

services in Ukraine were identified, namely: awareness, computer literacy, perceived 

ease of use, perceived usefulness, perceived public value, the individual culture value 

preference of uncertainty avoidance, trust in the government, and trust in the Internet. 
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Research has also reported on the high rates of the behavioral intentions of e-

ready citizens to use e-Government services and, at the same time, it points out the 

low rates of the actual use of those services. As a result, the adoption of e-

Government services amongst e-ready citizens in Ukraine, defined as a 

superimposition of its actual use onto the behavioral intentions to use e-Government 

services, was reported to be slightly higher than average or 56.5%. Accordingly, the 

adoption rate amongst all legal-aged Ukrainians was just 23.6%. Overall, the level of 

development of e-Government services in Ukraine was found to be low. 

Developed for this study, the extended TAM model could explain 42% of the 

variance in the behavioral intentions of e-ready citizens toward the use of e-

Government services and only 2% of the variance in the actual use. Eight out of ten 

hypothesized relationships of the research model were accepted. 

In the conclusion of the study, the researcher proposes a comprehensive model 

in order to study the factors affecting the adoption of e-Government services.  

In order to improve the rates of the actual use of e-Government services, the 

researcher has proposed a set of recommendations for those involved in the planning, 

development, and implementation of e-Government in Ukraine. Particularly, greater 

attention needs to be paid to increasing the awareness and improving the design of e-

Government services. It is also be necessary to improve the computer literacy 

especially of older Ukrainians.  
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CHAPTER 1  

 

INTRODUCTION 

 

1.1   Introduction 

 

Studying the effects that information systems have on the consumer has 

always been a subject of interest for researcher. For the most part, it was dictated by 

the fact, that starting from the bench of polytechnic university and throughout life, the 

researcher was professionally connected first with electronics and later, with 

information and communication technologies (ICTs) and matters related to their 

implementation and effective use in the business cycles of enterprises or privately. 

In 2009, as part of his master’s study, the researcher investigated consumers’ 

behavior in shopping online which, in a sense, has much in common with the topic of 

the current study. It was probably the principal determinant for the choice of theme 

for this dissertation. It is also necessary to mention that while studying public services 

delivered online, many scholars are referring to the experiences and methods used in 

the field of research on development, application and use of ICT technologies and 

particularly those related to e-commerce.  

The idea to combine the researcher’s professional experience in ICT and in 

conducting ICT-related research with his current interest in development 

administration resulted in development of the topic of the current study with its 

particular focus on electronic government (e-Government) services in Ukraine.  

In the following sections, the researcher reveals some moments that have 

stimulated interest in the phenomenon, discusses the importance and significance of 

the research focus, presents the research questions, defines the scope of the study, 

highlights the limitations and boundaries imposed by the research settings, and 

introduces the terminology used in the study. The chapter concludes with an 

identification of the expected outcomes and contributions as well as outline of the 

structure of the whole paper.  
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1.2   Background of the Study 

 

The Internet, which emerged at the conclusion of the 20
th

 century and its 

subsequent development, has changed and will continue to change our lives, our ways 

of communication, sharing information, working, learning, and governing. It is not 

only changing the ways in which we are doing things, but it is also altering the 

outcomes of our activities. It changes what and whom we know, how we know, what 

services we were offered as well as it reconfigures the cost vs. access structure of the 

product and services by eliminating geographical boundaries and barriers. It is 

entering and affecting all areas of human activities of all the people in the world, 

fundamentally changing the relationships among the individuals, businesses, and 

governments. It is also offering rapid access to an alternative world of expression, 

networking, and organization. It allowed to see the possibility for the existence of a 

completely new world, a world of information whose theoretical foundations were 

laid in the works of D. Bell, T. Stoynera, F. Webster, and others. The idea of the 

information society rests on the extensive use of the modern information technologies 

with their further application into all aspects of our lives. It requires a thorough 

rethinking of many aspects of our everyday realities, it calls for developing new ways 

of conducting usual tasks, and it also seeks for new places and roles for the political 

and state institutions.  

Starting approximately from the first decade of twenty first century, all facets 

of the development including technological, scientific, informational, economic, and 

social, depend on extensive use of the Internet and related technologies. Such 

dependence was also reflected in the work of the public administrations, governments 

and ways they operate and govern. It has also created an opportunity for the 

governments to use information and communication technologies for delivering 

information and services to clientele (Nixon, Koutrakou and Rawal, 2010). 

The changes to the governmental environment in the late 1990s urged further 

incorporation of ICTs into the work of governments and was seen by politicians and 

public managers as a way of reforming public administration (Homburg, 2008: 88). 

It was expected, that use of ICT and the Internet would significantly change 

the whole nature of public administration and government offices by improving 
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collaboration and communication between those offices, removing barriers, enhancing 

rationality of administration, reducing the volume of paper documentation, increasing 

speed of processing different types of requests, and improving accuracy of provided 

services. All these apparent benefits were seen as a means to achieve a greater 

transparency and accountability of the government offices as well as the way of 

reduction of the cost of governmental services and operations. Use of ICT in work of 

public administration meant to bring public sector actors closer to citizens and to 

businesses, which could lead to better public sector services and, on the large, to 

establishment of the service-oriented governance. Its use for purpose of 

communication in key institutional spheres enhancing communicative power of 

citizens, opening and transforming the ways of accessing governments thus, promotes 

democracy. Having better access to the government, citizens have more chances to 

exercise their civil rights, express their wills and demand from their governments 

more and better services including those delivered over the Internet. These changes in 

the government environment and growing demand from the clientele side for the 

services delivered electronically, forced governments, all around the world, to 

develop and to deploy requested services. Accordingly, the use of ICTs and the 

Internet for delivering government services to various recipients and stakeholders is 

called e-Government (Alshomrani, 2012). E-Government was seen as a new paradigm 

in government operations, which could adequately address listed issues and 

corresponds to the new realities. 

The whole concept of e-Government involves persistent information 

interaction between the state and every legal entity of the state including the citizens. 

Electronic governance (e-Governance), provides the transition to the development and 

adoption of governmental decisions that based solely on paperless technologies while 

ensuring the effective public involvement in this process (Civil Society Leadership 

Network, 2013). The shift from traditional governance to e-Governance, would result 

in radical improvements of the quality of all governmental decisions and reduction in 

time needed for their deployment and adoption. Focus on citizens allows for more 

profound involvement in democratic dialogue with governments, allows for the 

creation of more relevant, personalized, and increasingly cost-effective services, as 

well as an enhances practice of citizenship  (Nixon et al., 2010: 19). 
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Provision of efficient and effective technology-enabled services not limiting 

the objectives of e-Government only to the economies of scale and cost-quality ratio 

but, it go far beyond (Bertot, Jaeger and McClure, 2008). If adopted well, it could 

transform the whole essence of the governments, making them more competent, 

transparent, accessible, democratic, customized, and service oriented. In general, shift 

to e-Government will result in reviewing all administrative processes, aiming and 

focusing them on needs of the clientele: citizens, businesses, and organizations which 

is the distinctive characteristic of electronic government.  

E-Government shall put the state, its agencies and employees into the place, 

which was originally assigned for them from the very beginning in model of civil 

society: it turns them into a mechanism and means to serve. On contrary, individuals 

who were in need of the governmental services, turned from being the ordinary cogs 

in the governmental machinery into empowered citizens, that able to solve their 

problems either electronically or in traditional ways. Freedom to have an equitable 

dialogue with government provides individuals with opportunity to voice their 

opinions and concerns on various issues, fosters the spirit of partnership thus, 

resulting in better policymaking. Because of the Internet became an integral part of 

every day’s life for many citizens it is clear, that without its full utilization, activities 

of the state in the information society will not meet requirements and demands of the 

society. Thus, one of the most important tasks in the development of the modern state 

today, is to increase the role of the Internet and ICT in delivery of public services. In 

other words, to increase the role and utilization of e-Government services in public 

sector. A key issue in citizen-centered e-Government implies, that governments want 

to meet citizens’ expectations and needs, and actively seek to discover what citizens 

want from e-Government (Bertot et al., 2008). 

E-Governments differ in their structures, appearances, stages of the 

developments, and operability from country to country. Their success predefined by 

various factors and conditions thus, knowledge of these factors is a matter of high 

importance and priority for the governments. With this regards, discovering and 

knowing such factors might be also beneficial for Ukrainian government.  
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1.3   Statement of Significance 

 

As it shown in the regular survey carried out by German's market 

research institute (GFK) Ukraine, the number of customary Internet users in Ukraine 

older than 16 years in 2012, was approximately 15.09 million or 39% of the total 

adult population (Yarovaya, 2013). This number places country amongst the top 10 

Internet countries in the Europe (Miniwatts Marketing Group, 2012). According to 

former Deputy Prime Minister of Ukraine Sergiy Tigipko, the number expected to 

nearly double by end of 2015 (Muliming, 2012). The total number of Internet users in 

Ukraine, as on December 2013, was 18,513,810 or 41.8% of the total population 

(Miniwatts Marketing Group, 2014). Report, titled “Measuring of Information 

Society” issued by International Telecommunication Union (2013), ranked Ukraine 

No.68 by level of development of ICT among 157 countries. Same report stated, that 

“Despite the external insignificance of ranking improvement (compare to previous 

years), ICTs in Ukraine are developing faster than in many other emerging 

economies” (International Telecommunication Union, 2013). However, a year later, 

the same organization ranked Ukraine only No.73 (International Telecommunication 

Union, 2014: 44). 

Similarly, e-Government development index (EGDI) in Ukraine, measured by 

United Nations (UN) Public Administration Programme in 2012 was No.68 out of 

190 surveyed countries (DESA, 2012: 126). Two years later, UN Department of 

Economic and Social Affairs (DESA) reported decrease in e-Government 

development index down to No.87 (DESA, 2014: 203), which made it to be one of the 

lowest indices in the Europe. Close analyzes of information provided in both reports 

suggested, that many countries that have similar to Ukraine ICT development indices, 

were marked with higher ranks of e-Government development index: for instance, 

Malaysia (ICT = 71; EGDI = 52), Georgia (ICT = 78; EGDI = 56), and Armenia (ICT 

= 74, EGDI = 61). This observation suggested that there are some problems with 

implementation or adoption of e-Government in Ukraine. 

The Head of the State Agency for e-Government in Ukraine Oleksandr 

Ryzhenko, at International Parliamentary Technical Assistance Coordination (IPTAC) 

meeting hosted by the Kyiv School of Economics in January 2015, when analyzed 

https://en.wikipedia.org/wiki/Germany
https://en.wikipedia.org/wiki/Market_research
https://en.wikipedia.org/wiki/Market_research
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situation with e-Government development in Ukraine suggested, that e-Government 

related problems “have accumulated over years and cannot be solved at once” 

(USAID, 2015). Some main problems identified by Mr. Ryzhenko were: incompatible 

with and unintended for electronic use governmental systems, lack of means for 

electronic identification, and complexity of the procedures in public administration. 

Whereas all these is certainly true, it still did not explain the fact, that after more than 

10 years, “Ukraine’s e-government is still on paper” (Khmara, Kifenko and 

Tymchenko, 2013). 

Taking into account, that according to ForUm (2013), the government and 

president of Ukraine puts their high priority on the development of information 

society and ICTs, it is immediately apparent, that success of e-Government is 

contingent upon  citizens and their willingness to use provided services as they are the 

ones, who constitute the majority of beneficiaries. Such preposition corresponds with 

statements from many scholars who suggested, that success of e-Government systems, 

particularly in the context of government to citizen perspective, depends on the user 

viz. citizen and not on the technology. According to Lee and Oh (2011), success of 

any e-Government initiative entirely depends on the support and demand from the 

majority of the perspective clientele. Considering this, it is very likely, that 

Ukrainian’s low e-Government development index is result of low rates of adoption 

of e-Government services by Ukrainians. 

The development of citizen-driven services oriented towards citizens’ return 

and interactions based on their expectations and needs, implies setting a starting point 

based on citizens. However, it would difficult to establish such point as, according to 

Kolesnichenko (2014: 53), “the most Ukrainians have not heard of e-Government.” 

While citizens aren’t aware of existence of e-Government, government does not have 

any “uniform system for planning and monitoring the effectiveness of the 

implementation of government programs and projects in Ukraine, as well as access to 

the information of citizens” (Orlova, 2012: 23). All these clearly identify, that 

implementation of e-Government in Ukraine is facing certain problems which, very 

likely, responsible for low adoption of e-Government services by Ukrainians. 

From citizens’ point of view, adoption of e-Government services depends 

upon many factors and particularly on these connected with their perceptions of 
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easiness to use, usefulness, risks related to disclosing information to government as 

well as with transparency of these interactions, previous experience of using 

electronic services (e-services), and the perceptions about the quality of information 

and services (Carter and Belanger, 2004; Carter and Bélanger, 2005; Gilbert, Pierre 

and Darren, 2004). Another crucial for overall success of e-Government services 

factor is design of those services, which must ensure usability and clearly reflect on 

users’ needs as well as consider the “channels of services (offline and online), 

languages and prioritization of projects which contribute to significant values to 

societies” (Mkude and Wimmer, 2013: 159). 

In order to take advantage from the potential benefits offered by e-

Government and to avoid possible failure, the governments, need to understand the 

factors affecting implementation and adoption of e-Government services by citizens. 

Such understanding will allow governments to better address these issues and 

possibly to predict users' intentions towards innovations thus, be able to take strategic 

actions to increase e-Government up-take (Gilbert et al., 2004). Similarly Carter and 

Bélanger (2005: 5) suggested, that better understanding of factors affecting 

acceptance e-Government services will allow governments to develop citizen-

centered services. Taking into account the importance of the issue, the phenomenon of 

e-Government was extensively studied in recent years however, there are only a few 

studies that have focused on citizen adoption of e-Government services (Kumar, 

Mukerji, Butt and Persaud, 2007; Reddick, 2005).  Same scholars also suggested that, 

it is relatively little known about why and under what circumstances citizens adopt e-

Government services. There is also lack of empirical research that considers not only 

the technological issues of e-Government services adoption, but also looked at the 

behavioral intentions of the recipients of these services (Hung, Chang and Yu, 2006). 

Moreover, researcher could not find any studies conducted in Ukraine on this topic 

except official government reports. The absence of systematic research was also 

confirmed in researcher’s private correspondence with number of officials and 

scholars that are working on or familiar with field of e-Government in Ukraine: 

Professor of Kharkiv National University, Correspondent 1 (2014) remarked, 

that “This subject is very topical for Ukraine but, I have not met any real research 

yet.” 
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Professor of Donetsk State University of Management, Correspondent 2 

(2014) stated, that: “The topic will be relevant for Ukraine for many years, especially 

given the current situation in the country.” 

Professor of Kharkiv Regional Institute of Public Administration, Correspondent 

3 (2014) expressed: “Unfortunately, in Ukraine, nobody conducted thorough research 

on adoption of public government initiatives, and particularly of e-Government.”  

Official from the State Agency for Electronic Governance, Correspondent 4 

(2014) noted: “I acknowledge your argument, that we lack of systematic and above 

regular surveys of public opinion on the priorities and initiatives for e-Government.”  

Such vacuum in the field of e-Government research suggested limited 

knowledge base of the issue and might also result in low rates of adoption and overall 

low e-Government development index of Ukraine. It calls for a new studies in the 

area of e-Government services adoption that might change this situation to better by 

narrowing existing knowledge gap, and provide Ukrainian Government with valuable 

information needed for better understanding of the phenomenon. Citizen-oriented 

research could add new dimensions to this understanding, allowing government to 

create services that precisely match to the existing demand. And this, in turn, will 

ultimately result in the increased usage of those services and impact that they generate 

on the recipients (Jaeger and Thompson, 2004).  

 

1.4   Research Questions 

 

The research investigates the challenges and barriers that influence the 

adoption of e-Government services in Ukraine, from perspective of e-ready citizens, 

by addressing the following research questions:  

1) What are the factors affecting the adoption of e-Government 

services in Ukraine from e-ready citizens’ perspectives? 

2) What is the current state of the adoption of the e-Government 

services in Ukraine? 

Both research questions have clearly identified recognizable theoretical 

constructs, which are the current situation with adoption of e-Government services in 

Ukraine and factors that affecting adoption of e-Government services in Ukraine. 
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Both research questions contain some suggestion of recognizability of the theoretical 

constructs as well as identify contributions of the study to better understanding of the 

theoretical constructs (Foss and Waters, 2007: 41). 

Research questions are capable to surprise because, we cannot definitely tell 

what is the current situation with adoption of e-Government services by Ukrainian 

citizens as well as we cannot provide a single yes or no answer to research questions. 

Despite the growing number of research on e-Government in recent years, because of 

the numerous differences between states' orders, culture, and level of development, 

there is no universal answer to research question on factors, which could be applicable 

to any country.  

Research’s aims, which rose from answering to research questions are: 

1) To have a better understanding of the current situation with 

adoption of e-Government in Ukraine 

2) To develop a set of recommendations for stakeholders, that taking 

part in processes of development and implementation of e-Government in Ukraine, on 

how to encounter research findings into e-Government development agenda. 

 

1.5   Scope of the Study 

 

This research examines the factors that affect the adoption of e-Government 

services by citizens as well as the current situation regarding the adoption of those 

services in Ukraine. According to Reddick (2005), studies of this type belong to a 

second stream of studies on e-Government that examine the adoption of e-

Government services from a demand-side perspective. Therefore, the focus of the 

current study is on the demand-side of the adoption of e-Government services in the 

public sector of Ukraine. However, keeping in mind that, according to Bertot et al. 

(2008: 1), the recipients of e-Government services may,  

 

comprise a number of groups - citizens employing government 

information and services; residents and immigrants seeking 

information about their new country; government employees using e-

government in their job functions; people in other countries wishing to 

know more about a nation; and on and on,  
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it was necessary to further narrow the scope of the population to make research 

doable. Needless to say that there are also government offices, organizations, and 

enterprises that are recipients of e-Government services; however, in this study, the 

researcher focuses only on citizens of Ukraine aged 18 years and older without any 

differentiation by gender, race, ethnicity or social associations.  

In total, the research data were collected from 400 respondents to the survey 

questionnaire and from 9 interviewees. 

Geographically, the data collection took place in three Ukrainian cities: Kiev, 

Lviv, and Ivano-Frankivsk for the written survey, along with interviews and without 

taking into account the geographical boundaries in the online survey. In choosing sites 

for the data collection, the researcher was guided by practical considerations such as 

convenience, time, and the availability of funds.  

 

1.6   Limitations of the Study 

 

The study looked at the adoption of e-Government services from the citizens’ 

or demand-side perspective only, and therefore supply-side (government side) 

perspectives were not considered. This study is not an in-depth evaluation of e-

Government services in Ukraine, but it aims to evaluate only e-Government service 

adoption from the citizens’ point of view. 

The number of samples for this quantitative research was limited to 400 

citizens only, which was determined by a confidence level of 95% and a confidence 

interval of 5%. In order to have greater confidence, the sample size would have to be 

a much larger, which was not possible due to the limited funds and time constraints of 

the research. The same considerations applied to the sample size of nine interviewees 

used in the case studies. 

The study examined the factors that influence the adoption of e-Government 

services from citizens’ perspective; thus no other recipients of e-Government services 

were considered in this research. Based on the diversity of beneficiaries, all of the e-

Government projects generally were categorized by researchers into three main 

dimensions: government-to-citizen (G2C), government-to-government (G2G), and 

government-to-business (G2B) (Alsaghier, Ford, Nguyen and Hexel, 2009). Some 



11 

scholars have suggest one more dimension of e-Government government-to-

employees (G2E) which, according to Milakovich (2012), is as important as the other 

three but is understudied at this moment. The focus of the current study was limited to 

only one of these four e-Government dimensions the government-to-citizen 

dimension. 

Cross-sectional in its nature, the study focused only on a single snapshot of the 

situation of the adoption of e-Government services in Ukraine, which contrary to 

longitudinal studies, does not allow for tracking or predicting the trends of the 

adoption process. This also limited the relevance and actuality of the findings to a 

very short period in time, ideally until all of the identified obstacles to adoption were 

removed. 

The foundation for this study lies in the theoretical frameworks derived from 

the technology acceptance model (TAM) by Davis (1989), modified for the purpose 

of this study. The other popular theories used in similar research on e-Government 

and informational technologies, such as the theory of reasoned action (TRA) of 

Fishbein and Ajzen (1975b), the diffusion of innovation (DOI) theory of Rogers 

(1995), the theory of planned behavior (TPB) of Ajzen (1991), the technology 

acceptance model 2 (TAM2) of Venkatesh and Davis (2000), or the unified theory of 

acceptance and use of technology (UTAUT) of Venkatesh, Morris, Davis and Davis 

(2003), were reviewed in the course of the literature review but did not contribute to 

the foundation of the conceptual model of the research. 

The research settings are very individual and unique to Ukraine and therefore 

the results of this study may not be applicable to any other country. 

 

1.7   Definitions 

 

Due to the relative novelty of the phenomenon studied in this research, it was 

difficult to find clear and unambiguous definitions of some terms used and therefore it 

was necessary to define the “semantic load” that the researcher placed on some terms 

by providing the following definitions: 
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Actual Use is the appropriate and effective use of e-Government services as 

an alternative to traditional government services. 

Adoption of e-Government services is a superimposition of its actual use onto 

the behavioral intentions to use e-Government services, which means that researcher 

considers behavioral intentions as a precondition for actual use and both as integral 

parts of the whole. 

Behavioral Intentions to use e-Government services is the degree, to which 

citizens have formulated conscious plans to acquire and to continue using e-

Government services as an alternative to the traditional government services. 

E-Governance is the whole spectrum of the relationships and networks within 

government regarding the usage by and the application of ICT to the public at large. 

In the researcher’s understanding, e-Government is the method of delivering 

government services whereas e-Governance is the methodology or philosophy behind 

the method. 

E-Government is a new way of organizing the governance of society, which 

implies openness and transparency, and effectiveness and competency in developing 

and providing governmental services for all entities of society, where “e” refers to 

ICT as a means of supporting this effort. 

E-participation is the citizens’ participation in government initiatives with 

the application or use of ICT technologies. 

E-ready citizens are the legal-aged Internet users, the potential recipients of 

the government and public services provided in electronic form over the Internet. 

E-services is an umbrella term for all variety of government services offered 

via the Internet and available to recipients through direct or indirect channels (via the 

agents). While it is true that delivery of government services to subjects over 

alternative media of electronic communications such as radio, TV etc. can be 

considered as e-services, for the purpose of this study, the researcher did not consider 

them as such. 

ICT is defined as the electronic artefacts that allow people’s communications 

and information access and may include any physical devices, networking, software 

application as well as any Internet or wireless services. 
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1.8   Contributions of the Study 

 

This study is believed to be the first to explore the factors affecting the 

adoption of e-Government services in Ukraine from the citizens’ perspectives. The 

study aims for a better understanding of the drivers of e-Government services 

adoption. Thus, by answering to the research questions and presenting some key 

factors that were seen to affect the adoption of e-Government services, the researcher 

attempted to contribute to the knowledge base and the practice of e-Government 

research. In this sense, it has endeavored to produce the following (from a theoretical 

standpoint): 

1) Generation of new knowledge on e-Government in Ukraine 

2) Understanding of the current state of the development and level of 

adoption of e-Government services in Ukraine 

3) Identification of the critical factors affecting the uptake of e-

Government services in Ukraine from the perspective of e-ready citizens 

4) Further development of the TAM model and practice of its 

application for studying e-Government services adoption in developing countries  

In the areas of policy making and implementation of public policies it is hoped 

that those involved in the development, planning, and implementation of public 

policies related to e-Government may take advantage of the knowledge on the critical 

factors affecting the adoption of e-Government services presented here and use this 

information while developing and implementing policies related e-Government 

projects in Ukraine. 

In terms of practice, it could help the offices of public administration, 

government and various government bodies acknowledge the problems identified in 

research, develop understanding on how to address these problems, and how to make 

e-Government services in Ukraine more citizen oriented. The results from the paper 

may help Ukrainian government to provide e-government services to more citizens.  
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1.9   Outline of the Paper 

 

There are seven chapters in this dissertation, as follows: 

Chapter One: Introduction. The chapter provides a brief overview of the 

motives behind the development of the research topic. It introduces the reader to the 

preconditions for the appearance of e-Government. It highlights some of the main 

functions and benefits of e-Government and its importance for modern societies and 

for Ukraine in particular. It reveals the importance and significance of the researched 

problem and suggests the urgency with which it needs to be taken care of and 

addressed. It presents the research questions, highlights the limitations and boundaries 

imposed by the research settings, and introduces the terminology used in the study. 

The chapter concludes with a short discussion of the expected contributions and 

possible benefits from conducting the study as well as outlines the structure of the 

whole paper. 

Chapter Two: Ukraine: Case Study. It was noted that various studies on ICT 

and e-Government carried out in countries similar to Ukraine’s level of development 

often showed contradictory results which could be explained by the cultural 

differences between the countries therefore, the purpose of this chapter was to 

familiarize the reader with Ukraine, which could be helpful for better understanding 

the research settings and its findings. 

The chapter provides some basic information about Ukraine, its socio-cultural 

characteristics, the people, and the economic, political, and public administration 

systems. 

The major part of chapter addresses various issues and moments connected to 

the development, implementation, and adoption of ICT systems with particular focus 

on e-Government initiatives in Ukraine. It identifies, when e-Government initiatives 

in Ukraine were begun, what has been done in this area and what problems e-

Government faces right now. The information is meant to highlight the significance of 

the researched topic and to support the research questions.  

Chapter Three: Literature Review. The purpose of the literature review was to 

develop a deeper understanding of phenomenon under investigation and to highlight 

its various futures and characteristics. 
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The chapter provides exhaustive information on e-Government, including its 

history, and it various definitions, concepts, and classifications. It elaborates on the 

potential benefits and some critical issues that affect e-Government adoption.  

In order to identify the most appropriate theoretical model for this research, 

the researcher looked at some technology adoption models and various research 

conducted by other scholars to study e-Government. Short summaries of selected 

studies are presented and briefly analyzed. Guided by findings from the literature 

review, the final conceptual framework and set of hypotheses used for guiding further 

research were developed and are presented in the concluding part of this chapter. 

Chapter Four: Research Methodology. Chapter four is comprised of three 

conceptually different parts which represent the three stages of the research 

development. At the very beginning, it accustoms the reader with the motivations of 

the researcher in using mixed methods research design in this study. It presents the 

typology of the design and briefly explains the steps taken in both phases of the 

research.  

The larger, second part of the chapter is dedicated to the quantitative phase of 

the research. Especial focus was given to the definition of e-ready citizens and to the 

estimation of the sample size. It continues with a detailed description on each step that 

was taken by the researcher in the course of preparation, testing and then using the 

research instrument for collecting the data from the survey questionnaire. This part 

concludes with a discussion on the data analysis techniques used in the quantitative 

phase of the research as well as the methods used to validate the findings. 

In the third part of the chapter, all attention was given to the qualitative phase 

of the research, starting from justification of the use of case study interviews as the 

research method. Guided by the suggestions of Holliday (2002) concerning qualitative 

studies, the researcher very precisely describes and explains the research procedures, 

such as who was selected to participate in the interviews and how, how the interviews 

were conducted and what techniques were used to analyze and verify the qualitative 

data. 

Chapter Five: Survey Questionnaire. This chapter familiarizes reader with the 

sequence of actions taken by the researcher in the quantitative phase of the study. In 

particular, it presents the stages of development of the survey questionnaire and the 
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method of carrying out the pilot study, which was meant to test the questionnaire. 

Later, it discusses the entire process of data collection in the main survey and the 

course of action taken by the researcher during the data analyses, which included 

descriptive analysis and structural equation modelling (SEM) analysis. 

In the final part of the chapter, the set of hypotheses was tested, findings were 

compared to those found during the literature review, and conclusions were drawn. 

Chapter Six: Case Study Interviews. The chapter is entirely dedicated to the 

qualitative phase of the research.  

The main objective of the chapter was to show Holliday’s “research working;” 

therefore, it contains very detailed explanations of the research procedures, starting 

from considerations regarding the characteristics of the sample and research settings, 

descriptive information on each interviewee, the process of interviewing and the 

technique used to analyze the data.  

In concludes with reporting on the research findings and the measures taken 

by the researcher in order to ensure the validity and credibility of the qualitative 

study. 

Chapter Seven: Discussions. This chapter is probably one of the most 

important as it provides a summary of the entire work and highlights the novelty and 

contributions that it made to the field of e-Government research in Ukraine. 

It starts with extensive discussions on the generalization and triangulation of 

the findings from both phases of the research and the use of these findings to answer 

to the research questions.  

It briefly discusses the appropriateness and contributions of the research 

methodology used in this study, as well as addresses its strength and limitations. 

Special attention was also given to analyses of the applicability of the extended TAM 

model proposed by the researcher which served as a conceptual framework in this 

study. It also presents a comprehensive model of the adoption of e-Government 

services suggested by the findings from both phases of the mixed methods research. 

The chapter suggests various theoretical and practical contributions of the 

research findings particularly how they could be used by decision makers and 

practitioners in the field of e-Government in their effort to develop better e-

Government. 
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In addition, the chapter discusses the limitations and delimitations of the 

current research and draws directions for future work, which could be done in both 

applied and academic areas of the development e-Government in Ukraine. 

 

1.10 Conclusions 

 

This chapter laid a foundation for further investigation providing the 

background of the researched problem, explaining the significance of the issue with 

particular focus on the country’s context. It reflects on the considerations which led to 

the formulation of the research questions. The aims of the research, derived from 

answering the research questions, were defined.  

In order to avoid possible misunderstanding and misinterpretation, definition 

of the terms used in the study were given. In addition, the research scope and 

limitations along with the thesis contribution to relevant research areas were covered 

before the section concludes with an outline of the whole paper.  



 

CHAPTER 2 

 

UKRAINE: CASE STUDY 

 

2.1  Country Overview 

 

Territorially, Ukraine is the second largest European country after France, 

with a population of approximately 44 million as of June 2014 (Miniwatts Marketing 

Group, 2014). The World Bank classifies Ukraine as a middle-income state while the 

UN classifies it as a country with a transition economy.  

The country is strategically located in central Europe and has common borders 

with a number of European countries such as Poland, Slovakia, and Hungary in the 

west, Belarus in the north, Moldova and Romania in the south and Russian Federation 

in the east. Lying on the northern shores of the Black Sea it borders Bulgaria and 

Turkey. As of this writing this paper, Ukraine is a unitary state composed of 24 

regions, one autonomous republic and a capital city having special status  Kiev (CIA, 

2014).  

Ukraine has a rich and long history, with the identification of the first human 

settlements in its territory dating back to 32,000 BCE. During the 10
th

 and 11
th

 

centuries Kievskaya Rus’, which laid the foundation for the national identity of the 

Ukrainians, was the largest and most powerful state in Europe, occupying territory 

from the Baltic Sea in the north to the Black Sea in the south and from the upper 

reaches of the Vistula River in the west to the Taman Peninsula in the east. The 

present Ukrainian borders were formed in the 1940s, which were internationally 

recognized by the Paris peace treaties of 1947 (CIA, 2014). 

 

2.2  Human Capital: Language 

 

It is very common to see that along with Ukrainian there are also Russian and 

English versions of the same e-Government websites. For the purpose of this research, 

http://en.wikipedia.org/wiki/Autonomous_republic
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it was necessary to have an understanding on why e-Government websites and 

government documentation in Ukraine are available in various languages. Since 

language is a product of human communication, the answer might be found by 

looking into the characteristics of the population itself. 

 According to the most recent Ukrainian census of 2001 (State Statistics 

Committee of Ukraine, 2014), ethnic Ukrainians made up 77.8% of the population, 

followed by Russians, who accounted for 17.3%. However, the same source suggests 

that the Ukrainian language is a native language of 65% of the Ukrainians whereas 

Russian accounted for 33%. In reality, the percentage of the Russian-speaking 

population will be even greater because of the imprecise approach used to collect the 

data for the census, for instance, the way in which the census collected information on 

the native language of children and non-adults. Moreover, because of the linguistic 

closeness of the languages and the recent Soviet past (when Russian was the main 

language of the Soviet Union), many Ukrainians can freely communicate in both 

languages. This explains the importance of both languages to Ukrainian society. The 

presence of the English language on official websites could be explained by the trend 

of globalization and Ukrainian’s present course on integration with the European 

Union. For the purpose of this study, only the official Ukrainian language was taken 

into consideration for the development of the research instrument. 

 

2.3  Human Capital: Education 

 

The education background of the population in a country is a very important 

indicator of its potential to cope with new and fast-changing trends (including e-

Government), and its ability to accept and to learn the new knowledge. The Country’s 

World Education Index of 0.796, as of 2014 (UNDP, 2015), places Ukraine among 

such developed nations as Japan, Austria, Belgium, etc.  

The organization of higher education in Ukraine was built in accordance with 

the structure of education of the world's higher-developed countries, as defined by the 

United Nations Educational, the Scientific and Cultural Organization (UNESCO), and 

the UN. According to the UNESCO Institute for Statistics (2007), in 2006, Ukraine 

produced the fourth largest number of post-secondary graduates in Europe while 
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being ranked seventh in population. This data probably could explain the country’s 

successes in scientific research and in high technology. 

 

2.4  Political System  

 

Ukraine is a presidential representative democratic republic with a multi-party 

system and with separate legislative, executive, and judicial branches of power where 

the president is the formal head of state. Scholars often describe Ukraine's political 

system very similarly to the expert in Ukrainian political, economic and security 

affairs Dr. Taras Kuzio, as “weak, fractured, highly personal and ideologically 

vacuous while the judiciary and media fail to hold politicians to account” (Kuzio, 

2009: 35).  

Ukrainian politics has been categorized as “over-centralized,” which could be 

explained by the legacy of the highly hierarchical Soviet system and the fear of 

separatism. The description of the political system of Ukraine, given above by Taras 

Kuzio, is very important for understanding the possible challenges that it may face in 

the acceptance of e-Government services by its citizens.  

 

2.5  Public Administration 

 

Since the collapse of the Soviet Union, and after gaining its independence in 

1991, for many years, Ukraine was using a multi-level and authoritarian system of 

public administration inherited from the Soviet Union. Without the controlling power 

of the Communist Party, it was abandoned and put on a course of self-regulation and 

self-management. However, not being experienced in decision-making, it obviously 

failed to do so. Without the influx of new human resources except those that were 

inherited from the bygone socialist system, the public administration of Ukraine was 

left to stagnate.  

Only the adoption of the new Constitution of Ukraine in 1996 laid a 

foundation for improvements in the administrative apparatus and gave some dynamics 

to the field of policy making. It also marked the beginning of the new era for public 

https://en.wikipedia.org/wiki/Ukraine
https://en.wikipedia.org/wiki/Ukrainian_politics
https://en.wikipedia.org/wiki/Economy_of_Ukraine
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administration in Ukraine. At the same time, the Standing Committee of the Ukrainian 

Parliament drafted the very first Concept of Public Administration Reforms. 

However, the inherited inertia and bureaucracy of the governmental machinery did 

not contribute to the further development of the ideas stated in the concept: real 

progress in administrative reforms did not take place. The actual reforms and changes 

in the public management system began after the president’s decree No. 810/98 of 

22.07.1998 “On Measures to Introduce the Concept of Administrative Reform in 

Ukraine” (Analytical Center Politics, 2011). 

The presidential decree also stimulated development of new laws and 

normative acts with the purpose of closing some critical gaps in the outdated 

Ukrainian legislation. Commitment to reforms in public administration was also 

supported by the country’s 1999 budget. Thanks to these efforts, in the period from 

1999-2001, Ukraine saw the first major changes in its government and administration 

system: the government offices were adopting the European model of administration. 

During 2005-2009 Ukraine experienced political turbulences and as a result, 

administrative reforms were put on hold. The process of reformation in public 

administration was restarted in 2010 under the presidency of Victor Yanukovych.  

According to information from the Centre for Political and Legal Reforms 

(2013), unexperienced in decision making and weak public administration of 

independent Ukraine is facing the following problems:  

1) High level of centralization and nationalization of public services  

2) Inefficient and often duplicated public services 

3) Centralization and concentration of power in the position of the 

president 

4) An incomplete separation of political and administrative management 

5) Weak capacity of ministries to carry out the functions of policy 

analysis 

6) Inadequate legal regulation of the relation between individuals and 

the public administration, the dominance of departmental interests, bureaucracy, and 

corruption 

Newly elected in 2014, the President of Ukraine, Petro Poroshenko, already 

declared his strong commitment to modernizing and reforming the system of public 
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administration as well as to putting it in line with the best European standards and 

practices. One of the main priorities of the country is the adaptation to European 

standards, particularly in the field of e-Government (Matijeva, 2011). 

 

2.6  Ukrainian Economy 

 

During the Soviet era, the economy of Ukraine was the second largest in the 

Soviet Union, being an important industrial and agricultural component of the Soviet 

planned economy. However, after the break-up of the Soviet Union, for  various 

reasons, Ukraine was not able to painlessly transform from a planned to a market 

economy, finding itself in the deep economic crisis of the 1990s, which resulted in the 

decline of macro-economic indicators, impoverishment of the population, and 

weakening of Ukraine’s economic position in the world. Although during the 2000s 

the economic situation of Ukraine was steadily improving and showing constant 

surplus in its gross domestic product  (GDP) rates (except 2009), future growth was 

expected to be hampered by the recent developments in the eastern Ukraine and 

Crimea. In 2014, a year of disruption in economic activities and civil war in eastern 

Ukraine, resulted in declining GDP rates and plunging of the national currency to 

nearly 100% against the US dollar by the end of 2014 (Trading Economics, 2015). It 

is anticipated that the economy of Ukraine will continue to contract in 2015 as well. 

However, despite temporary problems, many experts regard Ukraine as a 

developing economy with high potential for future success. Ukraine has a very large 

heavy industry base and it is one of the largest refiners of metallurgical products in 

Eastern Europe. The country is also well known for its production of technological 

goods such as missilery, and transport and military products. Because of its favorable 

fertile conditions, Ukraine has long been known as a breadbasket of the world (FAO, 

2012).  

All this indicates that the country has the necessary experience, potential, and 

capacity to implement projects of any complexity, including those related to e-

Government. 
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2.7  ICT Sector in Ukraine 

 

ICT and telecommunications are both the most modern, large, diverse, and 

fast-growing sectors of the Ukrainian economy. Its information technology (IT) sector 

for instance, identified by the government as a top priority of economic development, 

was expected to see further growth for at least a few more beginning in 2013, when 

Ukraine’s IT industry was considered the fifth largest and fastest-growing IT 

outsourcing market in the world according to information from the Ministry of 

Foreign Affairs of Ukraine (MFA of Ukraine, 2013). This success was not accidental 

but was a result of purposeful work throughout many years. Beginning in 2000, 

Ukraine has been a leading player in software development and amongst the top IT 

service providers. According to former Prime Minister of Ukraine Mykola Azarov, 

for many years the Ukrainian IT industry was showing amazing growth of 40% a year 

and it was expected that by 2015, the industry would create some 170,000 new jobs 

and would remain competitive (Ukrainian Scientific Center of Information 

Technology, 2011). 

The 2013 report of the International Telecommunication Union (ITU), an 

organization whose objectives are technical assistance and the creation, development 

and improvement of ICT in developing countries, showed that despite a significant 

increase from 29% in 2011 to 37% in 2012, the proportion of households with Internet 

access in Ukraine was relatively low in comparison with other Commonwealth of 

Independent States (CIS) and European countries (International Telecommunication 

Union, 2013). At the same time, the number of Internet users was estimated at 45% 

(including those below 16 years of age) of the total population. In addition, Ukraine 

was marked as a country with the lowest wireless-broadband penetration rates in the 

CIS region, which, by the end of 2013, was only 7%. According to a 2014 report by 

the International Telecommunication Union (2014: 42), Ukraine has a bit higher ICT 

development index than it was the year before (5.15 over 4.97); however, the overall 

rank of Ukraine went down  from 71 to 73. At the moment, Ukraine has the lowest 

ICT development index amongst the European countries (with the exception of 

Albania). 
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The low Internet access rates in Ukraine could be explained by various socio-

economic and demographic factors as well as by the fact that Ukraine has the lowest 

purchasing-power adjusted prices in the region (International Telecommunication 

Union, 2013: 60). On the other hand, 37% of the households in Ukraine that use the 

Internet represent some 15 million Ukrainian people, which makes Ukraine the 10
th

 

country in Europe according to the number of Internet users as of June 30th, 2012 

(Miniwatts Marketing Group, 2012). The most recent research conducted by the 

Factum Group Ukraine in September 2014 states that 51% of Ukrainians have access 

to the Internet while 57% use it regularly and 55% have Internet access in their 

household (Dubinskiy, 2014). 

The same sources reported that in 2014, the entire population of Ukraine had 

landlines and/or mobile phone connection, while Internet access was universally 

available in all cities and was slowly expanding into smaller settlements.  

Ukraine was also ranked number eight among the world's top-ten countries 

with fast Internet access (Miniwatts Marketing Group, 2012), which Kliček (2007) 

considers a basic and important pre-requirement for the information society and a 

knowledge-based economy.  

To summarize: ICT technologies are the basic and essential elements of any 

Internet-dependent system or initiative, and therefore knowledge of the extent of their 

development and their characteristics makes it more likely to argue about the 

prospects of the success of those initiatives. E-Government is an example of such 

initiative, which in the case of Ukraine has great chances to be successful (at least 

from a technological point of view) as Ukraine can heavily rely on and support it with 

the following:  

1) well-developed and well-established ICT infrastructure (with the 

exception of wireless broadband), which rests on the modern, diverse and fast-

growing sectors of the Ukrainian economy  

2) fast Internet connectivity which is the essence of an information 

society  

3) a relatively large part of the population that is already familiar with 

the Internet  

4) and (as was shown in previous sections), capable human resources 
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The following section attempts to explore whether the technological 

advantages listed above have been fully utilized by Ukrainian e-Government.  

 

2.8  E-Government in Ukraine 

 

Despite the fact that intensive consultations on e-Government in Ukraine 

involving government officials, the peoples’ deputy of Ukraine, the staff of the 

Cabinet of Ministers of Ukraine (CMU), and scholars in the form of various 

roundtables were conducted, beginning in the late 1990s, the real start to the well-

directed effort towards development of e-Government in Ukraine was given by the 

Decree of the President of Ukraine on the 1
st
 of August 2002, No. 683 “On Additional 

Measures to Ensure Transparency in the Activities of Public Authorities.” This shortly 

followed by the Resolution of the Cabinet of Ministers of Ukraine, “On Measures to 

Ensure further Transparency in the Executive Power” on the 29
th

 of August 2002. 

According to these two documents, the first phase of the “electronic government” in 

Ukraine had to be functional by the end of 2002: it was expected to be a single web 

portal of CMU, where the users could find all information about the activities of 

central and local executive bodies in Ukraine, as well as get some help and advice. In 

order to comply with these important documents, on the 25
th

 of November 2002, the 

State Committee for Information Policy, Television and Radiobroadcasting of 

Ukraine (Derzhkominform) together with the State Committee for Communications 

and Information of Ukraine (Derzhkomzvyazku), came up with joint Order No. 1302 

“On Approval of the Content and Technical Support for the Single Web Portal of 

Executive Bodies and the Procedure of Functioning of Websites of Executive 

Bodies,” which had outlined the types and formats of the information to be presented 

by executive bodies through the single web portal of these executive bodies. This 

document also specified the means and terms for presenting such information as well 

as gave probably one of the first official definitions of electronic government in 

Ukraine as “a system, that dedicated to  integration of the websites and another means 

of electronic information of  executive agencies as well as providing services to 

citizens and legal entities via the Internet” (Derzhkominform and Derzhkomzvyazku, 
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2002). Such a definition of e-Government may have been acceptable in the early 

2000s but, in fact, it is of no value for understanding the essence e-Government, its 

goals or objectives: it simply reduced everything to the technical aspect. Nevertheless, 

it was a beginning and, because of these initiatives, the single governmental portal 

was launched on the 1
st
 of November 2002. It must be understood that the launch of a 

single web portal was not e-Government itself but only the beginning of the processes 

and work dedicated to achieving this objective. The first experiences of operating the 

government portal revealed systemic weaknesses that primarily consisted of 

fragmented and incoherent information provided, which could be justified by its 

young age. In order to become a truly full-fledged instrument of e-Government, the 

systematic approach was missing and therefore, in February 2003, the issue was 

addressed in the Resolution of Prime Minister of Ukraine No. 208 on the 24
th

 of 

February 2003, “On Measures to Create an Electronic Information System Electronic 

Government.” However, a thoughtful understanding of the essence of electronic 

government was still lacking: it still did not provide any comprehensive definition of 

what electronic government was. This was contrary to the much broader definition of 

e-Government that was given by the UN (UNDPEPA and ASPA, 2002: 1), where e-

Government included virtually all ICT platforms and applications for use in the public 

sector in order to transform it. In Ukraine, the electronic government was still seen as 

a single governmental portal dedicated to the integration of different informational 

resources in order to deliver informational over the Internet.  

Nevertheless, the main merit of the document was its attempt to identify the 

priorities of the development of an information society in Ukraine as well as in 

appointing the key performers and coordinators of activities connected to the 

establishment of electronic government in Ukraine. In particular, the following 

organizations: Secretariat of the Cabinet of Ministers of Ukraine, Derzhkominform, 

Derzhkomzvyazku, Central Authorities, Council of Ministers of the Autonomous 

Republic of Crimea, regional and state administrations, Security Service of Ukraine 

were given orders to “ensure the provision of general purposes information services 

through electronic information system electronic government to citizens and legal 

entities” (CMU, 2003). In the following two years, there were four other resolutions 

of the CMU on the further development of the concept and additional measures for 
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supporting electronic government in Ukraine. The single government portal along 

with websites of its partners was evolving over the years, which was noted by the 

international community and gained recognition. For example, in the UN Global E-

Government Readiness Report 2005, Ukraine’s success in networked presence was 

congratulated as “Ukraine completely bypassed the transactional stage in favor of 

networked presence, which is foundation for e-participation” (UN, 2006: 91). 

In order to promote the development of e-Government, the Ukrainian 

government, in 2005, established a medium-run program called “Electronic Ukraine 

for 2005–2012 years.” Repeating almost exactly all previous decisions and 

commitments made by the government, the program did not pay any attention to the 

main problem of those days: the absence of Internet access by citizens which, 

according to statistics of the Factum Group Ukraine, was as low as 15% (Dubinskiy, 

2014). 

The following years were marked mostly by improvements in the national 

legislation that, without a doubt, were fundamental for the success of the whole 

project.  

In order to support the development of e-Government in Ukraine with research 

and expertise and to provide consulting and educational support to executive 

authorities, business, non-governmental organizations (NGOs), and citizens in terms 

of the implementation and application of electronic government technologies, the 

National Center for Support of Electronic Governance was established in April 2010. 

The State Committee for Science, Innovation and Information of Ukraine that, in 

December 2010, was renamed the State Agency for Science, Innovation and 

Information of Ukraine coordinated the center’s activities. 

The establishment of the governmental organization whose job was entirely 

dedicated to e-Government indeed demonstrated the strong commitment of the state 

to e-Government and resulted in the accumulation of a knowledge base on the matter 

and a deepening understanding of the concept. This was well demonstrated in the 

Resolution of CMU No. 2250 on “The Concept of Development of e-Government in 

Ukraine” on the 13
th

 of December 2010 (CMU, 2010). The resolution demonstrated 

completely updated definitions of electronic government and electronic governance as 

follows:  
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a form of governance that promotes efficiency, openness and 

transparency of state power and local self-government using ICT to 

create a new type of state, focusing on the needs of citizens. Whereas, 

e-Government is the main component of e-Governance and the only 

automated information infrastructure for interagency interaction 

between state and local governments, citizens and business entities 

(CMU, 2010).  

 

This was definitely a much deeper and more thoughtful definition compared to 

the one that was used in 2002.  The ultimate goal of the proposed concept was to build 

in Ukraine a developed and modern system of electronic governance with all the 

necessary legal and technical infrastructures in order to ensure provision of electronic 

services in all spheres of public life. In order to support and guide the process of the 

implementations of the concept, the Cabinet of Ministers of Ukraine, in September 

2011, developed an “Action Plan for Implementation of the Concept of Electronic 

Governance in Ukraine,” which was later revised and updated in December 2013. By 

end of 2013, in Ukraine, a few government organizations were working on e-

Government development and implementation, as shown in Figure 2.1. 
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Figure 2.1  Main E-Government Executors in Ukraine, 2013 

Source:  Developed for This Study. 

 

With all of this attention, there is a hope that the project simply has no chance 

to fail. On the other hand, it suggests that organizations might simply duplicate the 

work of each other because of some bureaucratic practices that, by definition, cannot 

contribute to the success of the initiative.  

Another important moment for the development of e-Government in Ukraine 

was the country’s participation in international the Open Government Partnership 

(OGP) initiative that began in September 2011. The initiative, which by October 2013 

was signed by 62 countries, “provides an international platform for domestic reforms 

and meant to promote standards of openness, transparency, accountability and 

responsiveness of governmental actions” (OGP, 2013). Membership in the OGP 

provided that Ukraine must make some commitments and follow some basic 

principles such as transparency of public administration, public participation, and 

accountability of the government, technology, and innovation.   
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Figure 2.2  Components of the OGP Implementation in Ukraine 

Source:  Khmara et al., 2013. 

 

It is particularly important to note that this platform, for the first time, 

considered citizens and NGOs as full participants in the processes of the formation of 

the new forms of governance (as is it shown in Figure 2.2) which, in principle, 

follows from the very definition of the initiative. It is evidence of an entirely new 

level of understanding of the essence of e-Government, marking the transition to a 

new stage in its development.  

 

2.9  E-Government Implementation 

 

Probably the very first practical step towards the development of electronic 

governance in Ukraine was the opening of the single governmental portal of executive 

bodies, which took place on the 1
st
 of November 2002. Filled with numerous photos 
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and informational materials, and available in three languages Ukrainian, Russian, and 

English it meant serving various clientele as well as being a single access point to 

government web resources in Ukraine. Not long after the launch of the single 

government portal, the Cabinet of Ministers of Ukraine approved order No. 327.225 

by Derzhkomteleradio and Derzhkominform (2002) “On the procedure for publishing 

information of executive bodies’ activity on the Internet,” which obliged all national 

and local executive bodies to publish and regularly update general purpose 

information on their websites.  

The binding nature of such a recommendation showed its effectiveness and, by 

the end of 2003, almost all state organizations, ministries, and national/local executive 

bodies were represented in the information space of Ukraine through their websites. 

As was expected from the first stage of the development, the websites of that time, for 

the most part, offered to their visitors some basic and mainly static information. The 

transition to a new, dynamic level was facilitated by the adoption, in May of 2003, the 

Laws of Ukraine “On Electronic Documents and Electronic Documents Circulation” 

and “On Electronic Digital Signature” (Verkhovna Rada, 2003 ). The legal status of 

the electronic documents allowed websites of executive bodies gradually to adhere 

some new features such as downloading and uploading documents, receiving requests 

from citizens through electronic communication channels, providing solutions to 

various issues in electronic form, and so on. In 2005, the situation of this aspect of e-

Government in Ukraine was so good that it was praised by an organization of the 

United Nations in its “UN Global E-Government Readiness Report 2005” as follows: 

 

Ukraine’s success in networked presence stems from the fact that 

almost all of the national government sites integrate discussion forums, 

polls to gauge public opinion, as well as an e-mail sign-up option for 

users to stay up to date on government information, all of which 

enables its citizens to actively discuss issues and concerns (UN, 2006: 

91). 

 

Since then, e-Government has gradually expanded the territory of its presence 

and extended the range of services, making possible, for example, the transition to an 
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electronic system of accounting and statistical reporting. According to the Ukrainian 

Minister of Transport and Communication Mykola Rudkovsky, as of January 2007, 

Ukraine had a fully functional electronic system of finance, accounting, and statistical 

reporting.  The further development of e-Government was slowed down by the 

financial crisis of 2008, which resulted in the shrinking of the Ukrainian economy by 

15% (BBC, 2009) which, in turn, resulted in a cut of all budgetary spending, 

including those dedicated to the development of e-Government. However, despite 

these financial difficulties, according to information from Derzhkominform (2010), 

by end of 2009, practically all public authorities, up to the district level, had 

functional official websites or web pages; government offices were using electronic 

document management systems; and more than 1000 different documents, including 

statistical and financial reporting were available for submission online. 

According to the First Deputy Chairman of the Derzhkominform Andriy 

Semenchenko, by the end of 2009, all state authorities in Ukraine were to move to an 

electronic document management system with the use of digital signatures 

(Ukrinform, 2009). Such efforts could not remain unnoticed and a UN (2010) survey 

confirmed Ukrainian’s 41
st
  rank in the e-Government development index. The quality 

of ministerial websites was amongst the best in eastern Europe, which was confirmed 

by the fact that “the website of the Ministry of Finance of Ukraine scored the highest 

among ministries based on its content and citizen engagement, although e-services 

were limited” (UN, 2010). 

Derzhkominform, together with nine central authorities and some regional 

executive bodies, ran a pilot project on the implementation of e-Government 

(UNDP/MGSDP, 2011), which was meant to contribute to the development of the 

concept and to the planning of activities on e-Government in Ukraine. 

By June 2011, a single electronic data exchange protocol between agencies 

was established which, according to the First Deputy Minister of Social Policy of 

Ukraine Vasyl Nadraha, would help for calculating subsidies for citizens (Ukrinform, 

2013). A year later, in 2012, the new taxation law did not leave large and medium-

sized businesses any other option than to file tax declarations electronically. 

In 2012, many regional centers, and community and state libraries, were 

equipped with the personal computer (PC) equipment that was necessary for e-
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Government communications between the potential recipients and governmental 

organizations, including central, regional, and district administrations. In many cities, 

e-Government multiservice centers (kiosks) were established at the post offices. In 

addition to traditional postal services, those kiosks offered various administrative 

services, such as applying for subsidies, dealing with various pension, and other 

issues. While reporting on the work of such centers in the community library of small 

cities such Sarny, Melnyk (2013) suggested, that modern technical equipment along 

with high-speed Internet connections even allowed citizens to engage in video 

conferences with government offices, take part in various video meetings on topics 

such as education, culture, health care, the development of the small businesses, 

various social compensations, construction plans, summer programs for children, 

issues of people with disabilities, and many other issues. The same source reported 

that government officials also dedicated some online office hours for meeting citizens 

to discuss their personal issues.  

In 2012, the Prime Minister of Ukraine, Mykola Azarov, summed up the 

results of the years of work dedicated to the development of electronic services, 

stating that “All necessary for implementation of electronic document in Ukraine is 

ready and the system will be fully operational starting from January 2013” 

(Ukrinform, 2013). 

The 24
th

 of February 2013 was the 10
th

 anniversary of the idea of establishing 

of e-Government in Ukraine, which over the years, regained more explicit forms and 

received quite strong legislative support. At that time, the government had decided to 

develop a system of online democracy, which would allow citizens to more freely 

interact with the government and its bodies and which would allow for the transfer of 

some key governmental services for the citizens into electronic format.  

In August 2013, the Ukrainian government approved an action plan to develop 

an automated system, dubbed “Single window for electronic reporting” which, when 

implemented, “will significantly advance the government towards the creation of e-

Government” (CMU, 2013). This document provided a rationale for a challenging 

initiative started by the government in 2013 with the purpose of significantly altering 

the quality of services in the social sphere.  
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According to these examples of the implementation of e-Government services 

today, Ukraine is showing promising growth in the delivery of public services over 

the Internet, which is manifested in: the active creation of governmental websites and 

portals; conducting various research through web-forums, blogs and pools; seeking 

feedback from citizens on various issues; the introduction of electronic voting and 

election systems; transferring the flow of documentation online, and so on. For the 

most part, judging from the information that was seen in the governmental sources, 

one might automatically think that there should not be any problems with the e-

Government in Ukraine. Governmental websites are present, supporting centers have 

been established, the legislative framework is getting better and better every year, and 

all governmental bodies are reporting 100% readiness for the transition to the new 

form of governance.  

However, when we look at the UN statistics, something must be wrong. 

Ukrainian’s 87
th

 rank in the e-Government development index, reported by DESA 

(2014: 203) in 2014, speaks for itself. The warning of Plano Clark and Creswell 

(2008: 47) comes to mind: “often, published literature represents an elite perspective 

that may be different from that found in the streets and communities.” Therefore, in 

order to have a better understanding of the issue, it is necessary to look at some 

alternatives to the government’s points of view.  

For various reasons, including socio-economic problems, Ukraine continues to 

lag behind other industrialized countries in the development and implementation of e-

Government. Whereas the private sector in Ukraine, for which the effectiveness of the 

operations and the level of customer satisfaction are the key factors of 

competitiveness, has long recognized the great importance of ICT, the government 

came or is coming to this understanding much later. Therefore, despite all possible 

benefits that it could provide to its citizens, businesses and authorities, the 

implementation of e-Government in Ukraine is lagging. For example, while assessing 

the state of the development of e-Government in Ukraine, Kolesnichenko noted that it 

is “limited to updating the official websites of the government (the “paper” 

government is still winning over the electronic electronic)” (Kolesnichenko, 2014: 

53). Therefore, “Ukraine is only at the beginning of the second phase of e-
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Government development: not all initiatives of the first phase fully implemented” 

(Kolesnichenko 2014: 54).  

The main obstacles to implementing e-Government in Ukraine still are the 

problem of the digital divide, the high cost and complexity of implementing 

individual transactional services and regulations, the absence (or inadequacy) of a 

legal framework, the lack of experts in public institutions, and insufficient wages and 

underfunding of the implementation of state programs (Kolesnichenko, 2014). The 

problems voiced by scholars, in many respects are similar to the problems related to 

e-Government that existed in Ukraine three and even eight years ago, which is 

confirmed below. 

The major obstacles to the development an e-Government system in Ukraine 

are: limited availability of the Internet, inadequate legal framework, lack of funds to 

support processes of informatization, and the conservatism and bureaucracy of the 

officials (Matijeva, 2011).  

Very similar factors were identified by Asanova (2006), such as economic and 

ICT limitations, an exclusion from power and distrust of it, and the preference of 

personal interactions, which have not allowed e-Government to reach or to evoke a 

response from the majority of the population, especially at the regional level.  

It is interesting to note how the institutional problems of e-Government were 

addressed by Derzhkominform (2010): “In Ukraine, remain unresolved chronic 

problems of the departmental approach to the development of electronic information 

resources, a significant duplication of information, lack of uniform standards and 

incompatibility resources, difficulty of access and more.” Merkulova and Kononova 

(2011) explaining this by the fact that the authorities have not yet realized the need for 

a change dictated by a paradigm shift. Scholars have also suggested that Ukrainian 

society is predominated by skepticism towards the idea that ICT could provide an 

effective means of delivering and replacing government services. The manner of 

implementing the concept of e-Governance in Ukraine, particularly the lack of 

thorough planning and absence of clear goals and visual results, also has not assisted 

in the acceptance of e-Government, as it creates a deficiency of understanding and 

trust between the people and the government. 
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According to information from the Agency for Legislative Initiatives in 

Ukraine, the development of a modern democratic society and the country’s desire to 

integrate into the European Union face many obstacles, which include: loss of 

confidence in authorities, public distrust, and a significant decrease in the 

effectiveness of public administration and local self-government. It became obvious 

that there is a clear need for a qualitative upgrade of the whole system by introducing 

new forms and methods of management and modern ICT-based tools, one of which is 

e-Governance (Civil Society Leadership Network, 2013). This inadvertently suggests 

the idea that one of the most important tasks in the development of the state today is 

to increase the role of information and ICTs in delivering public services. Public 

administration in this regard is given an unique opportunity to renew the confidence 

of the citizens by redesigning the whole system of governance with the use of ICTs 

for more effective delivery of public services (Milakovich, 2012).  

Listed here are only a small number of the issues that need to be addressed for 

the e-Government in Ukraine to succeed, which in turn will radically change the 

organization of public authorities, improve their efficiency, and strengthen civil trust 

and confidence in the government and in public administration. 

Discrepancies in the assessment of the development of e-Government given by 

public authorities and independent researchers suggest the existence of a certain 

knowledge gap that needs to be addressed in further research in order to ensure a 

more complete understanding of the phenomenon. 

 

2.10  Conclusions 

 

The chapter briefly presented some general but vital information for 

understanding the topic of study, the research settings, information on the 

characteristics of the population, as well as the country’s profile. Then, it especially 

emphasized the situation concerning the development and status of the ICT industry 

in Ukraine. The chapter concludes with extensive sections on e-Government itself, 

which contains information on the key moments in its development, some examples 

of its implementation, as well as some assessments of the state of its development. 



37 

This chapter is undoubtedly very important for the research overall because it 

would be meaningless to do research on the population’s perceptions without having 

knowledge of this population and some features of the research settings. 

After reading this chapter, it should be understood that Ukraine has all it might 

need to be successful in e-Government: capable human resources, developed ICT 

infrastructure, a sufficient and modernized legislative base, and strong support from 

the government. However, despite all of these favorable pre-requirements, and more 

than 10 years from its beginning, the e-Government in Ukraine is still only on paper 

(Khmara et al., 2013). 



 

CHAPTER 3  

 

LITERATURE REVIEW 

 

3.1  Introduction 

 

This chapter reflects on various works, views and studies in the area of the 

researched topic. It looks closely at the different concepts and definitions of e-

Government and the areas of its application, and touches on some of its benefits and 

critical issues. It examines in detail various research approaches and methodologies 

used by scholars to study, analyze and explain issues related to the adoption of e-

Government. In the course of the literature review, the researcher had discerned some 

significant factors that influenced adoption of e-Government services by citizens and 

were reported in number of reviewed studies. 

The chapter concludes by presenting the research model utilized in this study. 

The proposed model, called the extended TAM model, integrates the TAM 

framework with a set of important complementing factors such as trust in the Internet, 

trust in the government, perceived public value, and individual cultural value 

preferences of power distance and uncertainty avoidance that were drawn from 

findings in the literature review and considered as relevant for understanding the 

adoption of e-Government services. The rationale behind the relationships among 

variables in the research model and the justification for the proposed research 

hypotheses were also discussed. 

 

3.2  Method of Literature Review 

 

Prior to conducting the literature review, the researcher identified major areas 

and key words to be used as a search criteria to narrow down the scope of review, 

which were: e-Government, e-Government services, adoption of e-Government, 

factors that affect adoption of e-Government. All these words and sentences were 
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used alone as well as in combination with the word “Ukraine.” Thus, the key terms of 

the research questions became the major focus of the literature review (Foss and 

Waters, 2007). 

The main source of information for the literature review was NIDA’s library, 

which allows onsite and online work with literature over a virtual private network 

(VPN). Additional valuable sources were: the Library of Congress, USA; ETHOS – 

Electronic Theses Online Service, UK; DART-Europe E-theses Portal, EU; and a 

Google search engine. 

It was decided to pay greater attention to research, books, articles and other 

sources that were published during the past 15-year-period, which approximately 

corresponds with the age of the e-Government initiatives in Ukraine, which, 

according to Veljković, Bogdanović-Dinić, and Stoimenov (2012), during the past 15 

years managed to evolve from Government 1.0 up to Government 2.0 in Ukraine. In 

addition, during the literature review many complementary sources from the earlier 

years were identified that were also used in the study as references. 

The researcher employed a systematic analysis technique to the literature 

review, which is known as a well-defined, comprehensive and rigorous approach to 

analyze published and unpublished materials related to a study subject area within a 

specified time frame (University of Toledo, 2014). 

Very soon after starting reviewing the literature, it became obvious that there 

had not been much research done on e-Government in Ukraine. Therefore, the 

researcher decided to look for alternative sources by engaging in email 

correspondence with a number of organizations that work on e-Government in 

Ukraine. The contact details were collected from organizational websites and with the 

application of snowball techniques. In this way, the researcher managed to collect 

some valuable, mostly unpublished materials, as well as assessments that were 

considered later during data analysis. 

 

3.3  Emergence of E-Government 

 

Some important preconditions for the emergence of e-Government were the 

fast development of ICT and the Internet at the turn of the century, and the process of 

globalization as it very well put by Milakovich,  
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an important outgrowth of the information explosion accompanying 

globalization was the emergence of “electronic government,” an 

umbrella term which variously describes the integration of disparate 

data sources into one-stop websites or portals to improve access and 

communication between governments, businesses, citizens, and other 

related interests (Milakovich, 2012: 9).  

 

Since the Internet has its origins in the USA, it would be logical to assume that 

the term “e-Government” has the same roots. 

While the role of the Internet in the development of e-Government is obvious, 

the influencing role of globalization on e-Government is not so obvious. To fully 

understand this, it will be useful to think in terms of the diffusion of innovation 

theory, whereas the success (mainly visual economic benefits) of the implementation 

of e-Government in some developed countries initiated worldwide interest in the 

phenomenon. Governments, through implementing e-Government, wanted to improve 

public service provision and citizens’ interactions with government, increase citizens’ 

awareness about governments’ functions and results, and achieve transparency and 

accountability (Nixon et al., 2010: 97).  

By the time of its formation, e-Government coincided with the re-

interpretation of the role and forms of state and government, and, in particular, with 

some basic categories such as democracy, participation and the responsibility of the 

state to citizens and society. According to this new thinking, the entire political 

system of the state, including public administration, should be socially oriented. In 

this regard, the introduction of e-governance that relies upon participation of the 

population in the processes of governing was seen as a new stage in the state’s 

development. The technological content of e-Government, according to this new 

thinking, does not affect or replace substantial characteristics of the state, but only 

complements and benefits them.  

At the same time, there were some exponential advances of e-commerce that 

made it the first to gain benefits from new opportunities provided by the Internet. 

Explosive growth of Internet usage, accompanied by the fast development of e-

commerce, has put some pressure on the public sector to serve citizens electronically 
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(Tat-Kei Ho, 2002). It was thought that with help of electronic services, governments 

could better address citizens’ expectations and meet their growing demands. It looks 

like citizens’ demand or the demand side, met with the expectations of the supply 

side, which resulted in the appearance of e-Government as a win-win solution for 

both.  

Because e-Government is not a one-step process or a process that can be 

implemented as a single project, several models have been proposed in the attempt to 

describe the process of the development of e-Government. Some of them were: the 

World Bank’s three-stage model, the UN’s five-stage model, Gartner’s four-stage 

model, Deloitte’s six-stage model, Hiller and Belanger’s five-stage model, Moon’s 

five-stage model, and Keng Siau and Yuan Long’s synthesizing five-stage e-

Government development model. A certain correspondence between the time when 

the model was developed and the number of stages it contains could be explained by 

consecutive processes of the development of the knowledge base about the 

phenomenon, the accumulation of experiences and the growth of social demands in 

requirements for public administration. Despite different terms used by authors for 

each stage of the development, the meaning usually remains the same, and according 

to Jayashree and Marthandan (2010: 2208), “Most of the models confer [sic] with the 

first four stages viz., Web presence, interaction, transaction, and transformation.”  

These four stages were initially introduced in the “Four Phases of e-

Government Services” model developed by Gartner and others (Christopher and 

Andrea, 2000). The direct descendant of further development of the Carter’s model, 

which has not lost its relevance or became exhausted even in the present day, was the 

model proposed by UNDPEPA and ASPA (2002), which identified the following five 

stages in the development of e-Government: establishment, enhanced presence, 

interactive communications, making deals, and effective integration.  

E-Government services delivery channels, as well as their functions and 

options available for the end-users of electronic services that were identified in the 

course of the literature review, are summarized in Table 3.1. 

 

 

 



42 

Table 3.1  Stages of the Development of E-Government 

 

Phase of the 

Development 

Service Delivery 

Channels 

Functions of the Delivery Channels and 

Options Available for End-users 

Establishment 
Single web pages, 

static websites. 

Provide general information about work 

of government offices, announcements 

and contact information. 

Enhanced 

Presence 

Single web pages, 

static websites, 

dynamic websites. 

Provide general information. 

Users can download documents, leave 

feedback and comments. 

Interactive 

Communications 

Mostly dynamic and 

interactive websites 

and portals. 

Provide interactive information. 

Users can download documents, interact 

with officials, and leave feedback and 

comments. It is possible to apply for and 

obtain certain services online. 

Making Deals 

(Maturity Stage)  

Fully functional 

dynamic and 

interactive websites.  

Social media 

channels: chats, 

messengers, forums 

and blogs. 

Provide interactive information. 

Documents could be downloaded or filled 

in or returned to public offices. 

Users could pay for various services (such 

as duty and tax) online, citizens could 

interact with officials through new 

channels and social media. 

Effective 

Integration 

Dynamic websites, 

social media, Wi-Fi 

networks, mobile 

networks, mobile 

applications. 

All sectors of government services are 

transferred and available online in 

interactive mode of communication. Users 

can participate in the work of the 

government, policy and decision making. 

 

Source:  Developed for this Study. 

 

Despite different names used by authors for each stage of the development of 

e-Government, the meaning usually remained the same. With a close look at all these 
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stages from a technological point of view, it is easy to notice that there is a 

correspondence between the level of development of ICT technologies and the 

development of e-Governmental websites, including the search engines that were 

working beneath those websites. At the early stage of development, the websites were 

static, thus information presented on web pages was basically an electronic copy of 

the hardcopy, placed online. Since each web page was created manually, it was 

difficult to maintain changes and the volume of the information, thus keeping 

websites regularly updated or increasing their size. Later, with the introduction of 

databases, it became possible to increase the size of the websites, make information 

change dynamically and to add some interactive features to them. The further 

development of communication channels led to incorporation into websites of various 

voice and video services that allowed real-time interactions. These processes were 

followed by quantitative increases in sizes of storage space and sophistication of 

security measures. It is very likely that future development of e-Government services 

will be alongside development of ICTs and the Internet, transforming our 

understanding and perception of what government has to be. 

E-Government is not a project which has a final completion date but it is an 

open-ended project and an ongoing process. Such an interpretation does not allow 

anyone to stop and rest on their laurels: some achievements are replaced with new 

goals and the process continues. Along the way, it faces many challenges, which 

differ from country to country and arise from social, technological, political, 

organizational, and economic settings (Alateyah, Crowder and Wills, 2012; Alshehri 

and Drew, 2010; Verma, Kumari, Arteimi, Deiri and Kumar, 2012). Such a variety of 

challenges and conditions does not allow one to draw up a single universal 

prescription of successful e-Government but suggests the need for an individual 

approach and caution to be taken by governments while planning their national e-

Government programs.  

 

3.4  Concept and Definitions 

 

After reviewing the literature on the topic of e-Government, the researcher 

tended to conclude that despite the fact that e-Government is not a new concept, there 
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is still a lack of a comprehensive, holistic definition and an understanding of what e-

Government is. There is no universally accepted definition of the e-Government 

concept (Halchin, 2004; Lowery, 2001; Yildiz, 2007). The reviewed literature 

elaborates on the different aspects of e-Government, such as technological, social, 

political, managerial and organizational, rather than considering it as a whole. It 

probably could be explained by the fact that e-Government was conceptualized and 

developed in a different way, according to the peculiarities of each country (Nixon et 

al., 2010: 96). This is definitely true, but still, some international organizations such 

as the UN or the World Bank that have an international reach and are not country 

bound, could do better in their definitions of e-Government. For example, UNDPEPA 

and ASPA (2002: 1) define e-Government as “utilizing the Internet and the world-

wide-web for delivering government information and services to citizens.” Similarly, 

defining e-Government, The World Bank (2001) stated that e-Government is the “use 

by government agencies of information technologies, such as Wide Area Networks, 

the Internet, and mobile computing, which have the ability to transform relations with 

citizens, businesses and other arms of government.” In the researcher’s opinion, these 

are purely technological definitions, which refer to action or use but do not really 

explain what e-Government is. Electronic government has also been viewed as the 

“adoption of information and communication technology (ICT) by government 

organizations to achieve better public services” (Almahamid, McAdams, Taher Al 

and Mo'Taz, 2010: 30). 

A clear and complete definition would be particularly useful for developing 

countries, as it would advise them on how to maximize the productive use of 

resources and efforts in the implementation of e-Government projects. 

It would be a mistake to think that simple, technological implementation of 

ICT in all governmental offices (as suggested by the purely technological definition), 

would result in swift and perfect e-Government. The same could be said about other 

aspects of e-Government (social, political, managerial) that are often used in literature 

to define it. It seems that in Ukraine, a similar understanding of the issues is shared by 

Derzhkominform, the predecessor of the State Agency for Science, Innovation and 

Information Ukraine, a central executive body for the implementation of policy in the 

field of e-Government. According to Derzhkominform (2010), “E-Government is not 
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a mechanical combination of the ICT technologies in public administration: this is a 

new philosophy of the governance.”  

Until there is a single, comprehensive, and widely acceptable definition of e-

Government, while deciding on which definition to rely on or to refer to, it should be 

taken into account that definitions might differ because of the various stakeholders’ 

interests, differences in “community’s values, goals and culture” (Lowery, 2001: 1). 

Similarly, Zouridis and Thaens (2003: 174), suggested that the presence of the 

various definitions was not necessarily the result of some sloppiness of the public 

offices but could be explained by the fact that “each definition reflects a specific 

interest.” 

In the following sections, the researcher will look closely at different 

approaches in defining e-Government in literature, and, in conclusion, will try to 

summarize them by proposing his own. 

 

3.4.1 Technological Approach 

The technological approach in defining e-Government is probably the most 

commonly used and cited in the literature because ongoing “debate on e-Government 

concentrates on service delivery, information and technology” (Zouridis and Thaens, 

2003: 159). Reflecting on the practice of transferring effective technological solutions 

from the scope of business into the public administration sector, most definitions 

emphasize the different structural and organizational changes in government and in 

relationships between e-Government and citizens offered by the use of ICT 

technologies, such as: removing barriers in governments, improving communications 

and collaboration among government agencies, competency upgrades, transparency, 

eliminating corruption and so on. Many definitions point to the potential benefits that 

implementation of ICTs in delivering public services offer citizens, starting from 

empowering their rights to information, improving access to services for information, 

enhancing participation and democracy, and personalization of governmental services. 

The great variety of definitions that incorporate technological aspects of e-

Government reflect the stages of development of e-Government itself and the stages 

of development of understanding about the issues.  
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Most of the e-Government related literature and research centers around 

technological and behavioral aspects of e-Government and use of the various 

technology acceptance models to address related socio-economic issues (Carter and 

Bélanger, 2005; Heeks, 2006; Sang, Lee and Lee, 2009). As was well put by Alsaif,  

 

some literature defined e-Government from a narrow perspective of 

the Internet enabling government application and automating the 

current applications, while others viewed the concept from a broader 

perspective, which included using ICT in government to reform and 

government process reengineering (Alsaif, 2014: 25). 

 

The technological aspect in defining e-Government can be understood by 

simply looking at that letter “e” that stands for “electronic.” Although it is not 

confirmed in literature, it is very likely that letter “e” was simply borrowed from e-

commerce, which, at that time, was strongly associated with e-Government. 

Suggesting that successes of e-commerce spurred the governments to act, Turban, 

King, Lee, Warkentin and Chung (2002) defined “e-Government” as the use of ICT, 

with its particular focus on e-commerce. The private sector, as opposed to the state, 

very quickly realized all the possible opportunities and benefits that use of the Internet 

provides, therefore, at the time when e-Government was only a thought, e-Commerce 

has been developing at full speed. It seems to be obvious that e-Government has 

occurred due to the development of ICTs following the diffusion of the Internet and e-

Commerce.  

While some scholars try to draw analogies between e-commerce and e-

Government, they are completely missing the point that e-commerce is not a simple 

transformation of commerce which added a new technology. On the contrary, it was a 

shift to completely new ways of doing business. The same as e-commerce was a new 

way of conducting commerce, e-Government should be considered as a new model of 

organizing governance, which, in its operations, heavily relies on electronic 

communication channels. This was very well addressed by Jayashree and Marthandan 

(2010: 2206), who stated that “unlike e-commerce, e-Government is usually defined 

as the use of technology to enhance information sharing, service delivery, consistency 
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and client participation and governance by transforming internal and external 

relationships.”  

Nevertheless, the technological approach in defining e-Government places 

emphasis on the use of technologies to deliver government services and information 

to the public in a more efficient manner (DPADM, 2008; Heeks, 2006; Jaeger and 

Thompson, 2004). For example, Heeks (2006), used the term “e-Government 

systems” to refer to information systems that are socio-technical: combining the 

technical and the human. The UN DPADM (2008) defines e-Government as 

government utilizing information and communication technologies to improve 

services offered to the public.  

As is seen from Table  below, definitions of e-Government vary from very 

basic and simplified to quite comprehensive and lengthy. Some describe e-

Government in terms of an Internet application or e-commerce, some in terms of ICT 

usage, some emphasize the functionality and benefits related to use of technology, 

whereas others highlight the purposes behind these technologies. 

The use of the technological approach in defining e-Government is, in a sense, 

dangerous because it unwittingly might lead to the wrong conclusion that success in 

the building of e-Government relies entirely on ICT, thus, once ICT infrastructure is 

implemented, the success will be there. According to Heeks (2006), in developing 

countries almost 35% of e-Government projects had completely failed, half of the 

projects had partly failed and only 15% were regarded as successful. The number of 

failures inspired further research that confirmed that only 20% of the success of e-

Government implementation depends on the technology whereas 80% are concerned 

with people and organizational processes (Ismail and Shajari, 2010). Similarly, Chan, 

Lau and Pan (2008) concluded that even the most efficient technological 

infrastructure could not assure the high level of adoption and continued usage, thus, 

when implemented, the government still need to effectively promote e-services.  
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Table 3.2  Definitions of E-Government: Technological Approach 

 

E-Government as: e-Government is: 

e-Commerce 
The use of ICT with its particular focus on e-commerce 

(Turban et al., 2002). 

Information 

technology 

“The use of information technologies … by government 

agencies that can transform their relationship with citizens, 

businesses different areas of government, and other 

organizations” (Huang and Bwoma, 2003: 164). 

Service delivery 
“Internet (online) service delivery and other Internet-based 

activity such as e-consultation” (OECD, 2003: 63). 

Delivery of 

information 

The use of the Internet for efficient delivery of government 

information and services to clientele (Brown and Brudney, 

2001: 1). 

The use of the 

Internet 

“The use of information and communication technologies, 

and particularly the Internet, as a tool to achieve better 

government” (OECD, 2003: 63). 

ICT use “Use of IT by public sector organizations” (Heeks, 2006: 4). 

ICT means to 

enable and improve 

the efficiency 

“Use of information technology to enable and improve the 

efficiency with which government services are provided to 

citizens, employees, businesses and agencies” (Carter and 

Bélanger, 2005: 5). 

Information society 
“A central theme in information society at all levels: local, 

national, regional and even global” (Riley, 2007: 10). 

 

Source:  Developed for this Study. 

 

3.4.2 Political Approach 

According to Zouridis and Thaens (2003: 160), “Saying that ICT changes 

public administration does not mean anything if we cannot assess the nature and the 

impact of these changes.” The same scholars suggested that in order to have a better 

understanding of e-Government, we need to look at it from the perspectives of 
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Snellen’s conceptual framework of public administration, which distinguishes four 

different paradigmatic approaches toward public administration: political rationality, 

legal rationality, economic and professional rationalities. These four rationalities can 

be used to analyze e-Government initiatives (Zouridis and Thaens, 2003: 174). Such 

an approach to understanding the essence of e-Government foresees the presence of 

other important characteristics of such and allows one to see the real nature of public 

administration in the modern world. 

For example, due to rationalization of the processes that support political 

rationality, “the possibilities for political conflicts are channeled and sometimes 

reduced” (Zouridis and Thaens, 2003: 175). E-Government solidifies political 

relationships and power relationships by stabilizing data-definitions and the 

informational architecture of public administration (Zuurmond, 1998).  

A broader definition of e-Government from the political perspective was 

provided by Backus (2001: 17), who identified the following political aspects related 

to e-Governance: “the formulated strategy and policy, laws and legislation, 

leadership, decision making processes, funding issues, international affairs, and 

political stability.” Similarly, Huang and Bwoma (2003) define e-Government as the 

rules, decisions, policies, regulations, administrations and legislations that govern 

citizens, businesses and different areas of government electronically to make a new 

way of public access facilitation.  

When comparing technological and political approaches in defining e-

Government, it is easy to notice that one reflects on short-term results whereas the 

other reflects on long-term goals. These long-term goals were often associated with e-

Governance vision or policy. According to Backus (2001: 20), “Only some Western 

countries have a clear vision of e-Governance” Backus (2001: 20). This could explain 

the high number of failures of e-Government projects noted earlier.  
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Table 3.3  Definitions of E-Government: Political Approach 

 

E-Government for: e-Government is: 

Government 

“A political transformation that leads to various benefits to the 

government such as decrease in corruption, increase of 

transparency, greater expediency, revenue growth, and cost 

reduction” (Huang and Bwoma, 2003: 164). 

Stakeholders 

Provides greater opportunities for government stakeholders to 

have effective and efficient government processes. Provides 

greater opportunities for public engagement in democratic 

institutions and processes (Fang, 2002: 1). E-Government is 

focused on stakeholders beyond the immediate scope of 

government departments (Palvia and Sharma, 2007). 

Citizens 

Information provided by e-Government can effectively 

strengthen the internal political efficacy of the people (Lee 

and Huang, 2014: 64). 

 

Source:  Developed for this Study. 

 

Table 3.3 presents often cited definitions of e-Government which indicate 

some visual differentiations within definitions that are grouped into three wider 

categories. The political approach in this regard, highlights e-Government’s potential 

to strengthen not only government itself but also relationships between government 

and other parties, resulting in various mutual benefits and opportunities. 

 

3.4.3 Management Approach 

The roots of the management approach probably lie in widespread of the 

principles of new public management, a term formally conceptualized by Hood 

(1991), which was result of increased distrust in governments and in the expansion of 

consciousness negativism towards authority. The phenomenon of new public 

management itself emerged as part of a broader movement for reinventing 

government, which began in the late 1970s in economically developed countries. 
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Today, the general direction of administrative reforms is described by the term 

“governance”, a concept that combines “the mechanisms, processes and institutions 

through which citizens and groups articulate their interests, exercise their legal rights, 

meet their obligations and mediate their differences” (UNDP, 1997). Thus, the 

management approach shows how e-Government could be understood in the context 

of business administration. Similarly to business administration, the management 

approach, in defining e-Government, places the accent on the use of technologies for 

improving management practices (Palvia and Sharma, 2007; Yildiz, 2007). E-

Government is based on the changes which were initiated by new public management, 

such as “a consistent orientation of the public institutions towards the service 

recipients” (Schedler and Scharf, 2002: 3). According to the e–Government 

framework proposed by Schedler and Scharf (2002: 11), e-Government is represented 

by three core processes of public sector organization, namely: electronic public 

services, electronic democracy and participation, and electronic production network 

embedded into the cultural context. The three management techniques contribute “to 

the functioning of e-Government and demonstrate that e-Government needs a 

visionary top-down strategy in order to be successful” (Schedler and Scharf, 2002: 3).  

Definitions of “e-Government” in this category highlight the transformational 

nature of the new organizational processes based on use of ICT and the Internet that, 

along with changes to organizational structure and functionality, improve efficiency, 

reduce corruption and unnecessary bureaucracy, and offer new mechanisms for 

overcoming the traditional bureaucratic model of public administration. 

Most of the definitions in this category about the transformation of 

relationships within governments themselves are associated with administrative 

reforms in the public sector. At first glance, it seems that there are two different points 

of view on this issue. According to the first, e-Government was the result of 

administrative reforms, whereas the second view claimed the opposite. However, the 

difference could be reconciled when we look at the sociological background of these 

definitions and the history of the development of e-Government, which was 

eventually the result of changes to the system of public administration in the USA. On 

the contrary, for many developing countries or simply for the followers, the successful 

example of e-Government implementation in the USA and then in other countries was 
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a catalyst for arranging a similar reform. In this regard, despite the fact that both ways 

of defining e-Government are correct contextually, the first definition would be 

preferable from a historical perspective. The concept and development of e-

Government have their roots in the nature of administrative reforms, implementation 

of more transparent practices of public administration and fighting corruption. It 

provides a new way of interaction between officials and citizens in order to improve 

the efficiency of public services (not a supplement or an analogue of traditional 

government) (Parot, 2012).  

 

3.4.4 Holistic Approach 

Before discussing the holistic approach in defining e-Government, it is 

necessary to mention some other definitions of e-Government that deviate from the 

usual approaches. For example, Ho (2002: 434) defines e-Government as “a paradigm 

shift … a transformation in the philosophy and organization of government.” Whereas 

Ministry of Security and Public Administration (MOSPA) of Republic Korea, in its 

definition of e-Government, goes even further. First of all, it stepped out of the vague 

and often misleading use of the letter “e” with the word “government” and switched 

to the pragmatic use of “government plus number of version of the development” 

(virtually the same as the version of the software application). Secondly, it defines 

each version of government with regard to the aims that it meant to achieve. Thus, 

Government 3.0 (the current version of e-Government in Republic Korea) is defined 

as “a new paradigm for government operations that aims at providing customized 

services for individual citizens, supporting job creation, and creating economy by 

opening and sharing public information as well as removing the barriers within the 

government” (MOSPA, 2014: 9). The aim of Government 3.0, according to the same 

source, is to pursue the happiness of individual citizens by providing a customized 

service based on such key values as openness, sharing, communication and 

collaboration. 

These two quite recent examples clearly indicate the changes in the way of 

thinking about e-Government over the years of its development.  

Nevertheless, the reviewed literature seems to be lacking a comprehensive 

definition of e-Government; rather, it presents various aspects of it individually, or, to 
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some degree, in combination. It would be logical to assume that a more holistic 

approach in defining the phenomenon, which will attempt to include at least all three 

revised perspectives, is needed. However, it is also possible to step back from 

traditional views (as it was done in the example from the Republic of Korea) and try 

to look at the phenomenon from different perspectives.  

In this regard, the researcher would like to present his own way of defining “e-

Government.” First of all, it will be necessary to look at the purpose of e-Government 

itself, which can be seen as a tool of governing or organizing society in accordance 

with certain settings. What e-Government is trying to achieve is to change the ways of 

governing. The technological, political and management approaches listed earlier 

confirm this idea and suggest that the end goal of implementation of e-Government is 

a change in the way of governing society. Therefore, the change should be the main 

focus, thus it needs to be reflected in the definition of e-Government. As a result, the 

researcher would like to define “e-Government” as a new way of organizing the 

governance of society, which implies openness and transparency, and effectiveness 

and competency in developing and providing governmental services for all entities of 

society, where “e” refers to ICT as a means of supporting this effort. Such a definition 

indicates the main objective of e-Government, some of its general concepts, as well as 

the means to support the idea. 

 

3.5  Classifications of E-Government 

 

Most of the reviewed sources, when trying to explain what e-Government is, 

suggested classification of e-Government applications based on different categories of 

intended recipients and stakeholders. The categories of recipients of e-Government 

services commonly used in research and literature were: citizens, businesses and non-

profit organizations, governmental employees, ministries, departments and agencies 

of public administration, various unions and communities, foreign citizens and juristic 

entities. This list is not exhaustive and could be extended, which makes it not very 

convenient to refer to, therefore it was decided to group recipients into wider 

categories based on their similarities. As result of these considerations, many 

researchers agreed on the following four general types of e-Government relationships 
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used to classify interactions between governments and their various stakeholders: 

government-to-government (G2G), government-to-employees (G2E), government-to-

business (G2B), and government-to-citizens (G2C) (B. Gupta, Dasgupta and A. 

Gupta, 2008).  

Table 3.4 presents some distinguishing characteristics of each type of 

classification, placed in order of their stage in the development of e-Government, 

which seems to be appropriate. 

G2G goes first, as it is probably the most important type of e-Government 

relationship. It forms the backbone for e-Government and serves as the base to build 

on. It would not be possible to deliver swift e-Government services to citizens or 

businesses without having good order inside the government itself. The term is used 

to describe the relationship between different governments or within different 

departments of government to develop and improve its departments, organizations 

and agencies to utilize all the government sectors with modernized technologies, 

digitalized networks and wireless communications (Carter and Bélanger, 2005; Fang, 

2002; Heeks, 2006; Huang and Bwoma, 2003; Palvia and Sharma, 2007). G2G also 

intended to transform government processes and activities for effective and efficient 

electronic operations delivery between government sectors (Fang, 2002; Heeks, 2006; 

Palvia and Sharma, 2007).   

 

Table 3.4  Classification of E-Government Applications 

 

Types 

Stages of the Development of e-Government 

1 2 3 4 

Information Communication Transaction Integration 

G2G 

Interagency 

filing 

requirement. 

Request from 

local government, 

directives, orders. 

Electronic funds 

transfer between gov. 

offices, filing, 

signing. 

Intranet that 

embraces all 

offices. 

G2E 
Pay rates, 

holiday dates,  

Request for 

employment,  

Electronic paychecks, 

benefits.  

Retirement 

information,  
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Table 3.4  (Continued) 

 

Types 

Stages of the Development of e-Government 

1 2 3 4 

Information Communication Transaction Integration 

 

information, 

hiring. 

 

application, 

benefit 

statements. 

 

social 

support. 

 

G2B 

Regulation 

outlines, 

posting 

requests for 

proposals, 

procurement. 

Request 

classification or 

specifications, 

negotiating, 

applications. 

Pay taxes online, 

receive program 

funds, agricultural 

allotment, online 

vouchers, and 

payments. 

Single point 

of access to 

government 

offices. 

G2C 

Description of 

various 

services, 

benefits, dates 

of an election. 

Request and 

receive individual 

benefit 

information, 

receive election 

forms. 

Pay taxes online, 

receive election funds 

and disbursements, 

and receive benefits. 

All services 

and 

entitlement, 

single point 

of access. 

 

Source:  Huang and Bwoma, 2003. 

 

The next would be G2E, which is considered by many scholars as a subclass 

of G2G. This is probably true because, after all, the relationship between government 

and its employees could be treated in the same or similar way as relationships with 

other governmental bodies. One of the four primary delivery models of e-

Government, G2E, is the “online interactions through instantaneous communication 

tools between government units and their employees” (SoftLabs, 2014: 3), some 

examples of which could be: internal systems of communication between employees 

and management, various systems of filing and processing documentations, and 
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internal databases. Intranet systems developed inside government organizations are a 

good example of this form of communication (Hafedh, 2006: 14). 

G2B, which sometimes could be considered an extension of G2G because of 

its influential power and ability to have direct access to government offices, would be 

the next. The other reason for this is the fact that the state itself performs business 

activities via state-owned enterprises, which requires involvement and cooperation 

from a wide number of government offices. Government-to-Business is understood as 

the “activities of government in supplying all the services and requirements of private 

sectors that are needed from the government by offering efficient and fast information 

delivery, interactions, and/or performing transactions of services” (Palvia and Sharma, 

2007). In G2B interactions, the government provides businesses with various e-

Government services along with the tools necessary to maintain business 

functionality, rules and regulations. In return, businesses supply the government with 

goods and electronic services (Fang, 2002; Huang and Bwoma, 2003). 

Closing the list is the G2C type of government services application, which, at 

the same time, is the largest segment. The ultimate aim of the government-to-citizens 

relationship, which is the concern of the current study, is to create a citizen-centric 

government which empowers citizens by enhancing their participation via different 

communication and interaction channels. The fact that the current research 

investigates citizens’ perceptions towards e-Government, indicates the main interest 

of the study as being on the demand side of the G2C relationship. 

In general, G2C means provision of government services to citizens with the 

use of ICTs via the Internet. Rainie and Larsen (2002) identified some of these 

services as: various forms of information, forms and documentation, voting, tax-

filing, permits, and licensing as well as the ability to communicate with governments. 

The development of governmental services targeting citizens allows them to access 

the government’s information, interact with the government through downloading 

forms and asking questions, and perform transactions online, such as paying taxes and 

renewing licenses, and gains advantages through the electronic services delivery that 

the government offers to citizens online (Fang, 2002; Palvia and Sharma, 2007). The 

idea of G2C has been extended to include public interactions with government in the 

democratic process, such as online voting and polls participation (Huang and Bwoma, 
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2003). It is predicted that “e-Government will fundamentally transform the 

relationship between governments and their citizens” (Yimbo, 2011).  

The Government of the Republic of Korea, while developing strategies for 

Government 3.0, had identified 15 strategic fields of application of e-Government 

services to the private sector, which include G2C and G2B types of e-Government 

relationships, which are: maritime and fisheries, patents, disaster and safety, 

employment and labor, environment, science and technology, procurement, public 

policy, culture and tourism, agriculture and livestock, food and drug, homeland, 

transportation, weather, health and welfare (MOSPA, 2014: 18). In addition, each 

strategic field combines many subfields that cover almost all aspects of life.  

 

3.6  Benefits of E-Government 

 

The potential benefits of implementing e-Government are remarkable at all 

levels. The origin of these benefits lies in the changes that e-Government offers by 

reforming the whole public sector process, which means that the process of each 

traditional service has to be revised and changed in order to adapt to the new means of 

service delivery (Liikanen, 2003). In general, implementation of e-Government is 

changing the processes, communications and organization of government offices, as is 

presented in Table 3.5 below. 

Information presented in the table suggests that changes brought by e-

Government are beneficial for all three areas of government operations. They simplify 

government architecture, speed up the organizational processes, reduce paperwork 

and thus reduce the costs of operations and improve the efficiency of governments. 

Examples of some benefits from switching to e-Government are: reduced complexity 

and bureaucracy, simplified processes of providing services, and increased 

transparency, as well as accountability of the government to the public. In turn, these 

changes reflect on the recipients of government services, who could expect and 

experience a better service delivery, as well as reduction of costs and time of 

interactions with government. Along with many “tangible” benefits such as cost and 

time reduction, the use of e-Government could also result in deeper citizen 
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participation, greater transparency and accountability (Carter and Belanger, 2004; 

Huang and Bwoma, 2003). 

 

Table 3.5  Changes in Government Work Processes 

 

Area Government e-Government 

Processes 

Paper-based documents and 

manual processing of the 

information. 

Electronic documents, use of 

ICT-based communications and 

automated processing. 

Communications 

Many government offices and 

mostly in-person 

communications. 

Most of the government offices 

accessible through a single 

contact point available online. 

Organization 

Each department managed 

own informational resource, 

which resulted in duplication 

and redundancy. 

Government-wide standardized 

and unified informational 

resources managed using 

common standards. 

 

Source:  Developed for this Study. 

 

In addition, IT has also the potential to enhance the decision-making process 

by improving the relationship between the government and the public, through 

facilitating easier, smoother, and more efficient interactions with them (Gupta et al., 

2008). Thoroughly examining e-Government initiatives in its members’ countries, the 

OECD (2003) identified the following advantages from implementing e-Government 

initiatives: 

1) It helps to improve efficiency in government 

2) It improves service quality 

3) It increases policy effectiveness 

4) It contributes to economic policy objectives 

5) It can help move the public reform agenda forward 

6) It could improve the overall trust relationship between government 

and public administrations 
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According to Carter and Weerakkody (2008: 479), “Citizens who recognize 

the benefits of e-Government compared to traditional government options were more 

willing to use e-Government services,” thus citizens’ knowledge of e-Government 

services and their benefits is a vital part of e-Government adoption. 

 

3.7  Critical Issues 

 

The success of any e-Government lies in its ability to resolve many critical 

issues of different character that arise from the whole spectrum of social settings, the 

specific characteristics of different countries, and the overall level of development of 

societies. In relation to e-Government, these issues can be separated into two broad 

categories: internal and external. Internal issues or e-Government related risks exist 

due to some miss-planning and inappropriate design of the components of the entire 

system and because of some technological and legal peculiarities, whereas external 

issues or recipients’ related risks exist and depend on the characteristics of the 

citizens, businesses and other consumers of government services.  

Lee and Oh (2011) proposed two broad classifications of existing risks for e-

Government from the G2C perspective: citizen-side and government-side risks. 

Citizen-side risks include but are not limited to factors of digital divide, low 

expectations, lack of familiarity, difficulty of use, lack of incentives, lack of trust, and 

misconceptions. Some government-side risks include: complexity and hierarchy of 

intergovernmental relations as well as department and agency-centric paradigms, lack 

of capacity, shortage of qualified people and the availability of sufficient financial 

resources. 

While totally agreeing with these classifications and because the focus of this 

research is on e-ready citizens, in the following sections, the researcher would like to 

elaborate more on critical issues of e-Government related to citizens, culture, and e-

readiness. 

 

3.7.1  Citizen-Centric Approach 

Very often failures of e-Government were explained in terms of a bad design 

and miss-planning. However, the researcher believes that government-user 



60 

relationships should be analyzed first because users need to be considered as the most 

important contributors to e-Government success. After all, the whole idea is about the 

users because they are the ones who make e-Government possible (Zwane, 2002). 

Even the most advanced system, if not utilized, will be considered a failure. In this 

regard, Fulton (2003) stated that technology innovation occurred only when there was 

a relationship between developers and users. Similarly (Poon, 2002) suggested that in 

order to succeed, e-Government systems should be designed with citizens in mind. 

While some researchers suggest treating users (meaning recipients of e-

Government services) as customers (Teicher and Dow, 2002; Collinge, 2002; Lin, 

2003; Alsawafi and Sridhar, 2003), others emphasize the idea that the customer must 

be seen as a principal in citizen-centric government (MOSPA, 2014). In the 

researcher’s opinion, the future should follow the last one. Seeing citizens as 

customers of e-Government services is definitely a step forward from seeing them as 

simple recipients of such. It suggests different levels of social relationships and 

mentality, and it empowers citizens, providing them with the increased power which 

comes from the business principle that the customer is always right. However, it still 

does not change the form of the relationship between the government and users. 

Under this psychology, the government is still “selling,” forcing consumers to “buy” 

its products without bothering to understand users’ needs. E-Government is intended 

to change this old mentality, taking the government – user relationship to a new level, 

a level where the government serves the interest of users: citizen-centered 

governments. If this idea was realized, the question of acceptance of e-Government 

would be solved for good. You do not need to accept something you developed 

yourself. In the researcher’s opinion, changing the psychology of the government 

from being self to user-centered is the most critical issue for the success of e-

Government. 

According to Nixon et al. (2010: 310), “Governments need to spend more time 

listening to what their people want and be prepared to step back and hand back power 

in order to empower their citizens to utilize technology to create a better, more 

citizen-centric and trusted form of government.” 
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3.7.2  Culture Influence 

It seems that the factor of culture, in its different interpretations, was present 

in almost all technology adoption models that were used to study the phenomenon of 

e-Government. For instance, in the DOI model, the factor of culture was represented 

by the social system, whereas in TRA and TPB, it was the factor of subjective norms. 

For the TAM model, at first it was hidden under external variables which later were 

transformed into subjective norms in TAM2, and in UTAUT it was represented by the 

factor of social influence. The common denominator for all these models is that they 

all see the national culture as the origin of various norms and behaviors which, 

according to Zhao (2010: 296), “May influence online expectations, preferences and 

experiences of the public and their attitudes towards e-Government.” Without a 

thorough understanding of the culture specific characteristics of the users and the 

socio-cultural environment where e-Government operates, full utilization of the 

concept of the user - government relationship, discussed in the previous section, will 

not be possible. All these suggest that culture is an important critical factor, the 

understanding of which is crucial for e-Government to succeed. For example, the 

importance of the issue could be seen from the way in which the Korean Government 

is addressing it by establishing a Presidential Committee for National Cohesion in 

July 2013 (MOSPA, 2014). Its aim is to open a new era of national cohesion by 

eliminating the barriers formed by differences in ideology, class, religion and 

generation (cultural factors). 

Despite its importance, there is still a scarcity of empirical and rigorous 

research about the importance of culture to e-Government development (Sang et al., 

2009). The concept of culture is polyhedral and complex, which makes it difficult to 

study, however, it does not mean that it needs to be ignored. It would be advisable if 

governments, while doing planning and considering priorities for e-Government 

initiatives, also remember the factor of culture, which predetermines the needs and 

expectations of citizens. Ignorance of this factor or any attempts to simply transfer a 

successful e-Government solution from one country to another without accounting for 

specificity of national cultures may result in the failure of these initiatives. What is 

working well in one culture might not be as successful in another.  



62 

This idea is confirmed in a study by Aykut (2009), who, while exploring 

cross-national differences in the adoption of e-Government in 26 European countries, 

found a strong association with differences among national cultures. 

 

3.7.3  E-Readiness  

In a study titled “Impact of National Culture on Worldwide e-Government 

Readiness,” Kovacic (2005: 144) defined e-Government readiness as the “aptitude of 

a government to use ICTs to move its services and activities into the new 

environment.” Similarly, Bui, Sankaran and Sebastian (2003) defined e-readiness with 

regards to businesses as a disposition of the economies to use ICTs for migrating 

traditional businesses into the new economy. E-readiness of society, according to 

Krull (2003: 4), is “the degree to which a society is prepared to participate in the 

digital economy with the underlying concept that the digital economy can help to 

build a better society.” 

With regards to the measurement and evaluation of e-readiness, Bui et al. 

(2003: 5) suggested the following eight factors might be useful: knowledgeable 

citizens, a skilled workforce, a macro economy, digital infrastructure, industry 

competitiveness, culture, ability and willingness to invest, and cost of living. 

While some of these factors could be, in one or other way, quantitatively 

defined, identification of others would be just impossible. It makes the idea of 

measuring e-readiness with these eight factors also questionable. 

Another approach to address e-readiness was to apply the same tools which 

were used to measure e-commerce and e-Government performance worldwide by the 

Organization for Economic Co-operation and Development (OECD), working on 

providing such measurement indicators. However, despite the OECD’s massive effort, 

it has been argued that its readiness indicators are very much technically oriented 

(Deiss, 2002). This means that it would be difficult to justify their appropriateness in 

application to such a socially defined construct as e-readiness of the population.  

Despite the fact that the concept of citizens’ e-readiness is found in much 

research, it seems that little or no progress has been made in defining “e-readiness”. 

Therefore, in the current research, “e-ready citizens” are identified by the researcher 

as:  “the legal-aged Internet users, the potential recipients of the government and 
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public services provided in electronic form over the Internet” (justification for such a 

definition is provided in Section 4.3.2 of Chapter 4), which, regardless of being very 

basic at first glance, very aptly captures the essence of this concept. The e-readiness 

of a country’s population, in this regard, could be identified as the percentage of the 

population of Internet users of legal age. The proposed definition is simple, and, at the 

same time, provides a workable solution for how to measure e-ready citizens.   

While many studies identify citizens’ e-readiness as a crucial factor of e-

Government success, the proposed definition allows a simplified perception of the 

issue, thus allowing this e-Government research to focus on more important things.  

 

3.8  Adoption of E-Government 

 

Realizing the potential benefits of transferring governmental services online, 

governments around the world are increasingly investing in the development and 

implementation of online services, reporting high rates of adoption. For example, 

according to the United Nations E-Government Survey 2014 by DESA (2014), 100% 

of the governments of the United Nations member states have already established an 

online presence. However, adoption, as it might be seen from the government 

perspective, which often refers to the number of services provided, does not match the 

definition of adoption as it might be seen from the demand-side perspective, because, 

regardless of the growing number of e-Government websites and services available 

over the Internet, there is still a low level of use of those services (Belanger and 

Carter, 2008; Carter and Belanger, 2004; Choudrie and Dwivedi, 2005; Jen-Ruei, 

Cheng-Kiang and Wen-Pin, 2006; Kumar et al., 2007; Wang, 2002). Chabrow (2004), 

while reporting on a survey of Internet users, noted that despite the growing interest in 

electronic services, “citizens are more likely to turn to traditional means--phone calls 

or in-person visits--than the Web to deal with government.” Similarly, Kumar et al. 

(2007: 63) reported “that the rate of adoption of e-Government has globally fallen 

below expectations, although some countries are doing better than others.” Jen-Ruei 

et al. (2006: 110) in a study of taxpayer intentions in Taiwan reported that regardless 

of considerable efforts exerted by the state in order to promote electronic services, 

only 40% of all taxpayers switched to e-Tax, and most taxpayers were unwilling to 

give up their paper forms. These few examples suggested that problems of 
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implementation (supply-side) and adoption (demand-side) are not the same, and 

should be studied from different angles: because total implementation does not 

necessarily result in full adoption. 

Analyzing the state of the development of e-Governments projects in the 

world, Heeks (2006: 3) concluded that most of them failed. Most e-Government 

initiatives fail due to low adoption and underutilization. Similarly, Carter and 

Bélanger (2005: 5) believed that the acceptance of e-Government services depends 

upon citizen willingness to adopt them. It is necessary to mention that, contrary to the 

adoption of new technologies that is happening in organizations (often forcibly), e-

Government adoption, “is voluntary and occurs often in turbulent social-political 

environments. Therefore, the problem needs to be addressed comprehensively from 

technological, social, political, and cultural perspectives” (Alhujran, 2009: iii). It is 

also evident that e-Government adoption and its use varies from one government to 

another, and its success depends upon factors beyond technological innovation. It is 

obvious, suggested Yimbo (2011: 65), that “different social, cultural, political and 

economic conditions affect the adoption and implementation of e-Government 

programs in different countries.” To conclude, in the words of Venkatesh and Davis 

(2000: 200), the “user acceptance of information technology … remains a complex, 

elusive, yet extremely important phenomenon.” 

The problem is exacerbated by the fact that “the progress and outcomes of the 

implementation of e-Government in developing countries has not been adequately 

studied” (Yimbo, 2011: iv). While a large portion of the academic literature to date 

about e-Government adoption has focused on national and local governments’ 

adoption of e-Government, relatively little is known about why, and under what 

circumstances, citizens adopt e-Government services (Carter and Bélanger, 2005; 

Choudrie and Dwivedi, 2005; Gilbert et al., 2004; Reddick, 2005). There are many 

studies that aim to find out what factors affect the behavioral intentions of citizens 

towards the use of new technologies as well as how those intentions result in actual 

use (Davis, Bagozzi and Warshaw, 1989). It also remains unclear why some 

governments are able to adopt the new technology better than others (Abdalla, 2012). 

The problem of underutilization caused by the low adoption is common for developed 

and developing countries and regardless reputable age of e-Government initiatives 
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still remained and plagued governments Therefore, there is a clear need for more 

research in the area of e-Government adoption. Research will assist governments in 

improving their understanding of the factors that affect adoption, thus “the 

government agencies could understand the problem of low adoption of e-Government 

better” (Choudrie and Dwivedi, 2005: 2). In this regard, Reddick (2005), classified the 

existing e-Government adoption research and literature into two streams: supply-side 

and demand-side. The concern of this particular study is the demand-side perspective 

of adoption. 

While there is no unanimous agreement on what adoption of e-Government 

services is, some researchers (such as Belanger and Carter, 2008; Warkentin, Gefen, 

Pavlou and Rose, 2002: 159) refer to it as behavioral intentions to engage in e-

Government, which encompasses intentions to receive information, to provide 

information and to request e-Government services. Others identify it as a willingness 

to use e-Government services (such as Gilbert et al., 2004; Kumar et al., 2007: 69), a 

simple decision to use or not to use online governmental services. 

According to Fishbein and Ajzen (1975b), an individual’s adoption behavior is 

determined by his behavioral intentions. Similarly, the technology acceptance model 

of Davis (1986), which was a continuation of the theory of reasonable action, 

inherited the same approach in defining the actual use or adoption as a consequence of 

the behavioral intention. Likewise, Hall and Khan (2003: 1) defined technology 

adoption as “the choice to acquire and use a new invention or innovation.” The 

common ingredient for all these approaches is that the process of adoption is 

presented as a static process which ends with actual use. On the contrary, probably 

more interesting was the approach used in the theory of rejection of Eicholz and 

Rogers (1964). Researchers attempted to develop a general model of adoption where 

the process of adoption was presented as an ongoing development: “It does not stop at 

adoption, but provides a further stage of discontinuance, which we can regard as the 

counterpart of ‘integration’” (Nisbet and Collins, 1978: 17). The idea found further 

development, and later, Rogers (1995: 21) described adoption of innovations as a 

process that includes the generation, development, and implementation of new ideas 

that could “lead to either adoption … or to rejection.” Scholars have described 

“adoption of innovation” as a process that includes the generation, development and 
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implementation of new ideas or behaviors. Confirmation of these propositions was 

found in work by Kim and Crowston, who used three stages of the adoption process 

(pre-adoption, adoption, and post-adoption) to describe the continued use of ICT 

behavior. Scholars defined “adoption” as: “user’s initial acceptance of an object” 

(Kim and Crowston, 2010: 3), where an object was a cyber-infrastructure. This 

corresponds with definitions of “adoption” in terms of behavioral intentions, as was 

shown earlier in the work of many other scholars. In addition, the concept of actual 

ICT use, Kim and Crowston defined as “post-adoption”. It is clear that the three-step 

process of adoption described by Rogers corresponds with the three-stage adoption 

process of continued use behavior by Kim and Crowston. 

What is most important, all three should be present simultaneously. Drawing 

an analogy with these propositions and following the theory of rejection of Eicholz 

and Rogers (1964), particularly its assumption of the non-static nature of adoption, the 

researcher suggests that the process of the adoption of e-Government services could 

also be described as a three-stage process, which includes original appearance, further 

development and acceptance, followed by actual use of e-Government services. 

However, taking into account that e-Government is not a new idea for Ukraine, the 

first stage could be considered as not relevant, and the process of the adoption of e-

Government could be described using a combination of behavioral intentions to use 

and the actual use of e-Government services. The two-step model of adoption 

proposed by the researcher assumes that the two concepts should be used only in 

conjunction and will not work separately. It would be a mistake to make a claim that a 

service was adopted only because the person had intentions to use it, as it was 

suggested by many researchers. Again, even if a person already uses the service but 

considers this a mistake and is looking for ways to withdraw, would it be appropriate 

to say that that person had adopted service? Similar to the theory of rejection, the 

researcher’s proposition assumes that continuance use should be constantly “fed” with 

supportive behavioral intentions, otherwise the actual use might lead to 

discontinuance.  

The concept of superimposition with regards to adoption of the new 

technologies isn’t new. For example, Carlson (1965: 74) believed that adoption isn’t 

happening in a vacuum, rather, new practices (new technology) need to be 
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“superimposed on, or merged or nested with ongoing practices, structures, ideologies, 

and ways of doing things.” Similarly, in the proposed definition, actual use of new 

technology (e-Government services) should be constantly projected on and gain 

support from behavioral intentions. 

Clifford (1988: 268), who called the process of the superimposition of new 

technologies “domestication,” suggested that “effort to domesticate the innovation 

entails trying to turn its use into accustomed channels; failing this, a new technology 

gathers dust.” To explain adoption behavior according to Budak, Agrawal and Abbadi 

(2012: 121), it is not sufficient to look only at the fact of simple use of the new 

technology but it also depends on constant verification of the individual behavior with 

the behavior of the entire population.  

An interesting concept of adoption proposed by the health technology 

adoption and maintenance (HTAM) model is presented in Figure 3.1 below. 

 

   

 

Figure 3.1  HTAM Model 

Source:  Schwarzer, 2014. 

 

This model was developed to explain what happened to patients after they 

started using digital devices that were supposed to improve their health or prevent 

illness. The model was based on presumptions that “the adoption … of health 

behaviours must be explicitly conceived as a process that consists of at least a 

motivation phase and a volition phase” (Schwarzer, 2014). Correspondence is clearly 

seen between the concepts used by the model and those proposed to define adoption 
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in the current study: a motivation phase with behavioral intentions and a volition 

phase with actual use. 

To conclude: researcher defined e-Government adoption as a superimposition 

of its actual use onto the behavioral intentions to use e-Government services. 

 

3.9  Theories of the Adoption of E-Government 

 

Because very often e-Government is defined as provision of governmental and 

public services with active use of the Internet and ICT, when studying factors that 

affect the adoption of e-Government services, it will be logical to look at the large 

body of research on the adoption of ICT where technology adoption is defined as use 

or acceptance of a new technology or new product (Agarwal, 2000).  

Numerous theories and models seek to explain the individual adoption of new 

technology (Abdalla, 2012; Carter and Weerakkody, 2008: 474), which, according to 

Abdalla (2012: 47), could be fitted into two main streams, based on their theoretical 

foundation.  

While the first stream investigates behavioral intentions towards the use of 

new technologies, the second investigates the diffusion of new technologies within 

organizations and societies. The theory of reasoned action of Fishbein and Ajzen 

(1975b), the technology acceptance model of Davis et al. (1989), and the theory of 

planned behavior of Ajzen (1991) are just a few good examples of the first stream, 

whereas the diffusion of innovation theory of Rogers (1995) is a good example of the 

second (Abdalla, 2012: 47). Many independent researchers, scholars, and various 

institutions have been trying to explain and to develop models of e-Government 

adoption (Abdalla, 2012; Carter and Bélanger, 2005; Gilbert et al., 2004; Kumar et 

al., 2007; Warkentin et al., 2002). 

The following sections will briefly present a few of the most used and often 

cited technology acceptance models in the reviewed literature and research on e-

Government. The ultimate goal was to provide a theoretical background for the 

identification and development of the conceptual framework for this study.  
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3.9.1  Diffusion of Innovation Theory 

Diffusion of innovation is probably the oldest amongst the whole cohort of 

theories used to study e-Government. It was developed in the 1930s by the American 

scientist Rogers in order to explain the difference in receptivity to novelty within 

different segments of society. Rogers (1995: 18) explained diffusion of innovation as 

a process of communication of new ideas or a new practice amongst members of 

society. Adoption in this regard was identified by Rogers as a six-stage process 

consisting of awareness, interest, evaluation, trial, adoption itself, and confirmation. 

An individual’s decision on whether to use an innovation or not, according to Rogers 

(1995), was affected by five main factors: relative advantage, compatibility, 

complexity, trialability and observability. Actually, this last statement was often 

criticized. For instance, according to Moore and Benbasat (1991), technology 

adoption can be influenced by other factors besides the five originally proposed by 

Rogers. Another drawback of the theory is that the individual characteristics of the 

technology itself do not make a difference to the individual’s decision (Lyytinen and 

Damsgaard, 2001). At the same time, the theory struggles to explain how attitudes 

will influence the development of acceptance and rejection behavior in users, and is 

also “silent concerning how this attitude is formed, how it leads to eventual adoption 

or rejection decision, and how innovation characteristics fit into this process” 

(Karahanna, Straub and Chervany, 1999: 186). Yen (2010), while working on the 

identification of barriers to IT adoption, found that, contrary to UTAUT, for instance, 

the model was able to produce only subjective factors, therefore is lacking objectivity. 

Regardless of some limitations, this theory has been successfully used to 

explain adoption behavior and innovation processes in a number of completely 

different fields, including technological (Rogers, 1995). However, none of the studies 

reviewed in the course of the literature review used an original DOI model as the 

theoretical framework but only some constructs of it (for example, in studies by 

Carter and Belanger (2004), Carter and Bélanger (2005), Gilbert et al. (2004), and 

Schaupp and Carter (2005)). Three studies out of these four reported high predictive 

power. 
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3.9.2  Theory of Reasoned Action 

The theory of reasoned action has its origins in 1967 when it was created in an 

attempt to explain the link between conscious intentional behavior and the 

prerequisites for this behavior (Fishbein and Ajzen, 1975b; Werner, 2004). The 

central idea of the theory advocates the concept of rationality, the most detailed 

definition of which was given by the German sociologist Max Weber. According to 

Weber’s scheme, a predetermined and meaningful social order, accepted by 

individuals, determines the action they present, pursuing their “material” and “ideal” 

interests (Weber, 1996).  

Rationality implies compliance with the special rules that distinguish between 

rational and irrational thinking and behavior. The theory suggests that an individual’s 

behavior is very well predicted by behavioral intentions which are determined by the 

person’s attitudes towards the behavior and subjective norms. Since the theory 

focuses on personal characteristics of the individuals, it was also found to be useful 

for studying the determinants of computer usage behavior (Davis et al., 1989: 983). 

Later, it was also used by researchers to study Internet-dependent services, including 

e-Government. 

Well-accepted and successfully used to explain behaviors across a wide 

variety of settings (Davis et al., 1989; Karahanna and Straub, 1999; Sheppard, 

Hartwick and  Warshaw, 1988; Venkatesh, 1999), the model is not without its flaws. 

Built on assumptions of strong-willed control over the behavior (Ajzen, 1991), it 

failed to explain irrational or unconscious behavioral decisions (Kholoud and Ghaith, 

2013). It was also criticized for disregarding various social factors that might 

influence behavior (Ajzen, 1991; Grandon and Mykytyn, 2004; Werner, 2004).  

 

3.9.3  Theory of Planned Behavior 

To overcome the limitations of the previous model, Ajzen (1991) extended 

TRA by including an additional factor that determines behavior intentions, perceived 

behavioral control and naming the model: the theory of planned behavior. This model, 

that once was considered amongst the most powerful and effective theories for 

predicting and explaining behavior intentions (Harrison, Mykytyn and 

Riemenschneider, 1997; Sheppard et al., 1988), including those towards acceptance of 
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new information technologies (Hung et al., 2006) also has some limitations. For 

instance, it has fully inherited from the previous model a lack of understanding of the 

fact that individuals do not always act rationally (Werner, 2004). Ajzen (1991) argued 

that determinants of behavioral intentions are not limited to only the three factors, as 

was suggested by the model, and there may be other factors that need to be taken into 

account. Nevertheless, similar to its predecessor, the TRA model could explain only 

40% of the variance in behavioral intentions (Ajzen, 1991; Werner, 2004), which 

suggests that there may be other factors that influence behavioral intentions. 

 

3.9.4  Technology Acceptance Model 

Derived from the theory of reasoned action, the technology acceptance model 

was designed to predict users’ behavior and acceptance of the new ITCs (Davis et al., 

1989). TAM explains and predicts users’ acceptance of ICTs by assuming that two 

major beliefs: perceived ease of use and perceived usefulness, are the key influencers 

of behavioral intentions to use the technology. The technology acceptance model was 

“widely used to explain the relationship between perceptions and the use of 

technology” (Azmi, Kamarulzaman and Hamid, 2012: 533). TAM explains IT usage 

as a function of the four-stage process: 1) external variables influence user beliefs 

about using the system; 2) user beliefs influence their attitudes about using a system; 

3) user attitudes influence their intentions to use a system; and 4) user intentions 

determine the level of usage of the system (Burton-Jones and Hubona, 2006).  

The strong point of TAM is that it allows the testing of intentions to accept 

and to adopt technology by users with different levels of IT proficiency. Those with a 

higher level of proficiency, according to Davis et al. (1989), could evaluate the 

usefulness of the system, whereas others could simply evaluate the system’s 

advantages from the perspective of ease of use. Because the model provides both a 

simplified framework for studying individuals’ adoption and use behaviors, and a set 

of sound measurement tools, it received great attention from many researchers and 

scholars, suggested Henry, Swanson and Zmud (2007: 206).  

The model has been widely used in various settings and “has been validated as 

a powerful and parsimonious framework to explain the adoption of IT by the users” 

(Wang, 2002: 335). According to Janssen, Scholl, Wimmer and Tan (2011), TAM is 
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the most utilized theory to explain adoption behavior. Regardless of the fact that 

several models have been proposed, TAM remains the most popular (Chuttur, 2009; 

Gefen and Straub, 1997; Taylor and Todd, 1995).  

 

 

 

 

Figure 3.2  Technology Acceptance Model 

Source:  Davis et al., 1989: 985. 
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(Hu, Chau, Liu Sheng and Kar Yan, 1999; Legris et al., 2003; Venkatesh et al., 2003). 

Indeed, extended TAM models used in some of the reviewed studies (Carter and 

Bélanger, 2005; Jen-Ruei et al., 2006; Schaupp and Carter, 2005; Vrček and Klačmer, 

2014; Wang, 2002), showed much higher than average predictive power, which 

suggests that extended TAM models still could be a good choice to consider. 

To conclude, in Han’s words, “The limitation of TAM are minor in 

comparison with its great supportive achievements” (Han, 2003: 21). 

  

3.9.5  Extended Technology Acceptance Model  

Empirical testing of all three previous models suggested that internal beliefs, 

such as perceived ease of use and perceived usefulness, are also influenced by 

external factors: this fact could explain the low predictive power of models that did 

not include external factors. It is believed that the external factors that were unfairly 

discarded in the process of the development of the model (for instance, the subjective 

norms in models TRA, TPB, and TAM), if present, would benefit TAM, thus it was 

decided to include the external factors back into the model (Fishbein and Ajzen, 

1975b). As result of addressing this criticism, Venkatesh and Davis (2000) extended 

the TAM model by adding factors of social influence such as subjective norms 

(consistent with the ones used in TRA), voluntariness, and image, as well as cognitive 

variables such as experience, job relevance, output quality, and result demonstrability.  

In comparison with TAM, the new model could provide more detailed 

explanation of reasons why users found a given system useful. The new model, 

TAM2, performed well in both voluntary and mandatory environments, with the 

exception that subjective norms had no effect in voluntary settings but did in 

mandatory settings (Chuttur, 2009). 

In terms of explanatory power, according to Venkatesh and Davis (2000), 

TAM2 explains almost 60% of the variance in technology acceptance, while TAM 

explains only 40% (Legris et al., 2003). 

Through a review of the literature, it could be discovered that studies of the 

Internet using TAM2 are quite limited, and “TAM2 is seldom adopted to explore the 

behavior of Internet users” (Wu, Chou, Weng and Huang, 2011: 139). In particular, 

none of the reviewed studies used TAM2 as their theoretical framework. 
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3.9.6  Unified Theory of Acceptance and Use of Technology 

Developed with the purpose of addressing some of the limitations of TAM2, 

this model integrates the components of eight technology acceptance models. The 

validation of the model in a number of business settings confirmed the model’s ability 

to explain up to 70% of the variance in usage intention, which is considerably higher 

than reported by other models (Venkatesh et al., 2003). In the model, behavioral 

intentions towards new technology are determined by four constructs: performance 

and effort expectations, social influence, and facilitating conditions, where these four 

are moderated by gender, age, experience and voluntariness of use.  

The results of various studies with the application of UTAUT showed that the 

model explains the process of acceptance of the new technology in a more realistic 

and comprehensive way than previous models. However, despite this, the new model 

was not without flaws, thus has been criticized for a number of issues. For instance, it 

has often been criticized for its inability to measure acceptance of the technology 

outside the boundaries of organizations and working environments (Hill and Troshani, 

2010). Indeed, e-Government users do not necessarily need to be affected by the 

organizational mindset captured by UTAUT. Despite the creditable effort of 

integrating components of the various models into one, the model is still lacking some 

important variables, such as web quality, assurance of service by service providers 

and responsiveness of service providers (Sambasivan, Wemyss and Rose, 2010). 

Another minor issue intrinsic for this model was reported by Rana, Williams, Dwivedi 

and Williams (2012: 48), who claimed that, “Use of UTAUT in e-Government 

adoption research revealed that facilitating conditions is not classed as a best predictor 

either for intention to use or use behavior.” 

Amongst all the reviewed studies, only two used the UTAUT model as part of 

their conceptual framework (studies by Alsaif, 2014; Teck and Yin-Fah, 2012). 

However, the predictive power in both studies was lower than 46%. This fact was 

basically one of the deciding factors in choosing the theoretical model for the study. 

To conclude, despite the large number of attempts to adapt the technology 

acceptance theories and models for explaining the adoption of electronic services 

provided by governments, “E-Government adoption research currently lacks a 
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comprehensive conceptual framework for explaining citizen adoption of e-

Government services” (Alhujran, 2009: iii). 

 

3.10  E-Government-Related Studies and Findings 

 

This section presents examples of studies that were undertaken to investigate 

factors that affect the adoption of e-Government services in different countries within 

the past 15 years. Along with reporting the findings of these studies, the researcher 

discusses issues of the applicability of various theoretical models and highlights some 

similarities and disagreements that exist among them. 

In the course of the literature review it was found that research on e-

Government has been taking place all around the globe, with the majority of it 

happening in the USA, followed by Europe and other countries. In recent years, the 

focus of e-Government-related research has shifted from developed countries to the 

developing countries of Southeast Asia and the Middle East. For example, out of the 

first 50 research papers found in the library, two were from Malaysia, one from 

Thailand, one from Indonesia, six from Saudi Arabia, three from Jordan, one from 

Qatar, and one from Bahrain.  

The researcher managed to find only one research paper on e-Government 

conducted in Ukraine by Karachay (2009), dedicated to an exploration of the impact 

of e-Government on the process of political change and the democratization of 

Ukrainian society, which is completely different from the theme of the current study. 

The absence of systematic research on this topic in Ukraine was also confirmed by 

representatives of the scientific society and professionals that are working in this field 

in Ukraine and with whom the researcher communicated in the course of conducting 

research. 

As for the research methodology, it was noted that approximately 60% of all 

the research revised in the course of the literature review was quantitative, 25 to 30% 

was qualitative, and only 10% to 15% used mixed methods research. The mixed 

methods research has been especially prevalent in recent years. The types of data 

collection employed in most of the research were different forms of surveys, followed 

by secondary data analysis, case studies, and interviews. This corresponds with 
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findings by Rana et al. (2012: 48), who, while analyzing 70 studies on e-Government, 

found that the survey approach was used in 87% (No. = 61) of studies. Surprisingly, 

in most surveys, the research data was collected using the application of non-

probability techniques and from insufficient (from the researcher’s point of view) 

sizes of samples. While it is true that there is no methodology which could advise on 

size of population for non-probability techniques, in the researcher’s view, the size of 

a non-probability sample needs to be at least comparable with those sizes 

drawn/calculated from assumptions of probability. Most of the reviewed research 

employed convenience sampling techniques or collection of data from homogenous 

samples made up of employees, students or alumni, which also raises questions about 

the validity and generalizability of findings.  

Another interesting observation was that most of the quantitative research used 

TAM as a theoretical model for developing a conceptual framework, with their 

predictive power varying from 34% to 86%. 

As for the research focus, there were many studies on online tax-filing systems 

and various analyses of government websites and electronic procurement systems. 

The vast majority of the research was concerned with the supply side of e-

Government and a relatively smaller part was concerned with users’ perceptions or 

the demand side of the phenomenon. 

An online tax-filing system was probably one of the first fully functional and 

“complete” examples of e-Government services, which explains the attention it 

received in e-Government research worldwide. As was noted by Warkentin et al. 

(2002), in the USA, online tax filing has its beginning in 1996, while in Taiwan, 

according to Wang (2002), it has been in use since 1998. The dates suggest that at the 

moment of the establishing of an e-tax-filing system, the concept of e-Government 

was only just taking shape. However, despite the efforts aimed at developing 

electronic tax-filing systems, they often remained unclaimed and underused by the 

public. Therefore, according to Wang (2002: 334), there was “a need to understand 

the acceptance by the users of the electronic tax-filing systems and identify the factors 

that can affect their decision to use or not use these electronic tax-filing systems.” 
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Nevertheless, the researcher decided to start the literature review by looking 

closely at one of the most cited pieces of research on the adoption of e-Government 

services, by Warkentin et al. (2002). In this descriptive study, which only carries out 

the theme but lacks empirical investigation, the researchers proposed a theoretical 

model to study the adoption of e-Government services in various countries. Despite 

the lack of empirical testing, the study has practical implications for the design of 

mechanisms for the adoption of e-Government (Warkentin et al., 2002). 

The extended TAM model, made up of two core independent variables, takes 

into account some external factors such as Hofstede’s cultural dimensions of power 

distance and uncertainty avoidance, as well as trust in e-Government and degree of 

intrusiveness. The factor of perceived behavioral control, which was borrowed from 

another widely used technology acceptance model, TPB, along with the factor of 

perceived risk, was also added to the model. In such a form, the proposed model 

contains practically all the main factors that were considered to be significant 

influencers/moderators in e-Government research at that time. 

In this model, the factor of trust in e-Government positively influences e-

Government adoption and is thought to be one of the major determinants of e-

Government adoption. Trust in e-Government itself was represented by four 

dimensions: institutional structures, disposition to trust, characteristics-based trust, 

and experience. The four dimensions are supposed to represent both characteristic-

based trust and process-based trust of individuals. The first three out of four 

dimensions of trust were borrowed from studies of economic structures, which 

resulted in much criticism, mainly for measurement problems. For example, Kumar et 

al. (2007: 68), who were developing an explanatory model a couple years later, noted 

the “four dimensions of trust suffers from measurement problems.” The proposed four 

dimensions of trust, in the researcher’s opinion, should provide governments with 

several ways for increasing citizens’ trust. 

Since the researchers expected that their model would be used in a study of 

over 1,000 taxpayers from several nations, including the USA, Latin America, Africa, 

and others, two of Hofstede‘s cultural dimensions that were most likely to influence e-

Government adoption and use were added to the model. While Kumar et al. (2007: 
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68) agreed on the fact that the inclusion of cultural variables could make the model 

more comprehensive, they also objected that it might affect the quality of the model. 

Much criticism of the model was caused by the use of two dimensions for 

dependent variable intentions to engage in e-Government: the intention to receive e-

Government services and the intention to request e-Government services. Kumar et al. 

(2007: 68), for example, argued, that “the dependent variable of intention to engage in 

e-Government does not capture the full spirit of adoption.” Warkentin et al. (2002) 

justified the presence of both dimensions by the fact that after information about 

services was received, the user can still choose a conventional way to receive e-

Government services. In fending off the criticism, the researchers responded that the 

importance of each variable can and should be understood by looking at the whole 

group because the interactions among them are critical to the overall e-Government 

adoption model. 

 

 

 

 

Figure 3.3  Research Model by Warkentin et al.  

Source:  Warkentin et al., 2002. 
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The proposed model seemed to present a comprehensive account of the factors 

that might affect e-Government adoption, thus it is often cited in the research 

literature, especially in studies that incorporate trust into their conceptual frameworks. 

However, as suggested by the literature review, the comprehensive model proposed 

by Warkentin et al. (2002) did not find its followers within the research community. 

Approximately at the same time, empirical research into an online tax-filing 

system was conducted by Wang (2002) in Taiwan. Interestingly, the researcher 

considered that his study was the first of its kind in examining an online tax-filing 

system, therefore he developed his own research model, very different from 

Warkentin et al. (2002), although also based on the TAM framework. In addition to 

the two main fundamental constructs of TAM: perceived usefulness and perceived 

ease of use, the study proposed a new construct of perceived credibility. Perceived 

credibility here accounts for two important dimensions that affect users’ intentions to 

conduct online transactions, namely, security and privacy, which were identified as 

affecting the “users’ intention to adopt the on-line transaction systems” (Wang, 2002: 

340).  

There was much empirical evidence of the application of TAM confirming the 

existence of important external variables that were likely to affect users’ behavior 

towards online services. To address these concerns, the researcher suggested that 

there was a positive relationship between experience in the use of computing 

technology (computer self-efficacy) and core variables of the original TAM. The 

relationship between computer self-efficacy and perceived ease of use was basically 

one of the theoretical arguments of Davis et al. (1989). In addition, computer self-

efficacy positively relates to users’ perceptions of credibility of e-Government 

services. More experienced computer users will have a better understanding of issues 

concerned with security and privacy of online services, thus could make a better 

judgment about the credibility of such services and are more likely to adopt “credible” 

services. 

Research data was collected from a representative cross-section sample of 260 

taxpayers, where the majority (78%) were females aged between 20 to 40 years old. 

Three independent variables produced a significant positive effect on 

behavioral intentions to use e-Government services. They accounted for 62% of the 
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variance in behavioral intentions, with β = .51 for perceived ease of use, β = .33 for 

perceived credibility, and β = .14 for perceived usefulness. Perceived ease of use had 

a positive, significant effect on perceived usefulness (β = .67) and on perceived 

credibility (β = .44). Interesting is the fact that perceived credibility has a stronger 

influence on behavioral intentions than perceived usefulness. Such a significance 

might suggest a new stage of development in TAM and point to a new direction for 

future research. 

 

 

 

Figure 3.4  Wang’s Research Model 

Source:  Wang, 2002. 
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strongly support the appropriateness of extended TAM models for studying e-

Government service adoption. 

Another study, conducted in Taiwan by Pin-Yu, Naiyi, Fung-Wu and Chung-

Wei (2003), who were exploring success factors for a government electronic 

tendering system (ETS), is an example of G2B adoption but is interesting with regards 

to the proposed research model. Researchers developed an extended model that 

incorporated core elements of the original TAM model, perceived usefulness and 

perceived ease of use, into the TPB model, replacing behavioral beliefs. The research 

data was collected from a sample of 158 public administrators in central government 

organizations and state-owned enterprises. Confirmatory factor analysis indicated a 

good fit of the model and a high degree of scale reliability and convergent validity. 

The model could predict 42.6% of the variance, with acceptable values R
2
 in the 

behavior, behavioral intentions, attitude, subjective norm, and perceived behavioral 

control (R
2

B = .35; R
2

BI = .31; R
2

AT = .43; R
2

SN = .20; R
2

PBC = .36). All path 

coefficients in the integrated model were significant, with the exception of perceived 

ease of use to attitude (β = .09). Another core element of the TAM model, perceived 

usefulness, showed a rather moderate relationship to attitude (β = .24). 

 

 

 

Figure 3.5  Research Model by Pin-Yu et al. 

Source:  Pin-Yu et al., 2003. 
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business nature of the recipients of e-Government services in this study. The accuracy 

of information is vital for business decisions, which are profit oriented. The business 

nature of the settings could also explain the low influencing power of perceived ease 

of use on attitude towards use. It is logical to assume that people who are involved in 

decision making at this organizational level are very well prepared to deal with 

different levels of complexity, thus perceived ease of use was not a matter of concern 

for them. The same could be applied to perceived usefulness of the online system: the 

priority here was given to the more practical indicator of information accuracy over 

perceived usefulness. One factor that needs to be mentioned with regards to perceived 

ease of use is its significant correlation with perceived behavioral control (β = .47), 

which suggests that ease of use of an interface with an ETS system does not directly 

affect the users’ satisfaction, rather, it makes users perceive the system to be helpful 

and thus has an indirect impact on users’ satisfaction.  

Nevertheless, a research model that incorporates elements of the TAM and 

TPB models proved to be useful for studying factors that affect intentions of users to 

use online services in business settings, and confirmed the significant predictive 

power of perceived ease of use over perceived usefulness (β = .70), similar to many 

other studies with the application of TAM, such as studies by Almahamid et al. 

(2010), Azmi et al. (2012), Jen-Ruei et al. (2006), Wang, (2002), and Wangpipatwong, 

Chutimaskul and Papasratorn, (2008). While the significance of subjective norms on 

behavioral intentions in predicting behavior was rather low (β = .20), which could be 

explained by the business nature of the research settings, this variable still needs to be 

accounted for in further studies of perceptions towards online government services.  

The proposed model was quite complex, which might explain the fact that the 

model has not found followers. The predictive power of the model, compared to the 

model’s difficulty, was quite low. Since the original TAM or TPB have approximately 

the same (~ 40%) predictive power, and both models are much simpler, it would be 

logical to assume that there was some mistake in the choice of the number of 

variables or in the identification of the relationships among these variables. In the 

researcher’s opinion, the problem may lie in too long a causal chain from attitude to 

behavior through behavior intentions. In comparison with a study by Wang (2002), 

for example, Pin-Yu et al. (2003) were connecting computer self-efficacy with 
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perceived behavioral control, which eventually results in a negative, moderate 

relationship (β = -.16), while in Wang’s study, computer self-efficacy was a 

significant moderator of perceived ease of use (β = .44). Overall, the links between 

most of variables seem to be strong, which suggests that the model might show a 

better predictive power if the directions of some links were revised.  

In frequently cited research by Gilbert et al. (2004), potential willingness to 

use e-Government services was measured in terms of perceived relative benefits and 

perceived barriers. The approach was based on the combination of TAM and DOI 

models with the concept of service quality. Research data was gathered from a 

stratified random sample of 111 residents of Guildford, a city in the south of the UK. 

Researchers argued that since e-Government services were relatively new and the 

people who used them did not receive any training, unlike in workplaces, a study of 

their perceptions developed from actual system usage would not be sufficient. 

Therefore, the study investigated the importance of the candidates’ benefit-barrier 

factors relating to potential willingness to use, and whether this willingness varies 

with the age of the recipients. The conceptual model incorporated two major factors: 

perceived relative benefits and perceived barriers.  

Each of these factors was made up of six sub-factors. Later, the total number 

of sub-factors was reduced to nine. According to Gilbert et al. (2004: 295), “reduction 

in factors has come from the relative benefits side rather than barriers,” which 

indicates that the factor of perceived barriers is an especially important determinant of 

the adoption of online services. The factor of age in this model was presented as a 

standalone independent variable that directly related to willingness to use. The model 

could explain approximately 32% of the variance and identified nine factors 

influencing attitudes towards e-Government services. The significant predictors of 

usage were: time (β = .52), financial security (β = .23), trust (β = .20), information 

quality (β = .19), and cost (β = .17). The study also reported that age influenced 

willingness to use e-Government services: the older people were less willing to use 

online services.  
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Figure 3.6  Research Model by Gilbert et al. 

Source:  Gilbert et al., 2004. 
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Government services, namely: perceived image, perceived relative advantage, and 

perceived compatibility. The strongest predictor of users’ behavior in that model was 

perceived image, which Carter and Belanger (2004: 13) defined as perceptions of 

users about how use of the innovation would enhance the social status of the 

individuals. 

Also, e-Government services have more chance to be accepted by citizens 

whose lifestyles are somehow compatible with those services. As for perceived 

relative advantage, citizens who are more aware of the benefits offered by e-

Government services are more likely willing to adopt them. Perceived ease of use, 

which was one of the variables under investigation in this study, did not show any 

significant effect on behavioral intentions to use e-Government services. This could 

be explained by the fact that the research used a homogeneous sample of 140 

students, who were supposed to be quite familiar with IT. The research was just a 

pilot study, characterized by many limitations which did not allow generalization of 

the findings to a larger population. However, it served as a good support for the later 

research by the same researchers that took place a year later. 

In their next study, Carter and Bélanger used a different model that combined 

components of the TAM, DOI, and trustworthiness models. The model considered 

relationships between six independent variables, namely, perceived usefulness, 

perceived ease of use, image, relative advantage, compatibility, and trustworthiness 

(adopted from Warkentin et al. (2002)) and represented by two dimensions: trust in 

the Internet and trust in government, and the dependent variable of behavioral 

intentions. Later, assuming that perceived usefulness and relative advantage are 

conceptually very similar, the researchers decided to exclude perceived usefulness 

from the further analysis. The resulting model was definitely more comprehensive 

than the individual theoretical models and attempted to capture the complex and 

sophisticated relationships involved in e-Government (Carter and Bélanger, 2005: 

12). In the course of developing the model, the researchers were guided by 

assumptions of similarity between e-commerce and e-Government, therefore they 

used tested constructs from e-commerce research. Research data was collected from a 

convenience sample of 105 USA citizens. 
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Figure 3.7  Research Model by Carter and Bélanger 

Source:  Carter and Bélanger, 2005. 
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remained a significant predictor of intentions to use an online voting system, 

perceived ease of use was shown to be insignificant. Moreover, the factor of 

perceived usefulness in that study was a significant predictor of users’ behavior. The 

same as in Carter and Bélanger (2005) study, perceived image proved to be an 

insignificant determinant of intention to use online services. It is important to note 

that the model explained 76% of the variance in young voters’ intention to use an 
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Belanger (2004), had a major drawback: the sample was homogeneous and made up 

of representatives of only one age group (students aged between 18 to 24). What 

needs to be learned from these three quite similar studies is that, despite the 

differences in results, which could be explained by the doubtfulness of the samples, 

they all showed good predictive power for users’ behavior towards online services. 

Factors of trustworthiness, perceived usefulness, and perceived ease of use were 

reported to be important components of the research models by more than one study.  

Very interesting, because of the size of the sample as well as the research 

approach, was a study by Jen-Ruei et al. (2006) that, similarly to Wang (2002), 

investigated acceptance of the tax-filing system in Taiwan. The study was conducted 

on three different sized samples: 1) 26,989 Internet tax-filing taxpayers; 2) 31,596 2D 

barcode tax-filing taxpayers; 3) 582 manual tax-filing taxpayers. The objective was to 

study perceptions of taxpayers towards the method of tax filing in each group and to 

compare the findings.  

The study employed the TAM model that incorporates variables related to 

human and social factors that originally were incorporated into the TPB model. The 

external factors of the TAM model were represented by the factor of compatibility, 

which represents the degree to which technology fits the potential adopter’s previous 

experience. The factor of perceived risk was also included in the model because its 

influence on the attitude towards online services had been confirmed in much 

previous research. The research model accounted for about 67.1%, 63.6% and 67.1% 

of the variance across the three groups, which indicates quite good predictive power 

of the model, which was also higher than the predictive power of model by Wang 

(2002). 

Surprisingly, the results were similar within all three groups of taxpayers. 

Perceived usefulness was the strongest determinant that explained most of the 

variance in behavioral intentions for all three groups, followed by compatibility and 

perceived ease of use: the highest values of path coefficients for these three variables 

were in the study of Internet tax-filing taxpayers: .81, .60, and .37 accordingly. 

Compatibility was found to be a significant determinant for both perceived ease of use 

and perceived usefulness, whereas perceived ease of use explained a significant 

amount of the variance in perceived usefulness (β = .40), which is consistent with 

results from most previous research (Pin-Yu et al., 2003; Wang, 2002). 



88 

 

 

 

Figure 3.8  Research Model by Jen-Ruei et al. 

Source:  Jen-Ruei et al., 2006. 

 

The path coefficients for other independent variables (subjective norms, self-

efficacy, technology facilitating conditions and resource facilitation conditions) were 

less than .1, which suggested that these four variables were not important predictors 

of behavioral intentions. Likewise, perceived risk showed to have an insignificant 

predictive power of behavioral intentions, which differs from the findings of Wang 

(2002), which confirmed strong significance of perceived credibility. Perceived 

credibility, represented by two dimensions of security and privacy in Wang’s study, 

conceptually were similar to the perceived risk of model by Jen-Ruei et al. (2006). 

Since these studies were separated by time, it could be the case that during the three 

years after Wang’s study, the perception of taxpayers towards the online tax-filing 

system in Taiwan has completely changed. Since the system had proved its reliability, 

the perceived risk was decreasing while trust in the system was increasing. 

Another interesting fact from this study is that the factor of subjective norms 

was more important for the manual tax-filing system than for the electronic, where it 

showed to be insignificant. However, the size of the sample for this category of 

taxpayers (manual filing), was also much different from the one used in electronic 

filing systems, which could explain the difference in results. 
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Approximately at the same time, also in Taiwan, Hung et al. (2006) applied a 

theoretical model based on the TPB, that included 11 constructs to study acceptance 

of online tax-filing and payment systems (OTFPS). Analysis of survey data collected 

from 1,099 respondents reported that important determinants of users’ acceptance of 

the OTFPS were: perceived usefulness, perceived ease of use, perceived risk, trust, 

compatibility, external influences, interpersonal influence, computer self-efficacy, and 

facilitating conditions. The model proposed for that study explained up to 72% of the 

variance in behavioral intentions to use an online tax-filing and payment system. 

To foster a better understanding of why and how citizens use government 

websites (an example being Canada), Kumar et al. (2007) proposed a conceptual 

model of e-Government adoption that placed users as the focal point for e-

Government adoption strategy. The conceptual model used in that descriptive study, 

was meant to rectify the shortcomings of previous models, such as those of Gilbert et 

al. (2004) and Warkentin et al. (2002). The model incorporated four independent 

variables which were: user characteristics (represented by perceived risk, perceived 

control, and Internet experience), website design characteristics (represented by 

perceived usefulness and perceived ease of use), as well as service quality and 

satisfaction.  

The proposed conceptual model of e-Government adoption has its roots in 

marketing and information systems literature on the adoption of the Internet by 

individuals and considers citizens to be the focal point of e-Government services 

Kumar et al. (2007).  
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Figure 3.9  Research Model by Kumar et al. 

Source:  Kumar et al., 2007. 

 

The question in this model was a separate use of factor satisfaction, which, 

being one of the users’ characteristics, should go along with all other users’ 

characteristics. In Kumar’s model, users’ characteristics directly affect e-Government 

adoption, while in other studies, personal users’ characteristics usually play the role of 

moderators. At a close look, it is obvious that researchers used an original TAM as the 

theoretical background for their study. 

The reviewed study is interesting only from a theoretical point of view 

because it was lacking empirical evidence. It should be noted that in the course of the 

literature review, the researcher failed to find any study that applied this model and 

tested it empirically, although the study itself was very often cited in the research 

literature. 

A study by Carter and Weerakkody (2008) represents an initial attempt to 

identify the key predictors of citizens’ intention to use e-Government services in the 

UK and then to compare them to findings of e-Government research from the USA. 

The data was collected from a convenience sample of 260 residents of West London. 

As a theoretical framework, researchers used their own model that includes four 

independent variables such as relative advantage, Internet trust, Internet accessibility, 

Internet skill, and one dependent variable: intention to use. The model was drawn 

from the literature and based on the assumptions of the original Carter and Bélanger 

(2005) model. 
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Figure 3.10  Research Model by Carter and Weerakkody 

Source:  Carter and Weerakkody, 2008. 

 

The results of the study indicated that relative advantage and trust both had 

significant impact on intention to use e-Government services in the UK. The results 

were consistent with similar studies conducted in the USA, where relative advantage 

and trust had been consistently identified as important predetermining constructs of 

the adoption. In contrast with studies from the USA that reported Internet accessibility 

and Internet skill to be the major barriers to e-Government adoption, in Carter and 

Weerakkody (2008) study, these two variables were not significant determinants of e-

Government adoption. The researchers explained this fact by cultural differences that 

account for the absence of the ICT divide in the UK.  

Nevertheless, the research proposed a completely new theoretical framework 

to study e-Government services, which, at a close look, reminds one of the well-

known TAM model that includes the construct of trust as an external variable that 

directly influences the intention to use online services. “Relative advantage” was 

defined in the study by Carter and Weerakkody (2008: 475) as “a belief, that a new 

system has benefits above and beyond the current system.” This basically reminds us 

of the definition of perceived usefulness given by Davis et al. (1989) as someone’s 

belief that a new system would enhance one’s job performance. The factors of 

Internet accessibility and Internet skill, both very similar to the factor of perceived 

ease of use of the original TMA model, were pre-determining conditions of using 
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online services. The stronger these two factors are, the higher the perceptions of users 

that online services are easy to access and use. 

As soon as we recognize these similarities, we will be able to see that the 

results were very similar to those received in other studies with the application of the 

TAM model, and particularly, that perceived usefulness was a significant determinant 

of behavioral intentions to use e-Government services, while perceived ease of use 

showed less significance or was insignificant (Jen-Ruei et al., 2006; Pin-Yu et al., 

2003; Schaupp and Carter, 2005). 

A study of users’ intentions towards using e-Government services with the 

application of the modified TAM model was conducted by Wangpipatwong, 

Chutimaskul and Papasratorn (2008) in Thailand. In addition to core TAM variables, 

the researchers included in their model the factor of computer self-efficacy, guided by 

the idea that continuing capability to overcome obstacles would be necessary for 

continuance intention.  

The research data was collected through a web-based survey, with the 

application of a probability list-based method, from 614 respondents, alumni of five 

universities from five regions of Thailand. The probability of the sample suggests that 

results could be generalized to a larger population. However, the choice of the sample 

itself contradicts one of the research objectives: to test if computer self-efficacy 

influences the intention to continue using the e-Government system. De facto, alumni 

of universities will have a higher than average level of computer self-efficacy. This 

problem eventually found confirmation in the results of the data analysis, that proved 

an insignificant relationship between computer self-efficacy and continuance intention 

to use e-Government services (β = .097, ρ < .001).  The same could be applied to 

perceived ease of use, which showed a slight relationship to continuance intentions (β 

= .188, ρ < .001). The ease of use of online services would be differently perceived by 

alumni and average citizens because of the different levels of their computer self-

efficacy.  
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Figure 3.11  Research Model by Wangpipatwong et al. 

Source:  Wangpipatwong et al., 2008. 

 

This study, similarly with other studies with the application of TAM by Chu et 

al. (2003), Jen-Ruei et al. (2006) and Wang (2002), confirmed a significant relationship 

between perceived usefulness and continuance intention (β = .514, ρ < .001), a 

moderate positive relationship between perceived ease of use and continuance 

intention  (β = .188, ρ < .001), and a significant positive relationship of perceived ease 

of use to perceived usefulness (β = .587, ρ < .001). 

Overall, the model could explain 43% of the variance in continuance intention 

to use e-Government websites. The model employs the same variables as the one 

developed by Wang (2002) but despite a better selection of the sample, has much 

lower predictive power. This might suggest that the relationship between variables in 

Wang’s model better represents the realia, thus it should be considered before the 

model of Wangpipatwong et al. (2008) for those who would like to use the same set 

of variables in their studies. 

In a study of the influence of national culture on the adoption of e-

Government services in Jordan, Alhujran (2009) had extended the TAM by adding 

three external variables: national culture, trustworthiness, and perceived public value. 

The constructs which defined national culture in the study were represented by 

Hofstede’s national culture dimensions: uncertainty avoidance, power distance, 

masculinity vs. femininity, individualism vs. collectivist, and long-short term 

orientation. 
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Trustworthiness was represented by two dimensions adopted from Carter and 

Bélanger (2005): trust in government agencies and trust in the Internet. The study 

employed a mixed research method with two phases, quantitative and qualitative.  

In its quantitative phase, the questionnaire was distributed to a random sample 

of 1,500 students at different universities across the country: 910 were returned and 

897 were used in further analysis. While the technique used by the researcher to 

ensure randomization does not call for any doubts, the researcher’s choice to use 

students in this study raises an alarm. As discussed earlier, most weaknesses of the 

TAM model were associated with the use of homogeneous samples in previous 

studies. 

 

 

 

Figure 3.12  Research Model by Alhujran 

Source:  Alhujran, 2009. 

 

Nevertheless, the model explained around 40% of the variance in the intention 

to use e-Government services. Similar to other studies by Chu et al. (2003), Jen-Ruei 

et al. (2006), and Schaupp and Carter (2005), perceived usefulness proved to have the 

strongest impact on attitude towards use e-Government services (β = .38), followed 

by perceived ease of use (β = .16). Similar to Chu et al. (2003), Jen-Ruei et al. (2006), 

and Wang (2002), perceived ease of use had a significant relationship to perceived 

usefulness (β = .45), suggesting that ease of use services were perceived to be more 

useful by citizens.  
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As for the cultural dimensions, only the factor of uncertainty avoidance has a 

moderate relationship to perceived usefulness (β = .13) and to perceived ease of use (β 

= .14); the other four culture dimensions were insignificantly related to the core 

variables of the TAM model. The results could be explained by the homogeneity of 

the sample, in that the majority were individuals of the same age and the same social 

status. There was no differences in perceptions of online services between males and 

females who already use online services.  

The researcher was the first (among the reviewed literature) who used the 

factor of perceived public value, a term often used in economics or marketing 

research, to study the adoption of e-Government services. The results indicated that 

perceived public value positively related to perceived ease of use (β = .21) and to 

perceived usefulness (β = .17). It is interesting that the factor of perceived public 

value had more influence on attitude (β = .26) than perceived ease of use (β = .16). 

This confirms the guesswork of the researcher regarding perceived public value and 

suggests that the factor of perceived public value needs to be included in further 

research on e-Government services. Triangulation of findings from both phases of the 

research confirmed that factors common for both phases were: perceived usefulness, 

perceived ease of use, and trustworthiness. 

In their attempt to explore and investigate the relationship between perceived 

usefulness, perceived ease of use, and perceived information quality towards the 

adoption of e-Government services in the Jordanian context, Almahamid et al. (2010) 

employed a modified TAM model where, along with two core variables of the 

original model, perceived information quality was considered another influencing 

factor of e-Government services adoption. The factor of information quality in this 

research included the following dimensions: accessibility, relevancy, timeliness, 

understandability, quantity, objectivity, validity, completeness, security, freedom 

from error, and concise presentation. 

Research data was collected from surveying 175 Jordanian citizens who were 

aware of e-Government services and represented different regions of the country. The 

results of analysis with the application of the Kendall tau-b correlation indicated that 

all three independent variables positively correlate with the intention to use e-

Government services. 



96 

Perceived information quality was the strongest determinant to the intention to 

gather information, as well as to the intention to conduct transactions tb (PIQ, IGI) = 

.46 at ρ < .001 and tb (PIQ, ICT) = .32 at ρ < .001, followed by perceived ease of use 

tb (PEU, IGI) = .26 at ρ < .001 and tb (PEU, ICT) = .14 at ρ < .001, and perceived 

usefulness tb (PU, IGI) = .13 at ρ < .001 and tb (PU, ICT) = .12 at ρ < .001. The results 

for perceived usefulness and perceived ease of use are consistent with the results of 

other studies by Alhujran (2009), Hung et al. (2006), Wang (2002), and 

Wangpipatwong et al. (2008) reviewed earlier. Results of a one-way ANOVA test 

showed that only the level of education (F= 2.871, ρ < .05) makes a difference when 

citizens intend to use e-Government to gather information but not when they are 

conducting a transaction. The other important result is that there was no difference 

between males and females when considering the use of e-Government services, 

which confirms the results of the Alhujran (2009) study. Overall, the results of the 

study were in line with most of the others that employed the TAM model.   

 

           

 

Figure 3.13  Research Model by Almahamid et al.  

Source:  Almahamid et al., 2010. 

  

Judging by the results, the researchers concluded that the first thing that 

Jordanian citizens consider when deciding to use or not to use online services is 

whether the information presented on government websites is of a high quality. If it 

was not, Jordanians would not use the service, even if they had understanding of its 

perceived usefulness or perceived governmental websites as easy to use. Another 
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interesting finding from this study is that Jordanians prefer using governmental 

websites to collect information but not to conduct transactions. 

In an attempt to study the role of national culture on the adoption of e-

Government services in Jordan, Al-Hujran, Al-dalahmeh and Aloudat (2011) 

employed an integrated TAM model which included Hofstede’s cultural dimensions 

as external variables. The model was similar to the one used by Alhujran (2009), with 

exclusion of the factors of trustworthiness and perceived public value. The survey 

data was collected from a sample of 197 university students. The study reported: 

“Power distance and uncertainty avoidance had significant impacts on citizens' 

intention to adopt e-Government services, the other three cultural dimensions: 

individualism, masculinity vs. femininity, and long-term vs. short-term orientation 

had no discernible impacts” Alhujran (2009: 261). This study basically provides 

empirical evidence for the model of Warkentin et al. (2002), confirming the 

proposition that out of the five cultural dimensions, only power distance and 

uncertainty avoidance are likely to determine e-Government adoption. Throughout 

IT/IS related studies, uncertainty avoidance proved to be quite a popular predictor of 

customers’ behavior towards new technologies; power distance also showed its 

significance in predicting the use of e-Government services (Kovacic, 2005; Zhao, 

2010). The positive significant correlation of power distance to behavioral intentions 

towards the adoption of e-Government services, Al-Gahtani, Hubona and Wang 

(2007), who received similar findings, explained as desire of the individuals to prove 

their abilities to those in power. The other explanation for the positive relationship of 

power distance to acceptance of e-Government services could lie in the homogeneity 

of the sample, where all respondents were likely to belong to the same social stratum.    

Similar to other TAM-based studies by Alhujran (2009), Hung et al. (2006), 

Wang (2002), and Wangpipatwong et al. (2008), perceived usefulness and perceived 

ease of use both had a positive significant relationship to attitude towards use of e-

Government services, with β = .24 and β = .19 at a significance level of ρ < .001 

accordingly. The influence of perceived ease of use on perceived usefulness was 

strong, with β = .50 at ρ < .001, which was also consistent with other studies by Chu 

et al. (2003), Jen-Ruei et al. (2006), and Wangpipatwong et al. (2008).  
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Overall, the proposed model explained 43% of the variance in the intention to 

use e-Government services, which corresponded with studies by Alhujran (2009), and 

Wangpipatwong et al. (2008), however, it was much smaller than in studies by Jen-

Ruei et al. (2006), Hung et al. (2006), and Wang (2002). 

In the researcher’s opinion, compared to other studies, the low predictive 

power of the TAM model could be explained by problems with identification of the 

relationships within the model itself. For instance, the researcher believes that it is not 

appropriate to link national culture with perceived ease of use, as they represent 

completely different concepts and have nothing in common. Perception of ease of use 

takes its roots from real experience rather than from national culture. Likewise, 

perceptions of perceived usefulness were formed from the individual characteristics of 

e-Government services rather than from the national culture. The fact that factors of 

power distance and uncertainty avoidance had a strong positive relationship to 

perceived usefulness and perceived ease of use suggested that both factors are 

important for understanding issues related to e-Government adoption and need to be 

taken into account in future research. In this regard the, study makes a contribution to 

the knowledge base on the applicability of the TAM model in e-Government research. 

Another study on the tax-filing system was conducted by Azmi et al. (2012) in 

Malaysia. Research data was collected from a convenient sample of 249 taxpayers, 

the majority of whom were below 40 years old. The choice of the sampling method, 

the homogeneity of the age of participants as well as the size of the sample raises 

questions about the validity of the sample and the possibility of the generalization of 

the findings. The research employed the original TAM model where external 

variables were represented by five dimensions of perceived risk, namely: performance 

risk, time risk, psychological risk, privacy risk, and overall risk. This was probably 

the first study that considered the direct relationship of the perceived risk on 

perceived usefulness and behavioral intentions at the same time. Moreover, according 

to the research model, perceived ease of use was also directly linked to perceived risk. 

Similar to earlier studies by Chu et al. (2003), Jen-Ruei et al. (2006), and 

Schaupp and Carter (2005), this research reported on the insignificant relationship 

between perceived ease of use and adoption intentions to use (β = .09) as well as on 

the significant relationship between perceived ease of use and perceived usefulness (β 
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= .48). While in Chu’s study (where the context was G2B), such a relationship was 

explained by the fact that the business interest dominated all other considerations, in 

this study it also could be explained by the fact that the necessity of use of the online 

tax-filing system dominated perceptions of ease of use of such a system. After all, the 

system proposes to follow all the same operations as done in a manual or face-to face 

tax-filing process, which implies a similar level of difficulty or ease of use. Thus, the 

factor of ease of use would not be an issue for those who are considering switching to 

online services. 

 

        

 

Figure 3.14  Research Model by Azmi et al. 

Source:  Azmi et al., 2012. 

 

The perceived risk showed significant (comparable to perceived usefulness) 

impact on adoption intentions (β = .24, ρ < .01); it was found to be significantly and 

negatively related to perceived usefulness (β = -.37, ρ < .001). All these findings 

suggest that perceived risk should be considered for future studies of adoption. 

The study provided insights into particular facets of perceived risk, which 

were not studied in previous research (at least, not in those reviewed by the 

researcher): all five components proved to be significant contributors to perceived 

risk. Fragmentation of the concept of perceived risk into smaller components leads to 

a better understanding of the essence of the concept itself, as well as pointing out new 

ways and possibilities of measurement by addressing each component separately. Tax 

authorities and other e-Government service providers could develop risk-reducing 

strategies by separately addressing each of the five facets identified in this study. It is 

also necessary to mention the significant and negative relationship of perceived ease 
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of use to perceived risk (β = -.46, ρ < .001). This suggests that one of the strategies of 

reduction of perceived risk could be the development of more user friendly e-

Government services. 

The results of this study recall the results of one by Carter and Weerakkody 

(2008) with one exception, that the variables were differently named. In Carter and 

Weerakkody’s study, “analogue to perceived usefulness” was “relative advantage” 

and “analogue to perceived risk” was “trust;” both factors were shown to be 

significant determinant of intention to use.   

It will be interesting to compare study by Azmi et al. (2012) to one conducted 

by Teck and Yin-Fah (2012), which was conducted at approximately the same time 

and in the same country. The researchers proposed their own conceptual model of the 

adoption of e-Government services that recalls the original UTAUT model in which, 

along with the original constructs of effort expectancy, performance expectancy, and 

social influence, facilitating conditions were represented by personal innovativeness, 

web self-efficacy, and perceived risk. 

The research data was collected from 168 conveniently chosen members of the 

sample of different age groups, approximately equally represented by males and 

females. 

The results revealed that effort expectancy was the most significant predictor 

of the intention to e-filing (β = .19, ρ < .001), followed by performance expectancy (β 

= .15, ρ < .05), web self-efficacy (β = .14, ρ < .001), and social influence (β = .12, ρ = 

.01). In comparison to the study by Azmi et al. (2012), perceived risk was found to be 

an insignificant predictor of adoption behavior (β = - .07, ρ = .01). The researchers 

explained this by the fact that interviewees in the survey were aware of the increased 

security measures provided to them by the Malaysian Inland Revenue Board. Taking 

into account the differences in data collection methods in both studies, it would be 

logical to assume the presence of the bias in the latter. Another insignificant factor 

reported by the study was perceived innovativeness (β = .04, ρ < .01), which seems to 

be quite logical because the use of e-Government services instead of traditional 

services is a matter of choice but not of innovativeness.   
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Figure 3.15  Research Model by Teck and Yin-Fah 

Source:  Teck and Yin-Fah, 2012. 

 

Overall, the research model proposed by Teck and Yin-Fah explained 46% of 

the variance in the intention to adopt an e-filing tax system, which could be 

considered not satisfactory, as the UTAUT-based model, according to Venkatesh et 

al. (2003), should explain more than 70% of the variance. Another interesting study is 

by Alsaif (2014), who collected survey data from 515 Saudi citizens to study citizens’ 

adoption of e-Government which was moderated by socio-cultural values.  

The researcher used a conceptual model based on UTAUT, which embraces 

two dependent variables: use behavior and intention to use behavior, and a set of 

additional (to the original UTAUT) variables such as trust of the system, trust in the 

government, awareness of e-Government, compatibility, system quality, and 

information quality. 

Performance expectancy moderated by gender, was significantly related to 

intention to use behavior (the most significant factor) with β = .27, ρ < .05, as well as 

significantly correlated with effort expectancy. The factor of gender also had a 

moderating effect on effort expectancy. This suggested that men and women, when 

considering the use of e-Government services, differently perceive the level of effort 

they might need. They also have different perceptions of what performance they 

might expect from the use of e-Government services.  
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The study revealed that in the early stages of the development of e-

Government, mass media channels of communication are more important than 

interpersonal communications in raising general awareness about e-Government 

services.  

The findings suggested that more experienced and better educated citizens 

were more likely to make independent decisions on e-Government services use and 

were less susceptible to social influences. Citizens’ experiences negatively moderate 

effort expectancy, which means that experienced users will need to invest less effort 

in order to start using e-Government services.  

Intentions to use behavior or behavioral intentions to use e-Government 

services in Saudi Arabia were significantly influenced by trust of the system (the 

Internet), which, in turn, was moderated by the factor of experience of the Internet. 

Trust of the system, according to the findings, was another factor that affected 

intention to use behavior of e-Government services (with β = .11, ρ < .05). The more a 

person’s experience of use of the Internet, the greater will be the person’s trust of the 

system, and, as a result, the greater chance that a person will be using e-Government 

services. Surprisingly, trust in the government showed to be insignificantly related to 

intention to use behavior (with β = .02, ρ > .05). While the researcher was explaining 

this fact by referring to Carter and Belanger (2004) argument about the necessity of 

the use of government services (Alsaif, 2014: 206), it still remains unclear, as not all 

of the e-Government services are mandatory.  

E-Government adoption was significantly influenced by the factor of 

availability of resources with (with β = .47, ρ < .05) and computer self-efficacy (with 

β = .33, ρ < .05). Intention to use behavior was also significantly predicted by 

performance expectancy (β = .27, ρ < .05); performance expectancy was a significant 

predictor for effort expectancy (β = .27, ρ < .05). Surprisingly, the study found that e-

Government’s system quality had an insignificant relationship with use behavior. The 

researcher explained this finding by the fact of the simplicity of e-Government 

services. The other contradictory finding from this research (contradicting one by 

Venkatesh et al. (2003)) was the insignificant direct relationship of effort expectancy 

to intention to use behavior, with β = .028, ρ > .05. 
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The research model used in the study explained around 34% of the variance in 

the dependent variable which, according to (Alsaif, 2014), confirmed the significant 

contribution of the study. Keeping in mind that other studies with application of the 

UTAUT model, for instance, one by Venkatesh et al. (2003), were reporting twice 

greater explanation powers, it would be questionable to suggest the model developed 

by Alsaif be perused in future research. Moreover, the study did not reveal what the 

social cultural values were, leaving this to the reader. Despite these shortcomings, 

some findings reported by the study are still worthy of attention. In particular, the 

researcher attempted to define “trust” and its components, as well as findings related 

to trust. It showed that trust of the system was a significant predictor of the intention 

to use e-Government services, but, at the same time, trust in the government, while it 

did not have a significant relationship to intention to use behavior, significantly 

correlated with trust of the system, with β = .51, ρ  < .05. This suggests the significant 

indirect predictive power of trust in the government on intention to use behavior of 

individuals towards e-Government services.  

In the conclusion of this section, the researcher would like to report on 

findings from a very recent study that was conducted in a country which might be 

considered as one that has something in common with Ukraine - Croatia. In order to 

identify factors that influence intentions to use electronic government services, Vrček 

and Klačmer (2014) had surveyed 200 Internet users. The conceptual framework of 

the study integrated original constructs of TAM and trustworthiness models. The 

study reported that trust in the Internet, perceived usefulness, and perceived ease of 

use accounted for 83% of the variance in the independent variable of intention to use 

e-Government services.  
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Figure 3.16  Research Model by Vrček and Klačmer 

Source:  Vrček and Klačmer, 2014. 

 

Three independent variables of the research model, identical to the study by 

Hung et al. (2006), reported to have a moderate and positive relationship to intention 

to use, whereas trust in the Internet was the most significant factor, with β = .58, 

followed by perceived ease of use, with β = .22, and perceived usefulness with β = 

.19, at significance level ρ < .001. The results for perceived usefulness and perceived 

ease of use were consistent with other studies that used the TAM as the theoretical 

background, for example, those of Wang, (2002) and Wangpipatwong et al. (2008). 

Similar to the study by Alsaif (2014), trust in the government proved to have an 

insignificant correlation to intention to use e-Government services. The last one might 

suggest that Croatians do not have any doubts about their government and perceive it 

as trustworthy. Interesting also is the fact of the high explanatory power of the model. 

Comparable explanatory powers were reported in studies by Carter and Bélanger 

(2005), and by Schaupp and Carter (2005), 86% and 76% accordingly. The common 

factor for these three studies was the fact of integration of the TAM core variables 

with dimensions of trustworthiness.  

Most of the reviewed studies in this section used the TAM model or some of 

its core variables to develop their own conceptual frameworks. The predictive power 

of the revised models varied from 34% up to 86%. While some models showed over 

performance (such as in studies by Carter and Bélanger (2005); Hung et al. (2006); 

Schaupp and Carter (2005)), others underperformed (such as in studies by Alsaif 

(2014); Teck and Yin-Fah (2012)), compared to what is normally expected from one 
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or other type of model. This assumption could be confirmed by the example of studies 

that included the same variables but reported different predictive power of their 

models. Conceptual models in studies by Wang (2002) and Wangpipatwong et al. 

(2008) both were made of core TAM variables (perceived usefulness and perceived 

ease of use) and the factor of computer self-efficacy but reported 62% and 43% of 

predictive power accordingly. It might be expected that the research model used in the 

study conducted by Wangpipatwong et al. (2008) would have to show a higher 

predictive power than the one used in Wang’s study because the characteristics of the 

sample were better, but it was not the case. The only good explanation for this is that 

in Wang (2002) study, the factor of computer self-efficacy was used as an external to 

original TAM model variable, whereas in the study by Wangpipatwong et al. (2008), 

it was an independent variable that was directly linked to behavioral intentions to use 

e-Government services. This made the researcher believe that not only the set of 

factors but also the way in which they were linked determined the robustness of the 

model. The indirect confirmation of this proposition might be found from a few 

examples where researchers developed extended models which included many 

variables, but, despite their complexity, did not show a good predictive power (studies 

by Alhujran (2009), Alsaif (2014), and Chu et al. (2003)). The research by Alsaif 

(2014) in this regard was probably the most remarkable. The researcher not only used 

a quite comprehensive UTAUT model but also expanded it by adding a whole set of 

new variables. However, despite this effort, the predictive power of the model, 34%, 

was the lowest among those reviewed. In contrast, in research by Venkatesh et al. 

(2003), a UTAUT-based model explained 70% of the variance in the usage intention 

towards e-Government services. The reason for this could be either in the research 

setting or in the research model itself.  

Much research confirmed trust and trustworthiness (higher order factors for 

trust in the government and trust in the Internet) to be important determinant of users’ 

behavior intentions towards e-Government services (such as in studies by Alhujran 

(2009); Carter and Bélanger (2005); Carter and Weerakkody (2008); Gilbert et al. 

(2004); Hung et al. (2006); Schaupp and Carter (2005); and Vrček and Klačmer 

(2014)). There was also an attempt by Jen-Ruei et al. (2006) to replace the factor of 

trust with perceived risk, which is conceptually the opposite to trust. However, this 
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study confirmed perceived risk as not a significant determinant of behavioral 

intentions to use online services. In all the reviewed studies, with the exception of a 

study by Vrček and Klačmer (2014), the factor of trust and trustworthiness, on 

average, showed a moderate relationship to behavioral intentions. The steadiness of 

the results confirmed in many studies clearly indicates the not accidental nature of 

these variables and suggests their importance for the study of e-Government. 

Two core variables of the TAM model: perceived ease of use and perceived 

usefulness, while present in almost all the studies, reported quite different results. For 

instance, in studies by Pin-Yu et al. (2003) and by Schaupp and Carter (2005), the 

factor of perceived ease of use was insignificant, while in studies by Carter and 

Bélanger  (2005) and by Wang (2002) it was the most significant predictor of users’ 

intentions. Similar results could be found for the factor of perceived usefulness. Such 

variation in results may indicate that, despite the fact that both factors are found to be 

important for understanding users’ behavioral intentions, they were experiencing a 

great impact from the research settings, as well as from other factors considered in the 

study, or, as was discussed earlier, from the choice of directions between variables.  

Most of the studies that considered the relationship between these two 

variables confirmed a positive and moderate to strong correlation of perceived ease to 

use on perceived usefulness, for example, in studies by Azmi et al. (2012), Jen-Ruei et 

al. (2006), Pin-Yu et al. (2003), and Wang (2002). 

Another illustrative example was an attempt by Alhujran (2009) to include the 

factor of perceived public value into the research model of adoption of e-Government 

services. The results suggested that this factor could predict users’ behavioral 

intentions even better than the factor perceived ease of use of the original TAM 

model. The importance of this factor, although it was not used in their study, was 

recognized by Carter and Belanger (2004). Conceptually, perceived public value 

seems to be very close to perceived usefulness, and since the last one constantly 

shows its significance, it seemed to be reasonable to include perceived public value 

into further research with application of the TAM model.  

Presented in Table 3.6, the summary from the reviewed studies suggests that 

out of more than 50 different variables which were the focus of e-Government 

research, the most often met in cross-studies were factors of perceived usefulness, 
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perceived ease of use, trustworthiness, relative advantage, culture, and computer self-

efficacy. Studies that incorporate the factor of culture into research models were 

typically observed in research from developing countries where the national culture is 

being considered as an important factor in IT/IS adoption (Al-Gahtani et al., 2007). 

Out of five of Hofstede’s cultural dimensions, only power distance and uncertainty 

avoidance proved to have significance in predicting users’ behavior towards online 

services (Al-Hujran et al., 2011; Alhujran, 2009). To conclude, the literature review 

did not allow the researcher to clearly identify which model would be best suited to 

study the behavioral intentions of citizens to use e-Government services. After all, the 

reviewed literature suggested that it all depends on the study context, research 

settings, choice of sample and mastery of the researcher.  
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Table 3.6  Findings from E-Government Related Research 

 

References Research Method Variables Findings / Notes 

Vrček and 

Klačmer (2014) 

Survey data was collected 

from 200 Internet users. 

Application of TAM + 

trustworthiness models.  

TOI, PEU, PU, 

intention to  

use (DV), TOG 

TOI was the most significant factor, with β = .584 followed by PEU with β = 

.216 and PU with β = .189 at ρ < .001. Trust in government proved to have 

an insignificant predictor of intention to use e-Government services, with β 

= .027. Overall, the model explained 82% of the variance in the intention to 

use e-Government services. 

Alsaif (2014) Survey data was collected 

from 515 Saudi citizens. 

Extended UTAUT model + 

TOI, TOG, Awareness, 

Compatibility, SQ, IQ. 

AR, CSE, PE, 

TOI, gender, 

EXP, ED BI 

(DV), use 

behavior (DV), 

Age, AW, CMP, 

QI, SI, EE, TOG  

Model explained 34% of the variance. Availability of resources was the 

most significant factor: corr (AR, BI) = .471 (ρ  <.05), followed by computer 

self-efficacy: corr (CSE, BI) = .333 (ρ  < .05), performance expectancy: corr 

(PE, BI) = .273 (ρ  < .05), and trust in the Internet: corr (TOI, BI) = .108 (ρ  

< .05); PE was significantly related to EE: corr (PE,  EE) = .272 (ρ  < .05); 

trust in the government and effort expectancy proved to be insignificant 

factors: corr (TOG, BI) = .018 (ρ  > .05) and corr (EE, BI) = .028 (ρ  >.05). 

Azmi et al. 

(2012) 

Survey data was collected 

from 249 Malaysian 

taxpayers. Extended TAM 

model plus factor of 

perceived risk. 

PU, PR,  

OR, PRR, TR, 

PSR, privacy 

risk,  

AI (DV), PEU 

PU and PR accounted for 75% of the variance in the adoption intention to 

use e-Government: corr (PU,AI) = .28 (ρ  < .001); corr (PR,AI) = .24 (ρ  < 

.05); PR showed significant negative relationship to PU: corr (PR,PU) = - 

.37 (ρ  < .001), Corr (PEU,PU) = .48 (ρ  > .001); corr (PEU,PR) = - .46 (ρ  < 

.001); PEU was insignificantly related to adoption intention with β = .09 (ρ 

= .03). 
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Table 3.6  (Continued)  

 

References Research Method Variables Findings / Notes 

Teck and Yin-

Fah (2012) 

Survey data was collected 

from interviewing 168 

Malaysian taxpayers, 

modified UTAUT model. 

EE, PE, SE, SI,  

intention to e-

filing (DV), 

PI, PR 

Model explained 46% of the variance in the intention to e-filing. 

EE was the most significant factor with β = .198 (ρ = .001), followed by PE 

with β = .153 (ρ = .005), SE with β = .140 (ρ = .001), and SI with β = .118 (ρ 

=.001); perceived risk and personal innovativeness were insignificant 

determinants of adoption behavior: PR with β = -.068 (ρ = .005), PI with β = 

.041 (ρ = .005). 

Al-Hujran et al. 

(2011) 

TAM + Hofstede’s cultural 

dimensions of UAI and PDI, 

survey data was collected 

from 197 Jordanian 

students. 

PU, attitude, 

PEU, PDI, UAI 

BI (DV), 

MAS, LTO, IDV 

Model explained 43.3% of the variance in the intention to use e-Government 

services; corr (PEU, PU) = .505; corr (PU, Attitude) = .236; corr (Attitude, 

Use) = .534; corr (PEU, Attitude) = .182; corr (PDI, PU) = .187; corr (PDI, 

PEU) =.202; corr (UAI, PU) = .137; corr (UAI, PEU) = .223 were 

significant at ρ = .01. 

Zhao (2010) Compare nations’ e-

Government development 

index (EGDI) with national 

culture index (Hofstede’s 

cultural dimensions). 

PDI, IDV, LTO, 

GDP, online 

service, telecom, 

HR, EGDI, 

UAI, MAS 

Significant factors were PDI (β = -.53), IDV (β = .64), and LTO (β = .15) at 

ρ = .000.  

Hofstede’s cultural dimensions of UAI and MAS showed insignificant 

correlations with other variables. However, cultural dimensions collectively 

accounted for 49% of the variance (R
2
 = .488). 

Almahamid et al. 

(2010) 

Survey data was collected 

from 175 Jordanians.  

TAM + perceived 

informational quality. 

PIQ, PEU, PU, 

ITG (DV), ICT 

(DV) 

tb (PIQ, IGI) = .457 with ρ =.000 and tb (PIQ, ICT) = .316 with ρ =.000, 

tb (PEU, IGI) = .258 with ρ =.000 and tb (PEU, ICT) = .144 with ρ <.05, 

tb (PU, IGI) = .127 with ρ <.05 and tb (PU, ICT) = .119 with ρ <.05. 

There were no differences in intention to use between males and females. 

1
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Table 3.6  (Continued) 

 

References Research Method Variables Findings / Notes 

Alhujran (2009) Survey data was collected 

from random sample of 897 

students in Jordan. TAM + 

national culture, perceived 

public value, and 

trustworthiness model. 

PU, PPV, PEU, 

UA, AT, AW, 

CUL,DD, LT, 

SE, SQ, T, RW, 

BI (DV), IDV, 

LTO, MAS, PD 

Model explained 40% of the variance in the intention to use e-Government 

services. 

Except significant relationship between PEU and PU (β = .45), between PU 

and BI (β = .41), all other factors reported rather moderate power over the 

intentions to use. For example, PPV with β = .26, PEU with β = .145, and 

UA with β = .26; factor of trustworthiness did not show any significance 

towards BI but it had positive moderate relationship with perceived 

usefulness and perceived ease of use. 

Wangpipatwong 

et al. (2008) 

Survey data was collected 

from 614 randomly selected 

Thai e-Government services 

users. Modified TAM + 

computer self-efficacy. 

PU, PEU, 

continuance 

intention (DV), 

CSE 

PU was the strongest determinant of the citizens’ continuance intention to 

use e-Government websites, β = .514, (ρ < .001); PEU showed moderate 

relationship to continuance intention to use e-Government websites, β = 

.188, (ρ < .001);  

PEU was the strongest determinant of PU β= .587, (ρ < .001); 

CSE proved to be insignificant determinant of citizens’ continuance 

intention to use e-Government websites with β = .097 (ρ < .01). Model 

explained 72% of the variance. 

Carter and 

Weerakkody 

(2008) 

Survey data was collected 

from 260 citizens of North 

West London. Own research 

model (~TAM). 

RA, T,  

intention to use 

(DV), 

IA, IS 

Relative advantage and lack of trust have been identified as important 

factors for understanding adoption in both countries, UK and USA. 

Internet accessibility and Internet skills were not significant factors for UK, 

however, were significant for USA. 
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Table 3.6  (Continued) 

 

References Research Method Variables Findings / Notes 

Hung et al. 

(2006) 

Survey data was collected 

from sample of 1,099 

Taiwanese citizens, 

extended TAM model. 

AT, T, PU, 

COM, CSE, EI, 

FC, II, PEU, PR,  

BI (DV) 

PU had a direct positive, significant relationship to the attitude to use the e-

tax service with β = .74, (ρ < .01); trust to use e-tax system showed 

significant and positive relationship to BI; AT toward use e-tax system had 

positive relationship to BI with β = .62; PEU had a direct positive and 

moderate relationship to the attitude to use the e-tax service with β=.21, (ρ < 

.01). 

Jen-Ruei et al. 

(2006) 

3 samples: 1) 26,989 

Internet tax-filing taxpayers 

2) 31,596 2D barcode tax 

filing taxpayers, and 3) 582 

manual tax-filing taxpayers. 

Combined TAM + TPB + 

perceived risk model. 

PU, CMP, PEU, 

BI (DV), 

PR, RFC, SE, 

SN, TFC 

PU was the most significant determinant of BI to use the e-tax service corr 

(PU,BI) = .81, (ρ  < .001) followed by CMP, corr (CMP,BI) = .60, (ρ < 

.001), and PEU, corr (PEOU,BI) = .37, (ρ < .001);  CMP was a significant 

determinant of PU and PEU, corr (CMP,PU) = .431 and corr (CMP,PEOU) 

= .69, (ρ < .001). 

PEU was significantly related to PU, corr (PEOU, PU) = .41, (ρ < .001). 

PR, RFC, SE, SN, and TFC did not show significant effect on citizens’ 

behavioral intentions to adopt e-tax system. 

Kovacic (2005) Correlation and regression 

analysis between scores of 

cultural dimensions and e-

Gov. readiness indices. 

PDI, IDV, 

ePART,  EGDI, 

GDP,  

UAI, MAS, 

Factors PDI (β = -.627) and IDV (β = .706) were significant at ρ = .01 level: 

corr (IDV, PDI) = -.625; whereas ePART was significantly related to IDV, 

corr (ePART, IDV) = .631.  

Model with economic and cultural variables explained between 42% - 85% 

of the variance in e-Government readiness indices. 

1
1
1
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Table 3.6  (Continued) 

 

References Research Method Variables Findings / Notes 

Carter and 

Bélanger (2005) 

Survey data was collected 

from convenient sample of 

105 USA citizens. TAM + 

DOI + trustworthiness 

model. 

CMP,  

PEU, RA, TRW, 

TOI, TOG,  

intent to use 

(DV), PU, image 

Model explains 85.9% of the variance in the intention to use e-Government 

services. 

Compatibility was the most influencing factor with β = .524, (ρ < .005); 

PEU had moderate positive effect on intention to use with β = .172, (ρ < 

.05); RA had moderate positive effect on intention to use with β = .156, (ρ < 

.005); TRW has moderate positive effect on intention to use with β = .155, 

(ρ < .005); PU and image were not significant; PU was dropped in favor of 

RA. 

Gilbert et al. 

(2004) 

Survey data was collected 

from stratified random 

sampling of 111 (out of 555) 

citizens in Guildford, UK. 

Used integrated research 

model TAM + DOI + 

concept of service quality. 

Time, FS, T, QI, 

cost, control, 

Safe, QI, PEU, 

PU, WU  (DV),  

age, AVI, EXP, 

confidential, 

convenience, R, 

VA 

Nine factors found to be reliable measures of attitudes towards online public 

service delivery: time, financial security, trust, and QI were identified as the 

most significant: corr (Time, WU) = .519 (ρ < .001); corr (FS, WU) = .233 

(ρ = .001); corr (T, WU) = .200 (ρ = .000); corr (QI, WU) = .191 (ρ = .021); 

corr (Cost , WU) = .169  (ρ = .014); corr (EXP, WU) = .002 (ρ < .001); corr 

(VA, WU) = .065 (ρ = .22); corr (Low Stress, WU) = .026 (ρ  =.645); corr 

(AVI, WU) =  .061 (ρ = .216). 

Model explained 32% of the variance in the willingness to use e-

Government services. 
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Table 3.6  (Continued) 

 

References Research Method Variables Findings / Notes 

Pin-Yu et al. 

(2003) 

Survey data was collected 

from 158 Taiwanese 

administrators. Research 

model extended TPB + 

elements of TAM.  

AC, AT, PBC, 

SN,  

FC, SE, PU, 

B (DV), BI (DV), 

PEU 

Factor information accuracy was the most significant determinant of the 

attitude: corr (AC,AT) = .41, attitude had strong effect on BI: corr (AT,BI) = 

.43  (ρ  > .05) followed by PBC: corr (PBC,BI) = .36 (ρ  > .05) and SN: corr 

(SN, BI) = .20 (ρ  > .05); PU has moderate positive effect on AT, corr 

(PU,AT) = .24 (ρ  = .11); PEU showed insignificant effect at attitude: corr 

(PEU, AT) = .092 (ρ = .14).  

Model explained 42% of the variance in BI to adopt e-Government services. 

Wang (2002) Survey data was collected 

from cross-section sample 

of 260 Taiwanese taxpayers.  

Original TAM + CSE + 

PRC was used. 

PEU, PRC, 

CSE, 

PU,  

BI (DV) 

PEU was the most significant determinant of BI to use the e-tax service; corr 

(PEU,BI) = .51, corr (PEU,PU) = .67; PRC has a significant positive effect 

on BI corr (PRC,BI) = .33,  

PU has moderate positive effect on BI: corr (PU, BI) = .14; CSE had 

significant effect on PU, PEU, and PC: corr (CSE, PU) = .11; corr (CSE, 

PEU) = .45; corr (CSE, PC) = - .22. Model explained 62% of the variance in 

BI to adopt e-Government services. 

AC 

AI 

AR 

AT 

AVI 

AW 

accuracy 

adoption intention 

availability of resources 

attitude 

avoid interactions 

awareness of e-Government 

HR  

IA 

II  

IS 

ISC        

LT  

human resource  

Internet accessibility 

interpersonal influence 

Internet skills 

information system quality  

ICT literacy 

QI   

R 

RA 

RFC 

SE 

SEC 

quality of information  

reliable 

relative advantage 

resource facilitating conditions 

self-efficacy 

security (informational)  

1
1
3

0
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Table 3.6  (Continued) 

 

References Research Method Variables Findings / Notes 

B 

BI 

CMP 

CSE 

CUL 

DD 

EE 

E 

EI 

EXP 

FC 

FS 

GDP 

behavior 

behavior intentions 

compatibility 

computer self-efficacy 

culture 

digital divide 

effort expectancy 

enjoyable  

external influences 

personal experience 

facilitating conditions 

financial security 

gross domestic product 

OR         

PBC  

PCRL 

PEU       

PE          

PDI 

PI 

PR 

PRC   

Privacy 

PRR 

PSR 

PU (U) 

overall risk 

perceived behavioral control 

perceived control 

perceived ease of use 

performance expectancy 

power distance index 

perceived innovativeness 

perceived risk 

perceived credibility 

privacy risk 

performance risk 

psychological risk 

perceived usefulness 

SI 

SN 

SQ 

T 

TFC 

TOG 

TOI 

TR 

TRW 

UAI 

VA 

SE 

WU 

 

 

Source:  Developed for this Study. 

Note:  Normal text indicates variables; Bold indicates significant variables, Italic indicates dependent variables. 
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3.11  Theoretical Framework Development 

 

A theoretical framework is the foundation of hypothetical-deductive research 

and involves identifying the relationships among the variables in the study being 

investigated (Sekaran and Bougie, 2010). In order to identify the set of variables and 

relationships among these variables, the researcher has conducted an extensive 

literature review. In the course of the literature review it was found that the 

technology acceptance model (TAM) was the most popular and commonly used 

model to study user adoption of e-Government applications and information systems 

(Carter and Weerakkody, 2008: 474; Rana et al., 2012: 47). It has been tested many 

times in empirical research and the tools offered by the model have proven to be of 

quality and have yielded statistically reliable results (Legris et al., 2003). It is 

regarded as one of the most distinguished models because it includes factors which 

“are specific, easy to understand, and can be manipulated through system design and 

implementation” (Taylor and Todd, 1995: 148). The TAM model is one of few that 

have power in predicting and explaining the behavior intentions towards adoption of 

new technology (Vrček and Klačmer, 2014: 60). According to Han (2003: 21), the 

simplicity and great achievements of the model are much greater than its limitations, 

therefore, “the comparison of TAM with other competing models has indicated its 

robustness.” 

In many reviewed studies, core TAM constructs were tested along with 

number of different variables; the most frequently used were: trust, trustworthiness, 

culture, computer self-efficacy, and relative advantage. On average, “extended” TAM 

models, revised in the course of the literature review, showed higher predictive power 

than the original TAM model. In Vrček and Klačmer (2014) study, three independent 

variables - trust in the Internet, perceived usefulness, and perceived ease of use - 

accounted for 83% of the variance in the intention to use. In a study by Wang (2002), 

the extended TAM model accounted for 62% of the variance in behavioral intentions, 

whereas studies by Schaupp and Carter (2005), and Carter and Bélanger (2005), 

which combined TAM and DOI models, reported 76% and 86% accordingly. In 

contrast, some much more “sophisticated” models produced very modest results.  
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Taking into account these considerations, the researcher decided to use the 

TAM model to serve as a theoretical background in developing the conceptual 

framework of the current study. In particular, it was decided to reuse the already 

tested model by Vrček and Klačmer (2014), which proved to be highly predictive. 

The model combines three core variables originating from the TAM model and two 

dimensions of the construct of trustworthiness - trust in government and trust in the 

Internet, linked directly to the factor of intention to use (behavioral intention, as it was 

in the original TAM). At this stage it was decided to use the two dimensions 

separately, and later, in the course of the quantitative analysis, to try to test the 

possibility of combining them under the concept of the construct of trustworthiness, 

as suggested in VrčeK and Klačmer’s study. 

The revised literature suggested that very often, inclusion of external factors 

could improve the predictive power of the original TAM model. Therefore, the 

researcher decided to include in the conceptual framework some external factors that 

would reflect on an individual’s cultural value preferences, which, in some way, 

reflect a country’s position on Hofstede’s cultural dimensions of PDI and UAI, as 

well as the factor of perceived public value. In particular, the researcher was guided 

by Alhujran (2009) research, which, along with the factor of perceived public value, 

used five of Hofstede’s cultural dimensions. 

 

3.11.1  Concept of Trust 

From the very inception of the Internet and then of e-commerce, issues of trust 

in these innovations were repeatedly the subject and interest of the various studies 

which reported trust as an important predictor of human decisions related to the use of 

online technologies. Jarvenpaa, Tractinsky and Saarinen (1999) considered trust to be 

one of the main factors that affect customer engagement and further participation in e-

commerce transactions. Appearance and then prompt development of e-Government 

services stimulated researchers’ interest to study how this particular factor relates to e-

Government services adoption. Factors of trust and trustworthiness, for example, were 

included in eight out of 17 studies (approximately 47%) reviewed by the researcher in 

Section 0 in the course of the literature review. Another two studies (approximately 

11%) included the factor of perceived risk (which conceptually is similar to the factor 
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of trust) in their conceptual frameworks. Both studies that used perceived risk 

reported insignificance of this factor for the adoption of e-Government services (by 

Jen-Ruei et al., 2006 and by Teck and Yin-Fah, 2012), whereas only two out of eight 

studies (by Alsaif, 2014 and by Vrček and Klačmer, 2014) that had included trust or 

trustworthiness reported insignificance of one of the dimensions of trust - trust in the 

government, while confirming the significance of the other dimension - trust in the 

Internet. These few observations suggested that the factors of trust and trustworthiness 

both proved to be important predictors of users’ behavioral intentions towards e-

Government in almost 100% of the studies where it was considered to be a part of the 

conceptual framework. Much research reported that the factor of trust has proven to 

be an integral part of e-Government adoption (such as in studies by  Carter and 

Bélanger, 2005; Choudrie and Dwivedi, 2005; Warkentin et al., 2002). According to 

Kovacic (2005), the factors of trust, security and transparency are the main obstacles 

to e-Government adoption from citizens’ perspectives. Having in mind trust in the 

Internet, Carter and Weerakkody (2008: 476) noted that “e-Government adoption is 

dependent upon citizens’ belief that the Internet is a reliable technology.” 

According to Nixon et al. (2010: 24), citizens’ concern about trust is 

determined by the anxiety that privacy is compromised as soon as personal data is 

provided to the government. Nixon also has identified two important determinants of 

e-Government services adoption: technological and legitimate. While the first is 

thought to be fundamental for the delivery of services, the second, represented by 

some governance characteristics such as transparency and trust, is thought to be 

critical for the widespread usage of services (Nixon et al., 2010: 31). This last one 

clearly indicates the presence of at least two dimensions of trust which are important 

determinants for e-Government adoption: trust in infrastructure and trust in 

governance. Citizens must have confidence in both the provider and the enabling 

technologies before they can give their preferences to electronic services. Such a two-

pronged approach to the concept of trust is precisely traced in most of the studies 

examined in the course of the literature review. For example, in Carter and Bélanger 

(2005) study, the factor of trustworthiness was composed of two dimensions: trust in 

the Internet and trust in the government. 
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Even though the Internet is simply the means for communication with the 

government, citizens might not accept the use of electronic services unless they trust 

the means. Consequently, trusting in the provider of electronic services might also be 

an important precondition for better acceptance of e-services by the population 

(Carter and Bélanger, 2005). Findings by the same scholars suggested that “higher 

levels of perceived trustworthiness are positively related to citizens’ intentions to use 

a state e-Government service” (Carter and Bélanger, 2005: 18). Similarly, Belanger 

and Carter (2008: 165) noted, that “e-services will only be adopted if citizens deem 

them trustworthy.” 

Alsaif (2014: 91) defined trust in the Internet as “a belief of citizens, that the 

Internet is a dependable medium, as well as a safe place to perform secure 

transactions,” whereas the researcher defined trust of organizations as a “belief in the 

capability of agencies, as well as the ability of staff to provide online services in a 

confidential manner.” The researcher found that trust in the Internet was the second 

strongest predictor of the intention to use e-Government services. Similarly, Pavlou 

(2003) suggested that the use of electronic services was predetermined by the results 

of the users’ evaluation of the characteristics of both the agency and the technology 

underlying the delivery. Citizens’ decision to use e-Government services requires 

them to trust in the authorities that provide those services, as well as to trust in the 

technology through which those services are delivered and executed. According to 

Carter and Weerakkody (2008: 476), “e-Government adoption is dependent upon 

citizens’ belief that the Internet is a reliable technology,” and as well as that, the 

citizen must be confident that the government agency has the ability to provide online 

services. 

Trust in e-Government has two components: trust in the government itself and 

trust in the underlying technology (Carter and Bélanger, 2005; Carter and 

Weerakkody, 2008; Pavlou, 2003). The two dimensions of trust that originated from 

the theoretical model of e-Government adoption called “the trustworthiness model” 

by Schaupp and Carter (2005), comprehensively represents the whole essence of the 

concept of trust. 
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3.11.2  Individual Cultural Value Preferences 

According to Akkaya, Wolf and Krcmar (2012: 2531) “National culture 

shapes perception of the citizens thus facilitates or impedes adoption of new 

technologies.” Bardi and Schwartz (2003) believed that cultural values are associated 

with shaping and predicting adoption behaviors. Similarly, Warkentin et al. (2002: 

161) reported that, “culture is likely to contribute to the adoption or resistance to e-

Government.” Culture, along with other “research settings” related factors is thought 

to play an important role in the adoption of new technologies in work by Han (2003: 

28).  

These propositions were also confirmed and verified in various studies 

concerned with the behavioral intentions of users towards the adoption of IT 

technologies. For example, Leidner and Kayworth (2006), while reviewing 82 cross-

cultural studies on IT, found that over 62% of the studies had included in their 

analyses factors of culture utilizing one or more of Hofstede’s cultural dimensions. 

Because of the number of similarities between e-Government and other Internet-based 

technologies, it was assumed that cultural values also influence the acceptance of e-

Government. However, despite the fact of its importance in ICT-related research, the 

effect of cultural values on e-Government development is often neglected in the world 

of e-Government literature and official international surveys (Zhao, 2010). This 

basically identifies the existing gap in the literature. 

There also seems to be no general agreement on what culture is (Kovacic, 

2005; Zhao, 2010). Some used the most visual and tangible characteristics to define 

culture whereas others are looking deep inside human behavior, referring to the 

different variations between values, beliefs and motivations. Hofstede (1991: 21), 

defined national culture as “the collective programming of the mind, which 

distinguishes the members in one human group from another.”  To be able to measure 

national culture, scholars have proposed four cultural dimensions, namely: power 

distance, uncertainty avoidance, individualism vs. collectivism, and masculinity vs. 

femininity. As of today, Hofstede’s model has gained another two components: long-

term vs. short-term orientation, and indulgence vs. restraint. Since then, Hofstede’s 

cultural dimensions have been used as a basis for many studies because of their 

simplicity, precision, and strong explanation of cultural differences, and because of 
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the size and scope of the distributed surveys (Gould, 2005; Leung, 2006). According 

to Erumban and de Jong (2006), five cultural dimensions offer robust measures of 

national culture in the studies concerned about the adoption of new technology. 

One of the first to study cultural dimensions and their relationship to e-

Government was probably the research by Kovacic (2005), designed to examine 

whether the differences in worldwide e-Government readiness levels could be 

explained by cultural variables. The researcher concluded that, overall, national 

cultural indicators have a moderate impact on e-Government readiness worldwide 

(Kovacic, 2005). In contrast to other scholars, who have agreed on a causal 

relationship between culture and technologies, Kovacic has proposed a “reflexive and 

dynamic relationship between national culture and ICTs” ( Kovacic, 2005: 149). This 

implies that not just a culture shapes and predetermines the system of governance but 

also e-Government may have an impact on the national culture and legal system. This 

may have some far-reaching consequences for practitioners, especially in countries 

that report failure of e-Government due to cultural resistance. Later, Zhao (2010) also 

reported on the adaptive nature of culture and its two-way pattern of relationship with 

e-Government. 

However, the question was: which out of Hofstede’s five dimensions would 

best suit the purposes of the current study? Since the decision to use e-Government 

services is very individual, the use of individualism vs. collectivism dimensions was 

out of question. Another dimension, masculinity vs. femininity, also seemed to be not 

relevant. After all, e-Government services are targeting every single individual, 

regardless of gender, and whenever it is concerned with the family business, it does 

not matter who will seal the deal with the government: wife or husband, the result is 

obvious - use of e-Government services. Long-term vs. short-term orientation also 

seemed to be not relevant because, very often, the transaction with government cannot 

be postponed. This left the researcher with only two possible dimensions: uncertainty 

avoidance and power distance. While the relationship of the first one to innovations is 

obvious, the relationship of power distance is not. Judging by the presumption that 

electronic services are supposed to be an alternative to traditional services and that the 

power distance is limiting this freedom of choice, it would be logical to assume that 

the factor of power distance is also an important determinant of the adoption. The 
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reviewed literature also suggested that out of Hofstede’s five cultural dimensions, 

power distance and uncertainty avoidance, more often than the others, were producing 

significant results.  

For instance, out of the five cultural dimensions, “especially relevant for ICT 

adoption and online trust research is the uncertainty avoidance dimension measured 

with the uncertainty avoidance index (UAI)” (Akkaya et al., 2012: 2532). The very 

recent study by (Allaya and Mellouli, 2015) that employed four of Hofstede’s cultural 

dimensions to examine the impact of the national culture on the e-Government 

development index in Tunisia, also reported the significant effect of the UAI on e-

Government development.  

According to Warkentin et al. (2002: 161), out of five of Hofstede’s cultural 

dimensions, “power distance is the most likely to differentiate e-Government adoption 

and use.” The factor of power distance proved its significance in relation to e-

Government in studies by Kovacic (2005) and by Zhao (2010). In their study on 

cross-country differences in ICT adoption, Erumban and de Jong (2006), also 

confirmed power distance to be one of the most significant factors that influences 

adoption; another significant factor in their study was uncertainty avoidance. Power 

distance and uncertainty avoidance proved to be significant determinants of e-

Government services adoption in Jordan, reported in a study by Alhujran (2009). Both 

factors were part of the conceptual model in a study by (Alharbi and Kyeong, 2014) 

and were also found to be significant in a study by Al-Hujran et al. (2011). Earlier, 

both cultural dimensions were also successfully used in technology acceptance 

research. For example, in the conceptual framework developed by Garfield and 

Watson (1998: 334), only these two dimensions were chosen to represent national 

culture, and proved to “play a significant role in the development of an NII [National 

Information Infrastructure].” 

Drawing upon these conclusions and examples, the researcher considered that 

these two Hofstede’s cultural dimensions: power distance and uncertainty avoidance, 

would be the most suitable to represent external variables of the original TAM model.  

However, originally Hofstede’s cultural dimensions were meant to measure 

inter-country cultural differences, therefore, in the course of the literature review, the 

researcher noticed some disagreement between scholars on the appropriateness of the 
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use of culture at the individual level. Taking into account this information, the 

researcher decided to refer to factors of uncertainty avoidance and power distance 

used in the research model for this study as individual cultural value preferences for 

uncertainty avoidance and power distance of Ukrainians.  

 

3.11.3  Perceived Public Value 

As was noted earlier, e-Government was a product of continuous effort 

directed towards improving the work of governments and public administrations, and 

continuation of the development of the concept of new public management. This 

approach was not exclusive, and alongside it in the mid-1990s, Mark Moore 

introduced the concept of public value. According to Moore (2013: 1), the innovative 

concept presented in the book “offered practical advice for public managers who 

sought to make the best use of the public assets that were … entrusted to them.” 

Similar to the concept of management in the private sector, public managers act on 

behalf of the public in order to maximize shareholder value. As such, the concept of 

public value is presented as an equivalent of shareholder value in public management. 

Coats and Passmore (2008: 4) explained this as follows: “It is designed to get public 

managers thinking about what is most valuable in the service that they run and to 

consider how effective management can make the service the best that it can be.” 

According to the same scholar, the concept allows the public to get public managers 

and politicians to be accountable for what they do to the public. Public value, 

according to Kelly, Mulgan, and Muers (2002: 4), “refers to the value created by 

government through services, laws regulation and other actions” and it is also “a way 

of capturing all the aspects of government performance” (Muers (2002: 3). 

Nevertheless, since the late 1990s, the concept of public value has been a core 

organizing concept for understanding what matters in public management (Ernst and 

Young, 2014).  

Because the main objective of e-Government creation of user centered 

government services in many regards is consonant and cannot be achieved without the 

creation of equivalent shareholder value in public management, it is logical to assume 

that the first should be predetermined by the second. One of the reasons why the use 

of this concept along with e-Government is likely to be useful, according to Kearns 
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(2004: 7), is that the “more complex thinking about the benefits that e-Government 

can deliver, should lead to a more effective process of evaluation, and therefore a 

more coherent body of evidence of the benefits of improved ICT use.” In the public 

sector, the construct of public value was introduced in the UN’s “World Public Sector 

Report 2003: E-Government at the Crossroads,” where it was defined as people’s 

preferences towards what they are really want and what is truly of value to the public 

(UN, 2003: 86).  

Out of 17 studies revised in the course of the literature review, the factor of 

perceived pubic value was part of the conceptual framework only in one by Alhujran 

(2009), who found it to be a significant determinant of citizens’ perceptions of 

perceived usefulness and perceived ease of use. The same researcher also noted that, 

despite its importance, “e-Government researchers have paid very little attention if 

any, to empirically explore the effect of perceived public value in the context of G2C 

e-government adoption” (Alhujran, 2009: 57).  

In another study, Gilbert et al. (2004) found that citizens’ willingness to use e-

Government would be higher if they expected that those services would help them to 

save time and money (which are often considered as two main characteristics of 

public value). Guided by the findings of these two studies, the researcher decided to 

include the factor of perceived public value in the theoretical framework for this 

study.   

 

3.11.4  Extended TAM Model 

In contrast to Alhujran (2009) study, the researcher decided that it would not 

be appropriate to link factors of perceived public value, power distance, and 

uncertainty avoidance directly to the factor of perceived ease of use, and the factor of 

power distance to the factor of perceived usefulness because of their conceptual 

differences, therefore, the researcher excluded these relationships from the model. 

After all, one’s perceptions of ease of use of a service or device are very individual 

and are very unlikely to depend on an individual’s cultural value preferences, but, 

rather, on one’s experience. Perception of public value also does not sound as if it 

would have any impact on one’s perceptions of ease of use: the set of actions (such as 
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an advertisement campaign) could increase our perceptions of public value of the 

thing; however, it does not change the fact that we cannot use it well.  

It was also theorized that, similar to Alhujran’s model, the factor of perceived 

usefulness of e-Government services might be affected by the factor of individual 

cultural value preferences for uncertainty avoidance and by the factor of perceived 

public value (whether citizens perceive e-Government as valuable). Very similar 

considerations were used by Venkatesh and Davis (2000) in their TAM2: the load of 

external factors was all directed towards perceived usefulness rather than perceived 

ease of use. 

The only logical way to connect individual cultural value preferences of power 

distance to the model was through the factor of perceived public value, rather than 

through perceived usefulness. 

As a result of these considerations, the proposed integrated research 

framework, called the extended TAM model, consists of nine constructs: one 

dependent variable of actual use and eight independent variables. Three independent 

and one dependent variable were original constructs of the TAM model by Davis 

(1989): perceived ease of use, perceived usefulness, behavioral intentions, and actual 

use. Another five independent variables were factors found in the course of the 

literature review: trust in the Internet, trust in the government, perceived public value, 

as well as individual cultural value preferences for power distance and uncertainty 

avoidance. 

In Section 3.8 of this chapter, adoption of e-Government services was defined 

as a superimposition of its actual use onto the behavioral intentions to use e-

Government services thus, in the proposed extended TAM model, adoption is 

represented by the factors of behavioral intentions and actual use. 

The factor of behavioral intentions to use e-Government services, proposed by 

the original TAM model, according to Han (2003: 16) and Wang (2002: 334), is a 

proper predictor for current and future usage. Similarly, Fishbein and Ajzen (1975a), 

as well as many other scholars, believed that adoption behavior is determined by the 

intention to use a particular system. Since the main focus of the research was not on 

adoption behavior but adoption itself, it was important that the model included both 

the factors of behavioral intentions and actual use. 
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Figure 3.17  Extended TAM Model 

Source:  Developed for this Study. 

 

Conclusion: The extended TAM model represents the researcher’s presumptions 

on how citizens come to accept and use e-Government services, and serves as a 

theoretical foundation for further study. The model, which accounted for the 

experiences of the previous e-Government related studies, points out the relationships 

between variables that the researcher sets out to investigate, in a systematic way, and 

statements/hypotheses regarding these relationships.  

The mathematically falsifiable essence of the hypotheses, would allow the 

researcher to find out the likely relationships, which eventually become the findings 

of the research. The next section will present the hypotheses used in the study to test 

the precisely stated relationships between the chosen variables. 

 

3.12  Hypotheses Formulation 

 

This study extended the original TAM model by integrating the original 

constructs of the TAM model with external constructs of individual cultural value 

preferences for power distance and uncertainty avoidance, as well as with trust in the 
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Internet, trust in the government, and perceived public value, to form an extended 

TAM model to study factors that affect e-Government services adoption by Ukrainian 

citizens. The following sections will present the hypothesized relationships between 

the constructs, which are supposed to contribute to the overall understanding of the 

problem. 

 

3.12.1  Hypotheses Related to the TAM Model  

The wide body of technology acceptance literature adheres to an assertion that 

the two factors of perceived usefulness and perceived ease of use are the main 

determinants for intention/usage of technology in general and e-Government in 

particular (Warkentin et al., 2002). This assertion was also confirmed by a number of 

the studies examined by the researcher in the course of the literature review, 

particularly those by Al-Hujran et al. (2011), Azmi et al. (2012), Chu et al. (2003), 

Jen-Ruei et al. (2006), Hung et al. (2006), Rana et al. (2012), Vrček and Klačmer, 

(2014), Wang, (2002), and Wangpipatwong et al. (2008). The reviewed studies 

confirmed that both factors were strong predictors of behavioral intentions. Much 

research also reported that perceived ease of use strongly affects perceived usefulness, 

and that behavioral intentions often predict actual use. Guided by these findings as 

well as the assumptions of the original TAM model, the following hypotheses were 

derived: 

H1: There is a direct and positive relationship between behavioral 

intentions and actual use (BI-USE). 

H2: There is a direct and positive relationship between perceived ease of 

use and behavioral intentions (PEU-BI). 

H3: There is a direct and positive relationship between perceived 

usefulness and behavioral intentions (PUI-BI). 

H4: There is a direct and positive relationship between perceived ease of 

use and the perceived usefulness (PEU-PUI). 

The four hypotheses clearly state relationships among four constructs of the 

extended TAM model, representing the core variables of the original TAM model, 

assuming that any positive change in independent variables will directly lead to 

positive change in the dependent variables. 
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3.12.2  Hypotheses Related to Individual Cultural Value Preferences 

Inclusion of cultural dimensions in the structural model was guided by the idea 

that cultural impact manifests in relation to the sense that people make of the world, 

and to institutional change (Hunter, 2009). 

Hofstede defined uncertainty avoidance as “the extent to which the members 

of a culture feel threatened by uncertain or unknown situations and try to avoid such 

situation” (Hofstede, 1991: 5). This means that citizens with a low level of uncertainty 

avoidance tolerate risk easily and are more likely to be willing to take risks and give a 

new service a try. On the other hand, those with a high level of uncertainty avoidance, 

according to Akkaya et al. (2012: 2532), “are more concerned about ambiguity, seek 

stability and predictability.” In its ideal form, which would exclude any possible 

technology related risks and unpredictability of human factors, e-Government services 

that offer such stability and predictability, would be considered as valuable and useful 

by individuals with high levels of individual cultural value preferences for uncertainty 

avoidance. Therefore, it was hypothesized that: 

H5: There is a direct and positive relationship between individual 

cultural value preferences for uncertainty avoidance and perceived 

usefulness (UAI-PUI). 

H6: There is a direct and positive relationship between individual 

cultural value preferences for uncertainty avoidance and perceived 

public value (UAI-PPV). 

Hofstede defined power distance as “the extent to which the less powerful 

members of the institutions and organizations within a country expect and accept that 

power is distributed unequally” (Hofstede, 1991: 5). This means that citizens with a 

low level of individual cultural value preferences for power distance are more likely 

to make the decision to adopt e-Government services without seeking approval from 

authorities and vice versa. It was hypothesized that there is direct relationship 

between individual cultural value preferences for power distance and perceived public 

value of e-Government services. The strength of this relationship is proportional to 

how citizens perceive distribution of power in society: 
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H7: There is a direct and positive relationship between individual 

cultural value preferences for power distance and perceived public 

value (PDI-PPV). 

 

3.12.3  Hypothesis Related to Perceived Public Value 

Similar to Pura (2005), who found that customers’ value perceptions influence 

customer behavioral intentions and their willingness to buy a product or use a service 

as well as decrease their intentions of trying to find an alternative, the researcher 

assumed that a higher perception of public value of e-Government services will result 

in a higher perception of the usefulness of these services by citizens, thus will 

enhance their behavioral intentions to use e-Government services. Kearns, trying to 

explain this, suggested, that: 

 

Public value is, after all, concerned with things that matter to citizens 

and politicians and if e-government activity can be more convincingly 

shown to be relevant to these things then the wider policy community 

is more likely to engage with it (Kearns, 2004: 17).  

Therefore, it was hypothesized that: 

 

H8:  There is a direct and positive relationship between perceived public 

value and perceived usefulness (PPV-PUI). 

 

3.12.4  Hypotheses Related to Trustworthiness 

The relationship between trust in the government and trust in the Internet to 

behavioral intentions to use e-Government services was found to be empirically 

significant in many of the reviewed studies, therefore these two dimensions were 

chosen to be independent variables in this study. The following two hypotheses 

address the association between trust in the Internet and trust in the government with 

behavioral intentions to use e-Government services:   

H9: There is a direct and positive relationship between trust in the 

Internet and behavioral intentions (TOI-BI). 

H10: 
There is a direct and positive relationship between trust in the 

government and behavioral intentions (TOG-BI). 
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This means that an increase in citizens’ trust in the Internet and in the 

government will result in higher intentions to use e-Government services, and this 

will allow citizens to perceive these services as trustworthy.  

 

3.13  Definitions of Constructs  

 

The research model is made up of eight independent variables and one 

dependent variable. The definitions for all constructs are summarized in Table 3.7 

below: 

 

Table 3.7  Definitions of Constructs 

 

Construct Definition 

Actual Use 

(USE) 

 

 

 

According to (Davis, 1989), actual use is a form of user’s response to 

external conditions that is being expressed in the real course of action. 

In the current study, it is an appropriate and effective use of e-

Government services as an alternative to traditional government 

services. 

Behavioral 

Intentions 

(BI) 

“A measure of the likelihood that a person will engage in a given 

behavior” (Ajzen, 1980: 43). In the current study, the given behavior is 

the use of e-Government services. 

Perceived 

Usefulness 

(PUI) 

“Degree to which a person believes that using a particular system 

would enhance his or her job performance” (Davis, 1989: 320). Using 

the same definition, the current study replaces a particular system with 

e-Government services. 

Perceived 

Ease of Use 

(PEU) 

 

“Degree to which a person believes that using a particular system 

would be free of effort”  (Davis, 1989: 320). Using the same definition, 

the current study replaces a particular system with e-Government 

services. 

Perceived 

Public Value 

(PPV) 

 

“Value created by government through service, law regulations, and 

other actions” (Kelly et al., 2002: 4). In the current study, perceived 

public value refers to citizens’ belief that using an e-Government 

service is valuable in terms of time/money saving etc.  



130 

Table 3.7  (Continued) 

 

Construct Definition 

Trust in the 

Government 

(TOG) 

“The level of confidence citizens have in their government … to ‘do 

the right thing,’ to act appropriately and honestly on behalf of the 

public” (Barnes and Gill, 2000: 1). 

Trust in the  

Internet (TOI) 

“A belief of citizens that the Internet is a dependable medium, as well 

as a safe place to perform secure transactions” (Alsaif, 2014: 91). In 

the current study, those transactions are the e-Government services. 

Power 

Distance 

(PDI) 

“The extent to which the less powerful members of the institutions and 

organizations within a country expect, and accept, that power is 

distributed unequally” (Hofstede, 1991: 5). In the current study, PDI 

was used to measure individual cultural value preference for power 

distance in society. 

Uncertainty 

Avoidance 

(UAI) 

“The extent to which the members of a culture feel threatened by 

uncertain or unknown situations” (Hofstede, 1991: 5). In the current 

study, UAI was used to measure individual cultural value preference 

for uncertainty avoidance in society. 

 

Source:  Developed for this Study. 

 

3.14  Conclusions 

 

This chapter has presented an analysis of the literature related to the research 

topic, as well as an examination of the selected research on e-Government that took 

place in different countries during the past 15 years.  

Since the researcher could not find any comprehensive definition of what e-

Government is, the researcher proposed his own definition of e-Government, as well 

as his own definition of e-ready citizens that seemed to be missing in earlier research. 

Guided by findings from the literature review, the list of constructs to be used 

in the research was finalized and justified, the research model was developed, and the 

set of hypotheses was formulated. The research model was developed in the 
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framework of the TAM model as one which seems to be the most frequently used in 

e-Government research, thus is considered to be suitable for the purpose of this study. 

However, it was found, that aside from the TAM core variables, there were other 

factors that greatly influence behavioral intentions towards the use of e-Government 

services by citizens, for instance: individual culture value preferences of power 

distance and uncertainty avoidance, perceived public value, trust in the government, 

and trust in the Internet. It was decided to include these factors that are “external” to 

the original TAM model into the conceptual framework of the current study. The 

researcher also provided a brief justification for the relationships between the chosen 

constructs within the research model. 



 

CHAPTER 4  

 

RESEARCH METHODOLOGY 

 

4.1  Introduction 

 

This chapter explains and familiarizes the reader with the methodology used 

by the researcher to pursue the objectives of the study and to answer the research 

questions. The chapter is logically divided into four semantic parts. The first part 

discusses the feasibility of the mixed methods research design employed by the 

researcher and presents the typology model used to guide the research. The second 

part of the chapter is entirely devoted to the quantitative phases of the study, whereas 

the third focuses on the qualitative phases. The second part is especially important in 

its attempt to define who e-ready citizens are. The way this was defined allowed the 

researcher to quantify e-ready citizens in this study. In this regard, proposed 

definitions could be useful and might be suggested for perusal for future e-

Government related research. Both the second and third parts elaborate on the various 

methodological issues and the researcher’s considerations of appropriateness of the 

design in each phase, as well as discuss the practical issues related to selection of the 

samples, and techniques used to collect and to analyze data. The issues related to 

verification of findings in each phase of the research are also discussed. 

The fourth and last part of the chapter discusses the ways in which data from 

both phases were compared, analyzed and used to draw inferences. The final part of 

the chapter discusses some ethical considerations used throughout the study. 

 

4.2  Research Design 

 

The choice of the research method is often a matter of the personal preferences 

and worldview of the researcher, and in a broader sense, it is determined by 

philosophical and sociopolitical preferences of the paradigm that the researcher 
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associates himself with. Historically, positivism was the predominant paradigm and 

philosophy behind naturalistic, and, later, sociological research. Accordingly, the 

quantitative approach and statistical research were the most used techniques of 

conducting research in those days. Starting approximately from the second part of the 

past century, having its roots in the works of Hanson and Popper, first post-positivism 

and later constructivism gained credibility and popularity within scientific 

communities, resulting in qualitative methods of research gaining strength and 

acceptance. Each of these methods has its own pros and cons, strengths and 

weaknesses, and the majority of scholars would probably agree that quantitative 

research (QUAN) has stronger predictable and qualitative research (QUAL) stronger 

explanatory powers. This can be explained by the nature of quantitative, numerical 

data that has some advantages when measuring particular qualities of the 

phenomenon, allowing some generalizations, while qualitative data can be richer in 

meaning when describing phenomenon (Babbie, 2010: 24). The desire to combine 

strong points from both techniques led to the development of various mixed methods 

research designs. Mixed methods research design could be defined as a type of 

research design in which quantitative and qualitative approaches are mixed across 

different stages of the research (Teddlie and Tashakkori, 2009). It was suggested that 

a combination of different research methods will: 

1) Result in greater certainty about the findings because it is expected 

that the strength of one could equilibrate the weaknesses of the other (Jick, 1979: 3) 

2) Provide the opportunity to combine different types of data from 

various sources which may lead to more comprehensive understanding of the 

phenomenon under investigation (Kaplan and Duchon, 1988: 575) 

3) Allow simultaneous testing of a quantitatively derived hypothesis 

and explore in greater depth the process whereby the relationship occurred, as well as, 

it is hoped, that simultaneous use of both will allow to make more accurate inferences 

(Teddlie and Tashakkori, 2009: 34) 

There is also a broad view that “to understand human affairs it is insufficient 

to rely on quantitative survey and statistics, and necessary instead to delve deep into 

the subjective qualities that govern behavior” (Holliday, 2002: 7). Babbie (2010: 25) 

suggested, that “A complete understanding of a topic often requires both techniques.” 
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Taking into account all these, and being guided by the assumption that simple 

identification of factors that affect acceptance of e-Government services in Ukraine, 

based on the frequencies of their appearance in responses to its quantitative phase, 

might be not as sufficient as also knowing why some factors were weighted over 

others, the researcher chose to use both quantitative and qualitative techniques in this 

study. This makes the current research to be a mixed methods research. After all, most 

major areas of social sciences research now use mixed methods (Tashakkori and 

Teddlie, 1998). Another very important consideration behind the choice of using two 

separate methods in a single study was the opportunity to triangulate the findings. Jick 

(1979: 602), who defined triangulation as a means for finding out if separate methods 

are concordant, suggested that MM research design is the one which, de facto, 

supports triangulation. Mixed methods research design is the one that serves functions 

of triangulation and complementarity (Teddlie and Tashakkori, 2009: 140). In simple 

words, the researcher wanted to see if findings of the qualitative phase will 

corroborate with those from the quantitative phase of the research, or if qualitative 

findings could enhance the findings of the quantitative phase, making generalization 

of the findings more concrete. 

 

4.2.1  Typology of Mixed Methods Research Design 

While developing the design for the current study, the researcher referred to 

the basic notation system developed by Morse (1991), in which the key component is 

the way of conducting research, either in parallel or sequential order. Parallel order 

means that both approaches are used simultaneously, while sequential order implies 

that one approach is followed by another: in either design typology, one of the 

approaches could be given a higher priority, and thus it becomes a dominant method, 

while the other remains less dominant. Since the researcher was conducting this study 

entirely on his own, the choice of parallel typology for the current research self-

eliminated, leaving the researcher with the option of sequential MM research design. 

In determining which approach, quantitative or qualitative, should be given the higher 

priority and used first, the researcher followed the suggestion by Creswell (2003) that 

it is reasonable to begin research with a quantitative method that could test theories 

and then continue with a qualitative one that could look into the nature of the existing 
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relationships. Similarly, Plano Clark and Creswell (2008) suggested that qualitative 

data in MM research is often used to support and help to explain quantitative findings. 

As a result, the researcher chose the quantitative method to be the dominant, leading 

method, followed by qualitative research.  

Teddlie and Tashakkori identified such design as a mixed methods multistrand 

design and particularly, a sequential mixed methods design, “in which at least two 

strands occur chronologically” (Teddlie and Tashakkori, 2009: 153). It anticipates that 

findings of data analysis from the earlier strand be used in conceptualization of the 

next strand, and final inferences be drawn from results of both strands of the research. 

Plano Clark and Creswell (2008) defined this type of design as a two-phase study.  

Research was conducted in order to explain behaviors of e-ready citizens with 

regard to adoption of e-Government services, which makes this research explanatory 

in nature. Social explanatory research is seeking to provide the reasons for 

phenomena by exploring causal relationships (Babbie, 2010: 19). The sequential 

explanatory design is the most straightforward of the major mixed methods designs, 

which makes it easy to implement, describe and report on results (Plano Clark and 

Creswell, 2008).  

As a result of these inferences, a two-phase sequential explanatory mixed 

methods research design, where the less dominant qualitative phase follows the 

dominant quantitative phase, was selected to study the factors that affect citizens’ 

adoption of e-Government services in Ukraine. In the quantitative phase, the 

researcher used a self-administered survey questionnaire to collect data from a 

representative sample of e-ready citizens, whereas in its qualitative phase, the 

researcher conducted a series of face-to-face interviews with e-ready individuals. 

According to Babbie (2010: 254), a survey is an excellent tool for measuring 

behavioral attitudes and orientations of a large population whereas the interview is an 

alternative method of collecting survey data from a smaller population. 
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Figure 4.1  Sequential MM Research Design Used in the Study 

Source:  Developed for this Study. 
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Following the research design, presented here above in Figure 4.1, findings 

from the quantitative phase served as a complementing input for developing a list of 

factors that was presented to interviewees in the qualitative phase of the research. 

According to Moriarty (2011) the interviews that provide the researcher with an easy, 

robust and effective way of learning interviewees’ opinions and perceptions, are still 

the most common method of data collection in qualitative research. 

On conclusion of the qualitative phase of the research, findings from both 

phases were analyzed for similarities and differences, generating research inferences 

and conclusions.  

Since data for the research was collected at a single point in time, such a 

design is defined as a cross-sectional study. 

The proposed mixed methods research design shows the sequence of actions 

taken by the researcher in order to collect the data necessary to answer the research 

questions. The following Sections 4.3 and 4.4 of this chapter will elaborate in more 

detail on each phase of the research design.  

 

4.2.2  Strengths and Limitations of MM Research Design 

One of the strongest points of mixed methods research design is that they 

allow the strength of one method to offset the weaknesses of another, allowing 

complementarity and triangulation of data and inferences. In addition, according to 

Teddlie and Tashakkori (2009: 33), “It enables the researcher to simultaneously ask 

confirmatory and explanatory questions and therefore verify and generate theory in 

the same study.” 

As for the weaknesses, some of them, which the researcher had the chance to 

experience in the current study were: the need for and fact of conducting two studies 

in one required at least twice the effort in terms of time and funds allocation to 

support the research; it was necessary to have quite a good understanding of both 

methods and to learn how to mix them effectively; interpretation of the results was 

challenging, especially taking into account that results were in a way contradictory. 
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4.3  Quantitative Research: Survey Questionnaire 

 

In survey research, data could be gathered in various ways, including self-

administered and administered surveys, mail surveys, telephone or over the Internet 

(Fink, 2009; Sekaran and Bougie, 2010). None of these techniques is superior and the 

choice often depends on the cost, the available time, the characteristics of participants, 

and the expertise of the researcher (Sekaran and Bougie, 2010).  

In this study, the face-to-face administered survey approach, along with an 

online survey were used to collect research data. In quantitative research, the 

sequence of procedures is prescribed, and, in general, the quantitative phase of the 

research was conducted with the following steps, as presented in Table 4.1. 

 

Table 4.1  The Steps of Conducting Quantitative Research 

 

Steps Action Taken 

Step 1: Identification of the research method. 

Step 2: Identification of the units of analysis and size of the sample. 

Step 3: Operationalization of definitions. 

Step 4: Development of the measurement scales. 

Step 5: Finalizing the first draft of the survey questionnaire in English. 

Step 6: Translation of the survey into the Ukrainian language. 

Step 7: Testing the research instrument in the pilot study. 

Step 8: Evaluation of the validity and reliability of the research instrument. 

Step 9: Finalizing the “working version” of the survey questionnaire. 

Step 10: Collecting, screening and testing the data. 

Step 11: Developing the measurement and the structural models. 

Step 12: Testing the hypotheses and making inferences. 

 

Source:  Developed for this Study. 
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4.3.1  Unit of Analysis and Unit of Observation 

In order to identify the unit of analysis, the researcher followed the 

recommendation by Babbie, who suggested that “the easiest way to identify the unit 

of analysis is to examine a statement, regarding the variables under study” ( Babbie, 

2010: 104). This research focuses on the perceptions and attitudes of e-ready citizens 

regarding the adoption of e-Government services, and thus, e-ready citizens of the 

Ukraine were the unit of analysis of this study. The method of collecting data in the 

quantitative phase of the research was through survey questionnaires that were 

distributed to single members of the unit of analysis, which determines a unit of 

observation, an e-ready citizen of Ukraine. 

The following section defines the term “e-ready citizens” and explains how 

they differ from other citizens of Ukraine. 

 

4.3.2  E-Ready Citizens 

For the purpose of the study, statistical information provided by the Miniwatts 

Marketing Group was used to define the numbers of: 

1) The total population of Ukrainians, which as of June 2014, was 

44,291,413 citizens  

2) The number of Internet users in Ukraine, which as of December 

2013, was 18,513,810 or 41.8% of the total population 

3) The number of non-Internet users in Ukraine, which as of December 

2013, was 25,777,603 or 58.2% of the total population (Miniwatts Marketing Group, 

2014) 

E-Government services could be received directly or with the help of various 

mediators or agents, the agent, on behalf of the recipients applying for e-Government 

services, thus making e-Government services accessible even for non-Internet users. 

However, because this part of the population is lacking direct experience of using e-

Government services, the researcher decided that it would be not useful to include it 

in the study. This left the researcher with the option to select only Internet users as the 

ones who have all the necessary knowledge, skills and experience that could be useful 

and could contribute to answering to the research questions. However, not all Internet 

users who are using e-Government services give their preference to traditional 

http://www.miniwatts.com/
http://www.miniwatts.com/
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channels of delivery, and some prefer to receive such services via agents. Regardless 

of their preferences, all Internet users have something in common - they are all able to 

use e-Government services, thus were qualified, in the researcher’s view, as valid 

candidates to take part in the survey (see Figure 4.2 below for references). 

 

THE WHOLE POPULATION OF 

UKRAINE 44,291,413 (July 2014) 

ALL GOVERNMENT  

SERVICES 100 % 

Internet Users 41.8%   

Traditionally 

Delivered 

Government 

Services 

E-ready Citizens 

> 18 years old, 

34.49% of total 

 

USE 

e-Government 

Services 

Not USE 

 

USE 

via the 

AGENT 

 

 

Non-Internet Users 58.2% 

 

 

 

 

Figure 4.2  Graphical Interpretation of E-Ready Citizens 

Source:  Developed for this Study. 

 

There are also some recipients of e-Government services who could be 

considered as not legitimate users. Officially, in Ukraine, the legal age starts after the 

18
th

 year, which means that a minor who requested e-Government services, except in 

cases when receiving some general information, would require adult or guardians’ 

supervision. The fact of supervision, being permissive or restrictive in its nature, 

would moderate perceptions towards e-Government services, thus making the minor 

not a 100% qualified recipient of e-Government services. Moreover, under this 

category also falls a great number of much younger citizens that do not use e-
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Government services at all, thus it was decided to exclude Internet users below 18 

years old from the scope of this study.  

To avoid possible confusion, and in order to distinguish conscious and 

potential recipients of e-Government services from the whole population of Internet 

users, the researcher decided to call the first group e-ready citizens. Similar to 

Karahanna et al. (1999: 191), who considered potential adopters of IT as those who 

have knowledge of it but have not started using it yet, the researcher included those 

Internet users that do not use e-Government services but potentially could come into 

the category of e-ready citizens.  

The term “e-readiness” is not very often used in studies of adaptation of e-

Government services. In the course of the literature review, the researcher found only 

two studies in which the term “e-ready” was used to describe characteristics of the 

population; however, the definitions were not clear. For example, Abdelghaffar 

(2010: 216) definition of e-ready citizens as those “who have appropriate ICT 

infrastructure and have computer and Internet skills and using e-Government services 

more than non e-ready citizens” does not suggest any solution for what quantity of e-

Government services needs to be consumed to become an e-ready citizen. This 

definition was similar to the definition of e-readiness as the “ability to use information 

and communication technologies (ICT) to develop one's economy and to foster one's 

welfare” (Hakikur, 2007: 227). However this one also does not provide any 

connection to e-Government services. According to Alghamdi, Goodwin and 

Rampersad (2014), existing e-readiness models are primary focused on organizational 

factors of information, while organizations such as the UN, the International 

Communication Union, the World Bank and the World Economic Forum, while 

developing various e-readiness tools, are not including e-government in their 

assessments models (Alghamdi et al., 2014: 15). In general, existing e-readiness 

models developed to assess countries’ e-readiness are not concerned with assessment 

of e-readiness of citizens that might affect e-Government projects, explains Ojo, 

Janowski and Estevez (2005).  

Taking into account these considerations, the following definition of e-ready 

citizens was proposed by the researcher to be used in the current and in future 

research: e-ready citizens are the legal-aged Internet users, the potential recipients of 



142 

the government and public services provided in electronic form over the Internet. The 

word “potential” indicates that not all e-ready citizens are recipients of e-Government 

services at the moment. 

Identifying the Number of E-ready Citizens 

While the number of Internet users in Ukraine is known, the number of e-

ready citizens for this study needed to be established. The researcher could not find 

demographic data on Ukrainians younger than 18 years old, thus started by 

identifying the total number of Ukrainians in this age group. 

According to information from the World Factbook (CIA, 2014), as at July 

2014 there were 6,204,822 or 14% of the total population of citizens of 0 to14 years 

old and 5,111,967 or 11.5% of the total population of citizens of 15 to 24 years old. 

Assuming equal distribution (which, judging by the numbers, is close to reality) of the 

population aged between 15 and 24 years old over the different age groups, it will be 

logical that each year in this age group was represented by 1.15% of the total 

population of Ukrainians (11.5% divided by ten age groups), Thus, the three age 

groups of 15, 16
 
and 17-year-olds will be represented by 1,533,590 or 3.45% 

(3*1.15%) of the total population. Thus, the number sought of all Ukrainian citizens 

younger than 18 years old would be: 1,522,590 + 6,204,822 = 7,727,412 or 17.45% of 

the total population. 

Unfortunately, the researcher also couldn’t find statistics on Internet users who 

were younger than 18 years old, therefore it was decided to consider the following 

proportional distribution: if there were 41.8% or 18,513,810 Internet users out of 

100% or 44,291,413 of the total population of Ukrainians, then the number of Internet 

users in the population group that is younger 18 years old could be the same 41.8% 

thus, 41.8% out of 7,727,412 = 3,230,058 citizens below 18 years old could be 

potential Internet users, which needed to be excluded from the study as not being 

Internet users of legal age. 

Conclusion: The focus of this study will be the population of 15,274,752 e-

ready citizens (18,513,810 (total number of Internet users) - 3,239,058 (Internet users 

younger than 18 years old)), which is 34.49% of the total Ukrainian population.  

 

https://www.cia.gov/library/publications/the-world-factbook/
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4.3.3  Population Sampling 

The probability sampling techniques which aim to achieve representativeness 

are primary techniques used in quantitatively oriented studies (Teddlie and 

Tashakkori, 2009: 170). The laws of probability serve as the basis for all probability 

sampling techniques. This anticipates that each member of a defined population has 

an equal chance to be randomly selected for further investigation. In the previous 

section, the researcher estimated the total size of the population of e-ready citizens 

under investigation, which was 15,274,752, but are all of them known? It would be 

quite impossible to create a single list of all e-ready Ukrainians to secure for them the 

chance to be randomly selected with equal probability. In such a situation, the 

researcher is left only with the choice to use nonprobability sampling techniques, the 

methods where no randomization is involved. For this quantitative phase of the 

research, the researcher selected a nonprobability quota sampling technique, which is 

commonly used and in many regards recalls stratified random sampling, with the 

exception that samples from each stratum do not need to be random samples.  

4.3.3.1  Sample Size 

One of the main problems associated with the use of nonprobability 

sampling is the difficulty of identification of the sample size. Without assumptions of 

probability, statistical formulas used to calculate sample size simply do not work. On 

the other hand, according to Babbie (2010: 194), the “quota sampling addresses the 

issue of representativeness,” thus it would be logical to assume that the size of the 

sample could be calculated with the same statistical formula as would be done for a 

probability sample. For a probability sample, the relationship between population and 

sample sizes are well-known and quantified (see Table 4.2 for the references), 

however, there is always a compromise between the sample size and the level of 

confidence that the sample will accurately represent the whole. The reviewed 

literature suggested that, when choosing the size of the sample, a 95% of confidence 

level with a 5 to 10% confidence interval is desirable: it provides researchers with 

acceptable accuracy in representing a targeted population by size of sample. There 

were also considerations regarding time and the financial constraints of the research, 

therefore the researcher decided that 384, suggested by statistics, would be an 

appropriate size of the sample for this study. 
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Table 4.2  Identification of the Sample Size 

 

Population Size Confidence Level 95% Confidence Level 99% 

3,000 341 2,286 

> 3,000  (15,274,752) 384 9,604 

 

Source:  Teddlie and Tashakkori, 2009: 183. 

 

However, knowing that very often not all collected data is qualified for data 

analysis, the researcher decided to increase the size of the sample by 16 more 

participants. As result, it was decided to collect data from 400 e-ready citizens. This 

number also corresponds with the objective of manageability of the research settings 

advocated by Holliday (2002), comparing a sample of 9,604 respondents under a 

confidence level of 99%. It is necessary to mention that the sample size in most of the 

reviewed studies (13 out of 17), was much lower than the size of the chosen sample.  

4.3.3.2 Sample Characteristics 

Due to absence of statistical information on e-ready citizens in Ukraine, 

researcher had to use his own experience and judgment in defining characteristic of 

sample that would accurately represent recipients of e-Government services.  

Babbie (2010) suggested to start a quota sampling with identification of 

similar characteristics of the population under investigation and then assigning a 

quota to each of them. In the course of the literature review it was found that gender 

and age were the most used characteristics of a population for defining the quotas. For 

instance, studies both by Alsaif (2014) and by Gilbert et al. (2004) confirmed age to 

be a significant moderator of behavioral intentions of citizens towards e-Government 

services. Building on these findings, the researcher hypothesized that the number of 

users of e-Government services would be different for representatives of the different 

age groups. However, once the scope of the age group was identified (such as young 

people being those aged from 18 to 28), there would be no difference in the number of 

e-Government users among the groups.  



145 

In order to identify the scope of each age group, the researcher used 

information on the number of Internet users in Ukraine provided by Factum Group 

Ukraine, assuming that the number of e-Government services users corresponds with 

the number of Internet users for each age group. The statistics suggested that 39% of 

Internet users were aged 15 to 29 years old, 35% of  Internet users were aged 30 to 44 

years old and 26% of Internet users were those of 45 years old and older (Dubinskiy, 

2014). Using this information to decide the proportions, the researcher identified four 

age groups to be represented in the survey, which are presented in Table 4.3 below. 

 

Table 4.3  Characteristics of the Survey Sample 

 

No. Age Group 
Gender 

Male /Female 

1 18 – 27 25.0% (100 respondents) 

2 28 – 38 25.0% (100 respondents) 

3 39 – 50 25.0% (100 respondents) 

4 ≥ 51  25.0% (100 respondents) 

 

Source:  Developed for this study. 

 

The number of studies that examined the role of gender on behavioral 

intentions of citizens (Al-Shafi and Weerakkody, 2010; Alsaif, 2014; Alshehri, Drew 

and AlGhamdi, 2013; Dwivedi, Williams and Venkatesh, 2008; Venkatesh, Morris 

and Ackerman, 2000; Venkatesh et al., 2003) produced contradictory results, 

suggesting, that the role of gender largely depends on the cultural characteristics and 

traditions of the societies. Taking into account the long history of recognition of 

women’s rights in Ukraine (enshrined in the Constitution of Ukraine since 1936), it is 

logical to assume that there should not be any difference in the number of men and 

women that use e-Government services. Indirect confirmation of this could be the 

findings of the research conducted by Factum Group Ukraine that confirmed a similar 

number of Internet users: 51% of females and 49% of males were regular Internet 

users in Ukraine as of September 2014 (Dubinskiy, 2014). Built on the assumption 
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that there would be no difference in the set of e-Government services consumed by 

men and women, the researcher decided that there would be no need for equal 

representativeness of men and women in the sample. 

Since both characteristics, age and gender, are visual and easy to 

manage without causing unnecessary trouble to the surveyed citizens, the researcher 

decided, that the nonprobability quota sample used in the survey would consist of an 

equal number of members of the four age groups without their further differentiation 

by gender. To simplify the process of collection of data, while identifying the 

characteristics of the sample, the researcher decided not to consider social, racial, 

ethnic, professional or level of sufficiency within the researched population, which 

could be considered as delimitations of the research. 

 

4.3.4  Research Instrument 

Following advice by Babbie (2010: 255) that the trustworthiness of a survey is 

predetermined by meaningful and good questions, the researcher paid special 

attention to the development of the research instrument. The well-validated 

measurement inventory, that, according to Wang (2002), is available for TAM-based 

research, allowed the researcher to adopt some questions from previous studies. 

However, some questions were developed by the researcher himself in close 

collaboration with the academic staff of NIDA and other scholars. An indication of 

the link between each question and the corresponding studies is presented in Table 

4.6. The questionnaire design was guided by the following principles: questions 

should be brief, positive, not leading, and applicable to all respondents in the chosen 

population sample (Zikmund, 1997). Special attention was paid to the wording used in 

the questionnaire, keeping it as simple as possible in order to avoid double meanings, 

ambiguity and possible respondents’ bias.  

Fifty six close-ended questions of the research instrument were separated into 

three parts: introductory, a core part (43 questions), and a closing part made up of five 

demographic questions. By leaving the questions about demographic characteristics of 

the respondents for the end, the researcher was guided by Miller’s argument that 

“Putting a sensitive question up front immediately raises a red flag with respondents 

who have privacy concerns and increases the likelihood that they will break off the 
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survey” (Miller, 2015). The close-ended and structured format of the questionnaire 

was meant to reduce the respondents’ effort and time needed to answer each question.  

As a result, each construct was represented by five questions. In order to 

minimize extreme responses, and prevent a HALO effect and acquiescent biases, 

negatively worded questions were considered (Q10, 15, 20, 25, 31, 36, 41, 46, and 

50). To simplify the tasks of administration and data processing, most of the questions 

were pre-coded with the use of a standard response formulation (Fink, 2009). 

4.3.4.1 Conceptualization and Operational Definitions 

It was necessary to conceptualize and operationalize all the constructs 

related to the research problem before any data collection took place (Zikmund, 

1997). According to Babbie (2010: 130), “the process through which we specify what 

we mean when we use particular terms in research is called conceptualization.” 

Basically, it is a process of defining what the researcher is attempting to study and 

what particular variables will be used, so that everyone would know what the 

researcher meant. Operationalization of definitions, on the contrary, is making 

decisions on how to measure the conceptualized constructs (Babbie, 2010: 46). The 

original definition of constructs from the literature were used as a guideline for 

developing the researchers’ own definitions, presented in Table 4.4.  
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Table 4.4  Original Definitions and Operational Definitions 

 

Variable Original Definition Operational Definition 

Actual Use 
“The amount of usage over a fixed unit of time” (Morris and Dillon, 

1997: 5). 

An appropriate and effective use of e-

Government as alternative to traditional 

government services. 

Behavioral 

Intentions 

“A measure of the strength of one’s intention to perform a specified 

behavior” (Fishbein and Ajzen, 1975b: 216). 

The degree to which citizens have formulated a 

conscious plan to continue or not to continue use 

of e-Government services. 

Perceived 

Usefulness 

“Degree, to which a person believes that using a particular system 

would enhance his or her job performance” (Davis, 1989: 320). 

The degree to which citizens believe that use of 

e-Government services is helpful, useful and 

practical, compared to traditional services. 

Perceived 

Ease of Use 

“Degree to which a person believes that using a particular system 

would be free of effort (Davis, 1989: 320). 

The degree to which citizens believe that use of 

e-Government services will not require extra 

effort. 

Perceived 

Public Value 

 “The value created by government through service, law regulations 

and other actions” (Kelly et al., 2002: 4) 

Internal feeling of citizens about how much e-

Government services are worth for society. 

 

1
4
8
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Table 4.4  (Continued) 

 

Variable Original Definition Operational Definition 

Trustworthiness 
“The perception of confidence in the electronic marketer’s reliability 

and integrity” (Belanger, Hiller and Smith, 2002: 252). 

The degree to which citizens perceive e-

Government services as trustworthy. 

Trust in the 

Government 

“The level of confidence citizens have in their government … to ‘do 

the right thing,’ to act appropriately and honestly on behalf of the 

public” (Barnes and Gill, 2000: 1). 

The degree to which citizens believe that the 

Government is acting in citizens’ interests. 

Trust in the 

Internet 

“Belief of citizens that the Internet is a dependable medium, as well 

as a safe place to perform secure transactions” (Alsaif, 2014: 91) 

The degree to which citizens perceive the 

Internet as a reliable media to deliver e-

Government services. 

Individual culture value preferences for: 

Power 

Distance 

“The extent to which the less powerful members of the institutions 

and organizations within a country expect and accept that power is 

distributed unequally” (Hofstede, 1991: 28). 

The degree that corresponds with citizens’ 

perceptions towards distribution of power in 

society. 

Uncertainty 

Avoidance 

“The extent to which the members of a culture feel threatened by 

uncertain or unknown situations” (Hofstede, 1991: 114). 

The degree to which citizens are concerned about 

ambiguity, and seeking stability and 

predictability. 

 

Source:  Developed for this Study. 

1
4
9
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Definitions of the constructs were influenced by considerations of how they 

would be measured. 

After the constructs were operationalized, the researcher could query and 

measure how likely citizens were to use e-Government services (behavioral 

intentions). The degree of such likelihood could be measured with the help of a 

measurement scale (the five-point Likert scale, for example). Answers to the research 

questions could then be used to define what someone’s behavioral intentions were. To 

make this measurement more precise and reliable, the researcher used five questions 

to measure each construct, as is shown in Table 4.5 of the next section.  

4.3.4.2 Construction of Measurement Scale 

Churchill and Gilbert (1979), defined “measurement” as an operation 

carried out to determine the amount of variable that an object possesses. The reviewed 

literature suggested that five and seven-point Likert scales were the most frequently 

used in e-Government research: they were used in almost 80% of all the reviewed 

research. Likert scales are the most commonly used measurement tools in information 

systems research (Malhotra and Peterson, 2006; Sekaran and Bougie, 2010). It was 

found that most of the reviewed studies (66.6%) employed five-point Likert scales. A 

study by Vrček and Klačmer (2014) using the five-point Likert scale showed one of 

the highest predictabilities out of all the reviewed studies.  

While a seven-point scale seemed to have some advantages in reduction 

of the rounding error, it is usually more difficult to comprehend by respondents, who 

have to choose between three similar grades of agreement or disagreement. The use of 

seven-point Likert scales also increases the cost of administration, and may result in 

nonresponsive bias, and respondents’ fatigue (Lehmann, 1972). It seems that a five-

point scale is more readable (compared to a seven-point scale), therefore is easier to 

comprehend (Dawes, 2008: 62). Similarly Cox (1980) noted that five alternatives 

seem to more adequately represent measurement of the individual items.  

For the abovementioned reasons, the five-point Likert scale was used in this 

study: participants were asked to rate each statement in a measurement scale ranging 

from “strongly agree” to “strongly disagree”.  
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Table 4.5  Five-Point Likert Scale Used in the Research 

 

Strongly Disagree Disagree Neutral Agree Strongly Agree 

1 2 3 4 5 

 

Source:  Developed for this Study. 

 

The instrument validation was done in a way that every construct was 

measured with one scale and every scale had five items, as presented in Table  below. 

4.3.4.3 Layout of the Survey Questionnaire 

In order to achieve a high level of responses and to keep respondents’ 

interest throughout the survey, the researcher followed advice given by Zikmund 

(1997), assuring brief, neat, attractive and easy-to-follow design of the questionnaire, 

with the objectives of obtaining accurate data and minimizing respondents’ fatigue.  

The name “School of Public Administration of National Institute of 

Development Administration, Thailand” was printed on the cover page of the 

questionnaire in order to increase the credibility and legitimacy of the survey, thus, to 

support the study. The survey begins with an introductory page, where the researcher 

explains the purpose of the study, provides information on who is conducting the 

study, addresses confidentiality issues and includes notes of thanks for participating in 

survey. The introductory page clearly states the voluntary nature of the survey and 

indicates participants’ rights to withdraw their participation at any time without being 

prejudiced. The first page of survey questions contains a short introduction on how to 

answer to questions. In order to respond, participants needed to check the 

corresponding box/s.   

The questionnaire required only 10 to 20 minutes to be completed 

(which was tested in the pilot study) and together with the cover page occupied six A4 

pages both for the English and for the Ukrainian versions. The words of thanks were 

featured on both the front and back pages of the questionnaire.  
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Table 4.6  Measurement Scales of the Research Model 

 

Item 

Code 

Ques- 

tion 
Question After Moderation Context of Study 

Studies Used 

Similar 

Measure 

Questions related to actual use of e-Government services 

USE1 Q 06 
Out of the total number of government services that you are 

receive, how many are e-Government services? 
Developed by researcher 

USE2 Q 07 
Please indicate how often you accessed government websites for 

private purposes in the past 6 months 

The Influence of User 

Perceptions on Software 

Utilization 

Morris and 

Dillon (1997) 

USE3 Q 09 I use government websites for obtaining various information Kovacic (2015) 

USE4 Q 10r I use government websites for paying various fees and taxes Kovacic (2015) 

USE5 Q 11 I use e-Government services only for private purposes Developed by researcher 

Questions related to perceived usefulness of e-Government services 

PUI1 Q 12 It is useful to have e-Government services available at any time 

Understanding Citizen’s 

Continuance Intention to Use e-

Gov. Website 

Wangpipatwong 

et al. (2008) 

PUI2 Q 13 It is useful to have e-Government services available in one place Developed by researcher 

 

1
5
2
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Table 4.6  (Continued)  

 

Item 

Code 

Ques- 

tion 
Question After Moderation Context of Study 

Studies Used 

Similar 

Measure 

PUI3 Q 14 
E-Government offers an effective way of seeking needed 

services 

The Role of National Culture on 

Citizen Adoption of e-Gov.  

Al-Hujran et al. 

(2011) 

PUI4 Q 15r 
It is not productive to use e-Government services compared to 

visiting government offices in person 

Understanding Citizen’s 

Continuance Intention to Use e-

Gov. Website 

Wangpipatwong 

et al. (2008) 

PUI5 Q 16 E-Government is a useful way of interacting with government 
The Role of National Culture on 

Citizen Adoption of e-Gov.  

Al-Hujran et al., 

2011) 

Questions related to perceived ease of use of e-Government services 

PEU1 Q 17 
Receiving  the information that I want from government 

websites is easy 

Understanding Citizen’s 

Continuance Intention to Use e-

Gov. Website 

Wangpipatwong 

et al. (2008) 

PEU2 Q 18 It is easy to learn how to use government websites 
The Role of National Culture on 

Citizen Adoption of e-Gov. 

Al-Hujran et al., 

2011) 

PEU3 Q 19 
Information provided on government websites is easy to 

understand 

Understanding Citizen’s 

Continuance Intention to Use e-

Gov. Website 

Wangpipatwong 

et al. (2008) 

 

1
5
3
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Table 4.6  (Continued) 

 

Item 

Code 

Ques- 

tion 
Question After Moderation Context of Study 

Studies Used 

Similar 

Measure 

PEU4 Q 20r 
Learning how to use online government services is time 

consuming 
Kovacic (2015) 

PEU5 Q 21 E-Government services are ease to use Kovacic (2015) 

Questions related to behavioral intentions to use e-Government services 

BI1 Q 22 I intend to expand the range of e-Government services that I use 

Understanding Citizen’s 

Continuance Intention to Use e-

Gov. Website 

Wangpipatwong 

et al. (2008) 

BI2 Q 23 
I will always give preference to e-Government services over 

traditional government services 

Understanding Citizen’s 

Continuance Intention to Use e-

Gov. Website 

Wangpipatwong 

et al. (2008) 

BI3 Q 24 I will not hesitate to use e-Government services in the future  

Understanding Citizen’s 

Continuance Intention to Use e-

Gov. Website 

Wangpipatwong 

et al. (2008) 

 

 

1
5
4
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Table 4.6  (Continued) 

 

Item 

Code 

Ques- 

tion 
Question After Moderation Context of Study 

Studies Used 

Similar 

Measure 

BI4 Q 25r I will only use e-Government services if I have to Kovacic (2015) 

Questions related to individual cultural value preferences for uncertainty avoidance, and power distance 

BI5 Q 26 I intend to use e-Government services more often 
The Role of National Culture on 

Citizen Adoption of e-Gov.  

Al-Hujran et al. 

(2011) 

UAI1 Q 27 
It is important to have rules and regulations, thus everyone 

knows what he/she has to do 

The Role of National Culture on 

Citizen Adoption of e-Gov.  

Al-Hujran et al. 

(2011) 

UAI2 Q 28 
Rules and regulations allow to know what to expect from 

everyone 

The Role of National Culture on 

Citizen Adoption of e-Gov. 

Al-Hujran et al. 

(2011) 

UAI3 Q 29 Order is very important for any social relations 
The Role of National Culture on 

Citizen Adoption of e-Gov.  

Al-Hujran et al. 

(2011) 

UAI4 Q 30 
Knowledge of the consequences of actions allows the making of 

better decisions 
Developed by researcher 

UAI5 Q 31r 
I would perform better if I did not have rules and regulations that 

might restrict my actions 
Developed by researcher 

 

1
5
5
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Table 4.6  (Continued) 

 

Item 

Code 

Ques- 

tion 
Question After Moderation Context of Study 

Studies Used 

Similar 

Measure 

PDI1 Q 32 Decision-making power should stay with authorities 
The Role of National Culture on 

Citizen Adoption of e-Gov. 

Al-Hujran et al., 

(2011) 

PDI2 Q 33 
Appeal of authorities to public opinion indicates its weakness 

and incompetence 

The Role of National Culture on 

Citizen Adoption of e-Gov.  

Al-Hujran et al., 

(2011) 

PDI3 Q 34 
Authorities should make most decisions without consulting with 

citizens 

The Role of National Culture on 

Citizen Adoption of e-Gov. 

Al-Hujran et al., 

(2011) 

PDI4 Q 35 Citizens should not question decisions of authorities 
The Role of National Culture on 

Citizen Adoption of e-Gov. 

Al-Hujran et al., 

(2011) 

PDI5 Q 36r 
Equal participation of authorities and citizens is needed for good 

decision-making 
Developed by researcher 

Questions related to trust in the government and trust in the Internet 

TOG1 Q 37 The work of government bodies in Ukraine is flawless Developed by researcher 

TOG2 Q 38 
In their work, government bodies in Ukraine are guided by best 

interests of the citizens 
Developed by researcher 

 

1
5
6
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Table 4.6  (Continued) 

 

Item 

Code 

Ques- 

tion 
Question After Moderation Context of Study 

Studies Used 

Similar 

Measure 

TOG3 Q 39 The work of government bodies in Ukraine is fully transparent  Developed by researcher 

TOG4 Q 40 
I trust government agencies enough to use e-Government 

services 
Developed by researcher 

TOG5 Q 41r 
Receiving government services in person gives confidence that 

there will be no errors 
Developed by researcher 

TOI1 Q 42 The Internet is trusty medium for using e-Government services Citizen acceptance of e-Gov. 
Al-Adawi 

(2007) 

TOI2 Q 43 
The Internet has enough safeguards to deliver e-Government 

services 
Citizen acceptance of e-Gov. 

Al-Adawi 

(2007) 

TOI3 Q 44 
Personal information passed over the Internet is adequately 

protected by legal structures 
Citizen acceptance of e-Gov. 

Al-Adawi 

(2007) 

TOI4 Q 45 I trust the Internet enough to use e-Government services  
Determinants of e-Government 

adoption in developing countries 
Alhujran (2009) 

 

 

1
5
7
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Table 4.6  (Continued) 

 

Item 

Code 

Ques- 

tion 
Question After Moderation Context of Study 

Studies Used 

Similar 

Measure 

TOI5 Q 46r 
Receiving government services is safer in person than over the 

Internet  
Developed by researcher 

Questions related to perceived public value of the e-Government services 

PPV1 Q 47 E-Government services manage time efficiently Citizen acceptance of e-Gov.  
Al-Adawi 

(2007) 

PPV2 Q 48 E-Government services provide a better value for money Citizen acceptance of e-Gov.  
Al-Adawi 

(2007) 

PPV3 Q 49 E-Government services are more convenient 
Determinants of e-Government 

adoption in developing countries 
Alhujran (2009) 

PPV4 Q 50r Not all government services should be online Developed by researcher 

PPV5 Q 51 
E-Government services allow to avoid engagement into 

corruption 
McHenry (2015) 

 

Source:  Developed for this study. 

1
5
8
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4.3.4.4  Validity and Reliability of Research Instrument 

The survey questionnaire was the main tool for collecting the 

quantitative data in this study, therefore its quality was very important for the overall 

success of the study. The researcher addressed quality concerns through determination 

of the reliability and validity of the questionnaire items. Instrument validation is an 

essential and prior process in confirmatory empirical research (Straub, 1989). 

To ensure the validity of the research instrument, Sekaran and Bougie 

(2010) suggest paying special attention to the wording of the questionnaire, which 

must consider educational level, the usage of idioms in the culture, and frames of 

reference of the participants. Therefore, the researcher’s first consideration to ensure 

validity of the instrument was to put questions in a way that would be understood by 

the members of the sample, and, at the same time, tapped respondents’ perceptions, 

attitudes, and feelings. Other types of validity such as face validity, convergent, and 

discriminant validity were also addressed. 

According to Sekaran (2003), face validity is a basic index of content 

validity and it is concerned with the degree to which the scale of items represent the 

domain of the concept under study. This type of validity cannot be measured in a 

quantitative way, rather, it relies on judgment analysis. In this particular study, face 

validity was the degree to which items of the questionnaire corresponded with the 

topic of e-Government. Very important for maintaining face validity was the use in 

the research questionnaire of items from various studies in the field of e-Government, 

the validity of which had been previously tested. 

Another way to ensure the face validity of the instrument is to 

continually consult during the development process with experts in the field of 

quantitative research and e-Government. The experts in the field can be solicited to 

advise on whether the scale items have face validity (Straub and Boudreau, 2005). 

Academically excellent students and experts in the field of quantitative research from 

the National Institute of Development Administration and a few experts in the field of 

e-Government were asked to provide their feedback and encouraged to share their 

opinions on the survey questionnaire. Particularly, they were questioned on what they 

thought the instrument was measuring, if there were any problems with understanding 

and if there was correspondence of the instrument to the topic of study, whether the 



160 

questions accurately measured each construct, and whether the questions were vague, 

ambiguous or contained contradictions. In this way, the researcher also tested the 

content validity of the items of the questionnaire: to see if the measurement scale 

sufficiently covered the whole area it was intended to cover. The instrument was then 

revised and amended to reflect experts’ feedback.  

The reliability of a measurement scale refers to the degree to which the 

instrument is free of random error and is concerned with the consistency and stability 

of the measurement (Sekaran and Bougie, 2010). Reliability coefficients such as 

Cronbach’s alpha are used to estimate the internal consistency (Cronbach, 1951), in 

simple words: how well all the items are put in the same direction or really tap into 

one construct. The Reliability Analysis function of SPSS was used to test the internal 

consistency of the scales. The Cronbach’s alpha coefficient of .7 or higher was 

required for each item of the research instrument before it could be used in the survey. 

The lowest acceptable limit for Cronbach’s alpha is .70 (Churchill and Gilbert, 1979). 

 

Table 4.7  Rules of Thumb for Cronbach’s Alpha  

 

Cronbach’s Alpha Strength of Association 

<  .60 Poor 

.60 – .70 Moderate 

.70 – .80 Good 

.80 – .90 Very Good 

> .90 Excellent 

 

Source:  Hair, 2003: 172. 

 

If an item showed a lower value than acceptable, the researcher had a 

few options on how to deal with this issue. The item could be eliminated, replaced, or, 

if unavoidable, be left for the further study with some level of caution.  

Convergent and discriminant validity work together and both 

considered as subcategories of construct validity. This means, that in order to claim 

http://www.socialresearchmethods.net/kb/constval.php
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that construct is valid, researcher must demonstrate evidences for both, which is 

useful way to make sure that questions are asking what they expected to ask.  

According to Hair, Black, Babin, Anderson and Tatham (2006), 

convergent validity is present when the relationship between items that measure the 

same construct is high, whereas for discriminant validity, the relationship between 

measures from different constructs should be very low. To maintain these 

presumptions, the majority of the scales were borrowed from established and already 

tested earlier research scales. In this research, convergent validity of the research 

instrument was assured by use of the multiple, highly correlated items for 

measurement of the same construct, and, in order to maintain the discriminant 

validity, the researcher used distinct measures of the scales for different constructs.  

In comparison with face and content validity that both rely on 

qualitative judgment, convergent and discriminant validities were measured 

quantitatively with the help of SPSS software. A measure of average loading for each 

construct > .7 was considered as an indicator of convergent validity of the construct, 

whereas discriminant validity was confirmed when variances extracted between the 

constructs were greater than the correlation of the square of the constructs, 

recommended by Anderson and Gerbing (1988).  

4.3.4.5 Translation of Survey Questionnaire into Ukrainian Language 

Sekaran and Bougie (2010) suggested using language in the survey 

questionnaire that approximates the level of understanding of the respondents. Since 

the survey was conducted in Ukraine, it was necessary to translate the questionnaire 

into the Ukrainian language. To maintain accuracy and precision of the translation, 

two independent translators from Ukraine translated the English version of the 

questionnaire into the Ukrainian language. Two different versions of the translated 

text were compared by the researcher in order to find discrepancies and controversies. 

In order to resolve differences, both translators were introduced to each other and 

asked to come to a consensus on the final version of translation. The jointly 

acceptable Ukrainian version of the survey questionnaire was used in the pilot study, 

and later, after revision and minor correction, in the main survey. 
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4.3.5  Pilot Study 

It is obvious that the pilot study should take place before the actual, and its 

main purpose, according to Mauch and Park (2003: 136), is “to determine feasibility 

of the study and to work out the bugs.” The main objective of the pilot study was to 

test the research instrument and to see how it was accepted by members of the sample, 

if it was fully understandable and if there were any non-informative, possibly biased 

items in the questionnaire. 

While there is no commonly accepted criteria regarding the size of the sample, 

some authors recommend that it has to be small, whereas others give specific sizes 

such as 12, 20, and 30 (Hunt, Sparkman Jr. and Wilcox, 1982). For the purpose of 

convenience, the researcher chose to distribute the questionnaire over the Internet to 

60 individuals that included friends, colleagues, and those who work in e-Government 

in Ukraine, and were contacted by the researcher in the course of the literature review. 

The familiarity of the researcher with members of the sample allowed him to achieve 

100% completion rates for all questionnaires, assured the accuracy and 

trustworthiness of the answers, as well as guaranteed quick responses. Along with 

answering survey questions, participants were asked to give their opinions regarding 

quality of wording, length, layout, format, and time needed to answer all questions. 

As a result, the researcher received many fruitful and sincere comments that were 

used to amend the final version of the questionnaire. Returned questionnaires were 

checked for completeness, coded whenever it was needed, and entered into the 

computer for further screening, with the help of the statistical software SPSS. Later, 

during factor analysis, valid data was tested for internal consistency and reliability, 

and convergent and discriminant validity. The outcome of the pilot study was the 

revised final version of the research instrument that was used to collect data from 400 

e-ready Ukrainians. The English version of the questionnaire is presented in Appendix 

A, and the Ukrainian in Appendix D. 

 

4.3.6  Data Collection Method 

This study employs a primary data collection method from answers to a self-

administered survey questionnaire distributed to a representative sample of 400 e-

ready citizens, which would represent all 15,274,752 e-ready Ukrainians. The 



163 

collection of survey data was performed in a mixed mode: 100 surveys were 

distributed online with the help of the Google Forms surveying technique, and 300 

surveys were distributed in a face-to-face self-administered survey to e-ready citizens 

in three Ukrainian cities. 

The chosen method of data collection was thought to be the most appropriate 

because of the number of advantages it offers. Particularly, its significant advantage, 

according to Doyle (2004), lies in terms of the amount, complexity, and quality of the 

data if compared to other methods. However, it is also marked with some 

disadvantages such as the high cost related to involvement of survey administrators in 

the process and time needed to collect the data.  

While considering sites for data collection, the researcher was guided by Foss 

and Waters (2007: 46) recommendations that, “two criteria for data help make your 

study doable and efficient … accountability and limitability.” Independence squares 

in Kiev, Lviv, and Ivano-Frankivsk were selected to be the sites for face-to-face data 

collection, which started after the researcher had collected 100 responses to the online 

questionnaire. The remaining 300 questionnaires were distributed to random members 

of the population by hired trained survey administrators in chosen cities. While 

distributing questionnaires, survey administrators were guided by considerations 

regarding the characteristics of the sample as defined in Section 4.3.3 of this chapter, 

with the objective to collect data equally from e-ready citizens of each age group (18-

27; 28-38; 39-50; 51 and older). Questionnaires from different locations were 

identified by city names indicated at the rear side of the survey questionnaires. 

Potential respondents were approached by survey administrators one by one 

with introductory questions, meant to find out if they were Internet users and if they 

were aware of e-Government. If answers were positive, respondents were asked to 

participate in a survey on e-Government in Ukraine. Whenever respondents did not 

like to engage in conversation, survey administrators apologized for the 

inconvenience and went looking for another potential respondent. With those willing 

to participate, survey administrators introduced themselves and conducted a short 

debriefing on the purpose of the research, instructed them on how to respond to 

questions, and discussed some confidentiality issues. In this context, debriefing is 

something described by Teddlie and Tashakkori (2009: 201) as “the process of 
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making things right by participants.” Each participant was advised that participation 

in the survey was voluntary and could be terminated at any time without any prejudice 

or “bad feelings” from the survey administrators. In general, three techniques 

(presented in Table 4.8) were used by survey administrators to stimulate participation. 

 

Table 4.8  Courses of Action to Stimulate Participation 

 

Techniques Actions 

Establishing Trust 

Survey was clearly identified with an established and 

legitimate educational institution - NIDA, Thailand. 

Anonymity: respondents were assured that the survey was 

completely anonymous, personal information would not be 

collected, and survey data would be used strictly for the 

purpose of the current study. 

Stress on Social 

Responsibility 

The social responsibility of the respondents and their 

contribution to improving quality of e-Government services in 

Ukraine were mentioned and highlighted during debriefing. 

Offering 

Convenience 

All respondents were asked if they would prefer to answer the 

questionnaire at any other convenient time and location for 

them, with further submission of answers via email. 

 

Source:  Developed for this Study. 

 

Any investigation involving human participation applies the concept of 

informed consent which means, “the exercise of free power of choice on the part of 

the human participant, without coercion, deceit, promise of future benefits or other 

form of influencing the participants to act against their better judgment” (Mauch and 

Park, 2003: 225). While informed consent is a must for studies that could endanger or 

threaten participants’ life or privacy, for studies that are dealing with individuals of 

legal age and which do not constitute any threats and are taken voluntarily, informed 

consent is not a requirement. A verbal agreement to voluntarily participate in a 

survey, as well as a returned self-filled-in survey questionnaire, both serve as such.  
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Whereas completeness of online questionnaires was maintained by software, 

maintaining completeness of the written questionnaires was the responsibility of 

survey administrators. Incomplete questionnaires or those that had obvious errors, 

such as double entries, were discarded at the site of data collection and replaced with 

complete, accurate and qualified questionnaires. In such a way, the researcher 

managed to collect responses from 400 e-ready citizens, as was planned in Section 

4.3.3 of this chapter. 

 

4.3.7  Data Preparation and Data Analysis 

Data examining is an initial step in any analysis procedure: screening the data; 

handling missing values and data; coding and cleaning the data; evaluating the impact 

of missing data; identifying outliers; testing for the assumptions underlying most 

multivariate techniques; and testing common method variance (Hair et al., 2010). 

Coded data from the survey questionnaires was entered into the computer system for 

further analysis with the application of SPSS software. To ensure that only valid data 

was used in the further analysis, data screening and data preparation techniques were 

applied, particularly:  

1) Searching for out-of-range values or incorrectly entered or missing 

data 

2) Searching for outliers and unengaged responses 

3) Reliability and validity tests (technique described in Section 4.3.4.4) 

4) Testing for normality of data distribution 

In this part of the research, descriptive and inferential statistics, which, 

according to Barber and Thompson (1998) are the two main areas of statistical 

analysis, were calculated using SPSS software. 

Descriptive statistics aid in describing the characteristics of the sample in the 

method section of the report (Pallant, 2010). In the current research, descriptive data 

included the demographic profile of the respondents and reporting on central 

tendencies of individual items of the research instrument. 

The quantitative character of the data suggests the use of the parametric test, 

one of the two main types of inferential statistics. Particularly, structural equation 

modeling (SEM), “well fit for the analysis of survey data … [and] established as one 
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of the choice data analysis methods among researchers” (Baumgartner and Homburg, 

1996: 65), a commonly-used tool for explaining theoretical models within the social 

and behavioral sciences (Janssens, 2008), was used in this study.  

SEM allows the testing of relationships between a few independent variables 

and one or more dependent variables and consists of two parts: first, the multivariate 

technique of factor analysis and structural modeling (see Table 4.9 for references). 

 

Table 4.9  Data Analysis of the Quantitative Phase 

 

Data Preparation 

Step 1 Screening for missing data, unengaged responses, and outliers. 

Step 2 
Test for normality, multivariate normality, linearity, multicollinearity, and 

homoscedasticity. 

Descriptive Statistics 

Step 1 
Demographic profile of the sample, frequencies and percentages of 

Internet usage and e-Government awareness. 

Step 2 Descriptive analysis of the individual items of the research instrument. 

Step 3 Reliability test, convergent and discriminant validity tests, EFA. 

Inferential Statistics 

Part 1  

Assessing the measurement model: 

Step 1 
Deliberation of goodness-of-fit (GOF) criteria indices to evaluate 

overall model fit for CFA and SEM. 

Step 2 
Measurement model invariance: configural invariance test, 

metric invariance test. 

Inferential Statistics 

Part 1 

Step 3 
Common method bias (CMB): Performing Harman’s single 

factor test, common latent factor test. 

Step 4 Testing Cronbach’s alpha. 

Step 5 
Using composite reliability and the average variance to measure 

the convergent and discriminant validity. 
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Table 4.9  (Continued) 

 

Inferential Statistics 

Part 2 

Structural model assessment and hypotheses testing, testing the theoretical 

model and the relationships between latent constructs. 

Step 1 
Specifying relations between the constructs and the nature of 

these relationships.  

Step 2 Assessing structural model fit. 

Step 3 
Obtaining the critical ratio (CR/t value): dividing the regression 

weight estimate by the estimate of its standard error (SE). 

Step 4 
Examining paths using path estimates and CR values, hypotheses 

testing. 

Step 5 
Pearson correlation coefficients (r): measuring the strength of 

relationships between independent and dependent variables. 

Step 6 Testing mediating effect of BI on USE. 

Reporting results 

 

Source:  Developed for this Study. 

 

Particularly, the two-step approach of SEM analysis suggested by Anderson 

and Gerbing (1988) was used in this study. In the first step, explanatory factor 

analysis (EFA) suggested by Byrne (2010) was used to establish and to confirm the 

validity of the measurement model, whereas in the second step, confirmatory factor 

analysis (CFA), a multivariate technique to test or confirm a pre-specified relationship 

(Hair, Black, Babin and Anderson (2010)) was used to measure the strengths of the 

hypothesized relationships between the constructs of the structural model. Other 

statistical techniques used in the research were factor analysis and multivariate 

regression analysis. 

The SPSS v.21 and the analysis of moment structures (AMOS) v.21 software 

were utilized to analyze the data which is described step-by-step in Chapter 5. 
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4.4  Qualitative Phase: Case Study Interviews 

 

In this phase, the researcher attempted to explore the reasons and meanings 

behind the findings from the quantitative analysis and to find some new factors that 

might be not considered by the survey. While the quantitative phase of the research 

was focused mainly on perceptions of the ordinary e-ready citizens, in its qualitative 

phase, the researcher’s attention was shifted to professionals who were working with 

e-Government in Ukraine, assuming that they could provide more comprehensive 

responses than average e-ready citizens and might be able to better explain the 

findings of the quantitative phase.  

Case study interviews, which, in comparison to other qualitative research 

techniques such as: focus groups, ethnographic research, participatory and 

observatory research, better complied with the financial and timing constraints of the 

research and better served the condition of accessibility of data, was a method of data 

collection. According to Myers and Avison (2002), interviews are commonly used in 

ICT research (and e-Government heavily relies on use ICT) as a method for data 

collection. The most common types of interviews are structured interviews, semi-

structured interviews, unstructured interviews, one-to-one interviews or focus group 

interviews (Creswell, 2009).   

In this research, a semi-structured interview technique was employed to 

collect data. In semi-structured interviews, participants answer a few open-ended 

questions to get their views and opinions on the topic in question (Creswell, 2009). 

According to Wildemuth (2009), semi-structured interviews are better than 

unstructured because they are able to maintain the right balance between order and the 

interviewees’ freedom.  

Out of many types of data that might be collected throughout the interviews, 

the researcher chose descriptions of behaviors, oral accounts, and talk (see Table 4.10 

for references). Collecting three different types of data allowed the researcher to carry 

out some triangulation, thus supposed to improve the validity of collected data. 
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Table 4.10  Types of Data Collected from Interviews 

 

Type Characteristics How to collect data 

Description 

of behavior 

What people were doing and 

how they were reacting during 

the interviews. 

Observation notes taken by 

researcher during interviews. 

Oral 

account 

The actual words of the 

respondents as they said them. 

Interviews, audio recording, 

questionnaire, transcription, 

verbatim notes. 

Talk 
The actual words of the 

respondents as they were heard. 

Audio recording, transcription 

verbatim notes. 

 

Source:  Holliday, 2002: 72. 

 

While conducting interviews, the researcher used the seven stages approach by 

Kvale and Brinkmann (2009), which includes: thermalizing, designing, interviewing, 

transcribing, analyzing, verifying and reporting. According to Morse (2013: 13), the 

only way to improve the quality of qualitative inquiry is to ensure the richness and 

accuracy of the descriptions, interpretations, and situations, therefore special attention 

was paid to the definition of the research settings. 

 

4.4.1  Choice and Number of Participants 

In the qualitative phase of the research, the researcher used the same unit of 

observation and unit of analysis as in the quantitative phase: e-ready citizens of 

Ukraine. This allowed him to ensure the homogeneity of the MM research and 

provided a good basis for the future triangulation of the results. It was decided to 

conduct interviews not only with e-ready citizens but they should include people who 

were directly involved in development, implementation or evaluation of e-

Government in Ukraine. 

In the course of the literature review, in order to have firsthand information on 

the status of e-Government development in Ukraine, the researcher contacted various 

organizations and governmental offices that involved development, implementation 
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and evaluation of e-Government. In particular, the researcher approached and 

obtained responses from the following organizations:  

1) The State Agency for Electronic Governance in Ukraine, which is a 

policy maker on ICT in Ukraine and a leader in development and implementation of 

e-Government programs in Ukraine. The main aim of the agency is to guide socio-

economic development of Ukraine towards its transformation into a knowledge-based 

economy 

2) The National Center for Support of Electronic Governance in 

Ukraine 

3) Open Government Partnership - a multilateral initiative that aims to 

secure concrete commitments from government to promote transparency, empower 

citizens, fight corruption, and harness new technologies to strengthen governance 

4) United Nations Division for Public Economics and Public 

Administration in Ukraine (UNPAN) 

5) The National Information Centre for Ukraine-EU S&T Cooperation 

at Kiev State Centre for Scientific, Technical and Economic Information 

6) The International Renaissance Foundation, that helps make 

government more accessible to the people through e-governance centers, and 

supports civil society efforts to promote laws that improve access to information and 

secure the status of NGOs and their operations 

As result of mainly e-mail communications, the researcher had identified a 

number of respondents, representatives of the above-listed organizations, who 

accepted an initial communication request and were willing to share their knowledge 

with the researcher. It was decided that those contacts could be good candidates for 

the interviews. The choice of the participants was very much defined “by an 

opportunity, and by whom the researcher was able to gain access to” (Holliday, 2002: 

84).  

The way in which the researcher approached those people suggests the 

purposive character of the sampling, which is “primarily used in qualitative … studies 

and may be defined as selecting units … based on specific purposes associated with 

answering a research study’s question” (Plano Clark and Creswell, 2008: 200).  
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The other important characteristic of the sample was that all its members 

matched the criteria - more than average knowledge of e-Government. It suggests that 

within the broad categories of purposive sampling techniques, the researcher chose 

criterion sampling, which involves selectively choosing all the cases that meet some 

certain research criterion (Patton, 2002).  

Conclusion: It was decided to conduct interviews with representatives of 

selected organizations, who, to a different extent, are professionally involved in e-

Government initiatives in Ukraine. 

Despite the fact that there are no strict rules, while defining the size of the 

sample in the qualitative phase, the researcher followed some general agreement 

intrinsic for qualitative research to choose from six to 24 participants for a study 

which involves individuals. It was also necessary to consider available resources 

because the “sample size in case study … often depends on the availability of research 

funds and researcher time” (Teddlie and Tashakkori, 2009: 182). Nevertheless, 

according to Veljković et al. (2012: 91), it is not the size of the study or the quantity 

of data that necessarily makes the difference; initially the researcher decided to 

conduct interviews with six individuals, representative of the population described in 

the previous section. Eventually, in the course of interviewing, the number of 

interviewees was increased to nine. 

 

4.4.2  Interview Protocol  

Interview protocol helps a researcher organize thoughts on items such as 

headings, information about starting the interview, key ideas, information on ending 

the interview, and thanking the respondent. Interview protocols enable a person to 

take notes during the interview about the responses of the interviewee (Creswell, 

2013: 126). Interview protocol for this study included three main blocks that are 

presented in Figure 4.3namely: introduction, interview, and closing the interview.  
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Figure 4.3  Process of Interviewing  

Source:  Developed for this Study. 

 

The interview protocol presented in Appendix B was built on Creswell’s 

(2013) recommendations regarding development of the sound interview protocols.  

 

4.4.3  Interview Questions 

The semi-structured interview technique, which involves the use of questions 

that are prepared ahead of time, was used to collect the data. Semi-structured 

interviews allow for meeting the requirements of both sides of the conversation by 

letting participants reply to structured questions, and, at the same time, giving them 

the freedom to express their views on their own terms. There is a common agreement 

within the research community that success of the interview largely depends on the 

rapport between researcher and interviewee (Holliday, 2002; Mauch and Park, 2003; 

Plano Clark and Creswell, 2008; Teddlie and Tashakkori, 2009). However, this 

rapport also largely depends on the questions being asked.  
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There is no a single prescription on how to develop a questionnaire or what 

questions to use in interviews, therefore, when developing the set of questions for the 

interviews presented in Appendix C, the researcher was guided by his own experience 

and some basic recommendations adopted from Jacob and Furgerson (2012: 3) and 

Babbie (2010: 256) such as: 

1) The interview should not be too long. It should start with an easy 

introductory question and move towards ones that are more difficult to answer 

2) Questions should be open-ended, easy to understand, non-

controversial, and neutral. Prompts and probes that are prepared in advance, should be 

used to support questions 

Beginning section of the interview: Following these recommendations, and to 

warm up participants, the researcher used two simple questions associated with 

interviewees’ backgrounds. Two questions about the role of the Internet and the 

participant’s profession seemed to be quite reasonable and “easy” to answer at the 

beginning of the interview.   

Main section of the interview: Questions in this section of the interview were 

logically connected with the previous ones but were more focused on the topic of the 

research. This section starts with discovering the level of participants’ understanding 

of the issue, looks at the personal experiences of participants with e-Government and 

aims to identify the factors which interviewees consider to be important for 

understanding problems associated with the adoption of e-Government services. 

After the researcher discovered the level of personal knowledge of 

participants, interviewees were presented with findings from the quantitative phase of 

the research and asked to provide their comments. By doing so, the researcher hoped 

to spot initial reactions of participants to likely unknown knowledge and to observe 

the development of arguments that may or may not support the findings. In the last 

question of this section, participants were asked to suggest how to respond to 

identified challenges. 

Final section of the interview: Three questions, one job related and two 

positional, were meant to relax the participant, and, at the same time, to gather 

valuable information on the state of the development of e-Government services in 

Ukraine. 
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The uniqueness of the responses was one of the researcher’s concerns during 

the development of the questions. Some questions of interview protocol were 

complemented with probes that were meant to remind the researcher of areas that 

have emerged from the literature review. Along with the interview protocol, an 

informed consent form (Appendix B) was developed and presented to all interviewees 

for their acknowledgement and consent. 

Conclusion: Twelve semi-structured interview questions (available from 

Appendix C), recorded in the interview protocol, served as a guideline for the 

researcher during interviews and were meant to explore participants’ experiences and 

perceptions regarding the adoption of e-Government services in Ukraine.  

 

4.4.4  Data Collection Procedures 

Prior to conducting interviews, the researcher obtained formal approval from 

the Institutional Review Board of Graduate School of Public Administration, NIDA, 

Thailand (presented in Appendix F). 

All selected members of the sample were contacted by the researcher via 

emails and over the phone to set interview dates and times. As a result, participants 

were interviewed in sequential order during face-to-face interviews held mostly in 

interviewees’ offices at their work places between May and June 2015.  

The formal invitation request did not provide any information on the interview 

questions but only that the researcher was conducting a study on e-Government in 

Ukraine and would like to seek professional opinions of participants on this topic. 

This was done with the purpose of not letting the interviewees be prepared, thus 

ensuring that answers would not be coloring the truth or biased due to institutional 

motives. As a result, interviewees assumed that interview questions would be job 

related and were totally unprepared for discussing their own experiences with regards 

to e-Government.  

After greetings and introducing himself, the researcher verified with the 

interviewee the language of the interview. Interviews were conducted in Ukrainian or 

the Russian language, depending on the personal preference of the interviewee. Since 

the researcher can freely communicate in both languages, it did not cause any trouble 

for him.  
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After the language of the interview was established, the researcher conducted 

a short debriefing starting with introducing himself and the institution which 

supported the study (NIDA). Then he explained his personal interest in studying the 

topic, the objectives of the study, and the importance of the interviews for the overall 

success of the study. Each interviewee was informed about the procedures which the 

researcher would like to follow, and that the interview would be audio taped and 

written notes would be taken. Special attention was given to issues of confidentiality 

of information received during the course of interviews, and the anonymity of 

participants. Participants were assured that their personal information would not be 

disclosed and that the data from the interview would be used only for the purposes of 

the study and detached from personal data (if any) of respondents.  

Since the interview questionnaire contained some job-related question, 

answers to which might result in identification of participants, the researcher assured 

interviewees that this part of the interview data would be used only for statistical 

reporting and in a completely impersonal way. 

In addition, interviewees were notified that they may stop participation at any 

time without any risk of being judged or prejudiced. In case, during the interviews, 

participants’ rights were somehow affected, interviewees were given the option of 

filing a complaint with the Institutional Review Board of NIDA: the address, phone 

numbers and email address were provided. After debriefing, the researcher asked 

participants to confirm their understanding and were encouraged to ask questions. 

Once again, participants were asked to confirm their willingness to participate by 

responding with regard to informed consent.  

Interviews were carried out by using interview protocol to ensure that the 

same procedures were used and same questions were asked in all interviews. A semi-

structured, open-ended interview format was used in all the interviews. 

 After each ordinary question from the protocol list, the researcher allowed the 

interviewee to proceed with an answer as long as it was needed. In some cases, the 

researcher had to use probes to stimulate more comprehensive and thoughtful 

answers. Whenever respondents began to be distracted from the topic of conversation, 

the researcher used probes (prepared ahead of time) to return the conversation to the 

mainstream. 
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After all issues from the protocol list were scrutinized, the researcher 

encouraged participants to speak up on anything related to the interview topic, or to 

address some specific issues and areas that were not covered during the interview. 

The whole interview was audio recorded with the help of software application. 

Audio recording allowed the researcher to get more involved in the conversation 

itself, fitting him into the role of active listener. However, following 

recommendations by Babbie (2010: 12), that “documenting is obvious function of any 

science,” additional written notes on participants’ reactions and behavior during 

interviews were taken to complement the audio recording. 

All the time during interviews, the researcher monitored his presence in a 

professional way and was paying a special attention to the selection of proper words 

and phrases, understanding that a single wrong word could change the meaning of the 

whole phrase or sentence. It was also very important for the researcher to maintain 

objectivity during interviews. To do so, the researcher followed the recommendations 

of Holliday (2002), who suggested that in order to maintain objectivity, the researcher 

should see other people as they actually are and not influence them or impose own 

biases on them. 

Before saying words of thanks and farewell, the researcher asked participants 

to confirm a follow-up meeting (members’ checking meeting) that would be 

necessary for verification of the validity of conclusions drawn based on the data of the 

interviews.  

 

4.4.5  Data Analysis: Thematic Analysis 

Qualitative data analysis is the whole range of processes and procedures 

undertaken by the researcher with the purpose of moving from the raw audio-recorded 

data to the qualitative data of making inferences, which Holliday (2002: 98) called 

“the process of making sense of, sifting, organizing, cataloguing, selecting, 

determining themes - processing the data.” 

The research findings from the quantitative phase were used to identify 

patterns and to group the data which later was analyzed for similarities and 

differences. Such an approach, where the researcher is seeking similarity in patterns 

of grouped data in different cases within the same study, is often called a cross-case 
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analysis (Babbie, 2010: 395). In general, qualitative data analysis followed the steps 

presented in Figure 4.4 below. 

 

 

 

Figure 4.4  Steps of Qualitative Data Analysis 

Source:  Creswell, 2009: 185. 

 

The following section will, step-by-step describe all processes and procedures 

used to analyze qualitative data.  

4.4.5.1 Data Preparation 

Qualitative analysis was conducted on the interview data received from 

nine e-ready citizens. The interview data included audio files recorded at the time of 

conducting the interviews and the researcher’s observational notes taken at the same 

time. The audio files were transcribed word-by-word (verbatim) and the accuracy of 

transcriptions was revised by the researcher himself, followed by data reduction. The 

purpose of data reduction is that not all data carries important semantic loading, thus, 

from the raw data, the researcher moved to what Holliday (2002: 99) called a “corpus 

of data,” data which can be used in the research. The need for data reduction is also 

confirmed by Foss and Waters (2007: 186), who suggested, “not to transcribe every 

word and phrase of the interviews … you have recorded.” 
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The other important task undertaken in the course of data preparation 

was the incorporation of the researcher’s notes into transcribed text. The purpose of 

this was to enrich the interviews’ data in the attempt to discover the actual words said 

by participants. To convert audio data into text is not as hard as it is to hear people’s 

actual words (Gubrium and Holstein, 1997). 

The interviews were conducted in the Ukrainian and Russian languages 

and the researcher used the same translation technique as described in Section 4.3.4.5. 

Two independent verbatim translations were cross-checked and then combined into 

the final version. The further data analysis was conducted on this final translated 

verbatim version. 

Once the interviews were transcribed verbatim, enriched with the 

researcher’s observatory notes and translated into English, corpuses of data were 

available for further analysis. 

4.4.5.2 Data Analysis Framework 

The research framework (see Figure 4.5 below) employed two main 

types of frameworks that are most often used in qualitative research: explanatory, 

which is guided by the research question, and exploratory, which is guided by the 

data. 

Following recommendations for qualitative data analysis suggested by 

Foss and Waters (2007), the researcher started sorting data with the identification of 

primary patterns, and coding and categorizing them, or what Patton (2002) called 

conducting a content analysis. The researcher read all the interviews verbatim and 

identified and marked units of analysis. The criteria for determining which fragments 

of the data need to be selected is always as subjective as qualitative research itself 

(Veljković et al., 2012). In the margins, next to excerpts containing units of analysis, 

the researcher wrote codes, the keywords which help to differentiate or identify 

excerpts. The codes were also given to those excerpts which, in the researcher’s 

opinion, could lead to generation of new ideas but did not contain the units of 

analysis. Coding or assigning meaningful categories to pieces of qualitative data is 

“the key process in the analysis of qualitative social research data” (Babbie, 2010: 

400). 
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Figure 4.5  From Data to Text 

Source:  Holliday, 2002. 

  

The principle to code with simplicity and naivety, suggested by Foss 

and Waters (2007: 189), was applied throughout the coding process. Whenever it was 

necessary, pre-set codes were rewritten. Some excerpts were given two - three codes 

at the same time.  

After coding of all transcripts was complete, the researcher had to 

revise them once again as a whole in order to see if all of them were relevant to the 

study. As a result, some codes were dropped out, leaving only those most important 

for the research. 

Code sorting, which followed code revision, was the process of 

bringing several codes together into meaningful categories. Similar codes were 

brought under a single category, the name of which reflected the commonalities. The 

categories grouped similar codes that characterize objects, processes, differences, etc. 

While assigning categories, or, in other words, conceptualizing the data, the 

researcher tried to be unbiased, creative and open-minded. Identification of the 

categories would be meaningful without explanation or possible relationships and 

connections between them, thus, in the next step of data analysis, the researcher 

assigned relationships to categories. To enhance the integrity of the process and 

following recommendations by Patton (2002), excerpts under different categories 
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were rearranged in different ways in order to see if they could fit into or under the 

different categories, whereas triangulation of sources meant cross-case verification of 

categorized data.  

The purpose of connecting categories was to build the explanatory 

schema, which is the main result of the qualitative phase of the study. Ideally, 

according to Foss and Waters (2007: 106), good explanatory schema must satisfy the 

following criteria: 

1) Encompass all major categories of data 

2) Display organized and coherent relationships among 

categories 

3) Provide reasonable inferences: clear and plausible fit with 

data 

4) Insightfulness: not an obvious one 

5) Does really explain the data 

The whole purpose of organizing the data into an explanatory scheme 

was to serve and to structure the argument for the written study (Veljković et al., 

2012: 104).  

4.4.5.3 Descriptive Analysis 

This is a stage where the researcher, with the use of a neutral voice and 

without the attempt of any interpretation, describes the categories/themes and 

connections between them. In particular, the researcher takes the categories one by 

one, reports the codes that form that category and how many participants contributed 

to that category, and, in detail, describes justification for the relationships and 

connections between categories (either respondent driven or methodologically 

driven). 

 

4.4.6  Reporting and Verification 

Reporting, which is basically the interpretation of findings, differs from simple 

descriptive analysis in a way that allows the researcher to draw inferences about the 

data. By analyzing data, it is necessary “to achieve a true dialogue between the data 

and argument” (Holliday, 2002: 102). 
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To support the inferences and interpretations of the qualitative phase, the 

researcher used theories and concepts from the field of research on e-Government and 

results from previous studies. In this final stage of the qualitative phase, special 

attention was paid to verification of the quality of the research. Lincoln and Guba 

(1985) proposed four criteria for judging quality and soundness of qualitative 

research: conformability, credibility, dependability, and transferability. To assure the 

quality of inferences, the researcher applied the following three techniques suggested 

by Lincoln and Guba (1985: 300-331): conformability audit, peer debriefing, and 

member checking. 

A conformability audit is an important ingredient of rigor and validity that 

could be used to ensure that the researcher’s claims correspond with the collected data 

and all the arguments built around it (Holliday, 2002: 175). To test conformability, in 

addition to revising if all conclusions were supported by actual data, the researcher 

also used observational notes that were taken during interviews.  

In peer debriefing, which could be considered as an extension of testing 

conformability, the researcher asked two different Ph.D. graduates, with different 

specializations, to read through the qualitative part of the research and provide 

feedback about whether information was logically presented and whether there was a 

need for improvement. Since these graduates were “new” to the topic of e-

Government, it allowed them to look at the research from an unbiased position of 

scientific naivety. And again, peers’ statements were analyzed and used for further 

improvement of the qualitative phase. Creswell and Plano Clark (2007), suggested 

using a peer review as one of the techniques to measure the accuracy of the strategy of 

validation of findings. 

Credibility: In order to check credibility of the findings, the researcher 

contacted some of the interviewees and asked them to confirm if interpretations made 

by researcher corresponded with what interviewees wanted to say. Thus, interviewees 

were checking whether the researcher had understood and communicated their 

thoughts correctly. The technique used is called “member checking”, and, according 

to Teddlie and Tashakkori (2009: 295), “is a practically powerful technique for 

determining the trustworthiness of interpretations and involves asking participants and 

other members of the social scene to check on accuracy of the themes, interpretations 
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and conclusions.” The results of such communications were carefully noted and used 

to generate new inferences. 

Dependability: The idea of dependability in qualitative research, according to 

Lincoln and Guba (1985), emphasizes the need to account for the ever-changing 

context within which research occurs. It basically corresponds with the entire nature 

of qualitative study which, “presents a statement about reality and social life that has 

to be continually argued and reaffirmed” (Holliday, 2002: 2). If so, changes in reality 

need to be accordingly reported in the statements, otherwise statements will not 

accurately represent reality. To maintain this criteria, the researcher followed the 

recommendation of Holliday (2002: 47), according to which, “explanations of the 

workings of the research were are placed strategically throughout the whole of the 

written study.” 

Transferability: Transferability is often interpreted as the degree to which the 

results from one study can be transferred to another context or research setting. The 

qualitative researcher can enhance transferability by doing a thorough job of 

describing the research context and the assumptions that were central to the research 

(Trochim, 2006). Denzin and Lincoln (1994: 505), called this a “thick description”, 

which “in contrast, gives the context of an experience, states the intentions and 

meaning that organized the experience, and reveals the experience as a process.” 

In order to maintain transferability, the researcher, all the way throughout the 

qualitative phase of the research, tried to provide as much description of the research 

setting as possible, as well as indicating the researcher’s motives to do one or another 

action. Holliday (2002), advocated a thick description as a main source of the validity 

of qualitative research. 

In addition, throughout the whole study, the researcher maintained objectivity 

and freedom from biases, viewed the research setting with a share of naivety, and 

maintained distance from it. 

 

4.5  Triangulation and Inferences 

 

To ensure the homogeneity of mixed methods research, researchers use the 

following techniques of integration of two independent phases:  
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1) Using the same unit of analysis and common characteristics of the 

sample in both phases of research 

2) Integration of findings from quantitative phase of the research into 

the interview protocol of its qualitative phase (the findings were presented to 

interviewees on a separate sheet during the interviews) 

3) Integration of the quantitative and qualitative findings into the final 

discussion of the outcomes and drawing inferences that reflect both 

This basically interweaves with two out of four basic types of triangulation 

suggested by Denzin (2006): methodological and data triangulations. Methodological 

triangulation involves the use of both qualitative and quantitative methods to study the 

same phenomena within the same study, and data triangulation is a use of evidence 

from different types of data sources. Earlier, the same author suggested that the logic 

of triangulation is based on the premise that “no single method ever adequately solves 

the problem of rival causal factors …because each method reveals different aspects of 

empirical reality, multiple methods of observation must be employed” (Denzin, 1978: 

28). 

The outcomes of each phase of the research were the factors that, very likely, 

affect adoption of e-Government services in Ukraine. The task of the researcher in 

this part of study was to compare findings in order to see if there are any similarities, 

differences, and, what is most important, whether findings of the qualitative phase 

could support the findings of the quantitative. To simplify this task, during the 

interviews, after interviewees had already voiced their views about influencing 

factors, thus, the results of the qualitative phase of the research were secured, the 

researcher asked participants to comment on findings from the quantitative phase. It 

allowed comparison of the findings from both phases “on the go”. Some factors were 

already identified by interviewees as their own, thus, in a way, were confirming the 

results of the quantitative phase, producing a list of the common results for both 

phases. In this case, the researcher had to simply report that the results of the 

qualitative study were confirming the earlier results from the quantitative research.  

However, some factors from the researcher’s list were new to interviewees and 

it eventually resulted in the creation of the second list of influencing factors, which 

did not receive unanimous confirmation by participants in both phases of the research 
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from the first attempt. After all, some factors from this second list interviewees agreed 

on, but some factors were left over, producing the opposite to the quantitative phase 

results. The task of the researcher here was to explain (judging by data from the 

interviews), why some factors were omitted the first time, were there any reasons for 

that and how it was explained by the interviewees themselves. Where results of both 

phases were contradictory, the task of the researcher was even more difficult. To have 

a full understanding of why there was a mismatch between the results of both studies 

the, researcher had to refer to further analysis of sample and research settings as well 

as to particularities of the methodologies. 

Some attention was also given to comparison of findings from both phases of 

the research to those from the literature review, which, in a way, extended 

triangulation of data behind the boundaries of the current research. 

 

4.6  Ethics of the Research  

 

The ethical considerations here refer to the ethical principles that need to be 

followed while conducting scientific research, and particularly social research that 

deals with human subjects. It basically describes how the relationship between the 

researcher and the human subjects should be managed, bearing in mind the rights of 

those subjects. The different areas of application of ethical considerations suggest at 

least two broader sets of such considerations: research related and ethical 

considerations related to participants, which are presented in Table 4.11. 
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Table 4.11  Ethical Considerations of the Research 

 

Research Related Considerations 
Considerations Related to 

Participants 

honesty and objectivity 

integrity and openness 

carefulness and competence 

analysis and reporting 

responsible publication 

respect of intellectual property 

respect for colleagues 

social responsibility 

voluntary participation 

non-discrimination 

no harm to the participants 

confidentiality 

anonymity 

deception 

bias 

 

 

Source:  Shamoo and Resnik, 2009; and Babbie, 2010. 

 

This list is not exclusive and from time to time is being updated by adding 

some new ethical considerations. While all these considerations are important, the 

researcher would like to explain how he dealt with those related to the research 

participants. 

Voluntary participation - following the principle that participation in research 

should be entirely voluntary (Babbie, 2010), in both phases of the research, 

participants were given chance to accept or decline the request to participate in the 

survey and the interview. 

Non-discrimination - any citizen of Ukraine, except those who were the 

subject of research delimitations (citizens of 18 years and younger), could take part in 

the study. 

No harm to the participants - following the principle that research should 

never harm or cause any damage to individuals (Babbie, 2010: 65) while interacting 

with participants, the researcher (as well as the survey administrators) maintained the 

necessary physical and emotional distance in order to prevent any possible discomfort 

to participants. Only polite, professional, and literary language was used when 

communicating with participants. 
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Confidentiality - during debriefing of participants of the survey or interviews, 

the researcher promised that any data that may lead to disclosure of participants’ 

identity would be kept strictly confidential and would be destroyed immediately after 

all necessary analysis was done. Earlier communication with respondents was also 

destroyed on conclusion of the study. Finally, no record on the database included 

personal details of any participants, such as address, name, or surname. 

Anonymity - personal data was not collected in this study. Participants were 

advised to not include any personal data in the survey questionnaire and during the 

interviews.  

Deception - prior to the survey and interviews, all participants were honestly 

briefed on all aspects of conducting the survey and interviews. They were also 

provided with information on the project, on the research method, on procedures, on 

how the findings from this study would be used, and on possible risks associated with 

participation in the study. 

Bias - the researcher (as well as the survey administrators) maintained 

professional discipline and an attitude of neutrality all the time while interacting with 

participants. In addition, neutrality was maintained while making conclusions in both 

phases of the research.  

After the data from questionnaires was recorded on the computer system, all 

questionnaires were scanned and electronic copies securely stored, while paper copies 

of the questionnaires were shredded. The audio recordings were deleted immediately 

after the electronic verbatim copies of transcriptions were saved to a personal 

computer system. The research strictly followed the ethical guidelines provided by the 

Institution Review Committee of National Institute of Developing Administration. 

 

4.7  Conclusions 

 

This chapter is fully dedicated to the methodological issues of conducting 

research. Consisting of four distinct parts, it presents the gradual development of the 

researcher’s ideas towards approaches used to answer research questions and test 

hypotheses. 
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It starts with explaining the reasons for choosing the mixed methods research 

design and shows the steps of the development of the MM research framework. It was 

decided that the most suitable MM research design to study the adoption of e-

Government services would be a combination of the quantitative and qualitative 

studies in sequential order, where the qualitative part follows right after the 

quantitative part (which is also the main part). The purpose of the qualitative research 

here is to support/complement the findings of the quantitative research. 

In the second part, this chapter explains the procedures and flow of data 

analysis in the quantitative phase of the study, while the third part is entirely 

dedicated to the qualitative study.  

The researcher paid special attention to presenting the logic behind the 

identification of the methods of data collection in each phase. A self-administered 

survey questionnaire was chosen to be the data collection method for the quantitative 

phase of the research, and semi-structured interviews were chosen to be the method of 

data collection for its qualitative phase. 

Great effort was placed on the identification of the population of e-ready 

citizens of Ukraine. The literature review confirmed that there was no thorough 

definition of e-ready citizens available, therefore the researcher defines e-ready 

citizens as “the legal-aged Internet users, the potential recipients of the government 

and public services provided in electronic form over the Internet." 

It was decided that in the quantitative phase of the research, research data 

would be collected from 400 e-ready citizens chosen with the application of quota 

sampling techniques. In the qualitative phase of the research, data would be collected 

from nine e-ready citizens that, at the same time, were professionally involved in the 

development of e-Government in Ukraine. The sample for the qualitative phase was 

chosen with the application of purposive criterion sampling techniques. 

Issues of triangulation of data from two phases of the research, and ethical 

considerations applied in research made up the last part of the chapter. 

This chapter concludes the theoretical part of the study, passing the initiative 

to chapters that will present how the research data was analyzed in both phases of the 

research, how it was triangulated and what discussion resulted.  



 

CHAPTER 5  

 

SURVEY QUESTIONNAIRE 

 

5.1  Introduction 

 

Logically divided into four parts, this chapter is entirely dedicated to the 

quantitative phase of the research. At the very beginning, it explains how the research 

instrument was developed and then was tested during the course of the pilot study, 

before it was accepted to collect data in the main survey of 400 e-ready citizens.  

Subsequently, it looks closely at the issues concerned with data collection and 

its preparation for further analysis, and reports on the demographic characteristics of 

the sample and the descriptive statistics of the survey. The chapter places its main 

focus on reporting various statistical tests that were performed on the research data 

with help of SPSS and AMOS software. The objective of the data analysis reported in 

this chapter is to provide sufficient statistical support to the research model proposed 

in Chapter 3, Section 3.11.4, and to test the corresponding hypotheses as well as to 

provide answer to the research questions. 

The chapter concludes with identification of the factors that were found to 

have a significant impact on the behavioral intentions of e-ready citizens towards 

adoption of e-Government services in Ukraine, as well as confirmation or rejection of 

the corresponding hypothesized relationships.  

The findings of this chapter serve as an interface between-study analysis, and 

are further tested in the next phase of the research, described in Chapter 6, the 

qualitative phase. 

  

5.2  Pilot Study 

 

The pilot study could be considered as the final stage of the development of 

the research instrument, where: “Each statement would be reviewed so that its 
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wording would be as precise as possible” (Churchill and Gilbert, 1979: 68). 

According to the same scholars, testing the questionnaire prior to data collection 

allows the researcher to assess the questions’ validity and reliability; it also allows the 

researcher to “purify” the questionnaire. 

To collect the research data for the pilot study, the researcher made the 

questionnaire available online. Google Forms as well as the researcher’s personal 

account with Google were used to create and to host the questionnaire. Google Forms 

offer quite a robust mechanism of management for the questionnaire design as well as 

a convenient way of recording collected data. The link to the online questionnaire was 

sent to 30 individuals including friends, colleagues, and those who work on e-

Government in Ukraine and who were contacted by the researcher during the course 

of the literature review. Along with answering the survey questions, participants had 

the chance to comment on various aspects such as the questionnaire design and the 

grammar and semantics of the questions, as well as on the topic of the research. 

The first results showed prevalence of extreme answers to the questionnaire. 

Revision of the Ukrainian version of the questionnaire in conjunction with 

participants’ feedback suggested that some questions needed to be rephrased because 

the direct translation from English had added some different meanings. Thanks to 

these valuable comments, some questions were rewritten and some were corrected to 

ensure the content validity of the research instrument. 

The updated questionnaire was distributed to the wider audience. At this time, 

research data was collected from 60 individuals. Familiarity of the researcher with 

prospective respondents and application of the “snowball effect” achieved a 100% 

response rate, while use of the Google Forms ensured accuracy and consistency of the 

collected data. This data was transferred into an Excel file and entered into SPSS for 

further analysis.  

Summary: Analysis of the demographic data of the sample used in the pilot 

study and presented in Appendix G showed that all respondents to the questionnaire 

(except one participant) were everyday Internet users with more than three years of 

experience of using it, while the vast majority (85.0%) had used the Internet for more 

than ten years. The majority of the respondents were aged below 50 years old (95.0%) 

and most of the sample were males (73.3%). Most frequently respondents accessed 
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the Internet from their homes (56.7%) by using laptop computers (45%). Despite the 

fact that most of the respondents were well educated (96.7% of the total have college 

or university degrees), were familiar with Internet and used it in their everyday lives, 

the rates of use of e-Government services by the sample were considerably low. 

While eight respondents (13.3%) claimed that they do not use e-Government services 

at all, the majority (63.4%) still prefer traditional ways of receiving governmental 

services. Only for seven respondents (11.7%), e-Government services became 

something more than curiosity and they were confidently using e-Government 

services to a greater extent than traditional services.  

 

5.2.1  Reliability Test: Cronbach’s Alpha 

Cronbach’s alpha or coefficient alpha is a statistic which is generally used to 

measure the internal consistency or reliability of the research instrument and which, 

according to Churchill and Gilbert (1979: 68), “absolutely should be the first measure 

one calculates to assess the quality of the instrument.” 

In order to reduce possible “yes” and “no” tendencies of the responses, some 

items of the research instrument were recast to be negatively stated. However, for a 

proper interpretation of the answers, all questions needed to be either positively or 

negatively coded, therefore, prior to the further analysis, the researcher recoded 

reverse coded negative questions back into positive questions. Recoded variables 

were saved under new names (_r was used to indicate the recoded variable and to 

distinguish it from the original) and were used in the further analysis instead of the 

originals. 

The reliability function of SPSS was used to test the reliability for internal 

consistency of each of nine constructs of the research model, and the results are 

indicated in Table 5.1. The outcomes of the analysis demonstrated satisfactory 

reliabilities ranging from .766 to .949, as well as acceptable levels of inter-correlation 

among the items for seven out of nine constructs, thus, all items of these constructs 

were considered to be worthy of retention: PUI, BI, UAI, TOG, TOI, PPV, USE. For 

one construct, perceived ease of use, the resulting alpha coefficient was lower than .7, 

which, according to Churchill and Gilbert (1979), is the lowest acceptable limit for 

Cronbach’s alpha. Therefore, in order to increase the alpha coefficient of the PEU 
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construct, it was necessary to remove item PEU5 from the further analysis. Regardless 

of the acceptable level of Cronbach’s alpha coefficient (.707) for the construct of 

power distance, item PDI1 had showed lower than acceptable inter-correlation with 

other items, thus was also removed from the final version of the questionnaire to be 

used in the main study. 

 

Table 5.1  Cronbach’s Alpha: Reliability of the Scales 
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1 PUI 5 .899   .559 - .723 - .899 .559 - .723 

2 PEU 5 .617 - .535 - .812 PEU5 .932 .731 - .812 

3 BI 5 .860   .432 - .711 - .860 .432 - .711 

4 UAI 5 .841   .365 - .853 - .841 .365 - .853 

5 PDI 5 .707   .011 - .630 PDI1 .820 .425 - .630 

6 TOG 5 .949   .616 - .897 - .949 .616 - .897 

7 TOI 5 .784   .091 - .832 - .784 .091 - .832 

8 PPV 5 .906   .537 - .850 - .906 .537 - .850 

9 USE 5 .766   .269 - .520 - .766 .269 - .520 

 

Source:  Developed for this Study. 

 

On the contrary, the researcher decided to keep the item TOI5, which also 

showed a low inter-correlation with another items of construct trust in the Internet, 

because construct TOI, which it was measuring, had shown a satisfactory level of 

reliability. 

Conclusion: All remaining items of the questionnaire (except TOI5) correlated 

with the total scale of the respective constructs to a good degree (with lowest r = 

.269), thus appeared to be worthy of retention. Acceptable levels of alpha for all nine 
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constructs (ranging from .766 to .949) suggested that the research instrument could 

produce consistent and reliable results, thus it can be used in the main survey. 

 

5.2.2  Exploratory Analysis  

The SPSS function of factor analysis using the maximum likelihood method of 

extraction was performed on all items, with the objective to observe inter-correlation 

among the items and to confirm if the theoretically similar items were loaded onto the 

same component with an acceptable standardized factor loading greater than .5 as 

suggested by Hair et al. (2006). The same scholars suggested eliminating all 

insignificant items as well as those that did not correlate with any others or were 

loaded on more than one component. At the same time, the researcher monitored 

whether the Kaiser-Meyer-Olkin (KMO) value remained within acceptable limits, 

which, according to Field (2009), has to be greater than .5. Results suggested that 

there were substantial variations which cannot be accounted for by behavioral 

intentions in passing the variance from the factors’ perceived usefulness, perceived 

east of use, trust in the Internet, and trust in the government through behavioral 

intentions into actual use. It was apparent that a good portion of variance cannot be 

squeezed through behavioral intentions, which were acting as a bottleneck. Pearson 

product-moment correlation analysis of the factors’ behavioral intentions and actual 

use confirmed this proposition: there was low correlation between these two 

constructs (r = -.22, n = 60, ρ = .10). Only after all items that represented factors of 

behavioral intentions as well as items UAI1, TOI5, and PPV5 were removed, was it 

possible to achieve a good factor loading of the remaining items. (The results are 

presented in Appendix H.) The pattern matrix presented in Appendix I suggests that 

eight factors, which account for 74% of the total variance, gave the most acceptable 

solution. The significance of all the correlations within the correlation matrix was 

confirmed with Bartlett’s test of sphericity (χ
 2

 (595) = 1614.26, ρ < .001). The 

Kaiser-Meyer-Olkin measure of sampling adequacy, which indicates the strength of 

the relationships among items of the correlation matrix, was “middling” and very 

close to the commonly acceptable threshold of .7 (KMO = .69), thus the proposed set 

of questions was accepted for the further analysis. It was possible to increase the 

KMO value at the cost of removing a few more items, however, the researcher 
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decided to keep as many items as were suggested by the acceptable configuration of 

pattern matrix and maximum feasible KMO value. 

 

5.2.3  Convergent and Discriminant Validity Tests 

The average loading for each construct of the corresponding component of the 

pattern matrix (see Appendix I) was shown to be greater than .7, suggesting the 

convergent validity of items that represented constructs. Since variances extracted 

between variables were greater than the square correlation between these variables 

(see Table ), the discriminant validity of eight constructs was also established. 

 

Table 5.2 Testing for Discriminant Validity 

 

Factor 
TOG PUI PEU PPV USE TOI PDI UAI 

square correlation between variables 

TOG .810 .082 .176 .132 .001 .002 .167 .038 

PUI .746 .681 .057 .199 .004 .013 .010 .167 

PEU .774 .710 .739 .206 .028 .005 .060 .133 

PPV .703 .638 .667 .595 .007 .000 .066 .214 

USE .663 .598 .627 .556 .516 .003 .012 .029 

TOI .720 .655 .684 .613 .573 .630 .050 .013 

PDI .706 .642 .670 .599 .559 .616 .602 .032 

UAI .671 .606 .635 .563 .523 .580 .567 .531 

 
variance extracted between variables  

 

Source:  Developed for this Study. 

 

A few other measures were used to confirm convergent and discriminant 

validity as well as the reliability of the instrument, namely: composite reliability (CR), 

average variance extracted (AVE), maximum shared variance (MSV), and average 

shared variance (ASV). Hair et al. (2010) suggested that convergent validity is present 

if CR values are greater than .7, AVE values are greater than .5, and CR > AVE while 

discriminant validity is present when MSV < AVE and ASV < AVE.  
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Table 5.3  Pilot Study: Validity and Reliability Table 

 

Factor CR AVE MSV ASV 

PEU .933 .777 .311 .145 

TOG .953 .802 .247 .109 

UAI .811 .525 .366 .163 

PDI .823 .539 .247 .098 

TOI .847 .596 .031 .013 

USE .769 .407 .035 .011 

PUI .899 .642 .343 .124 

PPV .887 .666 .366 .170 

 

Source:  Developed for this Study. 

 

The results presented in Table 5.3 and Table 5.4 confirmed the reliability (with 

CR > .7) and discriminant validity of all the items, as well as the convergent validity 

of eight constructs of the research model.  

 
 

Table 5.4  Pilot Study: Factor Correlation Matrix with       on the Diagonal 

 

Factor   PEU  TOG   UAI   PDI TOI   USE PUI PPV 

PEU   .881               

TOG   .467   .896             

UAI   .497   .246   .724           

PDI   .321   .497   .290   .734         

TOI  -.068  -.007   .176  -.176 .772       

USE  -.121   .087 - .095   .187 .051   .638     

PUI   .338   .296   .586   .249 .129  -.086 .801   

PPV   .558   .379   .605   .355 .043  -.053 .486 .816 

 

Source:  Developed for this Study. 
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The fact that the square roots of AVE (on the diagonal in Table 5.4) were 

larger than correlations with other factors confirmed the discriminant validity of the 

research instrument.  

However, results also indicated some concern about the convergent validity of 

actual use (AVE for USE was less than .5). The low AVE was caused by item USE2 

of the questionnaire. However, since the results of this analysis proved to be not much 

different from the previous one, the researcher decided to keep item USE2 for the 

further analysis. 

In the course of factor analysis, the five variables of the construct of 

behavioral intentions, despite having a standardized factor loading greater than .5, 

were constantly loaded on more than one component, which suggested the removal of 

behavioral intentions from the proposed factor analytic model reflected by this set of 

data. However, additional factor analysis between BI and each of eight constructs 

confirmed that BI had convergent and discriminant validity with other constructs, 

proving to be able to measure unique and inherent behavioral intentions 

characteristics. In addition, all measures of sampling adequacy, presented in Table 5.5 

for each bivariate test, met the minimum acceptable criteria, indicating strong 

relationships among items of the correlation matrix. 

 

Table 5.5  KMO Values of Bivariate Factor Analysis 

 

Factor USE PEU PU PPV TOG TOI PDI UAI 

BI .77 .84 .87 .86 .83 .71 .77 .84 

 

Source:  Developed for this Study. 

 

Removing the construct of behavioral intention at this stage of the research 

would result in changes to the theoretical framework of the research, which would be 

questionable, taking into account the relatively small size of the sample of the pilot 

study used to make such conclusion. Therefore, it was decided to keep all five items 

that measured behavioral intentions in the questionnaire, while removing items PPV5, 

TOI5, and UAI1, as suggested by the pattern matrix. 
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5.3  Main Survey: Data Screening and Preparation 

 

In order to provide convincing inferences, the researcher needed to be sure 

that data used for this analysis was “clean” and qualified to support these inferences. 

To do so, “the data must be screened in order to ensure the data is useable, reliable 

and valid for testing causal theory” (Gaskin, 2015). In this section the researcher 

focuses on the various measures that took place prior to data analysis. 

In the current study the researcher used a combined data set, where 100 

answers to surveys were collected with the help of the online questionnaire, and 300 

answers were responses to questionnaires that were distributed in the public places of 

three Ukrainian cities. Google Forms, used to collect data online, does not allow users 

to skip or to proceed to the next question without answering the previous one. In 

addition, this method allows the transference of all collected data automatically into 

an Excel file, thus avoiding possible human error during data entry. However, it was 

possible that mistakes could happen while transferring data from the Excel file to the 

SPSS software which was used in the further analysis. Furthermore, some hard copies 

of the survey questionnaire contained missing values which were especially visual at 

the moment of entering data into the computer system. Even after the data was 

entered into SPSS, there was still the possibility of errors. Therefore, as suggested by 

Hair et al. (2010), it was necessary that the researcher examined the data for 

completeness and consistency prior to data analysis. It was also necessary to 

determine whether the collected data would satisfy the assumptions of the statistical 

tests that would be performed on it. While the questions that were measured with the 

Likert scale were already coded, two items (USE1 and USE2) needed to be coded by 

assigning to each the corresponding response number before entering them into SPSS. 

Right after the data was entered into the computer system, the researcher had to 

recode negatively coded items back into positively coded items (PU4, BI4, UAI5, 

TOG5, and PPV4) before the data was ready for the further analysis. 

 

5.3.1  Missing Data  

The event of missing data occurs when respondents do not reply to all 

questions of the survey or if the answers to the survey questionnaire were missing 
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while entering them into the computer system. The most apparent and obvious 

problem with missing data and missing values is the chance that there simply will not 

be enough data to run the further analysis. Since most of the data analysis techniques 

require the data set to be complete, missing data becomes a critical issue (Hair et al., 

2010). Some scholars also suggested deleting incomplete cases of collected data 

before any substantive analysis was done.  

After data was entered into the computer system, the researcher rechecked it 

with the application of a “missing completely” random test. The Univariate statistic 

table showed that association of the items with the missing values was less than 2%. 

Since the number of incomplete questionnaires was not significant and much lower 

than suggested by Gaskin (2015), whose threshold was 10%, in the next step, missing 

values were replaced with predicted values with the application of the expectation-

maximization function. Such manipulation allowed replenishment of the data set, 

making it complete and ready for further analysis. 

 

5.3.2  Unengaged Responses 

Unengaged responses happen when someone responds to every single case 

with exactly the same value or with the same pattern of answers. The values of 

standard deviation of all responses for each item in the data set were analyzed in order 

to identify such responses. Those which have a value of standard deviation close to 0 

have a low variance in responses and do not make any difference, thus they need to be 

removed from the data set. However, the results showed that only a few responses had 

a standard deviation lower than .5 but none of them close to 0, therefore, all responses 

were taken to the next stage of analysis. 

 

5.3.3  Identifying Multivariate Outliers 

By definition, “outliers” are values which lie outside of the expected tolerable 

range of values and “distinctly different from the other observation (Hair et al., 2006: 

73). In the current survey, the researcher used a questionnaire made up of close-ended 

questions with predefined answers, therefore it would be not possible to identify out 

of range answers with regards to a single question. According to Gaskin, outliers 

shouldn’t be a concern of research that employs Likert scales: “Answering at the 
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extreme (1 or 5) is not representative outlier behavior” (Gaskin, 2015). However, 

there could be a case when respondents constantly provided responses that were 

distinctly different from the majority of the responses. Such cases that do not fit the 

general pattern of correlations within a data set are called “multivariate outliers”. To 

be more specific, Hair et al. (2010) suggested that it would be possible to identify 

such respondents by measuring the distance of repeated deviations from predictors 

(D
2
) and probability associated with this distance. The threshold suggested by 

scholars for designation of a case as a multivariate outlier is D
2
 ≤ .001. Mahalanobis 

distances D
2
 measure the distance of cases from the means of the predictor variables 

(Field, 2009).  

The result of computing Mahalanobis D
2
 scores and the corresponding 

probabilities for the set of independent variables with application of SPSS’s functions 

confirmed that 19 out of 400 cases had unusual combinations of values on all 

variables (with respective probabilities ranging from .000 to .001), resulting in their 

designation as outliers and removal from the further analysis, thus 381 items 

remained. 

 

5.3.4  Test for Normality: Skewness and Kurtosis 

Many statistical functions such as regression or multivariate analysis require 

normal or close to normal distribution of data, which, according to Field (2009), is a 

symmetrical distribution of data around the center of all scores. While the visual 

presentations through building the histogram and plotting the normal curve with 

application of the explore function of SPSS revealed the normality of data distribution 

to be quite good, taking into account possible bias of subjective judgment, the 

researcher decided to follow the suggestion of Tabachnick and Fidell (2007) and used 

the skewness and kurtosis values of each variable to confirm visual observations. 

Kurtosis and skewness, according to Hair et al. (2010), are two measures that can 

describe the shape of any distribution. (The results of the analysis are presented in 

Appendix K.) While interpreting the findings, the researcher was guided by the 

suggestions of Hair et al. (2010), that the most commonly used critical value of 

kurtosis and skewness test is (± 2.5). For all items, with the exception of BI3 and the 

latent variable of actual use, values of skewness and kurtosis were within acceptable 
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limits (± 2.5). Despite the fact that item BI3 had a value of kurtosis which is slightly 

over the limit, its skewness value was very good (-.72). The results of the descriptive 

statistical test revealed that for most of the items, both values were within the range of 

≤ (± 1.0), that is, very close to normal distribution.   

 

5.3.5  Multivariate Normality Test 

To address the issue of quite high kurtosis and skewness for constructs of 

actual use and to check if the dependent variable was approximately normally 

distributed for each item that represents an independent variable, the researcher 

conducted multivariate normality tests. Multivariate statistical methods often require 

the assumption of multivariate normality due to the complexity of the relationships 

that use a large number of variables (Hair et al., 2010). 

The histogram of the residuals associated with the dependent variable 

calculated for e-ready citizens (on the left in Figure 5.1, sample No. = 381) suggested 

bimodal distribution of data. The smaller peak in distribution happened due to the fact 

that 37 respondents out of 381 were not using e-Government services. To test this 

proposition, the researcher excluded non-use responses from the data set and repeated 

the analysis, resulting in a new histogram of residuals calculated only for e-

Government users (on the right in Figure 5.1 sample No. = 344). In both cases, the 

distribution curve remains close to normal and normal distributions respectively. This 

finding suggests that in order to achieve better results for multivariate statistical 

methods, it will be appropriate to use a modified latent variable of actual use that 

excludes respondents that were not using e-Government services. 
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Figure 5.1  Regression Standardized Residuals 

Source:  Developed for this Study. 

 

To confirm these propositions, the researcher investigated another visual 

output, suggested by Gibbons and Chakraborti (2011): P-P plot, which plots 

two cumulative distribution functions (cdfs) against each other. 

Figure 5.2 presents P-P plots for e-ready citizens (on the left, sample No. = 

381) and for e-Government users (on the right, sample No. = 344). The nearly straight 

line formed by observed residuals almost matches with the line of the least squares in 

the second plot represents perfectly normal distribution of data in the data set. 

 

https://en.wikipedia.org/wiki/Cumulative_distribution_function
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Figure 5.2  Normal P-P Plot of the Standardized Residuals 

Source:  Developed for this Study. 

 

Conclusion: All data in the data set was normally distributed. There was a 

non-normality issue with the dependent variable that was associated with responses of 

non e-Government users and which the researcher could overcome by excluding those 

users when computing the composite variable of actual use. 

 

5.3.6  Linearity Test 

“Linearity” is a term used to describe the relationship between independent 

and dependent variables of a research model and refers to the consistency in slope of 

changes (Gaskin, 2015). If this is not the case, then the conducting of the whole SEM 

analysis will be questionable until the issue is fixed through application of data 

transformation techniques. The researcher used a test for linearity function of SPSS 

which produced the following results: 
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Table 5.6  Test for Linearity 

 

Variables Pair 
USE-

PUI 

USE-

PEU 

USE-

BI 

USE-

UAI 

USE-

PDI 

USE-

TOG 

USE-

TOI 

USE-

PPV 

Deviation 

from 

Linearity 

F 1.074 1.323 .831 .567 1.375 .548 1.252 1.150 

Sig. .379 .185 .643 .880 .182 .933 .246 .313 

 

Source:  Developed for this Study. 

 

According to Gaskin (2015), the relationship between a pair of variables is not 

linear if significance (Sig.) for deviation from normality is less than .05. All pairs of 

variables reported significance of deviation from normality greater than .05, therefore 

the researcher concluded that relationships between independent and dependent 

variables were linear. All relationships were sufficiently linear to be tested by using a 

covariance base.  

 

5.3.7  Multicollinearity Test 

Since the research model consisted of more than two predicting variables, it 

was necessary to check for the presence of “multicollinearity” among them, the term 

which describes the situation when two or more predicting variables highly correlate 

to the extent that one could be predicted by others. This means that the variance that 

IVs explain for DV are overlapping, thus are not unique. To check for 

multicollinearity, the researcher calculated variable inflation factors (VIF) for each of 

the IV: the results are presented in Table 5.7 below. 

According to O'Brien (2007), multicollinearity is not present if VIF < 3 and 

the tolerance value is greater than .10. Since each of the IVs showed VIF values 

greater than 3, and tolerance level values greater than .10, the researcher concluded 

that there was absence of multicollinearity in the data set. 
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Table 5.7  Multicollinearity Test 

 

Latent 

Variable 
PUI PEU BI UAI PDI TOG TOI PPV  

Tolerance .647 .672 .428 .440 .837 .809 .695 .527 

Collinearity 

Statistics, VIF 
1.544 1.487 2.334 2.274 1.194 1.236 1.439 1.896 

 

Source: Developed for this Study. 

 

5.3.8  Homoscedasticity Test  

The test for homoscedasticity is the final step in testing data for the 

assumptions underlying the statistical basis of multivariate analysis. A test of 

homoscedasticity of error terms determines whether a regression model’s ability to 

predict a dependent variable is consistent across all values of that dependent variable. 

According to Taylor (2013), a model needs to be consistently accurate in predicting 

both, low and high values in the dependent variable to be count as trustworthy. 

In order to determine if relationships among variables were homoscedastic, the 

researcher built a simple scatterplot with the variables placed on the Y-axis and the 

corresponding residual placed on the X-axis. If the plot comes up with a consistent 

pattern, then the data set has homoscedasticity. Otherwise the relationships among 

variables are considered heteroskedastic (Gaskin, 2015). 

The scatterplot of regression standardized residual presented in Figure 5.3 

below indicates that observed variables created a rectangle shape whereas the scatter 

of the dependent variables remained constant as the values of independent variables 

increased, which clearly indicates homoscedasticity of the data set. 
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Figure 5.3  Homoscedasticity Test 

Source:  Developed for this Study. 

 

Statistical Test for Homoscedasticity 

Testing for homoscedasticity by using the visualization approach presented in 

Section 5.3.8 is informative but does not tell whether we have homoscedasticity in a 

statistically significant way. Therefore, the researcher decided to run Breusch-Pagan 

and Koenker heteroscedasticity tests to confirm visual findings. (The results are 

presented in Table 5.8.) Heteroscedasticity tests imply the two following hypotheses: 

H0: data is homoscedastic and Ha: data is heteroscedastic. If the ρ value associated 

with a heteroscedasticity test falls below a certain threshold (.05, for example) - the 

data is significantly heteroscedastic (XLSTAT, 2015). 
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Table 5.8  Breusch-Pagan and Koenker Tests for Heteroscedasticity 
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Chi-square  

(df = ρ) 

Significance 

(df = ρ) 

Breusch-

Pagan 13.47 1145.38 .0126 381 9 

6.738 .565 

Koenker 4.256 .833 

 

Source:  Developed for this Study. 

 

Both tests showed high ρ values (.565 for the Breusch-Pagan and .833 for the 

Koenker tests), suggesting that the null hypothesis cannot be rejected, thus, the 

residuals are homoscedastic. 

 

5.4  Descriptive Statistics 

 

The purpose of this section is to report on the demographic characteristics of 

the respondents to the survey and their Internet and e-Government use preferences, as 

well as how they answered individual items related to the nine constructs of the 

proposed theoretical model, i.e. descriptive analysis.  

In order to present data systematically and meaningfully, the researcher used 

descriptive statistical techniques such as frequencies and percentages and other 

means, aiming to emphasize distinctive characteristics and trends within the answers 

to the questionnaire, and, at the same time, to provide statistical support to the 

findings. Descriptive statistics allow the researcher to meaningfully portray many 

pieces of disconnected information with just a few measurements (Airasian and Gay, 

2003: 413). 
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5.4.1  Demographic Profile 

Out of 381 responses accepted for the further analysis, 242 (63.5%) were 

collected from males and 139 (36.5%) from females. (The demographic 

characteristics of the respondents to the survey questionnaire are presented in 

Appendix G.) The iinitial proportion of respondents in each age group (25%) reflected 

in the final data set was 25 ± .5% or 93 to 97 respondents per group, which was found 

to be satisfactory to meet the conditions imposed on the characteristics of the sample, 

thus all 381 responses were kept for the further analysis.  

Most of the respondents, or 366 (96.1%), reported to have a college or higher 

degree, which seemed to be surprisingly high. The only reasonable explanation for 

this could be that the researcher did not reach the part of the population that has a 

lower level of education because of the chosen research settings, which needs to be 

considered as one of the limitations of the research.  

The majority of the respondents, or 124 (32.5%), were employed in the private 

sector, followed by self-employed or business owners 95 (24.9%), and by the public 

sector employees 64 (16.8%).  

Most of the respondents, or 118 (31.0%), reported relatively high earnings of 

8,000 UAH / month and more, which is more than twice as high as average monthly 

earnings in the Ukraine as at February 2015, according to the data of Trading 

Economics (2015). This fact could be explained by the high rate of well-educated 

respondents, as well as quite a high presence of business owners /self-employed.  

 

5.4.2  Internet Usage  

Surprisingly, none of the respondents was new to the Internet, all reported to 

have at least one year of experience of using it. Most of the respondents, or 365 

(95.8%) individuals, had been using the Internet for more than three years. Since the 

minimum age of the participants in the survey was 18 years, this finding suggests that 

young Ukrainians start using the Internet long before they reached adulthood. 

Almost all respondents, or 364 (95.5%) individuals, were accessing the 

Internet every day, approximately equally from their homes and offices. A very small 

number, ten (2.6%), most frequently accessed the Internet from Internet cafés. About 

half of the surveyed sample, or 179 (47.0%), were accessing the Internet from their 
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homes, which approximately corresponds with statistics on Internet usage in the 

Ukraine by the International Telecommunication Union (presented in Section 2.7 of 

Chapter 2). This correlation confirms the validity of the collected data. 

Another important finding regarding Internet use is that most of the 

respondents, or 273 (71.6%) individuals, very often accessed the Internet from their 

mobile devices, such as laptops, tablets, and mobile phones.  

Analysis of the survey data confirmed earlier considerations that were built on 

the results of a study of Factum Group Ukraine, and presented in Section 4.3.3 of 

Chapter 4, that there should be no difference in the pattern of Internet usage between 

males and females. Indeed, from the visual presentation of Internet use preferences for 

females and males shown in Figure 5.4 (two very different sized groups), it can 

clearly be seen that males and females had reported very similar patterns of Internet 

usage preferences. 

 

 

Figure 5.4  Pattern of Internet Usage Preferences by Gender 

Source:  Developed for this Study. 

 

The most performed activities on the Internet among all members of the 

sample, and reported by more than 50% of all respondents, was finding information 
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about goods and services, followed by reading online news, sending/receiving emails, 

chat or participation in social networking, and doing Internet banking.  

Another proposition of the researcher that was used when considering the 

survey sample proved to be valid: the need for differentiation of e-ready citizens into 

different age groups. As is seen from Figure 5.5, there is a clear difference in the 

pattern of preferences of Internet use among e-ready citizens that belong to different 

age groups. 

 

 

 

Figure 5.5  Internet Usage Preferences by Different Age Groups 

Source:  Developed for this Study.                                 

 

Only members of the youngest age group were using the 13 proposed Internet 

services in the questionnaire very extensively. The only exception for this age group 

was that its members were not “seeking health-related information” which, taking into 
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account their relatively young age, is understandable. The representatives of the next 

two age groups, 28-38 and 39-50, produced very similar results with correspondence 

to the patterns and variety of Internet services they use. The oldest Internet users 

showed their high interest only in three out of the proposed 13 Internet services.  

Two Internet services: the finding of information about goods and services, 

and using Internet services related to travel and accommodation, accounted for an 

approximately similar level of interest from representatives of each age group. 

 

5.4.3  E-Government Awareness 

There were 37 (9.7%) respondents to the survey questionnaire that did not use 

e-Government services at all. However, since the objective of the research was to 

establish the factors that affect adoption of e-Government services, answers given by 

these respondents were especially interesting to the researcher. Analysis revealed that 

250 (65.6%) of the respondents gave their preference to traditionally delivered 

government services, while only 36 (9.4%) individuals use e-Government services 

more often than traditional (see Appendix L).  

It was found that there was no difference in patterns of e-Government services 

usage between males and females, which seems to be quite logical (see Figure 5.6). 

Having equal rights, males and females would perform similar interactions with the 

government that were dictated by life necessity. 

However, similar to differences in the patterns of preferences of Internet use, 

there were differences in patterns of use of e-Government services among members of 

different age groups (see Figure 5.7). According to the findings, the most active users 

of e-Government services were individuals between 28 and 38 years old, followed by 

individuals between 39 and 50 years old. Individuals of 51 years and older proved to 

be the least active recipients of e-Government services, with their main interests 

directed only towards dealing with pension and social security issues. 
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Figure 5.6  Pattern of E-Government Usage Preferences by Gender 

Source:  Developed for this Study. 

 

All four age groups showed similarly high rates of usage of informatory e-

Government services such as obtaining information about working hours and contact 

details of government offices. Other popular e-Government services among 

respondents were: dealing with pension/social security issues, paying various fees and 

taxes, and downloading various documents. (For more information see Appendix L.) 
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Figure 5.7  E-Government Usage Preferences by Different Age Groups 

Source:  Developed for this Study. 

 

The pattern of responses to questions about usage of e-Government services 

suggests certain correspondence with characteristics of the second stage of the 

development of e-Government services proposed by UNDPEPA and ASA (2002) and 

a named, enhanced presence. This stage is characterized by an increased number of 

more sophisticated official websites that update information dynamically and allow 

some basic interaction through comments and sending emails (UNDPEPA and ASPA, 

2002). The existing channels of public service delivery, at this stage of development 

of e-Government, are still present and unchallenged. This basically confirms the 

prerequisites that served as the starting point for developing the research 

questionnaire that after more than ten years of implementation, there is still very little 

done in the development of e-Government in Ukraine. 
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5.4.4  Descriptive Analysis of Individual Items of the Research Model 

The following sections present summaries of the answers of the respondents to 

each item of the questionnaire used in the main survey, related to the nine constructs 

of the research model, particularly, the distribution of the responses between possible 

options as well as the values of means and standard deviations. Almost all items of the 

questionnaire were measured on five-point Likert-type measuring scales, with their 

values ranging from “strongly disagree” = 1 to “strongly agree” = 5. For the five 

items (USE1 to USE5), one more measurement dimension: “do not use e-Government 

services” = 0 was added. 

5.4.4.1 Statistics of Items Related to TAM Model 

Four constructs of the original TAM model were represented by 19 

items in the questionnaire. The most variations in answers were shown by the five 

questions about actual use of e-Government services. While all five questions were 

measured on six-point Likert-type scales, the interpretations of answers were 

different. Item USE1 measured the amount of consumed e-Government services in 

comparison to the total number of traditional government services used by 

respondents. Therefore, this scale was ranging from “almost all services traditional” = 

1 to “almost all e-Government services” = 5, whereas zero indicated those who do not 

use e-Government services. 

The pattern of responses to item USE1 suggested that 65.5% of the total 

number of respondents, or 72.6% of the total number of e-Government users (344 

individuals), while having started using e-Government services, could not increase 

their rates of usage of those services due to various reasons. This was confirmed by 

the low value of the mean for this item, far below the middle point of the scale (i.e. 

2.5). 

For item USE2, which measured the frequency of use of e-Government 

services, the scale ranged from “once a month or less” = 1 to “everyday” = 5, whereas 

zero was assigned to those who do not use e-Government services at all. The pattern 

of answers approximately corresponded with the pattern of answers for item USE1, 

which means that respondents who use more e-Government services will be 

using/accessing these services more often than when they use traditional. 
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Table 5.9  Descriptive Statistics of Actual Use 

 

Items Response Statistic (%) 
M SD 

USE 0 1 2 3 4 5 

USE1 9.70 35.17 30.45 15.22 8.14 1.31 1.81 1.14 

USE2 9.70 25.50 15.70 21.50 13.60 13.90 2.96 1.66 

Items 

 

 

0 

Do not 

Use 

1 

Strongly 

Disagree 

2 

Disagree 

3 

Neutral 

4 

Agree 

5 

Strongly 

Agree 

M SD 

USE3 9.70 6.56 14.44 19.69 33.07 16.54 3.43 1.19 

USE4 9.70 1.84 3.94 13.12 49.08 22.31 3.86 .87 

USE5 9.70 6.04 11.29 21.00 36.22 15.75 3.44 1.07 

 

Source:  Developed for this Study. 

 

The position of the mean for this item above the middle point of the 

scale (i.e. 2.5) in comparison with answers to item USE1, suggested that most of the 

e-Government users gave their preference to e-Government services that require 

interactions with the government more often (the pattern of use of e-Government 

services). This leads to the conclusion that more frequently used government services 

have a better chance to be transferred into e-Government services faster and are more 

likely have a better chance of being accepted by citizens. 

The remaining three items used to measure construct actual use 

measured different degrees of consumption of some e-Government services, 

suggesting that overall, more than 72.9% of respondents were using e-Government 

services for their personal needs (not for corporate purposes): more than 69.3% were 

using services for informatory purposes, and 84.5% for paying various fees and for 

taxation purposes. 

As for the other constructs of the TAM model: at least 66.4% of e-

Government services users (judging by the answers to the item with the lowest mean 

value, BI5) confirmed their intentions to increase use of e-Government services, 

whereas a maximum of 8.1% will probably keep it at the present level and a 
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maximum of 25.4% have not decided if they would like to use more e-Government 

services than they are using right now.  

 

Table 5.10  Descriptive Statistics of TAM Constructs 

 

Construct Response Statistic (%) 

M SD Latent 

Variable 
Items 

1 

Strongly 

Disagree 

2 

Disagree 

3 

Neutral 

4 

Agree 

5 

Strongly 

Agree 

B
eh

av
io

ra
l 

In
te

n
ti

o
n
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BI1 .00 3.67 9.71 68.50 18.11 4.01 .65 

BI2 .00 4.72 17.85 63.78 13.65 3.86 .70 

BI3 .00 2.36 5.51 70.08 22.05 4.12 .60 

BI4 .52 3.67 14.70 64.04 17.06 3.93 .71 

BI5 .79 7.35 25.46 53.81 12.60 3.70 .81 

P
er

ce
iv

ed
 U

se
fu

ln
es

s 

PUI1 .00 1.31 15.75 54.86 28.08 4.10 .69 

PUI2 .52 2.36 10.24 61.68 25.20 4.09 .70 

PUI3 .00 3.94 11.55 60.37 24.15 4.05 .72 

PUI4 .26 2.62 16.27 58.53 22.31 4.00 .72 

PUI5 .26 1.84 14.70 57.74 25.46 4.06 .70 

P
er

ce
iv

ed
 E

as
e 

o
f 

U
se

 

PEU1 3.94 30.97 29.13 33.07 2.89 3.00 .96 

PEU2 3.94 30.45 28.08 34.38 3.15 3.02 .97 

PEU3 3.67 24.41 33.86 35.70 2.36 3.09 .91 

PEU4 4.99 41.47 33.86 17.85 1.84 2.70 .88 

 

Source:  Developed for this Study. 

 

There were at least 80.8% of e-Government services users (judging by 

the answers to the item with lowest mean value, PUI4) that perceived e-Government 

services as useful. This probably confirms a high number of e-Government users that 

decided to extend their use of e-Government services in the future (responses to 

construct of behavioral intentions). No more than 3.9% of e-Government users 
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(judging by the answers to item PUI3) did not perceive e-Government services as 

useful, which seems to be quite a low rate compared to the whole. 

Perceptions of e-Government services users about the factor “ease of 

use” of e-Government services were very different. There were at least 19.6% of 

those (judging by the answers to the item with the lowest mean value, PEU4) who 

believed that e-Government services are easy to use, compared to at least 28% of 

those (judging by the answers to item PEU3) who believed the opposite. In general, 

there were more respondents who perceived e-Government services as difficult to use.  

5.4.4.2 Statistics of Items Related to Trustworthiness 

Two constructs: trust in the government and trust in the Internet, which 

represented the concept of trustworthiness of e-Government services, were 

represented in the questionnaire by five and four measuring items respectively and 

produced quite different results.  

 

Table 5.11  Descriptive Statistics Constructs of Trustworthiness  

 

Construct Response Statistic (%) 

M SD Latent 

Variable 
Items 

1 

Strongly 

Disagree 

2 

Disagree 

3 

Neutral 

4 

Agree 

5 

Strongl

y Agree 

T
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h
e 

G
o

v
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n
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TOG1 16.01 58.01 16.01 9.45 0.52 2.20 .84 

TOG2 18.37 51.44 15.75 13.65 0.79 2.27 .94 

TOG3 15.22 56.43 16.80 10.76 0.79 2.25 .87 

TOG4 16.01 50.39 16.54 14.96 2.10 2.37 .99 

TOG5 11.55 56.69 14.96 14.44 2.36 2.39 .95 

T
ru

st
 i

n
 t

h
e 

In
te

rn
et

 

TOI1 1.84 11.02 27.30 41.47 18.37 3.64 .97 

TOI2 0.26 3.94 28.61 46.98 20.21 3.83 .80 

TOI3 3.67 13.39 33.86 39.11 9.97 3.38 .96 

TOI4 1.57 6.82 19.69 53.54 18.37 3.80 .87 

 

Source:  Developed for this Study. 
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At least 68.2% of respondents (judging by the answers to the item with 

the highest mean value, TOG5) did not trust the government, to different extents. This 

is also confirmed by the low values of the means for all five items, below the middle 

point of the scale (i.e. 3), that measured this construct. Only 9.9% (judging by the 

answers to the item with the lowest mean value, TOG1) were, without doubt, ready to 

accept the government’s initiatives.  

On the contrary, at least 49% of respondents (judging by the answers to 

the item with the lowest mean value, TOI3) trusted the Internet as a medium for 

delivering e-Government services. The means that of all four items representing the 

construct of trust in the Internet were greater than the middle point of the scale (i.e. 

2.5), confirming quite high rates of trust in the Internet amongst the majority of e-

ready citizens. 

If these responses are compared with rates of e-Government services 

use, then it would probably be logical to assume that for approximately half of all the 

e-ready population in Ukraine, the state of the development of the Internet will not 

influence their decision on the use of e-Government services.  

Since both constructs represent concepts of trustworthiness of e-

Government services, it would be reasonable to note that the resulting value of the 

mean for both constructs, M = 2.9, is still below the middle point of the scale (i.e. .3) 

which means that most of the e-ready citizens do not perceive e-Government services 

as trustworthy mostly because they do not trust the government.  

5.4.4.3 Statistics of Individual Cultural Value Preferences Items 

Two constructs that represent the individual cultural value preference of 

the respondents for uncertainty avoidance and for power distance were represented by 

four measuring items for each, and reported quite different results.  

While most of the respondents showed their agreement with questions 

measuring uncertainty avoidance, thus quite a high level of intolerance for uncertainty 

and ambiguity (at least 39.6 %, judging by the answers to the item with the lowest 

mean value, UAI5), there were many who could not decide (17.3%, judging by the 

answers to the item with the lowest mean value, UAI2 and UAI4) if this was an issue 

for them. The percentage of those for whom uncertainty was not an issue was in the 

range 6.5% - 21.5% (total of “strongly disagree” and “disagree” responses). The 
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values of the means of all items that measured uncertainty avoidance were below the 

middle point of the scale (i.e. 3), suggesting the high level of intolerance of 

Ukrainians to uncertainty and their preference for predictable solutions. As for items 

related to the power distance, all of them had values of means lower than the middle 

point of the scale (i.e. 3), which indicated a low level of reliance or submission of 

Ukrainians to authority.  

 

Table 5.12  Descriptive Statistics of Cultural Value Preferences 

 

Construct Response Statistic (%) 

M SD Latent 

Variable 
Items 

1 

Strongly 

Disagree 

2 

Disagree 

3 

Neutral 

4 

Agree 

5 

Strongly 

Agree 

U
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A
v
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UAI2 .52 6.04 17.32 53.54 22.57 3.92 .83 

UAI3 .79 5.77 22.57 58.27 12.60 3.76 .77 

UAI4 .79 3.67 17.32 62.20 16.01 3.89 .74 

UAI5 1.84 19.69 38.85 32.55 7.09 3.23 .91 

P
o
w

er
 D

is
ta

n
ce

 PDI2 8.92 43.31 24.67 21.52 1.57 2.64 .97 

PDI3 13.12 43.83 23.88 16.54 2.62 2.52 1.00 

PDI4 10.24 44.09 19.16 23.62 2.89 2.65 1.04 

PDI5 5.25 35.43 25.72 30.97 2.62 2.90 .99 

 

Source:  Developed for this Study. 

 

Descriptive statistics of the sample, such as the mean, proportion or 

variance, can be used to provide estimates of the corresponding population parameters 

(Surfstat, 2015). Results of descriptive statistics of constructs that measure individual 

culture value preferences of the sample suggested lower than average power distance 

and higher than average uncertainty avoidance of e-ready Ukrainians. In other words, 

e-ready Ukrainians are quite independent in their judgments from the official position 

of the authorities, and, at the same time, they are quite cautious towards any novelty, 
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and, more likely, in the words of Akkaya et al., (2012: 2532), to “seek stability and 

predictability” which could be delivered throughout e-Government services. 

5.4.4.4 Statistics of Perceived Public Value Items 

The four items used to measure the construct of perceived public value 

showed that, in general, respondents had the tendency to perceive e-Government 

services as valuable. More than 52% of all respondents (judging by the answers to the 

item with the lowest mean value, PPV4) believe that e-Government services are 

valuable. 

 

Table 5.13  Descriptive Statistics of PPV Construct 

 

Construct Response Statistic (%) 

M SD Latent 

Variable 
Items 

1 

Strongly 

Disagree 

2 

Disagree 

3 

Neutral 

4 

Agree 

5 

Strongly 

Agree 
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V
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PPV1 1.31 9.71 24.93 52.49 11.55 3.63 .86 

PPV2 2.89 10.50 28.35 46.98 11.29 3.53 .93 

PPV3 1.57 7.87 21.52 55.12 13.91 3.72 .86 

PPV4 2.10 14.96 30.97 40.68 11.29 3.44 .95 

 

Source:  Developed for this Study. 

 

It is noticeable that the high mean values of all the items ranging 

between 3.44 and 3.72 were approximately similar and had relatively low rates of 

standard deviation from the mean, ranging between .86 and .95. The maximum 

number of e-ready citizens who perceived e-Government services as not valuable was 

only 17.0% (judging by the answers to the item with the lowest mean value, PPV4), 

which suggests that the majority of the respondents, despite the fact that they do not 

use e-Government services (according to the statistics for the factor “actual use”), still 

perceive them as valuable.  
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5.5  Testing Reliability and Validity of the Instrument 

 

Previously the researcher had tested the reliability of the scale in the pilot 

study, however, since the sample used in the survey was much larger than the sample 

for the pilot study, it was necessary to recheck the reliability of the scales once again, 

based on the larger data set. The results are presented in Table 5.14 below. 

 

Table 5.14  Cronbach’s Alpha Reliability Test  
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1 PUI 5 .908 .596 - .734 - .908 .596 - .734 

2 PEU 4 .880 .586 - .825 - .880 .586 - .825 

3 BI 5 .834 .359 - .627 - .834 .359 - .627 

4 UAI 4 .744 .349 - .611 - .744 .349 - .611 

5 PDI 4 .380 -.205 - .513 PDI5 .759 .484 - .542 

6 TOG 5 .931 .687 - .785 - .93 .687 - .785 

7 TOI 4 .652 .046 - .737 TOI3 .785 .442 - .737 

8 PPV 4 .885 .571 - .810 - .885 .571 - .810 

9 USE 5 .784 .221 - .604 - .784 .221 - .604 

 

 

Source:  Developed for this Study. 

 
 

Following the recommendations by Churchill and Gilbert (1979) regarding the 

lowest acceptable limit for Cronbach’s alpha, items with values of alpha lower than .7 

(items PDI5 and TOI3) were removed from the further analysis. Acceptable levels of 

reliability of the items indicates that respondents were answering the survey questions 

in a consistent manner (Hair et al., 2010). 

Once again, maximum likelihood method of extraction was performed on all 

the items with the objective to observe inter-correlation among items and to test for 
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convergent and discriminant validity between the items and constructs. A few more 

items: USE1, BI4, BI5, PEU2, TOG5, and PPV3, which did not correlate well with 

other items or were loaded on more than one component, were removed. As a result, 

construct uncertainty avoidance remained with only two indicators, and thus failed to 

meet the minimum criteria of three suggested by Hair et al. (2010). However, the 

further analysis confirmed that the decision to leave only two indicators for this 

construct did not affect model identification. As result of these extractions, the 

researcher managed to achieve a good factor loading of the remaining indicators on 

the corresponding constructs, which is presented in Appendix M. Analysis of the 

pattern matrix suggested that nine constructs, represented by 31 items, were 

accounting for 74% of the total variance, and provided the most interpretable pattern 

of the loadings. Significance of all the correlations within the correlation matrix was 

confirmed with Bartlett’s test of sphericity (χ
 2

 (465) = 7093.95, ρ < .001). The 

Kaiser-Meyer-Olkin measure of sampling adequacy, which indicates the strength of 

the relationships among items of the correlation matrix, met the minimum suggested 

by Field (2009) criteria and was “marvelous” (KMO = .88). As result, the remaining 

set of items was accepted for the further analysis. 

The measures of composite reliability, average variance extracted, maximum 

shared variance, and average shared variance were additionally used to confirm 

validity and reliability of the instrument. As is shown in Table 5.15, values of CR > 

.7, CR > AVE, and AVE > .5, met the criteria suggested by Hair et al. (2010), and 

thus confirmed the convergent validity of the instrument. Contrary to the results of the 

same test in the pilot study, the construct of actual use this time showed AVE value 

right above the recommended benchmark of .5, which confirmed the correctness of 

the researcher’s decision to keep the item USE2 after it did not perform well in the 

pilot study. The fact that MSV < AVE and ASV < AVE also suggested the presence 

of discriminant validity.  
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 Table 5.15  Validity and Reliability Table 

 

Factor CR AVE MSV ASV 

UAI .758 .611 .560 .185 

TOG .931 .729 .158 .067 

PUI .911 .672 .321 .176 

USE .801 .506 .049 .022 

PEU .816 .596 .346 .159 

PDI .760 .514 .172 .098 

TOI .797 .579 .540 .151 

BI .814 .593 .560 .212 

PPV .839 .636 .540 .235 

 

Source:  Developed for this Study. 

 

The discriminant validity of the instrument was also confirmed by the fact that 

      (on the diagonal in Table 5.16) are larger than correlations with other factors. 

 

Table 5.16  Factor Correlation Matrix 

 

Factor UAI TOG PUI USE PEU PDI TOI BI PPV 

UAI .782                 

TOG .242 .854               

PUI .557 .229 .820             

USE .060 .022 .222 .711           

PEU .359 .391 .357 .068 .772         

PDI .317 .397 .321 .076 .415 .717       

TOI .320 .106 .417 .216 .404 .198 .761     

BI .748 .211 .567 .156 .424 .342 .365 .770   

PPV .469 .235 .520 .205 .588 .302 .735 .564 .797 

 

Source:  Developed for this Study. 
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Conclusion: A series of tests confirmed that the measurement scales were 

sufficiently reliable and valid, thus were accepted to be used in further analysis. 

 

5.6  Structural Equation Modeling 

 

Having established the reliability and validity of the data set, it was possible to 

move to the next step of data analysis: the structural equation modeling analysis, 

which is representational of the theoretical concept in terms of structural equation.  

Structural equation models comprise both a measurement model and a 

structural model, therefore the study adopted the two-step approach in conducting 

SEM suggested by Anderson and Gerbing (1988). In the first step, the researcher 

performed confirmatory factor analysis on the measurement model, assessing the 

structural theory and interrelationships between indicators and latent variables or 

constructs. In the second step, the researcher’s attention was turned to the structural 

model that describes relationships between dependent and independent variables 

suggested by the theoretical model of the research, as well as to testing hypotheses 

that were drawn to support the model. The procedure corresponds with suggestions by 

Jöreskog, Sörbom, Toit and Toit (1999) to make sure that the measurement model 

holds before testing initially specified by the theory structural model. 

 

5.6.1  Confirmatory Factor Analysis  

Prior to exploring and estimating the paths coefficients of the theoretical 

model proposed in Chapter 3, Section 3.11.4, confirmatory factor analysis was 

performed on the measurement model, which defined the relationship between nine 

latent and 31 observed variables derived from the literature review and confirmed 

them in the course of explanatory factor analysis. The aim of the confirmatory factor 

analysis was to measure the ability of each indicator to tap the corresponding latent 

variable. According to Byrne (2010), the measurement model should be assessed and 

fixed before the structural relationships were examined. AMOS software was used to 

build the measurement model presented in Appendix N. To further assess the 

measurement model, four different approaches were used: 1) deliberation of the 
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goodness-of-fit criteria indices, 2) evaluation uni-dimensionality, 3) invariance test, 

and 4) common method bias test. 

 

5.6.2  Measuring the Goodness-of-Fit 

Values of eight GOF indices, measuring absolute, incremental and 

parsimonious fit of the model from different perspectives, as reported in Table 5.17  

(1
st
 run) below, suggested that, despite having quite good average fit, the 

measurement model had room for improvement. 

Values of goodness-of-fit indices GFI (.89) and AGFI (.89) were only close to 

the acceptable “good fit” benchmarks recommended by Hair et al. (2010), Kline 

(2011) and Byrne (2010), as recorded in the benchmark row of Table 5.17. Moreover, 

standardized residual covariances of two items, USE3 and TOI2, were above those 

recommended by Hair et al. (2010), with absolute values of 2.5, 3.20 and 5.50 

respectively. 

Another problem was the low significance value of ρ = .000, which means 

poor fit of the model. However, for the relatively large sample size which the 

researcher used in this study, it would be difficult, if not impossible, to get a perfect 

fit (Gaskin, 2015). All these indicated that the measurement model had some fit 

issues. While some scholars suggest using a model when values are close to 

indicators, the researcher decided to achieve a better fit of the model.  

In order to improve the fit, the measurement model was modified by removing 

from the model two items: USE3 and TOI2, that produced significant standardized 

residual covariances of 3.20 and 5.50 respectively, which is quite higher than 

recommended by Gaskin (2015) threshold of 2.58. 

The same scholar suggested removing significant residual covariances in order 

to increase the model fit. In addition, the researcher applied three modification indices 

covariances between unique variables (errors), which connected to the paired items 

TOG2-TOG3, TOG4-TOG5, and PUI1-PUI2. As result of this manipulation, the GOF 

indices of measurement model significantly improved (see Table 5.17, 2
nd

 run).  
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Table 5.17  GOF Indices of the Initial and Revised Measurement Models 

 

Measures Absolute Fit  Incremental Model Fit  
Parsimonio

us Fit  

Benchmark 
GFI RMSEA SRMR AGFI CFI NFI TLI χ

2
 /df 

≥ .90 < .05 ≤ .08 ≥ .90 ≥ .90 ≥ .90 ≥ .90 < 3.00 

Obtained 

(1
st
 run) 

.89 .04 .05 .89 .95 .99 .94 1.78 

χ
2
 = 708.03, df = 398, ρ  = .000 

Modified 

(2
nd

 run) 

.92 .03 .04 .90 .97 .92 .97 1.45 

χ
2
 = 492.42, df = 338, ρ = .000 

 

Source:  Developed for this Study. 

 

Conclusion: The revised measurement model fitted the data well and all 

loadings were statistically significant (>.5, Hair (2010)) and in the predicted 

directions. The standardized factor loadings and their error terms, along with the 

resulting model, are depicted in Figure 5.8 below. 

 

5.6.3  Measurement Model Invariance 

To make sure that the composite variables and paths analysis of the structural 

model are meaningful, it is advisable to check if the pattern of the factor loading is 

equivalently distributed across the groups of variables by conducting configural and 

invariance tests (Gaskin, 2015). 

5.6.3.1 Configural Invariance Test  

The configuration invariance test allows the testing of whether the 

configuration of the measurement model has adequate fit when different groups are 

tested together and without any cross-group constraints. In order to conduct the test 

with a measurement model used for CFA, the researcher created two different groups 

by splitting data between the genders. GOF indices obtained indicated that the 

measurement model had fit issues, as GFI (.86) and AGFI (.82) were below the 

benchmarks recommended by Hair et al. (2010) of > .90 for the traditional fit. This 
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means that there still was a chance to improve the configuration of the measurement 

model by applying modification indices or by restructuring the CFA.  

 

Figure 5.8  Measurement Model of CFA 

Source:  Developed for this Study. 
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However, guided by the suggestion of Hair (2010) that a threshold of > 

.80 for GOF indices sometime is permissible, the researcher did not carry out any 

modification to the model but reported that the configuration structure of the 

measurement model had adequate fit for different groups.  

5.6.3.2 Metric Invariance Test 

In order to confirm if the factor structure was equivalent across different 

values of multigroup moderators for male and females, and to see if the observed 

variables loaded similarly onto these values, the researcher performed the chi-square 

difference test.  

 

Table 5.18  Metric Invariance Test 

 

Overall Model 
Chi-

square 
df ρ Invariant? 

Unconstrained 921.42 676 .000 NA 

Fully constrained 959.13 705 .000 NA 

Number of groups 
 

2 
  

Difference 37.709 29 .129 YES 

 

Source:  Developed for this Study. 

 

A non-significant ρ value for the chi-square difference test confirmed 

that the groups were invariant and not different at the model level, however, they may 

be different at the path level.  

The same results were obtained in a multigroup moderation test using 

critical ratios for differences between groups in AMOS, the results of which are 

presented in Table 5.19 below. The results of the multigroup moderation test 

confirmed that most of the z scores were not significantly different among groups, 

except for the two indicators PUI3 and PUI5 of the factor of perceived usefulness that 

were significant at 90% and 95% of confidence level. However, since another two 

indicators of the same factors: PUI2 and PUI4, were insignificant, the researcher 
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followed the suggestions by Gaskin (2015), and concluded that the measurement 

model is invariant. 

 

Table 5.19  Critical Ratios between Group Differences 

 

Relationships 
Male Female 

z score 
Estimate ρ Estimate ρ 

TOG4 <--- TOG 1.130 .000 1.034 .000 - .870 

TOG2 <--- TOG 1.020 .000 1.131 .000   .949 

TOG3 <--- TOG .969 .000 .993 .000   .224 

TOG1 <--- TOG 1.013 .000 .992 .000 - .210 

PUI3 <--- PUI 1.029 .000 .504 .000   2.336* 

PUI2 <--- PUI 1.039 .000 1.275 .000 1.385 

PUI4 <--- PUI 1.153 .000 1.321 .000   .900 

PUI5 <--- PUI 1.093 .000 1.487 .000    2.027** 

USE5 <--- USE 1.225 .000 1.165 .000 - .233 

USE4 <--- USE 1.175 .000 1.264 .000   .330 

PEU4 <--- PEU .849 .000 1.056 .000 1.331 

PEU3 <--- PEU .962 .000 1.068 .000   .661 

PDI4 <--- PDI 1.055 .000 1.166 .000   .527 

PDI2 <--- PDI .883 .000 .948 .000   .354 

TOI4 <--- TOI .930 .000 .972 .000   .355 

BI2 <--- BI .896 .000 1.098 .000 1.223 

BI3 <--- BI .888 .000 .806 .000 - .628 

UAI3 <--- UAI 1.053 .000 1.146 .000   .529 

PPV4 <--- PPV 1.175 .000 1.091 .000 - .473 

PPV2 <--- PPV 1.157 .000 1.384 .000 1.250 

Notes:    *** - p value < .01; ** - p value < .05; * - p value < .10 

 

Source:  Developed for this Study. 
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Conclusion: While the measurement model had some configural invariance 

issues, two metric invariance tests confirmed that the model is invariant, therefore it 

does not require to be refined or revised and could be used in the further analysis. 

 

5.6.4  Common Method Bias (CMB) 

The whole point of the common method bias test is to identify the presence of 

common latent factors across all variables of the measurement model: it refers to a 

bias in the data set due to some external measurement factor that influences the 

responses. The presence of significant bias means that the majority of the variances 

could be explained by a single latent factor. However, it also could be the result of 

collecting some or even all responses with same type of measurement scale (Hair et 

al., 2010). 

In this study, the researcher used two different methods to test for a common 

method bias: Harman’s single factor test and the common latent factor (CLF) test.  

5.6.4.1 Harman’s Single Factor Test 

One of the most widely used techniques that has been used by 

researchers to address the issue of common method variance is what Podsakoff, 

MacKenzie, Lee and Podsakoff (2003) called Harman’s one-factor or single-factor 

test Harman’s single factor test requires performing an un-rotated factor analysis on 

all studied variables. The results of un-rotated factor analysis on all variables studied 

using PCA, as presented in Appendix O, indicated that, since the single common 

factor accounted only for 26.45% of the variance in the model, the data set lacked a 

significant CMB. Podsakoff et al. (2003) suggested that common method bias is 

present when a single common factor accounts for the majority of the covariance 

among the measures. However, the same scholars commented that using the results of 

Harman’s single test to report the presence of CMB would be incomplete because 

Harman’s test is insensitive. Therefore, in order to confirm the results of Harman’s 

single factor test, the researcher also performed a common latent factor test. 

5.6.4.2 Common Latent Factor Test for CMB 

In this method, an additional latent factor was added to the 

measurement model and connected to all observed variables of the model forming a 

common latent factor: Appendix P illustrates the modified measurement model. The 
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common latent factor test is meant to capture the common variance among all 

variables of the measurement model.  

Comparison of the standardized regression weights of the original 

measurements and the modified models that are presented in Appendix Q reported 

that only one pair of variables, item BI3, seemed to be affected by common method 

bias, showing difference (delta) in regression weights of .204, which was slightly 

above the .200 benchmark recommended by Gaskin (2015). However, since the 

difference in regression weight was not significant, and was inherent in only the one 

variable, the researcher concluded that, in general, there is no evidence of CMB 

presence in the measurement model. 

 

5.6.5  Handling Second Order Factor 

During the development of the theoretical model for this study, the researcher 

came across the construct of trustworthiness, which, in Carter and Bélanger (2005) 

study, was composed of two dimensions: trust in the Internet and trust in the 

government. The trustworthiness model was also part of the research model in a study 

by (Vrček and Klačmer, 2014), where trustworthiness was also represented by trust in 

the Internet and trust in the government. 

Since the current measurement model used the same latent factors, the 

researcher decided to use this opportunity and test the effect of the second order factor 

of trustworthiness on the proposed measurement model. The other reason was to 

investigate if the two constructs of trust in the Internet and trust in the government 

were dimensions or manifestations of the higher order construct of trustworthiness. 

The second order factor of trustworthiness (TRW) was included in the 

measurement model, as shown in Figure 5.9 below. Convergent and discriminant 

validity were tested. (The results are presented in Table 5.20 and Table 5.21.) The test 

revealed several reliability and validity concerns.  
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Figure 5.9  Testing for Second Order Factor 

Source:  Developed for this study. 
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Reliability: The CR for TRW was less than the recommended benchmark of 

.70. Convergent Validity: The very low AVE (.144) for TRW was less than the 

recommended benchmark of .50. Discriminant Validity: The square roots of the AVE 

for PUI, PPV, PEU, and TRW were less than one of the absolute values of the 

correlations with another factor, also, the AVE for PUI, PPV, PEU, and TRW were 

less than the MSV values, and the AVE for TRW was less than the ASV. 

 

Table 5.20  Validity and Reliability of the Second Order Factor 

 

Factor CR AVE MSV ASV 

UAI .758 .611 .560 .250 

PUI .909 .666 .743 .274 

USE .758 .516 .081 .025 

PPV .840 .636 2.137 .486 

PEU .816 .596 .945 .272 

BI .814 .594 .560 .294 

PDI .760 .514 .364 .135 

TRW .224 .144 2.137 .749 

 

Source:  Developed for this Study. 

 

Table 5.21  Factor Correlation Matrix of the Second Order Factor 

 

Factor UAI PUI USE PPV PEU BI PDI TRW 

UAI .782 
       

PUI .556 .816 
      

USE .044 .199 .718 
     

PPV .469 .521 .151 .798 
    

PEU .360 .360 .049 .586 .772 
   

BI .748 .568 .154 .563 .425 .771 
  

PDI .313 .319 .060 .300 .416 .340 .717 
 

TRW .657 .862 .284 1.462 .972 .734 .603 .379 

 

Source:  Developed for this Study. 
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Conclusion: Inclusion of the second order factor into the measurement model 

would result in serious degradation of the validity and reliability of the research 

instrument, which cannot be fixed without further remodeling of the measurement 

model. Therefore the researcher decided not to consider the second order factor of 

trustworthiness in the research. 

 

5.7  The Structural Model of Adoption of E-Government Services 

 

After the researcher had established the measurement model fit and assessed 

the reliability and validity of the constructs, the attention of the research was shifted 

to testing the structural model. At this stage of the research, the focus moves from 

establishing relationships between constructs of the research model to exploration of 

the nature and magnitude of those relationships (Hair et al., 2010). The main 

difference between the measurement and structural models is that the first includes 

covariance among observed variables, and the second includes regressions among 

latent constructs. The direction of these regressions was predetermined by the 

theoretical model, and a set of hypotheses was developed in Chapter 3, Section 3.12 

of this study and summarized below in Table 5.22. 

 

Table 5.22  Hypotheses Testing: Paths Causal Relationships 

 

Hypotheses Construct 1 Construct 2 Relationship 

H1 behavioral intentions actual use    BI  USE 

H2 perceived ease of use behavioral intentions    PEU  BI 

H3 perceived usefulness behavioral intentions     PUI  BI 

H4 perceived ease of use perceived usefulness    PEU  PUI 

H5 uncertainty avoidance perceived usefulness    UAI  PUI 

H6 uncertainty avoidance perceived public value    UAI  PPV 

H7 power distance perceived public value PDI  PPV 

H8 perceived public value perceived usefulness    PPV  PUI 

H9 trust in the Internet behavioral intentions     TOI  BI 

H10 trust in the government behavioral intentions   TOG  BI 

 

Source:  Developed for this Study. 
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Assessing Structural Model Fit 

Eight goodness-of-fit indices of the original structural model presented in 

Table 5.23 reported that the structural model did not fit the data well. GFI (.884), 

RMSE (.053), AGFI (.857), and NFI (.885) were below the benchmark for the “good 

fit” recommended by Hair et al. (2010), Kline (2011), and Byrne (2010). In order to 

improve the values of these indices, the researcher followed the guidelines of Gaskin 

(2015) and applied the modification indices for covariance suggested by the AMOS 

software in their values’ descending order. At the same time, after each modification 

the researcher recorded the changes to goodness-of-fit indices in Table 5.23. 

Application of the modification indices offers a working solution to eliminate 

discrepancies between the proposed and estimated model (Gaskin, 2015). Despite the 

rule of thumb to not apply more than three modification indices, the researcher 

applied them up to seven times in order to discover the relationships suggested by the 

software which were supposed to improve the model. At the same time, the researcher 

was observing changes in values of the regression weights to make sure that the 

structural model still supports the theory.  

The best fit of the structural model at reasonable regression weights loading 

and minimal changes to the model was achieved after adding two modification indices 

that co-vary error terms of item UAI3 and UAI4 with an error term of BI as it 

presented in the Figure 5.10. The most appropriate modification available, according 

to Gaskin (2015), are co-vary error terms which are part of the same factor. 

 Since the goodness-of-fit indices GFI (.894), AGFI (.868) and NFI (.898) of 

the final structural model were very close to the suggested benchmarks and were 

guided by the recommendation of Gaskin (2015) that it would be difficult to achieve 

ideal fit of the model if the sample size is large, the researcher accepted the structural 

model for the further part of the analysis, hypothesis testing.  
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Figure 5.10  The Measurement Model of Adoption of E-Government Services 

Source:  Developed for this Study.  

2
3
4
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Table 5.23  GOF Indices for Initial and Modified Structural Models 

 

Corresponded Measure GOF:  Absolute Fit Incremental Model Fit 
Parsimoni

ous Fit 

Modification 
Measured Indices: GFI RMSEA SRMR AGFI CFI NFI TLI χ

2
 /df 

Benchmarks: ≥ .90 < .05 ≤ .08 ≥ .90 ≥ .90 ≥ .90 ≥ .90 < 3.00 

No. 

Between (χ
2
) df Ρ  

original 

model 
738.93 354 .000 .884 .053 .049 .857 .936 .885 .926 

2.09 

1
st
  e27 - e31 627.75 353 .000 .904 .045 .049 .882 .954 .902 .947 1.79 

2
nd

  
e14 – e35 592.47 352 .000 .910 .042 .046 .888 .960 .908 .954 1.68 

e27 – e33 
714.51 352 .000 .894 .050 .063 .868 .940 .898 .930 2.03 

3
rd

  574.95 351 .000 .912 .041 .045 .890 .963 .910 .957 1.63 

4
th
  e31 - e33 527.57 350 .000 .917 .037 .045 .896 .970 .918 .966 1.51 

5
th
   e33 - e36 508.35 349 .000 .919 .035 .043 .899 .973 .921 .969 1.46 

6
th
    e6 - e22 493.54 348 .000 .921 .033 .043 .902 .976 .923 .972 1.41 

7
th
   e31 - e35 479.62 347 .000 .924 .032 .042 .904 .978 .925 .974 1.38 

Note:      The goodness-of-fit index (GFI); root mean square error of approximation (RMSEA); the standardized root means square residual    

               (SRMR); adjusted goodness-of-fit index (AGFI); comparative fit index (CFI); normed fit index (NFI); tucker Lewis index (TLI) 

 

Source:  Developed for this Study.  

2
3
5
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5.8  Hypothesis Testing 

 

The structural model that shows only the relationships between latent variables 

of the original theoretical model is presented in Figure 5.11. 

 

 

 

Figure 5.11  SEM: Extended TAM Model 

Source:  Developed for this Study. 

 

The proposed model explained only 2% of the variance in actual use, which 

was extremely low compared to R
2
 values of other endogenous variables. It means 

that the extended TAM model proposed in this study is not suitable for studying the 

actual use of e-Government services. On the contrary, the model proved to be suitable 

for studying behavioral intentions towards use of e-Government services: 42% of the 

variance in behavioral intentions of e-ready citizens was explained by factors of 

perceived ease of use, perceived usefulness, and trust in the Internet.  

The results of the regression weight analysis presented in Table 5.24 report on 

the standardized paths coefficients and their statistical significance: six out of ten 

paths were significant at the .005 level, whereas two at .05 level were. In order to 

confirm this, the researcher performed bootstrapping, a technique that allows 

measurement of the property of the estimators (regression weights). It is considered as 

an efficient way to ensure that analytical models are reliable and would produce 

accurate results (How2stats, 2015). The results presented in the same table confirmed 

Power 
Distance 

Perceived 

Public Value 

Perceived 

Usefulness 

Perceived 

Ease of Use 

Trust in the 

Internet 

Trust in the 

Government 

Behavioral 

Intentions 
Actual Use 

Uncertainty 

Avoidance R
2
 = .02 

R
2
 = .42 

R
2
 = .44 

R
2
 = .33 

.19** 

.48** 

.47** 

.27** 

-.02 

.45** 

 

.24** 

.15** 

.01 .15*

* 



237 

the significance of only six estimators. According to the bootstrap test, the regressions 

between constructs PDI <--> PPV and PPV<--> PUI were not significant. However, 

according to Hair et al. (2010), when the critical ratio (CR/t -value) is higher than 1.96 

for an estimate (regression weight), the parameter coefficient value is statistically 

significant at the .05 levels. Since the critical ratios for both regressions satisfy this 

requirement, both paths were considered to be statistically significant. 

 

Table 5.24  Summary of the Regression Weights for SEM 

 

Relationships Estimates SE CR ρ β Bootstrap, ρ 

PPV <--- PDI .17 .05 3.03 .002 .19 .674 

PPV <--- UAI .56 .08 6.64 *** .48 .003 

PUI <--- PEU .02 .04 .32 .747 .02 .605 

PUI <--- PPV .21 .05 4.09 *** .27 .482 

PUI <--- UAI .43 .08 5.48 *** .47 .005 

BI <--- PEU .18 .05 3.67 *** .24 .004 

BI <--- PUI .48 .06 7.51 *** .45 .000 

BI <--- TOI .10 .04 2.65 .008 .15 .023 

BI <--- TOG .01 .04 .22 .828 .01 .752 

USE <--- BI .26 .11 2.27 .023 .15 .019 

 

 

Source: Developed for this Study. 

 
 

Table 5.25  Test for Insignificance of Paths 

 

Model GFI RMSEA SRMR AGFI CFI NFI TLI χ
2
 /df 

Original 894 .050 .063 .868 .940 .898 .930 2.03 

Without 

insignificant 

paths 

.893 .052 .062 .869 .940 .888 .931 2.01 

 

Source: Developed for this Study. 
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The way to confirm insignificance of the estimator was to remove them from 

the research model and observe changes in the GOF indices. On removal of two 

insignificant paths, the GOF indices did not change much in the values, confirming 

the insignificance of the paths TOG <--> BI and PEU <--> PUI.  

Taking into account all of these considerations allowed the researcher to make 

the following conclusions about the research hypotheses:  

  

Table 5.26  Hypotheses Testing 

 

Hypotheses β 
ρ
 Results 

H1 
There is a direct and positive relationship between 

Behavioral intentions and actual use (BI-USE) 
.15 ** Accepted 

H2 

There is a direct and positive relationship between 

perceived ease of use and behavioral intentions 

(PEU-BI) 

.24*** 

 

Accepted 

 

 

H3 

There is a direct and positive relationship between 

perceived usefulness and behavioral intentions (PEU-

BI) 

.45*** 

 

Accepted 

 

H4 

There is a direct and positive relationship between 

perceived ease of use and perceived usefulness 

(PEU-PUI) 

.02
NS 

 

Rejected 

 

H5 

There is a direct and positive relationship between 

individual cultural value preferences for uncertainty 

avoidance and perceived usefulness (UAI-PUI) 

.47*** 

 

Accepted 

 

H6 

There is a direct and positive relationship between 

individual cultural value preferences for uncertainty 

avoidance and perceived public value (UAI-PPV) 

.48*** 

 

Accepted 

 

H7 

There is a direct and positive relationship between 

individual cultural value preferences for power 

distance and perceived public value (PDI-PPV) 

.19** 

 

Accepted 

 

H8 

There is a direct and positive relationship between 

perceived public value and perceived usefulness 

(PPV-PUI) 

.27*** 

 

Accepted 
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Table 5.26  (Continued) 

 

Hypotheses β 
ρ
 Results 

H9 

There is a direct and positive relationship between 

trust in the Internet and behavioral intentions (TOI-

BI) 

.15** Accepted 

10 

There is a direct and positive relationship between 

trust in the government and behavioral intentions 

(TOG-BI) 

.01
NS

 Rejected 

Note:   
NS

 - not significant;  

            ** - significant at .05 level; *** - significant at .001 level 

 

Source: Developed for this Study. 

 

Conclusion: The squared multiple correlations R
2
 of the actual use confirmed 

that a substantial part of variance from perceived usefulness, perceived ease of use, 

trust in the Internet, and trust in the government could not pass through behavioral 

intentions to the actual use, thus construct behavioral intentions towards e-

Government is not a good predictor of actual use, at least in the Ukrainian context.  

The extended TAM model explained 42% of the variance in the behavioral 

intentions of e-ready citizens towards use of e-Government services. 

Eight out of ten hypothesized paths of the research model were statistically 

significant, their regression weights ranging from .15 to .48 and confirming positive 

direction of relationships, thus supporting eight hypotheses. 

 

5.9  Pearson Correlation Coefficients 

 

To further explore the relationships between the constructs of the structural 

model, the researcher used the Pearson correlation coefficients, which, according to 

(Field, 2009), measure the strength of relationships between independent variables 
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and the dependent variable. The scholar suggested the following guidelines for 

interpreting positive or negative correlations (Pearson’s r): 

± .01 to ± .19 indicates slight correlation 

± .20 to ± .39 indicates low correlation 

± .40 to ± .69 indicates moderate correlation 

The Pearson correlation matrix presented in Appendix R allows exploration of 

the correlation coefficients, along with their respective significance levels, confirming 

the existence of a slight inter-correlation of all the independent variables of the 

structural model with the dependent variable of actual use. On the other hand, all the 

independent variables were confirmed to be in low to moderate correlation with the 

construct of behavioral intentions.  

The correlation matrix suggests a few new relationships that were not part of 

this study but showed moderate values of linear inter-correlations. For example, trust 

in the Internet seem to be strongly correlated with perceived ease of use (r = .46**) 

and with perceived public value (r = .67**), compared to the lower correlation with 

behavioral intentions (r = .40**) that was part of the current study.  

Similarly, power distance seemed to have stronger correlation with perceived 

ease of use (r = .53**) than with perceived public value (r = .41**) in the current 

study. It also has strong correlation with trust in the government (r = .46**), which 

can be understood, as both constructs deal with various aspects of the relationship 

between e-ready citizens and authorities. 

Another significant correlation suggested by the correlation matrix is between 

uncertainty avoidance and behavioral intentions (r = .64**). 

These significant relationships suggested by the correlation matrix might serve 

as a guideline for the further improvement of the current extended TAM model. 

 

5.10  Handling Non-Users of E-Government Services 

 

There were 37 respondents to the survey that did not use e-Government 

services. Being familiar with those services and being e-ready citizens at the same 

time, they were able to provide answers to the questionnaire, and their answers were 

accounted for in the previous calculations. The presence of non-users in the sample 
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resulted in bimodal distribution of data and was reported as a limitation of the 

research. In this section, the researcher used the structural model to test relationships 

between latent variables of the model in the event of exclusion of the negative 

responses of non-users from the data set. The results of such analysis in its 

comparison to the results calculated on the data set from the whole sample are 

presented in Table 5.27 below. 

 

Table 5.27  Comparison of Regression Weights  

 

Relationships 
All respondents 

Non-users of e-Government 

services excluded 

CR ρ β CR ρ β 

PPV <--- PDI 3.03 .002 .19 2.96 .003 .28 

PPV <--- UAI 6.64 *** .48 7.82 *** .89 

PUI <--- PEU .32 .747 .02 1.51 .130 .14 

PUI <--- PPV 4.09 *** .27 .973 .331 .24 

PUI <--- UAI 5.48 *** .47 3.35 *** .78 

BI <--- PEU 3.67 *** .24 3.88 *** .26 

BI <--- PUI 7.51 *** .45 6.04 *** .39 

BI <--- TOI 2.65 .008 .15 2.40 .017 .39 

BI <--- TOG .22 .828 .01 .23 .819 .01 

USE <--- BI 2.27 .023 .15 2.28 .022 .19 

 

Source:  Developed for this Study. 

 

The removal of non-users of e-Government services from the data set 

produced slightly different results, which, in general, were reminiscent of those 

calculated on the data set from the whole sample. The major changes happened to the 

paths between uncertainty avoidance and perceived public value, and uncertainty 

avoidance and perceived usefulness, becoming almost twice stronger (β (UAI, PPV) 

changed from .48 to .89 while β (UAI, PUI) changed from .47 to .78). Another major 

change was a more than double increase in correlation between trust in the Internet 
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and behavioral intentions (β (TOI, BI) changed from .15 to .39). A very minor change 

was reported in the correlation between behavioral intentions and actual use (β (BI, 

USE) changed from .15 to.19), and a very low squared multiple correlation (R
2
 = .04 

compared to the previous .02) of actual use (see Table 5.28 for references). 

Significant change was observed in a squared multiple correlation value of perceived 

public value (R
2
 = .83 compared to the previous .33), suggesting that 83% of the 

variance in PPV was explained by individual cultural value preferences for power 

distance and uncertainty avoidance of e-ready citizens. This last one seems to be 

logical, as it corresponds with the increased correlation between UAI and PUI. 

Such changes of the correlation coefficient seemed to be reasonable, self-

explanatory and expectable. It is very likely that non-users of e-Government services 

had very different individual cultural value preferences from other members of the 

sample for uncertainty avoidance and power distance, which ultimately manifested in 

their perceptions of the perceived public value of e-Government services. Removal of 

those respondents from the sample resulted in improved correlation indices related to 

perceived public value, however, it did not affect any other correlation indices within 

the research model, and, what is most important, did not improve predictability of the 

model. This allowed the researcher to conclude that inclusion of the non-users of e-

Government services in the analysis did not affect the results of the study and was 

justifiable.  

 

Table 5.28  Proportion of Variance Accounted for by the Predictors of DVs 

 

Sample 

Size 

                             

                                    Construct 

Note 

PPV PUI BI USE 

Squared multiple correlations R
2
 

381 All respondents .33 .44 .42 .02 

344 Without non e-Government users .83 .46 .42 .04 

 

Source:  Developed for this Study. 
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Testing the Mediating Effect of BI on USE  

Previously, to explain the low level of correlation between behavioral 

intentions and actual use as well as the fact that behavioral intentions explained only 

2% of the variance in actual use, the researcher considered, “that a good portion of 

variance cannot be squeezed through behavioral intentions which was acting as a 

bottleneck.” In order to test this proposition, the researcher excluded the construct of 

behavioral intentions from the structural model and ran the analysis. The results are 

presented in Table 5.29 below. 

 

Table 5.29  Test for Mediating Effect of BI 

 

Relationship 
Direct with 

Mediator 

Direct without 

Mediator 
Indirect 

PEU - BI - USE  -.070 
NS

  .06 
NS

 NS, no mediation 

PUI - BI - USE   .171 
**

 .19 
**

 *** 

TOG - BI - USE   .008 
NS

  .01 
NS

 *** 

TOI - BI - USE   .093 
NS

 .10
 NS

 *** 

Note:   
NS

 - not significant;  

           ** - significant at .05 level; *** - significant at .001 level 

 

Source:  Developed for this Study. 

 

Analysis confirmed that the mediating effect of BI was statistically significant 

(ρ = .004) only for the factor of perceived usefulness. However, even the exclusion of 

the mediator did not result in any significant changes of correlations indices between 

construct relationships. This observation leads to the conclusion that the constructs of 

the current extended TAM model as well as the constructs of the original TAM model 

(perceived usefulness and perceived ease of use) were not good for predicting actual 

use of e-Government services. This conclusion corresponds with findings by Turner, 

Kitchenham, Brereton, Charters and Budgen (2010), who, while analyzing 79 

empirical studies that used the TAM model found that PUI and PEU were not good 

predictors of actual usage. 
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Conclusion: The reason for the low predictive power of the model for actual 

use was not a mediating effect of the factor of behavioral intentions as was thought 

earlier but the features of the model itself. In order to study actual use, it would be 

necessary to develop a new model or apply a different approach. 

 

5.11  Summary and Verification of Findings  

 

In order to study factors that affect the adoption of e-Government services in 

Ukraine, the researcher developed a theoretical framework based on the constructs of 

the original TAM model by Davis et al. (1989). The extended TAM model was 

complemented with the additional constructs of trust in the government, trust in the 

Internet, perceived public value and individual cultural value preferences for power 

distance and uncertainty avoidance, to replace the external variables of the original 

TAM model. It was thought that inclusion of the additional constructs would increase 

the predictive power of the model. However, the results of the analysis confirmed that 

the model could explain only 42% of the variance in behavioral intentions and only 

2% of the variance in actual use. These facts lead to the conclusion that neither the 

extended TAM model nor the original TAM model are suitable for the purpose of 

studying actual use of the technology in general and e-Government services in 

particular.  

Overall, the ability of the extended TAM model to predict 42% of the variance 

in behavioral intentions could be considered satisfactory for the TAM based model 

and corresponds with studies by Pin-Yu et al. (2003), Wangpipatwong et al. (2008), 

Alhujran (2009), Almahamid et al. (2010), Al-Hujran et al. (2011), and Teck and Yin-

Fah (2012), reviewed in the course of the literature review. 

Contrary to many other studies  (such as by Alhujran (2009); Azmi et al. 

(2012); Jen-Ruei et al. (2006); Pin-Yu et al. (2003); Wang (2002); Wangpipatwong et 

al. (2008)), the factor of perceived ease of use did not correlate well with the factor of 

perceived usefulness. Then, similarly with many other studies (such as by Almahamid 

et al. (2010); Azmi et al. (2012); Jen-Ruei et al. (2006); Pin-Yu et al. (2003); 

Wangpipatwong et al. (2008)), the factor of perceived usefulness was a stronger 

predictor of behavioral intentions (β = .45, ρ = .05) than perceived ease of use (β = 
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.24, ρ = .05). It should be noted that correspondence of these findings with the 

findings of selected previous research does not guarantee their exclusiveness. The 

literature review proved that there were many other studies that claimed different 

results. However, such inconsistency might only suggest great dependency of the 

research results on research settings, and, particularly, on characteristics of the sample 

(including cultural differences), tools used to gather data and the quality of those 

tools. 

The factor of perceived public value showed slightly higher correlation with 

perceived usefulness (β = .27 compared to β = .21) than was reported in a study by 

Alhujran (2009), from which it was adopted. There were also strong effects of 

uncertainty avoidance on perceived usefulness (β = .47, ρ = .05), which was twice or 

more times stronger than in reviewed studies (such as by Al-Hujran et al. (2011); 

Alhujran, 2009; Almahamid et al. (2010)) which included similar cultural constructs 

in their research model. For instance, in a study by Al-Hujran et al. (2011) the 

correlation between UAI and PUI was only .13. 

Uncertainty avoidance was also highly correlated with perceived public value 

(β = .48, ρ = .05). The relationship between these two variables was not found in the 

reviewed literature and was proposed by the researcher. Quite a strong relationship, 

confirmed in this study, proved the correctness of the researcher’s proposition and 

allows the consideration of this finding as an important contribution to theory 

development. The factor of uncertainty avoidance, together with perceived public, 

value explained 44% of the variances in the perceived usefulness, which confirmed 

the importance of both for the further development of the TAM model. Both factors, 

considered by the researcher as replacements for the external variables of the original 

TAM model, are worth being considered for any other TAM-based study. 

The effect of power distance on perceived public value was also a new 

relationship proposed by the researcher that reported a “slight” correlation (β = .19, ρ 

= .05) between variables. However, what is worthy of attention is the fact that the 

correlation became even stronger when non-users of e-Government services were 

excluded from the sample (see Table 5.27 for references). This suggests that the 

construct might be especially useful for research that considers a homogeneous 

sample of only e-Government users, thus the researcher would also advise the use of 
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it in further research.  Similarly to a study by Vrček and Klačmer (2014), the factor of 

trust in the government originating from the trustworthiness model of e-Government 

adoption did not correlate with behavioral intentions (β = .01 
NS  

whereas in Klačmer’s 

study it was
 
β = .02 

SN
), confirming its inefficacy for studying behavioral intentions. 

Whereas the factor of trust in the Internet was the strongest predictor of behavioral 

intentions in Klačmer’s study (β = .58, ρ = .000), in the current research it was the 

lowest (β = .15, ρ = .05) amongst the other independent variables. However, it proved 

to be a useful predictor of behavioral intentions, therefore it may be considered to be 

used in future research. Taking into account all these observations, as well as the 

findings of the analysis, the researcher decided to remove from the extended TAM 

model all insignificant relationships and constructs, which resulted in the simplified 

research model presented in Figure 5.12 below.  

 

 

 

Figure 5.12  Simplified Research Model to Study Behavioral Intentions 

Source:  Developed for this Study. 

 

Further testing of this simplified research model with AMOS of data from the 

same sample confirmed that removal of actual use, trust in the government and 

relationship PEU --> PUI did not result in significant changes of correlation indices 

reported for the extended TAM model. Drawing such inferences from the poorly 

fitting model would be misleading, therefore the researcher decided to assess absolute 
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model fit. Similarly, as was done before with the measurement and structural models 

in this chapter, the researcher estimated goodness-of-fit indices to see how well the 

simplified research model fits into a set of observations.  

Values of eight goodness-of-fit indices of the simplified research model 

reported in Table 5.30 were satisfactory and within the threshold range suggested by 

Hu and Bentler (1999). The root mean square error of approximation that is widely 

used in SEM was larger than “good”, but, according to Hu and Bentler (1999), still 

within the acceptable “moderate” range of .05 to .10. Byrne (2010) suggested an 

acceptable model fit if the normed fit index exceeds .90, which, for the simplified 

research model was very close to it. The reduction in NFI could be explained by 

reduction of the parameters in the model. Goodness-of-fit is inversely related to 

sample size and the number of variables used in the model (Gaskin, 2015). 

Overall, the simplified research model fitted the data well, without the need 

for further modifications, which allowed the researcher to conclude that the model 

could be a good successor to the extended TAM model developed for this study.  

 

Table 5.30  GOF Indices of Simplified Research Model 

 

Measures Absolute Fit  Incremental Model Fit  Par-s Fit  

Benchmark 
GFI RMSEA SRMR AGFI CFI NFI TLI χ

2
 /df 

≥ .90 < .05 ≤ .08 ≥ .80 ≥ .90 ≥ .90 ≥ .90 < 3.00 

Obtained    .91    .06    .06    .88    .93    .89    .92    2.55 

Degrees of freedom (df) = 173, Chi-square = 441.81probability level ρ = .000 

 

Source:  Developed for this Study. 

 

The simplified research model preserves its explanatory power about 

behavioral intentions (R
2
 = .42), at the same time becoming much simpler. The model 

reproduced research data well and yet was useful for the purpose of studying 

behavioral intentions.  

While the researcher was assessing the structural model fit (see Section 5.7.1 

and Table 5.23 for references), he recorded the numbers on the modification indices 

http://www.rasch.org/rmt/rmt254d.htm
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suggested by AMOS in order to improve the model’s fit. In fact, the modification 

indices suggest some regression links between constructs of the research model 

missing or omitted in the initial design. Once added to the model, they helped to 

improve the GOF of the model. The first and the second modification indices 

suggested by AMOS foresee the existence of a strong correlation between uncertainty 

avoidance and behavioral intention, the fifth modification indices suggested the 

existence of a significant correlation between perceived public value and behavioral 

intentions, and the sixth suggested the existence of a correlation between trust in the 

Internet and perceived usefulness. The same was confirmed by a correlation matrix 

presented in Appendix M: corr (UAI, BI) = .64**, corr (PPV, BI) = .56**, corr (TOI, 

PUI) = .43**. In the researcher’s opinion, it will be useful to explore these 

relationships in future research. 

 

5.12  Conclusions 

 

This chapter was dedicated to the quantitative phase of the research, and 

particularly to issues related to all aspects of the data analysis. The main attention was 

paid to preparation of research data and its further analysis with use of SPSS and 

AMOS software. Following the two-step procedure recommended by Anderson and 

Gerbing (1988), the measurement model related to the research data was established, 

its validity was confirmed, and, after adding regressions suggested by the theoretical 

model, was converted into the structural model that was used to test the hypotheses. 

Despite the fact that the structural model fitted the data well, the model could explain 

only 2% of the variance in the actual use, therefore the researcher concluded that the 

model is not suitable for studying actual use of e-Government services. However, the 

model had quite good predictive power for behavioral intentions (R
2
 = .42). This 

corresponds with the common practice of using TAM-based models.  

Behavioral intentions of e-ready citizens, according to the structural model’s 

path coefficients, to a different extent are directly affected by factors of perceived 

usefulness and perceived ease of use, as well as the factor of trust in the Internet. 

Factors of power distance, uncertainty avoidance and perceived public value 

indirectly correlated with behavioral intentions, which was confirmed by correlation 
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coefficients of .381**, .640**, and .568** accordingly. (See Appendix R for 

references.) The results of the quantitative analysis of the survey data allowed the 

researcher to conclude that behavioral intentions of e-ready Ukrainians to adopt e-

Government services are very likely to be affected by six factors, namely: individual 

cultural value preferences for power distance and uncertainty avoidance, perceived 

public value, perceived usefulness, perceived ease of use, and trust in the Internet.  

Eight of the ten hypothesized relationships were accepted and two were 

rejected. 

The researcher defined the adoption of e-Government services as a 

superimposition of its actual use onto behavioral intentions to use e-Government 

services. The quantitative study could only explain behavioral intentions, therefore the 

researcher concluded that the quantitative study alone would not be suitable to 

comprehensively answer both research questions. 



 

CHAPTER 6  

 

CASE STUDY INTERVIEWS 

 

6.1  Introduction 

 

This chapter reports on the second phase of the mixed methods research 

design, its qualitative part. The researcher used the multiple case studies method to 

gather data from interviewing selected e-ready citizens in their work settings. 

According to Lam (2005), multiple case studies in comparison to a single one, better 

suits the purpose of the research to identify a diverse set of factors that affect e-

Government adoption. 

The main focus of the researcher was reporting on every step that took place in 

the course of conducting interviews and providing the “thick” description, thus 

ensuring the accuracy and reliability of the reporting. It starts with providing a 

description of the research setting and the justification for the choice of the 

interviewees and their characteristics, followed by reporting on the technique of the 

interviewing, the process of drawing inferences, and reporting the findings, and 

concludes with a short discussion on the measures taken in order to ensure the validity 

and reliability of the case studies. The chapter also reports on how interviewees 

commented on the results of the quantitative study and how they evaluated the state of 

the development of e-Government in Ukraine. 

 

6.2  Research Setting and Data Collection 

 

All interviews were conducted in Ukraine between 18 May and 4 June 2015. 

Respondents, employees of Ukrainian organizations that work with e-Government, 

were interviewed in the face-to-face mode of video conversations. In this regard, this 

research needs to be considered probably as the first of its kind in Ukraine that 

employed this method of data collection. Originally the researcher planned to visit 
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selected organizations by himself and conduct the interviews in person, however, 

there were some significant obstacles that prevented the researcher from doing so. 

First of all, at the time the researcher was ready to conduct interviews, he was away 

from Ukraine, and second, there was a good chance for the researcher to be involved 

in military conflict in Eastern Ukraine if he visited Ukraine in person. Changing the 

mode of conducting research based on what is accessible is not an uncommon 

practice, and very often, because research settings are difficult to manage, research 

has “to capitalize on those [settings] which are available” (Holliday, 2002: 25). 

Guided by this suggestion and knowing that it might be a long time before the 

researcher could travel to Ukraine, the researcher decided to collect research data in 

such an innovative way. After all, despite the fact that traditional interviews are 

perceived as interpersonal face-to-face interaction, due to the development of 

communication technologies, “they may also take place over the telephone and via the 

Internet” (Teddlie and Tashakkori, 2009: 230). 

Providing a great deal of convenience for the researcher and for the 

participants, such a method of data collection also implied some limitations. First of 

all, it was not easy to convince potential respondents to take part in the video 

interview. The researcher found that some Ukrainians were quite conservative and did 

not perceive video interviews as important as a traditional “in person” interview. As a 

result of the sudden change in the mechanism of data collecting, the researcher lost 

some contacts of the higher rank in organizational hierarchies. Another limitation was 

the researcher’s inability to record all the organizational settings that could add to the 

“thick” description. On the other hand, video interviewing provided a very important 

advantage: such a design did not require any official permission from the 

organizations, except an informal agreement by the participant to be interviewed.   

 

6.2.1  Selection of Organizations 

Previously, as outlined in Chapter 4, Section 4.4.1Error! Reference source 

not found., the researcher had identified and approached six organizations to seek the 

potential interviewees. Since there was no such research conducted in Ukraine to date, 

the researcher had to apply his own judgment, common sense, and opportunism when 

considering which organizations to choose. On the other hand, the studies on the topic 
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of e-Government that were reviewed in the course of the literature review, in order to 

comply with ethical norms, did not disclose the names of organizations that were the 

subject of case studies, therefore, could not be used as a guideline. For instance, in 

mixed method research on “The Critical Factors of E-Government Adoption in the 

Saudi Arabia Public Sector” by Altameem (2007), organizations where the researcher 

conducted interviews were not specified but coded as A, B, C, etc.   

Another important element that should not be forgotten is that the unit of 

analysis in this study was individuals and not the organizations. This means that the 

choice of the organization was not as important as the choice of the interviewees. 

Organizations that are working closely on e-Government related issues seemed to be 

suitable places to seek e-ready citizens of Ukraine that have a better understanding of 

e-Government than ordinary citizens that were approached on the streets with survey 

questionnaires. 

When the researcher was considering how many organizations to approach, it 

was thought that selecting all respondents from the same organization might result in 

bias, as well as it would be quite difficult (taking into account the relatively small size 

of the organizations) to maintain confidentiality of interviewees. As a result of this 

consideration, initially six organizations were selected where the researcher intended 

to look for potential candidates for interviews. The individuals from these 

organizations were approached in various ways in order to secure the interviews at the 

stage of the literature review, as described in Section 4.4.1 of Chapter 4.  

In the course of conducting the interviews, in order to increase the reliability 

of the findings, the researcher decided to increase the number of cases from six to 

nine, which led to an increase in the number of organizations to nine. 

To conclude: employees of the following randomly ordered organizations took 

part in interviewing: 1) Association IT Ukraine, NGO; 2) The State Administration in 

Ivano-Frankivsk City; 3) Regional Development Agency, NGO; 4) The State Agency 

for Electronic Governance in Ukraine; 5) The National Center for Support of 

Electronic Governance; 6) Open Government Partnership; 7) The National 

Information Centre for Ukraine-EU; 8) International Renaissance Foundation, NGO; 

9) Verkhovna Rada, Parliament. Each origination was assigned a code, which was 
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used for the future association of the respondent with the organization: Organization 

A, B, C and so on.  

 

6.2.2  Selection of the Participants 

A case study implies a case sampling, which Teddlie and Tashakkori (2009: 

181) defined as selecting and conducting a qualitative study on an individual 

participant or group of participants. This research employed a purposive sampling 

technique or a selection of a relatively small number of cases, which could provide 

relevant and valuable research question information. Originally, it was thought to 

conduct only six interviews, however, after analyzing the results of the first interview, 

the researcher decided to increase the number of interviewees by three. In increasing 

the number of participants, the researcher was guided by the recommendation by 

Teddlie and Tashakkori (2009) that the number of units of analysis in a study should 

be sufficient to support the researcher’s effort in answering the research questions. 

As a result, a sample of nine individuals was used in the qualitative phase of 

the research. In order to select new respondents, the researcher appealed to the 

Internet community. In particular, the researcher joined the eServices in Ukraine and 

e-Democracy and Open Data in Ukraine Facebook public groups. The majority of the 

members in both groups are professionals and e-Government activists who gather 

together to discuss various issues related to the development and implementation of e-

Government services in Ukraine. Members of both groups were asked to reply to an 

online survey that was part of the quantitative phase of this research in order to select 

the most active members of the Internet community, and later, those who left their 

contact details and matched the criteria of the sample were approached individually 

and asked to take part in interviews. As a result, the researcher managed to receive 

agreement from three e-ready citizens, employees of organizations listed in the 

previous section, to take part in video interviewing. Similar to the system that the 

researcher used to code organizations, described in the previous section, each of the 

nine interviewees was assigned a unique code, which was used for the future 

identification of the respondents: Interviewee 1, 2, 3 and so on.  

Out of the nine individuals, four were males and five were females. All 

respondents were approximately from the same age group, ranging from 28 to 40 
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years, citizens of Ukraine, confident Internet users, e-ready professionals and e-

Government services users. 

The Interviewees 

Interviewee 1: Male of 28 years old, who, for the past two years was working 

as a specialist for Organization A, an international organization that supports 

intergovernmental process worldwide and provides the government of Ukraine with 

advisory services. According to Interviewee 1, his job is directly related to the issues 

concerned with the evaluation of e-Government initiatives. In particular, he was 

involved in the development of the scaling tools which allow the measuring and 

monitoring of implementation of e-Government initiatives in Ukraine. Prior to 

working for this organization, Interviewee 1 was working for a few years as an IT 

specialist for the state’s communication enterprise.  

Interviewee 1 is an experienced Internet and very confident PC user, who 

believes in the important mission of the Internet in our lives and in its peculiar role as 

a source of information and means for exchange.  

The interview was scheduled on 18
th

 of May 2015 and started at 17:05 in Kiev 

time, five minutes later than it was originally planned. The interview was conducted 

in the Ukrainian language from the interviewee’s office and lasted for approximately 

25 minutes. 

Interviewee 2: Male of 38 years old, who, for the past one year was employed 

in the capacity of Head of the Department by Organization B, the organization which 

was purposely established to support e-Government initiatives in Ukraine. One of the 

objectives of the organization is to conduct evaluation research on e-Government in 

Ukraine, therefore there was some kind of mutual interest of both the researcher and 

the participant in this interview. At the moment, the department is working on 

monitoring and tracing the dynamics of e-Government services development and their 

implementation in government organizations at different levels. Another aspect of the 

work of the department is an analysis of the collected data on e-Government services 

and reporting to superior organizations. A subdivision of the department is working 

on improvements of various forms dedicated to analysis of information, as well as 

development of the blocks for chains of repeated tasks that serve as building 

components of e-Government architecture. 
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Interviewee 2 is a professional in the field of e-Government with 12 years of 

experience (which approximately corresponds with the age of e-Government 

initiatives in Ukraine) as well as being a professional Internet user. 

The interview, scheduled on 25
th

 of May 2015, started at 16:47 in Kiev time, 

17 minutes later than it was originally planned, and was conducted in the Russian 

language. The interview lasted for approximately 30 minutes.  

Interviewee 3: Male of approximately 35 years old, who is currently working 

as an assistant to the Deputy at Organization C. His boss is a member of the 

organizational committee which was involved in the development of legislation 

initiatives including those on e-Government. Interviewee 3’s job is directly related to 

e-Government services use, such as everyday use of the “personal cabinet” (which is 

actually an e-Government component on its own) to communicate with the electorate, 

legislative bodies and authorities of different levels. Moreover, the mandate and the 

job requirements allow Interviewee 3 to enter the workplace and observe the work of 

many government offices, including those that are directly involved in e-Government 

development. 

Interviewee 3 is a very experienced Internet user, who has been using it 

mainly professionally for many years in the following areas: social networking, 

creating various socio-political events, engaging with the electorate, monitoring the 

lifespan of legislation, and many others.  

The interview, scheduled on 26
th

 of May 2015, started at 09:57 in Kiev time, 

three minutes before it was originally planned. The interview was conducted in the 

Ukrainian language, ran from the interviewee’s office and lasted for approximately 35 

minutes.  

Interviewee 4: Male of approximately 33 years old, who, for the past seven 

years was working for the ICT department of Organization D, an organization that is 

directly involved in the development of informational technologies in Ukraine. In his 

job, Interviewee 4 provides support to government organizations by managing their 

databases, which, according to Interviewee 4, are the key elements of e-Government 

architecture. The job requires the respondent to have a good understanding of the 

architecture and essence of e-Government as well as how government websites work 

and are managed.  
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Interviewee 4 is a confident Internet user with more than 15 years of 

experience of using it, who uses the Internet mainly for professional purposes. 

The interview, which was scheduled on 26
th

 of May 2015, started at 17:49 in 

Kiev time, 11 minutes before it was originally planned, and ran from the 

interviewee’s office. The interview was conducted in the Ukrainian language and 

lasted for approximately 25 minutes. 

Interviewee 5: Female of approximately 35 years old, who, for the past five 

years was working for a government Organization E, which is an immediate 

government service provider. Her job includes but is not limited to development, 

implementation and support of e-Government applications.  

Interviewee 5 is a very experienced Internet user with more than ten years of 

experience using it professionally.  

The language of the interview was Ukrainian and the interview was scheduled 

on 27
th

 of May 2015 at 18:06 in Kiev time in her office. It started at 18:06 in Kiev 

time, six minutes later than it was originally scheduled and lasted for approximately 

20 minutes. 

Interviewee 6: Female of approximately 37 years old, who, for the past three 

years was working for Organization F, whose role is to support electronic governance 

in Ukraine. She is a leading specialist working with customers’ requests, where the 

customers are government organizations. She was personally involved in various 

activities of implementation of e-Government in many organizations.   

Interviewee 6 used the Internet from the moment of its first appearance in her 

city and considers herself as a confident Internet and e-Government user. 

The interview, scheduled on 28
th

 of May 2015, started at 16:13 in Kiev time, 

13 minutes later than it was originally scheduled, and ran from the interviewee’s 

office. The interview was conducted in the Ukrainian language and lasted for 

approximately 20 minutes. 

Interviewee 7: Female of approximately 40 years old, who, for more than ten 

years, was working for Organization G, whose work is concerned with various 

development issues in the regions. Her job is related to maintenance and technical 

support of e-Government applications used by state and local authorities, so, 

according to the interviewee, she knows about e-Government from the inside. 
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Interviewee 7 is a confident Internet user with more than ten years of 

experience of using it professionally.  

The interview was scheduled on 29
th

 of May 2015and started at 16:54 in Kiev 

time, six minutes before it was originally scheduled. The interview was conducted in 

the Ukrainian language and lasted for approximately 28 minutes. 

Interviewee 8: Female of approximately 33 years old, who, for the past six 

years was working for Organization H, whose job is to monitor and to help with 

implementation of various development initiatives. As a specialist, in her job she is 

providing advice and assistance to the government organization, as well as monitoring 

various activities of those organizations, including those related to e-Government. At 

the time of taking the interview, the interviewee was on sick leave, therefore she was 

interviewed from her home. 

Interviewee 8 is a confident Internet user with approximately eight years of 

experience and for whom the Internet plays a very important role in her life. 

The interview, scheduled on 2
nd

 June 2015, started at 15:59 in Kiev time, one 

minute before it was originally planned, and was conducted in the Ukrainian 

language. The interview lasted for approximately 35 minutes. 

Interviewee 9: Female of approximately 35 years old, who, for the past three 

years was working for Organization I in the capacity of Head of the Department. 

According to the interviewee, the work of the organization is directly related to e-

Government: it helps local administrations to switch to e-Government. 

Interviewee 9 started using the Internet in her student years and now it has 

become an integral part of her life. She has also been using the Internet professionally 

for the past there years. 

The interview, scheduled on 4
th

 of June 2015, started at 11:28 in Kiev time, 

two minutes before it was originally scheduled, and ran from the interviewee’s office. 

The interview was conducted in the Ukrainian language and lasted for approximately 

30 minutes. Table 6.1 below provides a summary of all the interviews. 
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Table 6.1  Catalogue of the Interviews 

 

Interview 

 No. 
Site Time Interviewee Gender Interviewer 

1 Organization A 
18.05.15 

17:05 
Interviewee 1 Male 

Researcher 

2 Organization B 
25.05.15 

16:47 
Interviewee 2 Male 

3 Organization C 
26.05.15 

09:57 
Interviewee 3 Male 

4 Organization D 
26.05.15 

17:49 
Interviewee 4 Male 

5 Organization E 
27.05.15 

18:06 
Interviewee 5 Female 

6 Organization F 
28.05.15 

16:13 
Interviewee 6 Female 

7 Organization G 
29.05.20 

16:54  
Interviewee 7 Female 

8 Organization H 
02.06.15 

15:59 
Interviewee 8 Female 

9 Organization I 
04.06.15 

11:28 
Interviewee 9 Female 

 

Source:  Developed for this Study. 

 

6.2.3  Description of the Interview Settings 

Eight of the nine interviewees were interviewed at their offices, during 

working hours and at the day and time selected by the participants as per their 

convenience. Interviewee 8 was interviewed at her home because she was taking sick 

leave on the day of the interview. It needs to be noted that none of the interviews 

started on time: either before or after the scheduled time as is indicated in Table 6.1 of 

the previous section. This happened mainly because the participants were interviewed 
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during office hours and often were busy with their work. Also, the mode of the 

interview, video conference, was probably another factor that allows a certain level of 

freedom and unpunctuality. 

During the interviews, the researcher had the chance to observe not only the 

participants, their clothes, facial expressions and emotions, but also some of the office 

settings, which needs to be reported. 

First of all, what was especially noticeable was that the style of settings in the 

offices and the way people groomed themselves had changed from what the 

researcher remembers when he was working in Ukraine. In general, by simply looking 

at the settings and at the people, it would be difficult or even impossible to guess to 

what country they belong to. This was especially applicable to the offices of non-

government organizations. The offices were painted and decorated in accordance with 

“European style,” and the furniture and office equipment were not any different from 

what could be found any other “European” office. The only the clues that indicated 

Ukrainian origin were probably the Orthodox icons and portraits of Ukrainian 

president and poets in some offices. The office of Interviewee 3 was decorated with a 

large Ukrainian flag that stood next to the table. Despite the apparent minimalism in 

the amount of furniture and in the office settings, it was impossible not to notice that 

mostly it was of a good quality. For instance, those in higher positions were 

comfortably sitting in large leather chairs while their PC equipment was lying on 

large wooden tables. There were some visual differences in the settings of 

government offices and those of non-government offices: it was probably the way 

things matched each other. Also, in government offices still was possible to spot some 

“monsters” from the “Soviet” epoch such as a big fireproof safe boxes or carafes on 

the tables. Three males were wearing business suits, white or light-colored shirts and 

colored ties, whereas Interviewee 1 was wearing a black long-sleeved shirt and jeans. 

The females were wearing business-like dresses or suits with blouses. Judging by the 

settings in the offices and the quality of the clothes of the respondents, the researcher 

had the impression that overall, neither the people nor the organizations experienced 

any deficiency as regards financial means. This could also suggest that e-Government 

initiatives in Ukraine are sufficiently funded. 
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It was noticeable that the emotional tone of the interviewees changed during 

the interviews from initially apprehensive, going into a friendly confidence after the 

researcher had spent some time introducing himself and providing some evidence of 

his connection to Ukraine. However, the question about trust in the government 

tended to cause some suspicion among almost all respondents. Overall, the researcher 

had the impression that all respondents were honest in their responses and showed 

great enthusiasm and willingness to help with the research. It was obvious that during 

the interviews their initial wondering about why a student from NIDA was studying e-

Government in Ukraine was changing to some kind of hope that the issue might gain 

some international attention, which might result in better e-Government in Ukraine. 

Eight interviews were conducted in the Ukrainian language and one in 

Russian, as per the convenience of the respondents. 

To communicate with the interviewees the researcher used his personal laptop 

with a web camera, while the interviewees used their offices’ PCs and laptops 

equipped with web cameras, which were part of their normal work settings. As was 

found in the course of the interviews, all respondents use their office PC equipment 

for similar communication purposes in their professional day-to-day duties. This 

suggested that both PC equipment and the speed of Internet connections in the 

Ukrainian offices were up-to-date and used purposely.  

During interviewing, neither the researcher nor the participants experienced 

any problems related to the quality of the Internet connection, which could be 

explained by Ukraine’s 43
rd

 ranking in the world for broadband Internet speed as of 

June 2015, according to OOKLA (2015). To compare, according to the same 

statistics, the USA’s rank was 26
th

, Australia’s rank 58
th

 and Thailand’s rank 52
nd

. 

All interviews, except the one with Interviewee 5, were conducted while the 

interviewee was alone in his/her office, or at home, as in the case of Interviewee 8. 

This was not possible in the case of Interviewee 5 because she had to share a room 

with other employees. However, co-workers were warned not to interrupt the 

conversation, and, in addition, their working places were quite distant, so this did not 

affect the quality of interview.  

 



261 

6.3  Explanation of the Research Procedures 

 

Before the scheduled time, the researcher went online from his laptop and 

started the Skype application which was used for video interviews. After participants 

showed their readiness, and the video connection was established, the researcher 

greeted the interviewees and thanked them for their participation in the study. During 

a short debriefing, for approximately five to ten minutes, the researcher introduced 

himself and provided participants with information on the research topic, its 

objectives and significance as well as on the procedure of the interviewing. Another 

two to five minutes the researcher spent answering various, mainly personal, 

questions. After the initial contact was established, the researcher once again asked if 

participants were fully aware that their responses would be treated with 

confidentiality and anonymity, explained participants’ rights to stop the interview at 

any time and without any consequences, reminded interviewees that the conversations 

would be recorded and asked interviewees for permission to run the interview by 

agreeing to the informed consent form (available in Appendix B). 

Each interview started after the interviewee had agreed to go ahead and by 

starting the voice recorder. All interviews were recorded with the help of Voice 

Recorder by Microsoft Corporation v.10 software. The conversation ran in accordance 

with the interview protocol with questions following the order presented in Appendix 

C, known as an open-ended observation instrument. In this regard and according to 

the classification by Patton (2002), it was a standardized open-ended interview. The 

researcher asked open-ended questions and allowed respondents to express 

themselves for as long as the response was relevant to the matter of the question. 

When the respondent moved away from the topic of conversation, the researcher used 

probes to steer the conversation back on track. The main objective of each interview 

was to make the interviewee identify the factors that might affect the adoption of e-

Government services. To ensure that respondents were not caught by surprise before 

they were asked to identify the factors, they could freely express themselves by 

talking about Internet and e-Government services as they know them.  

Since the quantitative phase of the research could not explain what factors 

influenced actual use but only behavioral intentions, in the qualitative phase of the 
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study, the researcher wanted to obtain this missing information. Therefore, while 

asking interviewees about influencing factors, it was especially stressed that the 

researcher would like to know what factors in particular prevent citizens from use. 

After the interviewees identified the obstacles to use of e-Government services 

by themselves, the researcher asked them to comment on the findings of the 

quantitative phase of the research. In this way it was possible to separate 

interviewees’ own knowledge from the “learned” knowledge suggested by the 

findings of the quantitative phase. At the conclusion of the interviews, respondents 

could express their thoughts about the ways to improve the situation of the acceptance 

of e-Government services in Ukraine. At the end of each interview, the researcher 

thanked the participant for his/her help, and once again assured them that all 

information would be kept strictly confidential. On average, a single interview ran for 

approximately 25 minutes. When an interview was interrupted, recording was 

stopped, and continued only after the interviewee confirmed that he/she was ready to 

continue. 

The collected data - audio files - were transcribed by a professional service in 

Ukraine with application of Dragon Professional by Nuance Communication Inc. 

software which automatically transcribes the audio files to text with 99% accuracy 

and is available for 86 languages including those of the interviews.  

To ensure that nothing had been missed by the software, the researcher 

listened to the audio files himself and simultaneously checked the transcripts and 

corrected or added missing parts whenever it was needed. However, since all the 

interviews included much that was unnecessary for the research information, a further 

reduction took place: the researcher removed from the interviews data that was not 

related to the research. Moreover, the information in each transcript was grouped 

around the corresponding questions from the interview protocol questionnaire. In a 

way, this initial step could be considered as a within case analysis, which, according 

to Altameem (2007: 8-4), “allows for the unique features of each case to emerge 

before trying to generalize patterns.” In this way, the researcher ended up with 45 A4 

pages of transcripts that represented data collected from nine interviews.  
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6.4  Data Analysis and Reporting 

 

Data analysis is the process of making order of the discrete data by 

rearranging and grouping conceptually similar basic units into patterns and themes 

that could be later interpreted by assigning to them a meaningful description and 

reporting on suggested linkages (Patton, 2002). In order to move from the transcribed 

data to more meaningful data suitable for making inferences and produce the findings, 

the researcher followed the qualitative data analysis framework presented in Figure 

4.4 of Section 4.4.5. In particular, the researcher was reading throughout the 

transcripts with the main objective to identify some key words, themes, and ideas. 

Whole paragraphs and sentences which contained words or ideas that might 

contribute to a better understanding of the topic of the dissertation were marked and 

assigned a code. For instance, when some of the interviewees were trying to explain 

why they do not use e-Government services, the researcher coded this sentence with 

the code “factor” written on the side of the page. Some sentences were given up to 

three codes. Regardless of the fact that some codes were predefined by the research 

findings of the quantitative phase of the study, such as trust in the government, trust in 

the Internet, and so on, the researcher also was looking for data-driven codes, such as 

awareness of e-Government, the state of development, and so on. In such a way, two 

complementary approaches: theory-driven and data-driven, were used to code the 

transcribed data. While the first is good for replication and confirmation of the 

findings from the previous research (the quantitative phase), the second one is good 

for exploring new areas and generating new findings (Boyatzis, 1998). In such a way, 

the researcher ended up with 45 pages of coded transcribed data. Following advice by 

Holliday (2002), the pages were cut into pieces containing coded sentences and 

phrases. Similar pieces were grouped together and assigned a meaningful name 

(theme). Regarding the quantity of similar coded sentences, three different types of 

themes emerged: basic, organizing, and global, according to the classification 

suggested by Attride-Stirling (2001). For instance, single factors that affect e-

Government services adoption were grouped into basic themes such as computer 

literacy. The few basic themes, when grouped together, could be represented by 

organizing themes such as factors that affect e-Government services adoption, 
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whereas a few organizing themes could be grouped under the same name, such as the 

state of development of e-Government services. The basic organizing themes derived 

from the initial coded data represent similar matters, whereas the global themes 

encompass information from them all, in order to support the arguments for 

answering the research questions. 

 

6.5  Emerging Themes 

 

As a result of this thematic analysis that manifested in data grouping and some 

data reduction, the following six themes which presented in each interview and were 

thought to be important for answering the research questions were identified: 1) 

understanding of e-Government; 2) e-Government services in use; 3) factors that 

affect use of e-Government services; 4) state of e-Government development in 

Ukraine; 5) what could be done?; and 6) confirmation of the survey findings. In the 

following sections, the researcher performed a cross-case analysis of each theme, 

comparing how answers of the different interviewees contributed to a better 

understanding of the corresponding issues and providing some valuable grounding for 

findings. 

 

6.5.1  Understanding of E-Government 

At the very beginning of each interview, as part of the introductory section, 

interviewees had the chance to freely express their thoughts about the Internet and 

Internet services they use. In order to move closer to the central theme of the 

interview, the researcher asked participants to voice their ideas and overall 

understanding about what e-Government is. Such a question, regardless of its visual 

simplicity, could contribute greatly to answering the researcher’s questions. The 

researcher did not expect to receive a book-like answer but was keen to find out if 

people who were working with e-Government had a good understanding of what it is. 

The desire of the respondents to produce impressive and meaningful responses did not 

succeed, rather, it turned into a failure and even produced the opposite effect, in some 

cases. The responses varied from a very simple definition of e-Government as 

“government services delivered over the Internet” to more comprehensive and lengthy 
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answers that often included a spatial reasoning about everything the interviewee knew 

about the phenomenon. Some attempted to list all the possible e-Government services 

they knew, whereas others focused on the potential benefits that e-Government is 

offering to governments and their clientele. There was also an idea that e-Government 

is a communication platform between government and citizens through which citizens 

could receive trusted information. However, what about delivering untruthful 

information via this platform? 

Anyway, analysis of the answers revealed that there was not a unanimous 

understanding of what e-Government is. It was quite obvious that most of the 

interviewees applied the technological approach to their understanding of e-

Government, which was described in Section 3.4.1 of Chapter 3. Since the 

technological approach to defining e-Government was prevailing at the very early 

stages of e-Government development, this unwittingly suggests that more than ten 

years of e-Government initiatives in Ukraine had not added much to understanding of 

the issue amongst citizens. In the researcher’s opinion, those who are working with e-

Government would be expected to be aware of the comprehensive and thoughtful 

definition of e-Government given by Cabinet Ministers of Ukraine in “The Concept of 

Development of e-Government in Ukraine” from 13
th

 December 2010 (CMU, 2010). 

Only one interviewee managed to provide a more comprehensive answer by capturing 

not only external attributes such as IT use, effectiveness, economy, etc. but also the 

whole essence of e-Government and its purpose: 

 

e-Government in general and electronic services in particular, in my 

view, is a set of actions and measures aimed to oblige state bodies and 

agencies to use in their daily work ICTs, with the main objective being 

to ensure transparency of their decision, ease of use, to abandon 

procrastination with paper and to ensure electronic exchange of 

documents between different parts of government agencies. Also, it is 

important that e-Government services offer some proximity to citizens 

and saving of time required to get this or that information (Interviewee 

8, 2015). 
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The fact that even those who have to deal with e-Government professionally 

do not have a more or less similar idea about what they are working with, led the 

researcher to wonder how ordinary citizens could have any better understanding about 

the matter. 

 

6.5.2  E-Government Services in Use 

The survey of the quantitative phase of the research revealed that the majority 

of the respondents, 287 out of 381 e-ready citizens, do not or do not actively use e-

Government services (see Appendix J for the references). For them, the majority of e-

Government services were delivered in traditional ways. Therefore, it was interesting 

to compare how many of the interviewees were using e-Government services and to 

what extent. To do so, interviewees were asked to indicate what e-Government 

services they use themselves, how often, and what their plans regarding its future use 

would be. To find out how many e-Government services are available in Ukraine, or, 

rather, those known by citizens, respondents were asked to indicate what e-

Government services were being used by their relatives and friends. With regard to e-

Government services, respondents provided examples from their private lives, such as 

when and what services they had a chance to use. They recalled good and bad 

experiences connected with one or other service, and, overall, the majority agreed that 

there is still room for improvement. Out of the approximately 20 services named by 

interviewees, the least flawed was probably the electronic services of the Ministry of 

Justice of Ukraine. Surprisingly for the researcher, four out of nine interviewees had 

had the chance to use it and found it quite useful. Amongst the other services often 

used and mentioned in the answers of more than one interviewee were: informational, 

downloading and uploading forms, administrative, and various financial services, 

including interactions with the revenue department.  

As for interviewees’ preferences regarding what services to use, electronic or 

traditional, the analysis of answers revealed the following: while all interviewees were 

using e-Government services to a different extent, only for four of them the number of 

e-Government services was greater than the number of traditional services. The same 

number of interviewees still prefer using traditional services, and one used electronic 

services only in a work context.  
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The main reason interviewees still prefer traditional services to electronic, 

regardless of how ironic it might sound, was the lack of information and the practice 

or habit of using traditional services, and, to some extent, the desire for face-to-face 

interactions. A few interviewees were connecting their decisions not to use electronic 

services with some problems or negative experiences from previous use, as well as 

lack of trust in some of the services and the limited functionally of the government 

websites: 

 

Centers that provide administrative services often do not take any 

responsibility for the protection of personal data of the citizens and are 

not accountable for timely responding to e-requests. There are some 

examples when the services in question are limited in their 

functionality (such as a pension fund of Ukraine) or require personal 

presence for verification purposes, that make no sense in using such a 

service (for example, obtaining an electronic signature). Sometimes it 

is about the simple doubts about the objectivity of a certain service, 

such as in the case of CETAM (electronic auctions system for detained 

property) (Interviewee 3, 2015). 

 

Nevertheless, the results of the thematic analysis revealed that there were more 

interviewees that prefer traditional to electronic services. On the other hand, almost 

half gave their preference to electronic services, which is definitely a better result than 

reported by the quantitative study, where the number of e-Government services users 

was about one quarter of the total. What might this imply? It is true that people who 

are working with e-Government must be better aware of its services, which might 

suggest that access to information on e-Government services and awareness of those 

services are important pre-requisites for actual use. The other important conclusion 

from this theme of the interviews is that, according to the majority of the 

interviewees, awareness of e-Government services is very limited. For some of them, 

even the fact of having access to e-Government related information at first hand still 

does not change this limitation. 

https://www.google.com.au/url?sa=t&rct=j&q=&esrc=s&source=web&cd=2&ved=0CCUQFjABahUKEwipmqzIvYfIAhXDnpQKHeLGCjk&url=http%3A%2F%2Fold.minjust.gov.ua%2Fen%2Fnews%2F45837&usg=AFQjCNEES-DYSRf4aIWNXK0QMHeF2s8DIA&sig2=My0PFwb0TPgtinlu5jC_HQ
https://www.google.com.au/url?sa=t&rct=j&q=&esrc=s&source=web&cd=2&ved=0CCUQFjABahUKEwipmqzIvYfIAhXDnpQKHeLGCjk&url=http%3A%2F%2Fold.minjust.gov.ua%2Fen%2Fnews%2F45837&usg=AFQjCNEES-DYSRf4aIWNXK0QMHeF2s8DIA&sig2=My0PFwb0TPgtinlu5jC_HQ
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What also might be related to this theme are the intentions of respondents 

towards the use of e-Government services. Almost all interviewees (except one) 

reported on their willingness to use e-Government services but all of them had to 

apply some conditions to it. The main factor that would allow most of the 

interviewees to consider further use of electronic services was the full compatibility 

and irreplaceability of electronic services over traditional, as well as provision of 

more “tangible” benefits such as cost and time reduction. 

 

6.5.3  Factors That Affecting Use of E-Government Services 

Right after the interviewees had had the chance to describe which e-

Government services they use and which they do not use and why, it was the right 

time to ask participants what is preventing them and other citizens from using more 

electronic services. At this stage the researcher asked participants not just to report 

their own experiences, as was done in the previous section, but also to think more 

deeply about the issue in regard to the whole population of Ukrainians, and, more 

specifically, list all possible factors that came to mind. However, by doing so, the 

researcher did not push interviewees to go beyond their own understanding and limits: 

whatever the participant reported him/herself was recorded and then used in the 

further analysis. Thus, in the course of the interviews, the respondents had identified 

by themselves 15 factors, presented in Table 6.2 below, that could potentially prevent 

citizens from using e-Government services in Ukraine. 
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Table 6.2  Factors That Affect Use of E-Government Services 

 

Factors 
Interviewee 

Frequency 

in 

Answers 

1 2 3 4 5 6 7 8 9 
 

1. Absence of information 
 

X 
 

X X X X X X 7 

2. Unknown benefits 
 

X 
  

X X 
 

X X 5 

3. Trust in the government 
 

X 
  

X 
 

X X 
 

4 

4. Bureaucracy  
   

X 
 

X 
  

X 3 

5. Irresponsible officials 
  

X 
  

X 
  

X 3 

6. Ignorance by officials 
     

X 
  

X 2 

7. Trust in e-Government services X       X  2 

8. Absence of the real benefits    X    X  2 

9. Computer literacy  X X  X     3 

10. Data protection X 
     

X 
  

2 

11. Perception of paper as a proof 
  

X 
      

1 

12. The low culture of officials 
  

X 
      

1 

13. Uncertainty in reforms 
  

X 
      

1 

14. Low qualifications of officials 
  

X 
      

1 

15. Trust in the Internet X 
        

1 

 

Source:  Developed for this Study. 

 

Since the last five factors from Table 6.2 above, factors 11 to 15, did not gain 

more than one interviewee’s voice per each, they were considered by the researcher as 

not important and were excluded from the further study. On the contrary, factors 1 to 

10, which got more than one interviewee’s voice each, were considered as important 

and were subjected to the following analysis. 

6.5.3.1 Awareness 

Most of the interviewees agreed in their responses that lack of 

information about e-Government services as well as about the potential benefits 
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offered by those services are both very important determinants of actual use. The lack 

of information, coded by the researcher as factor absence of information, and 

identified in the responses of seven out of nine interviewees, seemed to be the most 

influencing determinant of actual use.  

 

If my work was not related to e-Government, I would not even know 

about its existence. This means that e-Government is under advertised. 

There is too little information about it and many citizens simply are 

not aware of it at all. Need to look at what people already know about 

it, by conducting opinion polls, and to implement appropriate actions. 

Need to inform people about it and to disseminate information about e-

Government, its importance and benefits. For example, simply explain 

what the use of e-Government offers (Interviewee 6, 2015). 

 

While the lack of information on e-Government was already reported 

by interviewees in the previous section, the lack of information about the potential 

benefits related to use of e-Government services was something new. Coded by the 

researcher as factor unknown benefits, it was identified in responses of five out of nine 

interviewees and seemed to be the second most influencing determinant of actual use. 

Closer analysis of the responses allowed the researcher to spot a kind of hidden 

danger that comes out of such a situation. It gives rise to all sorts of speculation and 

guesswork which might have even more negative effect than simple lack of 

informational awareness. For example,   

 

Uncertainty that submitting of a request, appeal or query through 

electronic services will result in getting faster results, and doubts about 

the accuracy of information delivered electronically, resulted in forming 

certain beliefs that this is an another way and means to delay the 

decision process (Interviewee 8, 2015). 

 

According to this respondent, absence of information on benefits 

provided by e-Government services resulted in the appearance of beliefs about some 
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imaginary qualities of e-Government which definitely do not support the processes of 

adoption. 

Both conceptually similar factors, identified by 12 interviewees’ voices, 

it was decided to represent these by the single factor awareness of e-Government 

services, the most influential determinant of actual use of e-Government services. 

Confirmation of the researcher’s decision to combine two sub-factors into one could 

be found in the study by AlAwadhi and Morris (2008: 589), which reported that, 

“about half of participants (49%) also mentioned that lack of awareness of e-

Government services was essentially a lack of knowing about the benefits to be 

gained, and of how to use the services.” 

6.5.3.2 Trust in the Government 

The following four factors: trust in the government, bureaucracy, 

irresponsible officials, and ignorance by officials that captured many interviewees’ 

voices, thus were identified as important influencers of actual use. Due to their 

conceptual closeness, they were considered as four dimensions of the higher level 

factor of trust in the government. Similar to the factor of awareness, trust in the 

government accounted for 12 interviewees’ voices, therefore needs to be considered, 

according to respondents, as a similarly important factor that influences actual use.  

According to the majority of the interviewees, amongst the many 

reasons why citizens do not trust their government, first of all, is that the government 

never fulfills its promises. Unprofessional and often bureaucratic officials are not 

capable of leading and ruling the country, which results in, in comparing Ukraine to 

its western neighbors, a declining quality of life. It was especially obvious in the year 

of conducting this research. One year of rebellious resistance in Eastern Ukraine did 

not bring any prosperity to the ordinary Ukrainian, but, on the contrary, only 

problems. The economic problems experienced by Ukrainians during the past year, 

mentioned by some interviewees, also did not add to any confidence in the 

government, which was held to be accountable for this situation.  

 

One of the most important factors which prevents citizens from the use 

of available e-Government services is distrust in the government and 

particularly in public authorities, and citizens believe and are quite 
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confident in the fact that government organizations are corrupt 

(Interviewee 2, 2015). 

 

Many respondents identified the roots of bureaucracy in the presence of 

the “old-school bureaucratic corpse at the helm of the country” and government 

organizations are considered responsible for the creation of red tape that blocks any 

innovation.  

A distinctive feature of the new bureaucratic system developed in 

Ukraine in recent years is the low executive discipline and the background of 

irresponsibility of the officials, which leads to apathy and indifference of the 

population towards e-Government. Unfortunately, according to the interviewees, e-

Government does not provide any solution to address the problem of unfair and 

indifferent officials. 

 

Absence of effective controlling mechanisms and lack of transparency 

of the work of public offices results in lack of responsibility and 

ignorance by many officials, who, in their work, still follow the 

principle that “This is none of my businesses”, meaning that e-

Government is none of their business (Interviewee 9, 2015). 

 

6.5.3.3 Trust in E-Government 

Two factors: trust in e-Government services and absence of the real 

benefits, were identified as important influencers of actual use by two interviewees 

each. Due to their conceptual closeness (the first is a direct consequence of the 

second), they were considered by the researcher as two sub-factors of trust in e-

Government. At first glance, it might appear that trust in e-Government is somehow 

related to trust in government, however, on closer examination it became obvious that 

they are quite different. Assuming that government itself is trusted, but, at the same 

time, it provides services that do not match citizens’ expectations or do not deliver 

any “tangible” benefits in comparison to traditional, then it will ultimately result first 

in disappointment and later in mistrust of such services but not necessary of the 

government itself.  
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 Nevertheless, the source of the interviewees’ mistrust in e-Government 

lies, first of all, in imperfection of those services. Many interviewees, even if they did 

not identify any of these sub-factors directly, were reporting some problems related to 

the use of e-Government services. Amongst the most cited was some kind of 

incompleteness, when services were only partly available online and in order to 

complete a transaction it was still necessary to visit the government office. Another 

problem reported by many interviewees was the lack of obvious advantages, such as 

time/money saving. Very often the waiting time was not any shorter whether requests 

were submitted online or in person. Very often the service fee for electronic and 

traditional services was the same.  

 

To get documents confirming property rights or ownership, one has to 

wait a month or even longer, regardless of how it was submitted, and 

the fee you are paying is also the same or not much different 

(Interviewee 4, 2015). 

 

Distrust of e-Government, caused by the low or insufficient quality of 

the electronic services, seemed to be contradictory to the whole idea of using 

technology in order to improve the quality of services. However, as was explained by 

the interviewees, the reason for it might be simply the fact of sabotage from 

government officials that feel endangered by e-Government, which could potentially 

leave them without the benefits that they are gaining from corrupt schemes.  

 

The Ministry is unwilling to provide quality services because it will 

leave them without income: the corruption component will not be there 

anymore. The more confusing and complicated the system, the easier it 

is to make citizens pay a bribe (Interviewee 9, 2015). 

 

To conclude, both these conceptually similar factors, identified by four 

interviewees’ voices, the researcher decided to represent by the single factor trust in 

e-Government, considered as one of the influential determinants of e-Government 

actual use. 
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6.5.3.4 Computer Literacy 

The problem of low computer literacy, although not explicit, was still 

discernible in the responses of three interviewees. The explanation for this could be 

the fact that we often do not think about the existence of the problems that we 

ourselves do not experience. Being confident, even professional Internet and e-

Government services users, interviewees simply could not imagine that someone 

could not use a PC. Therefore, in their answers, two respondents refer to confidence 

of using electronic equipment rather than to literacy. For example:  

 

In my view, another factor that is slowing down and holding back 

citizens from using e-Government services is not enough confidence 

and ability to use electronic means of communication in everyday life. 

… On the other hand, there is also insufficient proficiency amongst the 

personnel of public offices, who are not able to master a new type of 

modern governance that relies on extensive use of new technologies 

(Interviewee 2, 2015). 

 

However, confidence comes from ability and knowledge about how to 

do things, which is nothing short of computer literacy. Only one of the respondents 

directly mentioned computer literacy, in her response to a completely different 

question, specifically, when she was sharing her thoughts on what could be in order to 

stimulate the interest of citizens in e-Government. She mentioned that there is a large 

proportion of the population, elderly Ukrainians, which has been neglected by the 

government with regard to technology use. This is especially true with regard to those 

who are in their late 50s and older. Somehow, a large proportion of the population 

was left behind in regard to the technological advancements of the past years, thus 

could not be considered as potential e-Government services users and not even simply 

as Internet users. This is confirmed by descriptive statistics of the population of 

Ukraine, particularly the number of Internet users. For some reason, more than half of 

the adult population of Ukrainians do not use the Internet: either they do not have 

access or simply do not know how to use it. Nevertheless, the factor of computer 
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literacy, identified by three interviewees’ voices, was included on the list of the 

factors that influence use of e-Government services in Ukraine. 

6.5.3.5 Data Protection 

The last important factor, which was mentioned in the responses of two 

interviewees, was data protection or citizens’ concern about insufficient protection of 

their personal data, and distrust of data storage and the way it was being handled by 

government offices.  

 

In my opinion, the e-Government system is lacking mechanisms of 

personal data protection that, along with various technological risks 

intrinsic to the Internet and communication systems, could be 

considered as one of the main factors affecting e-Government 

acceptance by citizens (Interviewee 1, 2015). 

 

There were a few more responses that could be considered as related to 

the data protection issue, however, the researcher decided to not to include them on 

the list of factors because of their very narrow and strictly professional focus. For 

instance, four interviewees voiced their concern about the outdated system of data 

encryption, which, while directly contributing to data protection, was unknown by the 

majority of citizens. It would not be correct to count as a factor something that most, 

if not all, have no idea about. Another factor that has a direct relationship to data 

protection but was not included on the list, regardless of it being mentioned by three 

interviewees, was the fact of the absence of a simplified and uniform system of 

electronic signature. Again, it is something that would stop an ordinary citizen from 

using e-Government as he/she simply does not have any idea what it is and how it 

affects the actual use. 

What was also interesting is the fact that these two interviewees who 

were concerned about data protection choose not to use some administrative e-

Government services that were considered not sufficiently protected.  

 To conclude, in the course of the nine qualitative in-depth interviews, 

15 factors that prevent e-ready citizens from using e-Government services in Ukraine 

were identified, which are: absence of information, unknown benefits, trust in the 
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government, bureaucracy, irresponsible officials, ignorance by officials, trust in e-

Government services, absence of real benefits, computer literacy, data protection, 

perception of paper as a proof, the low culture of officials, uncertainty about reforms, 

low qualifications of officials, and trust in the Internet. However, in the course of the 

thematic analysis, only five higher order factors were reported to be significant 

influencers of actual use of e-Government services. These factors are: awareness, trust 

in the government, trust in e-Government, computer literacy, and data protection.  

 

Table 6.3  Qualitative Findings: Significant Factors 

 

No. Factor Contributors / Dimensions 

1 

 

 

Awareness 

 

 

Absence of information 

Unknown benefits 

2 

 

 

 

 

Trust in the government 

 

 

 

 

Trust in the government 

Bureaucracy 

Irresponsible officials 

Ignorance by officials 

3 

 

Trust in e-Government 

 

Trust in e-Government services 

Absence of real benefits 

4 Computer literacy Computer literacy 

5 Data protection Data protection 

 

Source:  Developed for this Study. 

 

In the big picture, it is exactly the government and its bodies that need 

to be held accountable for the existence of these five obstacles to actual use of e-

Government services. It is definitely the responsibility of the government and its 

bodies to promote the services which they created. The government, not the citizens, 
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has created the preconditions for distrust. Computer literacy (in relation to e-

Government services) is also the responsibility of the creator of those services 

because, after all, the consumer does not necessarily need to know everything. Again, 

the data protection issue is something to do with the architecture of the e-Government 

services: it is the pure responsibility of the government and its bodies to provide and 

maintain sufficient security.  

 

6.5.4  Confirmation of the Survey Findings 

The results of the quantitative phase of the research suggested that there were 

six factors (perceived usefulness, perceived ease of use, perceived public value, trust 

in the Internet, and individual cultural value preferences for uncertainty avoidance and 

power distance) that influence the behavioral intentions of e-ready citizens towards 

the use e-Government services. The interviewees were also asked to confirm if the 

factor of behavioral intentions influenced actual use of e-Government services. In 

order to produce the point of integration between these two phases of the research, six 

statistically significant factors from the quantitative analysis and factor behavioral 

intentions were represented by seven open-ended questions in the interview protocol. 

After interviewees had already identified the set of factors which, in their opinions, 

affect the actual use of e-Government services, it was the right time to verify what 

they thought about the findings of the quantitative phase. The researcher purposely 

asked respondents to confirm the findings of the survey right after they had identified 

a number of factors on their own, to prevent copying and in order to allow 

interviewees to produce “new” knowledge. The researcher asked interviewees to state 

their level of agreement or disagreement on the findings of the quantitative survey, as 

well as to comment on and arrange these findings according to the level of their 

importance (from the point of view of the respondents). Since the findings of the 

survey questionnaire were available only after the first interview had already been 

conducted, only eight interviewees were asked to voice their opinions. Table 6.4 

below summarizes the opinions of interviewees towards the survey findings. The 

factors were placed in the order assigned them by the majority of the interviewees, 

with an indication of the number of voices amongst the majority that were supporting 

the rank of each. For instance, the position of UAI at the top of the list was 
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determined by the fact that seven out of eight respondents considered it as an 

important factor, whereas only two out of these seven agreed that the factor UAI 

should be at the top of the level of importance.  

 

Table 6.4  Significance of the Factors 

 

Rank Factor Description in Interview 
No. of 

Voices 

Important 

Factor? 

1 UAI 

Uncertainty of citizens about innovation 

and newness (as a character trait of 

Ukrainians) 

7 / 2 Yes 

2 PEU 
Difficulty and inconvenience of use of e-

Government websites 
6 / 3 Yes 

3 PUI 
Uncertainty of citizens about usefulness 

of e-Government services 
5 / 3 Yes 

4 PDI 
There were no commands from 

authorities to use e-Government services 
4 / 2 Yes 

5 PPV 
Uncertainty of citizens about public value 

of e-Government services 
4 / 3 Yes 

TOI 
Disbelief in reliability and security of the 

Internet as medium for e-Government 
Unconfirmed 

BI 
The willingness to use resulting in actual 

use 
Unconfirmed 

 

Source:  Developed for this Study. 

Note:  Number of voices X/Y means: X – the maximum number of voices 

           confirmed importance of the factor; Y – the maximum number of voices that 

           corresponds with rank on the list.  

 

As a result of this investigation, only five findings of the quantitative study 

were confirmed to be significant influencers of actual use of e-Government services. 
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The following sections elaborate on how the interviewees explained their 

understanding of the findings from the survey questionnaire. 

6.5.4.1 Factor Uncertainty Avoidance  

The majority of interviewees, seven out of eight, believed that this was 

probably one of the most important preconditions which were formed over the years 

and got fixed in the mindsets of Ukrainians. Three interviewees believed that the roots 

of conservatism manifested in individual cultural preferences of Ukrainians for 

uncertainty avoidance towards innovations lie in the “post-Soviet mentality”, which, 

according to Interviewee 3 (2015), “formed the strong stereotype of thinking when 

following the routine (that does not require any extra effort or spending) is the way of 

living.” Another respondent suggested that this style of thinking is a predominant 

characteristic of the older generation and is not a relevant issue for the new 

generation, thus, with regard to the younger generation, the roots for uncertainty lie in 

the overall changes that are happening to society. It looks like, in comparison with 

many neighboring countries of the post-Soviet block, Ukraine is still in transition, 

which, accordingly, makes people weary and forces them to seek stability.   

Two interviewees suggested that uncertainty towards e-Government 

was created by the government itself:  

 

Initially, the idea [of e-Government] was not too bad, but in practice 

there were so many amendments and changes to it, that the whole idea 

got lost, which resulted in uncertainty. For many years we were trying 

and could not get into “the cassock of welfare”, regardless of how hard 

we were trying. And if you experienced that something did not happen 

for a long period of time, you would lose the purpose of doing 

anything at all (Interviewee 9, 2015). 

 

This statement basically suggests the high level of frustration 

accumulated in society over the years of “development” of e-Government, which, in 

turn, resulted in uncertainty about the success of the whole idea. 

The only respondent who did not believe in the importance of this 

factor argued that it is not the cultural value preferences for uncertainty avoidance that 
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prevent citizens from using e-Government services but the source for this uncertainty, 

particularly, the familiarity of citizens with ICT. According to this interviewee, the 

fear of using ICT, which comes from low computer literacy, is not an uncertainty that 

has to be blamed for low rates of use.  

6.5.4.2 Factor Perceived Ease of Use 

Six out of eight interviewees agreed with the identification by the 

quantitative study of the difficulty related to use of e-Government websites, 

represented by factor of perceived ease of use, as one of the main obstacles and 

determinants of the actual use of e-Government services. The main contributor to the 

existence of this factor, according to more than half of the interviewees, is the 

“unfriendliness” of the government websites, as well as the inconvenient and often 

non-robust search engines that work beneath those websites. One of the interviewees 

mentioned that, in terms of convenience and informativeness, e-Government websites 

are far behind the commercial and business websites. 

On the contrary, two respondents, while they believed that government 

websites are good enough, tried to justify the presence of this factor by the fact that 

websites simply lack systematization of information and regular updates. These two 

also tried to put the blame on citizens themselves, claiming that:  

 

At this stage, everything is convenient and accessible. There always 

will be some category of citizens that has lower than average 

knowledge of technology, thus will experience trouble in using it. 

However, it would be a mistake to use them as a reliable indicator 

(Interviewee 9, 2015). 

 

Another two interviewees mentioned in their answers that poor quality 

of some websites could be explained by unprofessionalism of the developers or even 

simply by the fact of misunderstanding of the concept of what e-Government websites 

should look like. 

 

In order to save on the cost, the websites are being developed by 

employees of government organizations themselves. Those developers 
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lack the experience, knowledge and strategy of the development, as 

well as ideas on how websites should operate. As result, it is often the 

case that websites are lacking technical concepts and completeness 

(Interviewee 4, 2015). 

 

In unison with these statements, (Interviewee 3, 2015) had suggested 

that: “Even the fact of hiring a professional developer does not guarantee success 

because they are often lacking knowledge about the various aspects and requirements 

implied by e-Government.” 

The fact that six interviewees who are quite experienced Internet and e-

Government services users agreed on the existence of certain difficulties with the use 

of government websites, suggests that the problem really exists. If e-Government 

websites are difficult to use for professionals, what would be the feedback from the 

average Internet user, or how would it be perceived by those citizens who have no 

experience of using Internet services at all? 

6.5.4.3 Factor Perceived Usefulness 

All respondents, to a different extent, agreed that the factor of perceived 

usefulness identified by the quantitative study indeed might affect the adoption of e-

Government services. In particular, five out of eight interviewees confirmed the 

quantitative findings. The factor of perceived usefulness would not be an issue if 

citizens had more information about e-Government and the potential benefits of using it.  

 

From my experience, I can say that many citizens were asking me 

about the usefulness and advisability of e-Government services, which 

directly indicates their low awareness about the phenomenon. It is also 

possible that citizens’ doubts about the usefulness of electronic 

services is a direct result and a consequence of citizens’ mistrust trust 

in the government (Interviewee 8, 2015). 

 

The idea that the credibility of the government itself led to citizens’ 

disbelief in the usefulness of electronic services was heard in comments of another 

respondent. According to him: 
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How could e-Government be perceived as useful or any better if even 

a traditional physical visit to a government office does not guarantee 

success? It is obvious that, knowing this, nobody is willing to turn to 

the virtual word if even the material one does not work well for them 

(Interviewee 5, 2015). 

 

In order to support this statement, the same interviewee provided some 

examples of visiting some government offices even when the same services were 

available online. The reason why she preferred traditional services was the chance to 

have proactive role in solving her particular problem. In her words, she could push 

officials to do some more that might not be done otherwise. 

The fact of self-satisfaction from personal involvement in decision 

making was also mentioned by a few interviewees as one of the reasons why they 

prefer traditional to electronic services. Even if such involvement does not change the 

results, the fact of trying, and the knowledge that everything possible had been done, 

by itself results in a certain satisfaction 

According to five out of eight interviewees, the problems related to this 

factor could be the easiest to fix by simply educating citizens and officials to focus 

their attention on the “undoubtedly useful” benefits. In this regard, the factor of 

perceived usefulness identified in the quantitative study is akin to the factor of 

awareness identified in the qualitative study, or it is better to say the first is a direct 

consequence of the second. 

6.5.4.4 Factor Power Distance 

All eight interviewees agreed that this could be the case, however, only 

four directly confirmed the factor of individual cultural value preferences for power 

distance as an important influencer of citizens’ perceptions towards actual use of e-

Government services in Ukraine. Three out of these four believed that preconditions 

for this factor were laid down in the past and are characteristic of the older generation, 

and, as time goes on, the influential role of this factor will be diminished. 
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It is a terrible relic of Sovietism - to build the walls and submit to 

them. It is a shameful habit of paternalism and the Soviet past. Nothing 

we can do about it, only wait. People used to live with this psychology 

for almost a century (Interviewee 3, 2015). 

 

Two interviewees believed that the reasons why the factor power 

distance is so important in the Ukrainian context could be found in the psychology of 

individuals, suggesting that there is a particular character trait of Ukrainians, who like 

to wait until someone else has tried a novelty first and confirmed that it is safe. In 

other words, someone else has approved the use of an innovation. 

Nevertheless, this factor gained four interviewees’ voices, therefore is 

considered to be a confirmed result of the quantitative analysis. 

6.5.4.5 Factor Perceived Public Value 

Similar to the previous factor of power distance, the factor of perceived 

public value was also directly confirmed by four interviewees as one of the main 

factors that need to be overcome in the perceptions of citizens. On closer analysis of 

the answers, it was clear that, similar to the factor of perceived usefulness, this one 

was also the result of insufficient information on e-Government, thus was the 

consequence of lack of awareness, identified by the qualitative study. The population 

does not understand the significance and public value of e-Government because there 

is a lack of information about e-Government, reported the interviewees. The situation 

could be changed for the better only by educating citizens with examples from the 

working projects, explaining the evident and potential benefits, and encouraging 

citizens to use them by constantly reminding them about those benefits. 

 

In order to address the issue, the government could increase the 

number of places where citizens are able to receive e-Government 

services and information about them (e-kiosks). They also need to 

make sure that e-Government services are of a high standard. It is 

necessary to promote e-Government services at all levels and 

throughout various media. It is also necessary to promote the results of 

the successful pilot projects, and, finally, as the most extreme measure 
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– to transfer all government services online, thus not leaving a single 

chance for doubts (Interviewee 6, 2015). 

 

6.5.4.6 Factor Trust in the Internet 

The comments of the respondents about this factor were divided 

equally, however, since only less than half agreed that trust in the Internet needed to 

be considered as one of the determinants of actual use of e-Government services, the 

researcher reported this factor as unconfirmed by interviewees. 

The main reason three interviewees voiced their concern about the 

reliability of the Internet as a medium for delivering e-Government services was 

insufficient level of protection of personal data, which could be easily stolen, and, as a 

result, it could appear at any time in open source. According to one of the 

interviewees, it often happens because of the very high level of fraudulence and the 

very poorly thought-out legislation, which could not be used to prove the guilt of the 

cyber crooks. The other two mentioned that there is also no or very low responsibility 

of Internet resources for breaches in their security. In unison with them, Interviewee 7 

(2015) added that, “The decency of Internet providers and monopolism in this area are 

two factors that also need to be considered as preconditions of why citizens do not 

trust in the Internet”. 

The arguments of this majority who did not see the Internet as a threat 

were very well formulated in the words of Interviewee 6 who stated that:  

 

The main reason why citizens do not use online services is not because 

of distrust in the Internet but because they do not perceive those 

services as equal to traditional. And it is not the citizens’ choice but 

the reality of life: when officials do not accept electronic documents as 

equally as their paper analogue, then there is no point in using the first 

one (Interviewee 6, 2015). 

 

Another point in defense of the Internet was that crime is happening 

everywhere and no one is being protected and their own safety should be the concern 

of the recipients of electronic services. Their own safety is in the power of knowledge 
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and the responsibility for their own actions. Nevertheless, the factor of trust in the 

Internet, although it was confirmed as one of the findings of the quantitative study, 

did not correlate significantly with behavioral intentions, therefore low support for 

this factor from the interviewees wasn’t surprising for the researcher. 

6.5.4.7 Factor Behavioral Intentions 

More than half the respondents did not consider the factor of behavioral 

intentions to be a good predictor of actual use of e-Government services, therefore the 

researcher reported this factor as unconfirmed. Of course, suggested most of the 

interviewees, without willingness there would not be any action, however, with regard 

to e-Government it is often not willingness but necessity that is the strongest 

determinant. It also does not matter how strong your willingness to use e-Government 

services is, but there should be preconditions, infrastructure, and means put in place 

before you could fulfill your intentions. Similarly, another interviewee commented 

that there are so many things that he would be willing or intended to do but this does 

not result in the actual doing because there are many other factors that prevent us 

from doing what we intend to do. 

These who agreed that behavioral intentions are an important predictor 

of actual use in general believed that:  

 

Although behavioral intentions might not necessary result in actual 

use, it is an important precondition that I will make every effort 

towards use. It could be considered as a stimuli to overcome the other 

user dependent obstacles towards use such as computer literacy, 

unawareness and others (Interviewee 6, 2015). 

 

Similar to the quantitative study, interviewees disregarded the factor of 

behavioral intentions to be a determinant of actual use.  

Conclusions: Out of six statistically significant factors identified in the 

quantitative phase of the research, interviewees selected and confirmed only five as 

important and relevant factors that might affect rates of the actual use of e-

Government services in Ukraine, namely: uncertainty avoidance, perceived ease of 

use, perceived usefulness, power distance, and perceived public value. The factors of 
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trust in the Internet and behavioral intentions received an insufficient number of 

supporting interviewees’ voices and were considered as not confirmed, thus not 

important.  

 

6.5.5  State of E-Government Development in Ukraine 

In general, all interviewees, to a different extent, agreed that e-Government in 

Ukraine is facing numerous problems, and, in the words of one of the respondents, is 

not well developed. It was unfortunate to learn this, knowing that e-Government had 

been on the Ukrainian Government’s agenda for more than ten years: 

 

The past two years were marked with more attention given to this issue 

by authorities than ever before. The government is doing a lot: there 

are many free training sessions and specialized seminars dedicated to 

e-Government running on all levels (Interviewee 3, 2015). 

 

This basically corresponds with findings from the literature review, which 

suggested that Ukraine has all that is necessary for e-Government to succeed: 

developed ICT infrastructure, updated legislation, capable human resources and also 

many e-Government services that are up and running. However, as was confirmed by 

many interviewees, very often those already existing services are not fully functional 

or are lacking certain capabilities, with the result that it is easier to use traditional 

services.   

One of the interviewees, in order to be more convincing while evaluating e-

Government, suggested that on the ten-point scale, the state of the development of e-

Government in Ukraine would be somewhere around three.  

Amongst the reasons why interviewees were mostly negative were listed the 

following: some claimed that they know how it should be and they also know how it 

is; others pointed to the experiences of neighboring countries, claiming that e-

Government in Ukraine is in the sorriest state amongst all the neighboring countries, 

and, in comparison to e-Governments in those countries, has not moved away from 

the starting point yet. 
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Even the two interviewees who considered the development of e-Government 

in Ukraine as quite successful, still recalled some “minor” problems. For instance, 

one, while evaluating the state of the development of e-Government in Ukraine as 

positive, did not fail to mention that it is still developing quite slowly and not as 

sufficiently as it would be expected. On the contrary, the other respondent, who was 

probably the most optimistic in her evaluation, suggested that despite some minor 

issues, e-Government is developing quite quickly and powerfully. Such contradiction 

of statements once again confirms the subjective essence of the qualitative study and 

the certain risk associated with drawing conclusions from statements of a single 

interviewee.   

To conclude: the majority of the interviewees gave a negative mark to the state 

of the development of e-Government initiatives in Ukraine: on the ten-point 

measurement scale suggested, Ukraine earned only three out of ten points. 

 

6.5.6  What Could be Done? 

In order to improve the negative trends regarding the adoption of e-

Government services in Ukraine, participants unanimously agreed on the need for 

doing more advertising and promoting of e-Government on different levels, such as 

“to conduct propaganda work amongst the various segments of the population, 

informing them of the availability of services and benefits they can offer” 

(Interviewee 8, 2015). Such work, according to Interviewee 4 (2015), “needs to be 

done with the involvement of various TV programs, talk shows, social advertisements 

and advertisements throughout the social media.” Along with different types of 

advertising campaigns, some interviewees suggested looking for best practice on e-

Government services adoption and using such examples as a showcase and visual aid 

for propaganda and promotion of e-Government and the benefits it offers.  

To address the issue of the absence of some “tangible” and “real” benefits, a 

few interviewees suggested the introduction of a differentiated payment system for 

traditional and e-Government services, as well as reducing the time for completion of 

online and offline services, which literally means that services delivered over the 

Internet need to be cheaper and faster. The greater the difference, the more chance 
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that it will be noticed by the population and so people will desire to use more 

electronic services. 

The low number of e-Government users also comes from the fact that only 

half of the Ukrainian population uses the Internet. A few interviewees addressed this 

situation by suggesting the government expand the positive experience of equipping 

post offices with information kiosks. However, the role of the kiosks also needs to be 

revised, and along with being a simple access point, they need to play educational 

role.  

One interviewee suggested that it would be reasonable to for at least 

governmental enterprises and educational institutions to do some kind of obligatory 

training on e-Government with employees and students. The coercive nature of such 

an initiative might not be very popular but might be appropriate as a temporary 

measure. Similarly, another respondent suggested a very radical solution: to eliminate 

most of the traditional services, leaving citizens with only the option of using 

electronic services. 

Amongst the other things that could be done, interviewees suggested 

improving the work of government bodies to make their work more transparent and 

accountable, which, all together, would result in increased trust in the government and 

ultimately higher adoption rates of e-Government services.  

 

6.6  Interviewees’ Feedback 

 

All nine interviewees agreed that such research was very useful and very much 

needed for Ukraine. Ultimately, the very fact that they have accepted the invitation to 

participate in the study, by itself confirms this idea. The importance of the research 

proceeds from the simple fact, also confirmed by the interviewees, that no such 

research has been carried out in Ukraine to date. According to one of the interviewees, 

Organization B, in cooperation with some NGOs, conducted a similar study in the 

autumn of 2014. However, due to some major changes in the organization’s structure, 

the findings of the study were not published and are basically unknown. The 

interviewees were already keen to learn the outcomes of the quantitative phase of the 

research, and in their majority believed:  
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that such research is important and needed for better understanding of 

the stage of the development of e-Government and identification of the 

potential problems, as well as for exchanging various ideas and 

developing solutions. I also would like to express my hope that the 

results of the research will include feedback on experiences from e-

Government users as well as from those who are developing, 

implementing, and working with e-Government (Interviewee 8, 2015). 

 

To the researcher’s request to suggest what was missing or what might need 

more attention paid to it during interviews, practically all agreed that the interviews 

were well structured and touched on almost all aspects of the phenomenon under 

investigation.  

 

I think that the interview and the interview’s agenda were both well 

balanced and allowed realistic evaluation of the state of the 

development of e-Government. I hope that my answers will help to 

speed up the processes of development and contribute to the growth of 

awareness and trust in e-Governance in Ukraine (Interviewee 5, 2015). 

 

The only regrets expressed by the interviewees were about the inability to 

communicate with the researcher directly rather than over the Internet, as well as the 

lack of time and the need to adhere to the theme of the interview. 

The positive comments by the interviewees allowed the researcher to conclude 

that the interviews were done well, which might ultimately result in the usefulness of 

the findings. 

 

6.7  Findings of the Interviews in the Literature 

 

In order to verify if the findings of the qualitative phase of the research: the 

factors of awareness, trust in the government, trust in e-Government, computer 

literacy, and data protection were meaningful, the researcher turned his attention to 

the reviewed literature. For instance, the factor of awareness of e-Government had 



290 

already been investigated in a study by Alsaif (2014: 112), who hypothesized that, 

“Behavioral intentions to adopt e-Government services in Saudi Arabia are affected 

significantly by awareness of the system.”  However, the outcomes of that study 

suggested insignificant correlation between the awareness of e-Government and the 

behavioral intentions to use e-Government, with β =.038, ρ > .05. As a result, the 

hypothesis was rejected and the researcher reported that, “An awareness of the system 

is not a direct predictor of the adoption, but it is a critical factor before proceeding to 

the subsequent stage of the adoption process” (Alsaif, 2014: 197). The results were 

very similar to an earlier quantitative study conducted by Mofleh and Wanous (2008), 

who also found insignificant correlation between awareness and behavioral intentions 

(β = .12, ρ > .001). This should not be the concern of the current study, as it found 

that awareness and not behavioral intentions was a significant determinant of the 

actual use. 

In the qualitative study conducted by Al-Shboul, Rababah, Al-Shboul, 

Ghnemat and Al-Saqqa (2014: 1122) through semi-structured interviews with e-

Government officials from several governmental organizations, “Interviewees 

stressed the significance role of public awareness for the success of e-Government 

initiative.” Therefore, the researchers reported awareness to be one of the most 

important factors that affect success of e-Government. Similarly Al-Jaghoub, Al-

Yaseen and Al-Hourani (2010: 1), while confirming the significance of awareness, 

also reported that problems with the acceptability of e-Government services in 

developing countries exist due to the fact “that awareness of e-Government did not 

reach the required level.”  

What was apparent was that the reviewed qualitative and quantitative studies 

reported completely different results while studying the same phenomenon, which 

suggests that there was some imperfection in the research models used by both types 

of studies. In particular, in the reviewed quantitative research, awareness of e-

Government was directly linked to behavioral intentions, whereas it might be more 

appropriate to explore the direct effect of awareness on actual use, as was done in the 

current qualitative study. Another observation with regard to the factor of awareness 

that needs to be taken into account is the context of the research setting and the whole 
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set of socio-cultural characteristics, which suggest that the factor will be differently 

important in different countries. 

The factor of trust, in its different interpretations was presented in a number of 

studies revised during the literature review (by Alhujran (2009), Alsaif (2014), Carter 

and Bélanger (2005), Carter and Weerakkody (2008), Gilbert et al. (2004), Hung et al. 

(2006), Schaupp and Carter (2005), and Vrček and Klačmer (2014)), therefore the 

findings of the qualitative phase that confirmed trust in the government and trust in e-

Government as significant predictors of e-Government services use were not 

surprising. Surprising was the particular significance of the factor of trust in the 

government that accounted for 12 interviewees’ voices. It was especially surprising in 

the context of results from the quantitative phase of the current research that rejected 

the proposition that trust in the government affected the behavioral intentions of e-

ready citizens.  

Trust in the government was reported as an insignificant factor in studies by 

Vrček and Klačmer (2014), with β = .027, ρ = .87, and in a study by Alsaif (2014), 

with β = .018, ρ > .05, and in comparison, it was reported as a significant factor in a 

study by Samer Ibrahim Mofleh and Wanous (2008), with β = .326, ρ = .000. 

Extensive presence of this factor in many studies undoubtedly confirms its importance 

for overall understanding of the processes of acceptance and adoption of e-

Government services. The different results reported in the reviewed studies suggest 

different socio-cultural contexts of the research settings. It might happen that even for 

the same country, respondents to research that belong to different social strata will be 

responding differently to questions about trust in the government. 

While the factor of trust in the government is found to be extensively present 

in the literature, the factor of trust in e-Government, which was identified by four 

interviewees’ voices in the current qualitative research as important, was present only 

in one study by Warkentin et al. (2002), which was descriptive in its nature, thus did 

not provide any empirical evidence. Despite scholars’ attempt to include trust in e-

Government into their theoretical model, on a closer look, it is apparent that the 

researchers were lacking a clear vision of what trust in e-Government should be. The 

four-dimensional representation of trust in e-Government (institutional structures, 

disposition to trust, characteristics-based trust, and experience-based trust) was often 
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criticized for its measurement problems, which is understandable, due to their 

conceptual differences.  

Out of the four proposed dimensions, only the dimension of experience, that 

represents the process-based trust of individuals (as per Zucker (2008) classification) 

seemed to be logically related to trust in e-Government. This is confirmed in the 

current qualitative study, where trust in e-Government is formed by the process-based 

characteristics of e-Government services, such as absence of real benefits. The fact 

that the factor of trust in e-Government did not present in the research literature, in the 

researcher’s opinion, is due to the confusing similarity of the names for two facts that 

are different in nature: trust in the government and trust in e-Government. The first is 

supposed to represent the trust of citizens towards the administrative system itself, 

whereas the second is supposed to reflect the trust of citizens in the particular 

processes conducted by the administrative system. Judging by the fact that there was 

not much evidence supporting this factor in the literature, the interviewees’ voices and 

the logic behind them suggest that the factor of trust in e-Government might, but not 

necessarily, need to be considered as one of the influencing factors when studying e-

Government services adoption. 

Many previous studies were aiming to explore the relationship between the 

level of experience in using ICT and computer-related technologies with various 

possible outcomes, which ultimately found its reflection in a number of factors 

proposed to measure users’ computer experience. In particular, in the course of the 

literature review, the researcher found that studies by Hung et al. (2006), Wang 

(2002), and Wangpipatwong et al. (2008) had included in their research models the 

factor of computer self-efficacy. This same factor, defined as one’s “belief” in his/her 

ability to use a computer, was found to be a significant determinant of its actual use in 

a study by Compeau and Higgins (1995). A study by Wang (2002: 349) also reported 

the significant effect that computer self-efficacy has on behavioral intentions, 

reporting it “to be an important determinant of perceived ease of use, perceived 

usefulness, and perceived credibility of the electronic tax-filing system,” which 

basically is one of the many e-Government services. Similarly, another study by 

Almahamid and McAdams (2011) reported a strong positive relationship between 

Internet self-efficacy and continuance intention to use e-Government with β =.381*** 

at an acceptable significance level. 
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However, the factor of computer self-efficacy is different from the factor of 

computer literacy, as defined by the qualitative findings of the current research. 

Computer literacy in this study directly refers to one’s ability to use a computer. 

When an individual has a very limited knowledge about computer use, their ability to 

evaluate his/her computer self-efficacy, which was defined as a “belief,” would be 

questionable, and it would be more appropriate to look at computer literacy. The 

significance of this factor in the Ukrainian context is notable and was explained by the 

interviewees themselves. For instance, three out of nine interviewees expressed their 

concern about problems with computer literacy, especially amongst the older part of 

the Ukrainian population. In the words of Interviewee 5 (2015), “When considering 

the factor of perceived ease of use, we need to take into account the fact that since 

many older citizens are not confident PC users, it will be difficult for them to use even 

simply designed websites.” Therefore, the researcher agreed with the interviewees in 

considering the factor of computer literacy to be very important for understanding 

what prevents citizens from using e-Government services. 

The factor of data protection, identified by two interviewees, represents users’ 

concern about the adequacy of personal data protection, which seems to be not good 

enough in Ukraine. In the reviewed literature, users’ concern about data protection 

issues often indicated or was associated with the factor of trust in the Internet or even 

with the wider factor of trust. In a study by Hung et al. (2006), for example, users’ 

trust in an e-tax filing system was significantly related to behavioural intentions of 

users towards use of this system. Similarly, another study by Azmi et al. (2012), also 

confirmed the significance of the factor of trust for an e-tax filing system in Malaysia 

for its effective use.  

Having understood the need for more relevant findings to support the factor of 

data protection identified by the interviewees, the researcher conducted an additional 

search in the literature and found a study on “Factors Influencing Citizen Adoption of 

E-Government Services” by Akkaya et al. (2012), that, while reporting on some 

security concerns identified by respondents such as the possibility of a third party 

accessing personal data and the reliability of systems, concluded “data 

protection/privacy… as the strongest determinant of e-Government use” (Akkaya et 

al., 2012: 2356). This study was conducted in Germany, which, according to scholars, 
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is a country with a very high e-Government development index (No.15 as at 2010), 

and the strictest data protection laws in the European Union. However, despite these 

“favourable” conditions, citizens’ concerns related to data protection resulted in only 

25% of Germans using an online tax filing system compared to 96% in Singapore or 

80% in the USA, for instance. This suggested the importance of the factor of data 

protection and justifies its presence in the list of factors that might influence the 

adoption of e-Government services in Ukraine. 

 

6.8  Verification of the Findings 

 

Three different techniques suggested by Lincoln and Guba (1985) were used 

by the researcher to ensure conformability and credibility of this part of the research: 

a conformability audit, peer debriefing, and members checking. 

After summarizing the findings of the interviews in the previous section, in 

order to ensure that the findings corresponded with the data, the researcher conducted 

a conformability audit. During this process, the researcher went through all the 

transcripts, verifying if the reported findings, which were based on the researcher’s 

conclusions, were supported by the actual data. In the course of the audit, the 

researcher did not find any alternative way of interpreting the data than the one 

described in the previous sections. Thanks to the choice of the structured mode and 

open-ended questions used in the interviews, the data was easily manageable and 

there were no doubts about arranging it under the identified themes that corresponded 

with the questions of the interview protocol. As a result of the audit, the researcher 

could conclude conformability of the findings supported by the research data. 

To do a peer debriefing, the researcher sent the whole chapter dedicated to the 

qualitative phase of the research to two Ph.D. graduates (former classmates), who 

were asked to read through and to provide general feedback on the presentation of 

information in the chapter and if there was a need for clarification, etc. As a result, 

two written statements were received. Both statements confirmed the logic of 

presenting the information in the chapter, its wholeness and readability, thus 

supported conformability of the findings. 
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In the very last, but, according to Teddlie and Tashakkori (2009), the most 

powerful technique of determining the trustworthiness of the interpretations, the 

researcher asked selected participants (those whose answers were aligned with the 

research findings and who speak English) to provide feedback on the appropriateness 

of the interpretations of the findings of the research. Two interviewees, after reading 

through the research findings, confirmed the relevance and accurateness of the 

representation of the interviews’ data to its actual meaning and according to the 

interviewees’ points of view, which confirms the credibility of the qualitative phase of 

the research. 

In addition to the three measures reported above, to ensure dependability and 

transferability of the findings, the researcher followed suggestions by Holliday (2002) 

by providing an explanation of the research work, along with a thick description of 

the research procedures. 

 

6.9  Conclusion 

 

This chapter presented the “working” of the qualitative phase of the research 

which employed the case study interviews as a method for data collection. Nine e-

ready Ukrainian citizens who, in way or other have to deal with e-Government and 

electronic services professionally, were interviewed by the researcher in the face-to-

face mode of video conferences. 

The main outcome of the qualitative data analysis was the identification by 

interviewees of 15 factors (see Table 6.2 for reference), the presence of which, 

according to respondents, prevent citizens from using e-Government services. 

However, the further analysis suggested that only ten out of 15 were confirmed in the 

answers of more than one participant, therefore only ten factors were considered as 

important. The fact that some of these factors were conceptually similar allowed the 

researcher to group some of them under the common umbrellas of the higher level 

factors. As a result, the five factors, namely: awareness, trust in the government, trust 

in e-Government, computer literacy, and data protection, were identified as the final 

findings of the qualitative phase of the research.  
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Another important finding of this part of the research was the respondents’ 

valuable feedback on the outcomes of the survey data analysis. Interviewees 

confirmed five out of six factors to be relevant and important for understanding the 

problems related to adoption of e-Government services in Ukraine. These factors 

were: individual cultural value preferences for uncertainty avoidance, perceived ease 

of use, perceived usefulness, individual cultural value preferences for power distance, 

and perceived public value. The interviewees did not confirm trust in the Internet and 

behavioral intentions as important influencers of the adoption. 

Seven out of nine interviewees negatively assessed the state of development of 

e-Government in Ukraine, giving it, in the words of Interviewee 3 (2015), “three out 

of ten points.” Only two interviewees believed that, despite some minor problems, e-

Government in Ukraine is quite successful. 

Four out of nine respondents, almost half of the sample, were confident e-

Government services users for whom the number of electronic services used was 

greater than the number of traditional government services. Although this is almost 

twice the number reported by the quantitative study (one quarter of the sample) it is 

still quite low, taking into account the nature of their jobs and their overall knowledge 

about e-Government compared to ordinary e-ready citizens. 

In the following chapter, in order to obtain triangulation of the data from the 

quantitative and qualitative analyses, the researcher will provide an extended 

discussion on comparison of the findings from both phases of the research.   



 

CHAPTER 7 

 

DISCUSSION 

 

7.1  Introduction  

 

The final and probably the most important chapter of the dissertation, is 

intended to summarize, explain and triangulate the key findings of the quantitative 

and qualitative studies that took place in Ukraine during the period from March to 

June 2015.  

The chapter brings together findings from both phases of the research in one 

place, providing a platform for further discussion. The results were compared in 

between-study analysis in an attempt to triangulate the findings. The process of 

triangulation concludes with answering the research questions which were set in 

Chapter 1. The appropriateness of the mixed methods research design and its strength 

and limitations were subsequently briefly discussed.   

The findings from both studies and the inferences based on the results of the 

triangulation prompted the researcher to develop a comprehensive model that might 

be efficient for studying the adoption of e-Government services, and which, along 

with other possible contributions and limitations of the research, were part of the 

discussion. 

In the recommendations for further study, the researcher happily shared 

experiences acquired in the course of the research and provided some advice as to 

what would be necessary to pay attention to in future research on a similar topic. 

 

7.2  Summary of the Findings 

 

Since the findings from each phase of the study have already been discussed in 

the corresponding chapters, here, in addition to what has been said, the researcher 

would like to indicate the fact that the quantitative and qualitative studies proved to be 
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useful for studying completely different but complementary aspects of the adoption. 

While the quantitative study handled the identification of factors that affect behavioral 

intentions very well, the qualitative study was good in identifying factors that affect 

actual use of e-Government services. The TAM-based research model used in the 

quantitative study, similar to many others, as reported by Turner et al. (2010), is not 

very useful to study actual use. The reason for this could be because the set of 

“perceptional” independent variables of the original TAM and extended TAM models 

is better suited to measuring behavioral intentions rather than “tangible” actual use. 

Similarly, in the qualitative study, interviewees had difficulty in differentiating 

intentions from actual use. It was much easier for them to answer the question, “What 

factors prevent you or others from using e-Government services?” rather than the 

question, “What factors prevent you from considering using [behavioral intentions] e-

Government services?” This observation once again confirmed the correctness of 

choosing the mixed methods research design for this study. Neither the quantitative 

nor the qualitative study conducted alone would have been able to spot these issues or 

provide a comprehensive answer to the research questions. Without any doubt, this 

should be considered as one of the main findings of this study that was not very well 

addressed in the previous e-Government related research and literature. In this regard, 

triangulation of findings not only provided the researcher with direct answers to the 

research questions, but also allowed the development of a new understanding and 

knowledge about the phenomena under investigation (Teddlie and Tashakkori, 2009: 

288). 

In the following sections, the researcher will apply a data triangulation 

technique to validate the findings from both phases of the research by verifying if 

those findings that seem quite different at first glance were carrying the same 

information load. Triangulation of data is meant to strengthen the research, increase 

its credibility and validity as well as help provide more comprehensive answers to the 

research questions. 
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7.2.1  Answer to Research Question 1 

Research Question: What are the factors affecting the adoption of e-

Government services in Ukraine from e-ready citizens’ perspective?  

Analysis of the research data collected in the course of surveying and 

interviewing a sample of e-ready Ukrainians produced the following results: the 

qualitative study identified five, while the quantitative identified seven significant 

factors, a summary of which is presented in Table 7.1. The table also reports on 

comments given by interviewees about the findings from the quantitative phase, 

confirming the importance of five of them. Placing the findings in the same table 

allowed the researcher to see some commonalities. It became clear that, while 

identified by different names, some factors from both parts of the research identified 

the same or similar issues.  

 

Table 7.1  Comparison QUAN and QUAL Findings 

 

Research Findings QUAN Findings  

Confirmed by 

Interviewees QUAL Phase QUAN Phase 

Awareness 

Perceived Public Value Confirmed 

Uncertainty Avoidance Confirmed 

Perceived Usefulness Confirmed 

Computer Literacy Perceived Ease of Use Confirmed 

Trust in the Government Trust in the Government Confirmed 

Data Protection Trust in the Internet Not Confirmed? 

Trust in e-Government NA NA 

NA Power Distance Not Confirmed 

 

 Source:  Developed for this Study. 
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Since the researcher had no chance to recheck with the respondents to the 

survey if factors identified by the interviewees were significant, and because most of 

these factors have quite different names from those used in the extended TAM model, 

the researcher had to apply some common sense in order to find some conformance of 

the qualitative findings in the quantitative research. 

Three factors: perceived public value, uncertainty avoidance, and perceived 

usefulness identified in the course of the quantitative analysis and confirmed by the 

majority of the interviewees as important for understanding adoption of e-

Government services, seemed to be quite similar to the factor of awareness identified 

by the qualitative study. It is logical to assume that the amount of information that is 

available about a certain phenomenon, in other words, awareness of it, will help with 

a better understanding of the weaknesses and strengths of this phenomenon, thus 

provide more grounds to give a more accurate estimate of phenomenon as useful or 

valuable. At the same time, better awareness would result in a higher level of 

certainty. This proposition corresponds very well with the definition of uncertainty 

avoidance as “the extent to which the members of a culture feel threatened by 

uncertain or unknown situations” (Hofstede, 1991: 113). The more individuals know, 

the less they will be uncertain about an innovation. 

With regards to perceived public value, which Deseve (2007) defined as “the 

demonstrated preference of the public for a product, service, process or outcome that 

fills a perceived need,” government services are definitely a matter of need for all 

citizens, so e-Government could be too, and not only perceived but also a real need. 

However, it looks like information about e-Government services is not available, thus 

citizens are not aware of e-Government services: seven out of nine interviewees 

reported absence of information, whereas five out of nice reported unknown benefits. 

Interviewee 6, for instance, claimed that she would not know about e-Government if 

she did not work in an organization that is working on it. It suggests that low 

awareness of e-Government services prevents citizens from formulating a clear idea 

about the potential value of it for themselves and for the public. 

The way Davis et al. (1989) defined the factor of perceived usefulness, 

suggesting its certain dependence on the strength of someone’s belief, which, in turn, 
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must be the result of a level of knowledge about the system or awareness of it, allows 

one to assume some dependence of perceived usefulness on awareness. 

Thus, all four factors: awareness, perceived public value, uncertainty 

avoidance, and perceived usefulness, were directly and indirectly confirmed to be 

significant determinants of e-Government adoption in both phases of the research. 

The factor of computer literacy, the next most important factor identified by 

interviewees, seemed to be conceptually very close to the factor of perceived ease of 

use in the quantitative study. Davis et al. (1989) believed that the factor of perceived 

ease of use reflects on someone’s belief that a system will be easy to use. It is obvious 

that perception of the ease of using government websites will be different for 

experienced and less experienced PC users, whereas an individual’s experience with 

PC use could be reflected in the factor of computer literacy. This observation 

suggested some closeness of the factor of computer literacy with the factor of 

perceived ease of use, which also allows one to assume indirect confirmation of 

computer literacy by the findings of the quantitative research. 

Another quite controversial factor was trust in the government, which, while it 

was a matter of analysis in both studies, was not supported by the results of the data 

analysis of the quantitative study, which resulted in elimination of it from the 

simplified research model presented in Chapter 5, Section 5.11. This finding was 

especially interesting because of the descriptive statistics of the items that were used 

to measure trust in the government. All five items that represented trust in the 

government reported very similar mean values, ranging from 2.20 to 2.39 and 

standard deviation values ranging .82 to .99. Being below the middle point of the 

measurement scale (i.e. 3), answers quite accurately represented an epidemic of 

distrust of Ukrainians in their government, which also found its confirmation in the 

answers of interviewees. In addition, the Pearson correlation matrix also suggested 

some correlation between trust in the government and behavioral intentions (corr 

(TOG, BI) = .238
**

). The explanation as to why the quantitative analysis did not 

confirm trust in the government as a significant determinant of behavioral intentions 

probably could be found in the choice of the research setting, quality of the research 

instrument or simply by the fact that trust in the government better corresponds with a 

different facet of the adoption - actual use - the relationship that was not part of the 
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current quantitative research. This proposition was basically confirmed by the results 

of the qualitative study, where the factor of trust in the government was the second 

most important. Summarizing all that is said above, it will be reasonable to count trust 

in the government as an important factor that influences actual use, thus, adoption of 

e-Government services, and one which was confirmed in both studies. 

Another two factors, data protection and trust in the Internet, while not directly 

confirmed in both phases of the MM research, still have something in common. The 

deeper analysis of the answers of interviewees allowed the researcher to recognize 

that they had complete trust in the Internet until the moment when they needed to 

grant Internet applications access to their personal data. At this stage, still being under 

the impression that the Internet is quite safe, interviewees were trying to explain their 

worries in different terms, and particularly in terms of data protection. The other 

argument that suggests similarity of these two factors is the fact that the issue of data 

protection would not be relevant if there was no need to go online. Data protection 

needs to be considered as one of the dimensions of trust in the Internet, thus it allows 

the researcher to confirm trust in the Internet as a finding that was conjoint for both 

phases of the MM study. 

Two more factors: trust in e-Government and individual cultural value 

preferences for power distance, were not simultaneously supported by the findings of 

the quantitative and qualitative phases of the research, therefore the researcher 

concluded that they were not as important as others and thus not needed to be 

considered in future studies. 

Drawing on the results of the triangulation of findings from both phases of the 

research, the researcher would like to propose a graphic representation of these 

thoughts, presented in Figure 7.1 below. The model includes all factors that seemed to 

affect adoption of e-Government services in Ukraine which provided answers to the 

first research question. 
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Figure 7.1  Comprehensive Model of Adoption 

Source:  Developed for this Study. 

 

The model proposes to measure behavioral intentions and actual use 

separately, and later consider them as two dimensions of the higher-order factor of 

adoption. It also suggests a statistical way of quantification of the measurement of 

adoption. 

The upper part of the model, built on the results from the quantitative phase of 

the research, deals with behavioral intentions, and was already tested in the current 

quantitative study, proving its vitality and viability. Similarly, the lower part, built on 

the findings from the qualitative phase of the research and meant to measure actual 

use, was also tested in the current qualitative study. The results of both phases of the 

current study confirmed that both dependent variables of the model were well 

predicted by correspondent independent variables and therefore there is no reason to 

doubt the viability of the model, and that combination of these studies into a single 

model would be untenable. 

Conclusion: Triangulation of findings from both phases of the research 

suggests that, according to e-ready citizens, there are eight factors that greatly affect 

adoption of e-Government services in Ukraine: awareness, computer literacy, 
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perceived ease of use, perceived usefulness, perceived public value, individual 

cultural value preferences for uncertainty avoidance, trust in the government, and trust 

in the Internet.  

 

7.2.2  Answer to Research Question 2 

Research Question: What is the current state of the adoption of e-Government 

services in Ukraine? 

The research was guided by definition of “adoption” as a superimposition of 

its actual use onto the behavioral intentions to use e-Government services. With 

references to the TAM model, that served as the theoretical background for the 

quantitative study, it means that both constructs: behavioral intentions and actual use, 

needed to be considered when studying adoption. However, the findings of the 

quantitative analysis revealed that the extended TAM model used by the researcher 

could explain 42% of the variance in behavioral intentions and only 2% of the 

variance in actual use. The explanation for this was given by Turner et al. (2010) in a 

study titled “Does the technology acceptance model predict actual use?” After 

analysing a good number of emprirical studies and articles, Turner et al. reported that 

a relatively small number of studies included actual usage measures because TAM 

variables “are less likely to correlate with actual usage” (Turner et al., 2010: 463). On 

the other hand, a large body of research was guided by the initial proposition that an 

individual’s adoption behavior is determined by the individual’s behavioral intentions 

(Fishbein and Ajzen, 1975b). For example, studies reviewed in the course of the 

literature review defined “adoption of e-Government services” in terms of intentions 

to request or to receive e-Government services (Warkentin et al., 2002), behavioral 

intentions (Jen-Ruei et al., 2006; Pin-Yu et al., 2003; Wang, 2002), willingness to use 

(Gilbert et al., 2004), intention to use (Alhujran, 2009; Almahamid et al., 2010; Carter 

and Bélanger, 2005; Carter and Weerakkody, 2008; Vrček and Klačmer, 2014), 

continuance intention (Wangpipatwong et al., 2008), and adoption intentions (Azmi et 

al., 2012).  

At first, the researcher considered that defining “adoption” in terms of 

behavioral intentions and actual use was a mistake. However, after analyzing the 

results of the current study, the researcher tended to think that defining it only as 
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behavioral intentions, as suggested by Fishbein and Ajzen (1975b) would not be very 

useful. If the current study, similarly with many others, intended to measure adoption 

of e-Government services only in terms of behavioral intentions towards actual use, 

after conducting the quantitative analysis, the researcher would have had to conclude 

that adoption rates of e-Government services in Ukraine were high. Confirmation of 

such a statement would be useful, even though descriptive statistics of the items are 

meant to measure the construct of behavioral intentions (see Table 5.10 for 

references). All five items showed high values of their means, ranging from 3.70 to 

4.12, and low values of standard deviations, ranging from .60 to .81, which, in a way, 

implicitly confirms the strong desire of respondents to use electronic services. In 

addition, there were 66.4% to 92.1% (this makes an average of 78.8%) of those e-

ready citizens whose behavioral intentions were to increase the use of e-Government 

services. Similarly, all interviewees also confirmed their high level of support for e-

Government services (behavioral intentions), thus, indirectly, confirmed their 

intentions to use e-Government services. However, it need not be forgotten that these 

interviewees were working with e-Government and their answers could be biased. 

This was the main reason why the researcher did not record this as a finding of the 

qualitative phase. High rates of behavioral intentions towards use of e-Government 

services would suggest that adoption rates were high. However, if overall adoption 

rates of e-Government services were high (78.8% on average) then how could the low 

rates of actual use reported by both the quantitative and qualitative studies be 

explained? The descriptive statistics of items used to measure actual use in the 

quantitative study suggested that only 24.6% of e-ready citizens used more e-

Government than traditional services (see Table 5.9 for the references). Less than half 

of all interviewees, four out of nine (approximately 44.0%), were using more e-

Government than traditional services. Such results, shown for people who were 

working on e-Government, thus supposed to be better informed, have better 

understanding, and have easier access to such services, are difficult to consider as 

satisfactory. Comparison of the results for actual use from both phases of the research 

suggests that 24.6% to 44.0% (average 34.3%) of e-ready citizens are using more e-

Government services than traditional. 
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If the current research defined “adoption” only in terms of behavioral 

intentions, it had to conclude that adoption rates of e-Government services in Ukraine 

were high. Would it be correct to make such a statement, that adoption rates of e-

Government services in Ukraine were high while actual use proved to be low? These 

findings directly indicate the absence of direct dependence of actual use on behavioral 

intentions. The inability of behavioral intentions to predict actual use was also 

confirmed by most of the interviewees in the qualitative phase of the research. Four 

out of eight interviewees did not consider behavioral intentions to be a good predictor 

of actual use of e-Government services at all. The main argument for this was that 

intentions need to be supported by the presence of appropriate infrastructure and other 

preconditions such as necessity, as well as absence of the major obstacles that prevent 

people from doing what they intend to do. All these indicate doubtfulness of the 

definition of “adoption” only in terms of behavioral intentions. 

Alternatively, assuming that the definition of “adoption” used in this research 

was correct and both the factors of behavioral intentions and actual use determine 

adoption, it would be logical to assume that e-Government services adoption rates in 

Ukraine would be (78.8% + 34.3%) / 2 = 56.5% or slightly higher than average. Of 

course, such estimation does not consider many factors, for instance, it does not take 

into account those respondents to the survey that haven’t decided yet if they would 

like to increase their use of e-Government services (5.5% to 25.4%), but still, it is 

more meaningful than simply claiming high rates of adoption based on the statistics 

for behavioral intentions while actual use was low. Accordingly, adoption rates 

amongst all Ukrainians of legal age would be just 23.6% (based on the statistical data 

reported in Section 4.3.2 of Chapter 4). 

These conclusions found their confirmation in results from a survey conducted 

by the Ukrainian Razumkov Center of Sociological Services in September 2014. This 

research showed that more than 60% of Ukrainians were visiting government 

websites where they were looking for various kinds of information, documentation 

and advice (Ukraine Crisis Media Center, 2015; UNDP, 2014). It basically 

corresponds with the 56.5% rate of adoption amongst e-ready citizens reported by the 

current study. The same source reported that 24% of Ukrainians, those who were 

visiting government websites, would like to take a more proactive position in 
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interactions with government bodies over the Internet (UNDP, 2014). This number 

basically corresponds with the 24.6% of active e-Government services users (use 

more e-Government than traditional services) found by the quantitative survey of the 

current study. 

In the course of the interviews, respondents were given the opportunity to 

evaluate the state of the development of e-Government in Ukraine, confirmed by the 

majority that it is not well developed yet. Seven out of nine interviewees believed that 

much needs to be done because, according to Interviewee 1, e-Government “have not 

moved away from the starting point”, and, according to Interviewee 2, was in “the 

sorriest state amongst all neighboring countries”. The third rank on the ten-point 

scale, given to e-Government by one of the interviewees, basically corresponds with 

that reported by the research into adoption rates amongst all Ukrainians of legal age. 

Conclusion: The research found that rates of adoption of e-Government 

services in Ukraine among e-ready citizens was 56.5% or 23.6% amongst all 

Ukrainians of legal age. Overall, e-Government, according to the majority of the 

interviewees of the qualitative study, is not well developed yet. 

 

7.3  Appropriateness of the Research Methodology  

 

The quantitative phase of the research was built around the extended TAM 

model developed for this study. Knowing the limitations of the original TAM model, 

particularly its low predictive power, the researcher decided to modify the original 

model by adding external variables. In the course of the literature review, it was found 

that, very often, modified in such way, the original TAM model could yield much 

better results. For instance, in studies by Hung et al. (2006), the predictive power of 

the TAM-based model was 72%, in studies by Schaupp and Carter (2005) it was 76%, 

and in studies by Vrček and Klačmer (2014) it was 83%. As a result, the “external” 

factors: trust in the government, trust in the Internet, perceived public value, 

individual cultural value preferences for uncertainty avoidance, and power distance 

that were used in various prior studies were added to the original TAM model. 

However, despite this effort, the predictive power of the extended TAM model in 
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explaining variance in behavioral intentions was only 42%. While it corresponds with 

general expectations for the TAM model, it does not justify the effort.  

Factors of perceived public value and uncertainty avoidance managed to 

explain 44% of the variance in the perceived usefulness, which could be interesting 

from a theoretical point of view or for those who would like to explore the factor of 

perceived usefulness more closely. However, it does not make the extended TAM 

model any better than the original TAM model. Despite this statistical defect, most of 

the “external” factors used in the extended TAM model were confirmed by 

interviewees as important, therefore the researcher decided to keep them in the 

comprehensive model of adoption presented in Figure 7.1, explaining the failure to 

increase the explanatory power of the extended TAM model by possible problems 

with either the research instrument or the characteristics of the sample itself. 

As for the qualitative phase of the study, the researcher did not have any 

questions about it and overall considers it as successful. The only trouble associated 

with this phase of the study were issues related to the data collection, particularly the 

need to do a lot of translation and hardship for the researcher to get the sample’s 

assent to participate in the interviews. 

The researcher employed mixed methods research methodology to study 

factors that affect adoption of e-Government services by e-ready Ukrainians. The 

motives for doing so have already been discussed in Section 4.2 of Chapter 4. The 

main purpose was to provide a mechanism of triangulation of findings of the survey 

questionnaire and to make sure that the study results were significant. Triangulation 

of findings allowed the researcher to answer the question: “How do the follow-up 

qualitative findings help explain the initial quantitative results?” (Tashakkori and 

Creswell, 2007: 107). It not only helped to explain them but greatly contributed to and 

basically accomplished the research. As has already been stated, neither the 

quantitative nor the qualitative study on its own would have been able to provide 

comprehensive answers to the research questions. The extended TAM model used in 

the quantitative study was confirmed to be not suitable for such a task, and the 

qualitative study also had difficulty in measuring behavioral intentions.  

The combination of both made the research complete. Comparison of results 

from both phases of the MM research allowed the researcher to gain “a better 
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understanding of the phenomenon under investigation” (Teddlie and Tashakkori, 

2009: 286), and, what probably was most important, it allowed the researcher to 

discover some of the subtleties of defining adoption of technology. It proved that 

defining “adoption” only in terms of behavioral intentions would be a mistake, and, at 

the same time, it confirmed the initial proposition that adoption is a superimposition 

of its actual use onto the behavioral intentions to use e-Government services. 

The only disadvantage of the mixed methods research design experienced by 

the researcher was the amount of time needed to conduct the research, and the need to 

get to know both techniques.  

 

7.4  Limitations and Delimitations of the Research 

 

The very first and obvious limitation of this research, which was 

predetermined by the research setting, was its attachment to a particular country, 

Ukraine. It makes the findings “research setting bound”, thus not applicable to any 

other country. The cross-sectional nature of the study makes the findings “time 

bound”, thus, because the development of e-Government is an ongoing process, the 

findings could be considered as relevant and applicable only during a short period of 

time. 

The theoretical framework of the research was built on the constructs of the 

original TAM model, and, despite the researcher’s efforts to address some known 

limitations of the original TAM model, he failed to overcome the most obvious 

weakness, often reported in the literature: its low predictable power. 

Another major limitation of the research was the fact that the study looked 

only into one particular dimension of e-Government, government-to-citizens, which 

was studied from the perspective of the demand side only. This made the research 

findings important only for explaining this one type of governmental relationship. 

The sample in the quantitative study was limited to 400 e-ready citizens only, 

which was a part of the research setting, thus, a delimitation of the research. However, 

the limitation related to the characteristics of the sample was the fact that it was not 

possible to know who those e-ready citizens were, thus it was necessary to draw a 

random sample. As a result, the researcher had to apply a non-probability quota 
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sampling technique. The researcher investigated perceptions of Ukrainian citizens 

only and did not consider opinions of people with disabilities, minorities and some 

marginalized groups, etc. which also adds to the delimitations of the study. To 

simplify the process of data collection, the researcher assumed equal distribution of 

the recipients of e-Government services within members of different social and ethnic 

groups, members of rural and urban Ukraine, and people of different professions and 

financial status. Most of the respondents to the survey, 366 (96.1%), reported to have 

a college or higher degree, which indicates that the researcher did not manage to reach 

the part of the population that has a lower level of education, because of the chosen 

research settings. This also needs to be considered as one of the limitations of the 

research which was not seen at the moment of planning the data collection. 

The change of the mode of interviews from onsite to online resulted in 

lowering the organizational hierarchical status of the interviewees, which could also 

be considered as a limitation connected with the research setting. Providing a great 

deal of convenience, such a method of data collection implied another limitation - the 

inability to record organizational settings, which, if recorded, could contribute to the 

“thick” description of the qualitative study. The number of nine interviewees of the 

qualitative study might also be considered as a delimitation, however, the researcher 

believes that the qualitative study managed to reach its saturation point even with 

such a small sample size. 

Despite the fact that the current research design included some delimitations 

and anticipated some limitations, it was carried out properly and accurately, with the 

objective to minimize the effect of the limitations on the results of the study.  

 

7.5  Theoretical Contributions of the Research 

 

The theoretical value of the study is premised on the possibility of reusing the 

theoretical groundwork and empirical findings in future technology acceptance and e-

Government related research. At the same time, the research already has made some 

significant contributions in advancing existing knowledge in the fields of e-

Government adoption, further development of technology adoption models in general 

and TAM in particular, and the practice of the application of the mixed methods 
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research methodology. The research also suggests some new terms and definitions 

that are extensively used in the literature but poorly defined. 

This study proposed, and then empirically confirmed, quite a comprehensive 

approach in defining “e-Government adoption” as a superimposition of its actual use 

onto the behavioral intentions to use e-Government services. Such a definition, while 

it is not new, is somehow omitted from the majority of the reviewed literature and 

technology adoption research. The researcher hopes that it will not be unnoticed by 

the research community and will find its way into theory and practice. The holistic 

way of defining “adoption” led to the development of the comprehensive model of 

adoption (presented in Figure 7.1) which was the result of triangulation of the findings 

of both phases of the mixed methods research, and, at the same time, provides a 

graphical representation of the answer to the research question. The proposed model 

also suggests a solution for the quantified measurement of adoption. 

The research contributes to the further development of the original TAM 

model by testing the appropriateness of inclusion into it, external variables that are 

supposed to increase the predictive power of the model. The extended TAM model 

used in the quantitative phase of the research confirmed its ability to accurately 

measure variance in behavioral intentions towards actual use. However, since the 

statistical analysis did not confirm all the relationships of the extended TAM model, 

the researcher proposes as its successor, a simplified research model (presented in 

Figure 5.12). Despite the fact that adding external variables did not improve the 

predictive power of the original TAM model, the simplified model still might be 

interesting from the theoretical point of view, particularly in regards to its ability to 

explain 44% of the variance in perceived usefulness.  

The research is a good example of the successful application of the mixed 

methods research design in an e-Government related study. The use of this method 

has not only made this study complete but it helped to reveal some problems 

associated with the use of quantitative or qualitative methods alone.  

Analysis of related e-Government literature revealed that, despite numerous 

attempts, there is still a lack of a comprehensive and unambiguous definition of “e-

Government”. Researchers have used different approaches to define “e-Government”: 

technological, political, and managerial, which reflected on the preferences and 
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perceptions of the particular group of stakeholders. Misleading definitions are 

dangerous because they could take researchers or developers of e-Government in the 

wrong direction. To address this issue, the researcher proposed his own definition of 

“e-Government” as a Error! Reference source not found.. Such a definition 

indicates the main objective of e-Government and some of its general concepts, as 

well as indicating the means to support the idea. 

While the terms “e-readiness” and “e-ready citizens” were often used in 

technology acceptance research and literature, there are still seemed to be lack of 

understanding of what e-readiness is and who e-ready citizens are. In order to address 

this issue and in order to indicate very clearly the focus of the current study, the 

researcher proposed his own definition of e-ready citizens as Error! Reference 

source not found.. The researcher believes that such a definition is not only 

exhaustive but, at the same time, in comparison to many others definitions, provides 

future research with a measurable solution. 

 

7.6  Practical Contributions of the Research  

 

The contribution of the research to practice is aimed at those who are directly 

involved in various aspects of the development, implementation, and evaluation of e-

Government services in Ukraine, as well as at those who support this process with 

indispensable legislation and regulations. The fact of using the findings of research in 

practice, probably more than anything else, would confirm the necessity and actuality 

of the research, and therefore, without a doubt, is the first priority and desire of any 

researcher. In this regard, this work was no exception.  

A number of factors that were found to be significant influencers of adoption, 

especially the essence of the following two factors, awareness and computer literacy 

(which were found to be significant predictors of actual use of e-Government 

services) seemed to be easy to understand and “tangible” in their nature. This made 

the researcher believe that these factors have a good chance of being noticed and 

reflected in the initiatives and practice of those who are designing, developing, and 

implementing e-Government services. The government can enhance a citizen’s 

intention to adopt e-Government services by modifying its services to meet the 
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perceptions of its citizens, as identified in this research. It is obvious that in order to 

increase the take-up of e-Government services, it is advisable to consider not only the 

potential benefits but also the substantial barriers (Gilbert et al., 2004: 286). The 

results of this paper can help the Ukrainian Government to provide e-Government 

services to more citizens.  

The most valuable finding of this research for practitioners of e-Government is 

the knowledge that the majority of e-ready citizens have already set their minds to the 

use of e-Government services. This is confirmed by the high rate of behavioral 

intentions towards actual use. This is important because it is much easier to introduce 

to technology a person who is already accustomed to this idea. On the other hand, the 

reviewed literature as well as statements of the interviewees suggested that in the 

more than ten years since e-Government initiatives started, a lot has been done. There 

are plenty of e-Government services available right now, however, they are used only 

by a few because not many are fully aware of their existence or know about the 

potential benefits e-Government services could provide or how simple it is. The 

solution suggested by interviewees in the qualitative research is also very simple: to 

increase awareness of e-Government by more actively promoting it through all 

possible media channels. Another suggestion by interviewees, related to the factor of 

computer literacy, is that some of these e-Government services simply need to be 

redesigned in order to make them friendlier and easier to use, which ultimately will 

lead to increase in rates of usage, which also does not sound very difficult. It also 

might be useful, according to interviewees, to reduce the cost and time needed to 

conduct government services online as compared to their traditional equivalents.  

As suggested by the descriptive statistics of the quantitative study, only 28.3% 

of all the respondents to the survey questionnaire most frequently accessed the 

Internet from their PCs, whereas 71.7% accessed it from various mobile devices. 

Moreover, 39.1% of the respondents were using mobile phones and tablet PCs to 

access the Internet. This suggests that the pattern of Internet usage is changing, and, in 

the future, there will be even more citizens accessing the Internet from their mobile 

devices, such as phones and tablets. If the developers of the government websites 

could not manage to cope with this trend, it is very likely that those websites will lose 

some of their potential users. To keep old and to attract new users, the government 
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websites will need to have a responsive design, which means that the content on the 

websites could be automatically adjusted to fit the smaller screen sizes of the mobile 

devices. Mobile devices offer convenience as well as real-time access to information, 

and suggest a new way of governments interacting with their clientele, mobile 

government (m-Government). M-Government, according to (El Kiki and Lawrence, 

2006), means the use of mobile wireless communication technologies for delivering 

services and information to various clientele. Perhaps, judging by its relatively young 

age, it is premature to think about m-Government, however, the experience of other 

developed nations clearly indicates that mobile communication “has begun to 

transform the delivery of public services  (Rannu, Saksing and Mahlakõiv, 2010: 7). 

In this regard, it is important that the Ukrainian Government takes advantage of this 

discovery and does not miss this opportunity to be on top of the situation and to be in 

time with this emerging trend. 

The descriptive statistics of the quantitative analysis suggested that none of the 

respondents to the survey questionnaire were beginner Internet users: 95.8% had been 

using the Internet for more than three years, whereas another 4.2% had been using the 

Internet for more than one year. This means that developers of e-Government services 

must avoid unnecessary simplification and dilution of their efforts in explaining 

something that is obvious and already known.  

However, at the same time, the calculations used to identify e-ready citizens 

suggested that there were many Ukrainians that did not use the Internet at all. 

Therefore the programs of development of e-Government in Ukraine must take a 

more proactive stand and not distance themselves from solving this problem. After all, 

the number of non-Internet users, which is comparable to the number of e-ready 

citizens, indicates the large source of potential e-Government users and a huge area 

for the application of development efforts. 

Lastly, practically all the interviewees, as well as most of the respondents to 

the survey, reported lack of trust in the government as one of the factors that 

influences adoption and usage rates, therefore it would be advisable if the 

government, along with all its subordinate bodies, makes all possible efforts to change 

this situation for the better.  
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7.7  Recommendations for Further Research  

 

The researcher hopes that the current study, being one of the first of its kind 

held in Ukraine, will stimulate more proactive interest from the scientific community 

for systematic study of various aspects related to e-Government development. The 

extended TAM model developed for the quantitative study managed to explain only 

42% of the variance in behavioral intentions of e-ready citizens to adopt e-

Government services, which means that there is a still a lot to be done and much room 

for further improvement. As a starting point for further TAM-based research for those 

who would like to study behavioral intentions, the researcher suggests considering the 

simplified research model that was presented in Figure 5.12 of Chapter 5, the model 

that accumulated the experiences of the quantitative study. For those who would like 

to study the adoption of e-Government services or probably any of the technologies, it 

might be advisable to use the comprehensive model of adoption presented in Figure 

7.1, the model that was built on the results of triangulation of the findings from both 

phases and which represents the logical culmination of the MM research. In 

comparison with many other models used in various studies, it provides a 

comprehensive and quantifiable solution for measuring technology adoption rates, and 

adoption of e-Government services in particular. It eliminates the inaccuracies and 

ambiguities in defining “adoption” that were inherent in the previous models. By 

bringing together the experiences of the quantitative and qualitative studies of the 

current research, it provides a solution that replaces both, and would allow the 

conducting of a single quantitative study which would yield meaningful results, 

comparable with the current results. 

Since e-Government is constantly developing and not a constant, the period of 

validity and applicability of the findings of this cross-sectional study is limited, 

therefore conducting a longitudinal study would be also advisable. 

Future research might address some of the limitations of the current study, 

such as the size of the survey sample and its non-probability nature, as well as the 

choice of the population. For instance, the population of non e-ready Ukrainians of 

legal age would be the same if not greater than the population of e-ready citizens. It 

would be interesting to learn what this part of Ukrainian society is thinking about the 
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Internet in general and e-Government in particular, as well as what factors prevent it 

from engaging in both. 

The majority of the research sample in this study was well educated, which 

could be accounted for by the choice of the places for data collection. Future research 

might target a very different part of the population with a different geographic setting.  

Another aspect that would need greater attention in future research is further 

development of the concepts of adoption and the state of development of 

technologies. While the researcher was quite satisfied with the definition of 

“adoption” used in this research and corresponding findings, the state of development 

of e-Government in Ukraine, although it was not a part of the research, was something 

difficult to measure and quite disregarded in the reviewed literature. 

It was evident that the quantitative and qualitative studies were producing 

completely different results, projecting different aspects of the same phenomena. Only 

the fact of the use of the mixed methods research design allowed the researcher to see 

the whole picture. Therefore it would be highly advisable, whenever it is possible and 

applicable, to try to make use of mixed methods research design instead of using pure 

quantitative or qualitative designs.  

 

7.8  Conclusions 

 

This chapter reports on how triangulation of the findings of the quantitative 

and qualitative analyses of the research data, collected from 409 e-ready citizens, 

allowed the researcher to answer the research questions, suggesting eight factors that 

affect adoption of e-Government services in Ukraine, as well as the 56.5% adoption 

rate amongst e-ready citizens. Overall, the state of development of e-Government in 

Ukraine was found to be not satisfactory.  

Furthermore, the chapter recounts the various contributions made by the 

research to the theory and practice of social research. The main theoretical 

contribution is that the outcomes of the analyses lead to a better understanding of the 

process of adoption of e-Government in particular and technology in general, and to 

the development of the comprehensive model of adoption. The model, which 

accumulated the experiences of the quantitative and qualitative research, was meant to 
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provide a comprehensive framework and tools for the measurement of adoption in 

technology acceptance research. The theoretical contributions of the research are not 

limited to the development of the model, but also include new ways of defining 

“adoption,” “e-ready citizen,” and “e-Government.” The researcher hopes that the 

findings of this research will have not only theoretical, but also practical implications, 

thus will be useful for those who are working in the areas of development, 

implementation or evaluation of e-Government in Ukraine. It is especially important 

that the findings are easy to comprehend and can easily be transferred into practice. 

This chapter also outlines a number of limitations and delimitations of the 

current study and provides some valuable recommendations and suggestions for 

further e-Government or technology adoption related research.   
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APPENDIX A  

 

SURVEY QUESTIONNAIRE (ENGLISH) 

 

Distribution of the survey questionnaire took place in accordance with the 

following guidelines: 

After subjects were identified as matching the criteria of the quota sample 

defined in Section 0 of Chapter 4, before distributing the questionnaire, the survey 

administrator asked subjects to answer the following introductory questions:  

1) Are you an Internet user?  

2) Have you used government services available online? 

3) Would you like to participate in a survey researching factors that 

affect the adoption of e-Government services in Ukraine?   

If the answer to any of these engaging questions was “no,” the survey 

administrator had to exclude subjects from participation in the survey by apologizing 

and explaining the requirements for participation. Whenever the answer was “yes” to 

all three questions, the survey administrator proceeded by explaining the following: 

1) The research was a part of the doctoral study conducted with 

permission and support from GSPA, NIDA, Thailand. 

2) The purpose of the study and possible benefits from implementation 

of the findings for the future development of e-Government in Ukraine. 

3) How the subject’s responds would be used, as well as 

confidentiality/anonymity issues related to this. 

4) The subject’s right to withdraw from the survey at any time without 

the risk of being prejudiced or mistreated. 

For subjects’ convenience, the survey administrator offered to administer the 

questionnaire either right away or at the subject’s workplace/home, with the future 

submission of answers over the Internet.  
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Survey E-Government Services in Ukraine 

 

The aim of this study is to obtain a more complete understanding of the 

current state of the development of e-Government services in Ukraine and 

particularly, identification of factors that affect adoption of these services. Since to 

date, there has been no such study conducted, your contribution and cooperation in 

completing this questionnaire is highly important and appreciated.  

This survey is a part of PhD research by a Ukrainian student, Oleg 

Shovkovyy, conducted with the permission and support of the Graduate School of 

Public Administration of the National Institute of Development Administration, 

Thailand. 

Participation in this study is voluntary (you do not have to participate) and you 

are free to terminate your participation at any time. You will need to answer 56 

questions that should not take longer than 10-20 minutes. The participation is 

anonymous, thus, it is not necessary for you to provide any personal information: your 

responses will be used only for the purposes of this study and will be kept with strict 

confidentiality.   

There is no risk or discomfort anticipated from answering questions in this 

questionnaire. However, if you felt some, you may skip such questions or withdraw 

from the survey at any time. If you withdraw, your answers will not be recorded. 

At the end of the questionnaire you are welcome to provide your valuable 

comments, which might benefit the study. 

 

Thank you for your time and cooperation!  

 

Sincerely,  

Oleg Shovkovyy 

Ph.D. Candidate 

Graduate School of Public Administration 

National Institute of Development Administration 

E-Mail: oleg.sho@stu.nida.ac.th  

mailto:oleg.sho@stu.nida.ac.th
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QUESTIONNAIRE 

 
 

Instructions: In this questionnaire, “e-Government services” refers to 

traditional government services which are delivered to individuals and organizations 

using electronic means of communications, particularly over the Internet. “Private” 

means not job or professionally related purposes of using of e-Government services. 

In order to answer the close-ended questions, please check the corresponding 

box or circle the number which most accurately indicates the level of your agreement 

with the statement in question. If you would like to provide an answer different from 

the options provided, write your answer on the line labeled “other”. At the end of the 

survey you may leave your comments in the space provided. 

 

1.  How long have you been an internet user? (check only one): 

      □   Less than 1  year □   From 3 to 6 years 
□   More than 10  years 

      □   From 1 to 3 years □   From 6 to 10 years 

2.  How often did you use the Internet in the past six months (check only one): 

      □   Every day □   Once a week □   Once a month 

      □   Every few days □   Once in two weeks □   Less than once a month 

3.  What is the location from where you most often accessed the Internet in the past  

     six months? (check only one): 

       □   Home □   Office □   Internet cafe □   Other location   ………………. 

4.  Identify the device you used most often to access the Internet in the past six  

     months (check only one): 

      □   Desktop PC □   Tablet PC 
□   Other …………………..………. 

      □   Laptop computer □   Mobile phone 

5.  For which of the following activities did you use the Internet in the past six months  

     for private purposes? (check all that apply): 

□   Finding information about goods 

      and services 

□   Sending and receiving emails 

□   Chat and social networking 

□   Reading online news, newspapers, 

news magazines 

□   Downloading software 

□   Internet banking 

□   Shopping: selling or buying goods or  

      services 

□   Looking for information about education,  

     training or courses 
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□   Using services related to travel and  

      accommodation 

□   Seeking health-related information 

□   Looking for a job or sending a job    

          application 

□   Doing an online course (in any subject) 

□   Consulting the Internet with the purpose  

     of learning 

□   None from above or Other ……. 

6.  Out of the total number of government services that you are receive, how many are  

     e-Government services? (check only one): 

□   I do not use e-Government services (please go to question 12)       

□  I use e-Government 

services, and over all the 

government  services I am 

receiving, they are: 

□   Almost all traditional government services 

□   More traditional government services than  

      e-Government services 

□   About the same number of traditional and 

      e-Government services 

□   More e-Government services than traditional  

      government services 

□   Almost all e-Government services 

7.  Please indicate how often you accessed government websites for private purposes  

     in the past 6 months (check only one): 

□   Once a month or less □   Once a week 
□   Every day 

□   Once in two weeks □   Every few days 

8.  Which of the following e-Government services did you use in the past 6 months  

     for private purposes? (check all that apply): 

□   Obtaining various information, 

contacts, and working hours 

□   Asking questions from public 

authorities 

□   Downloading official forms 

□   Submitting filled-in forms 

□   Getting a passport, license or  

     certificate (documents) 

□   Registration or liquidation of private  

     enterprise 

□   Registering vehicle or property 

□   Participation in decision-making or 

     drafting laws  

□   Paying various fee and taxes  

□   Voting 

□   Enrolling child in kindergarten, school  

      or institute 

□   Dealing with pension or social security  

      issues 

□   Other:  

              …………………………………. 

 

 

 

 

 

 

 

 



351 

Q. 

No. 
Statement 

S
tr

o
n

g
ly

 

D
is

a
g

re
e
 

D
is

a
g

re
e
 

N
eu

tr
a

l 

A
g

re
e
 

S
tr

o
n

g
ly

 

A
g

re
e
 

Please circle the number which corresponds with the level of use of the particular e-

Government services 

 9. 

 

 I use government websites for obtaining various 

information 
1 2 3 4 5 

10. 

 

 I use government websites for pay various fees 

and taxes 
1 2 3 4 5 

11. 

 

 I use e-Government services only private 

purposes 
1 2 3 4 5 

Please circle the number which indicates the degree to which you believe, that e-

Government services are useful 

12. 

 

It is useful to have e-Government services 

available at any time 
1 2 3 4 5 

13. 

 

It is useful to have e-Government services 

available in one place 
1 2 3 4 5 

14. 

 

E-Government offers an effective way of 

seeking needed 
1 2 3 4 5 

15. 

 

 

It is not productive to use e- Government 

services compared to visiting government 

offices in person 

1 2 3 4 5 

16. 

 

E-Government is a useful way of interacting 

with government 
1 2 3 4 5 

Please circle the number which indicates the degree to which you believe, that e-

Government services are ease to use 

17. 

 

Receiving the information that I want from 

government websites is easy 
1 2 3 4 5 

18. 

 

It is easy to learn how to use government 

websites 
1 2 3 4 5 

19. 

 

Information provided on government websites is 

easy to understand 
1 2 3 4 5 

20. 

 

Learning how to use online government services 

is time consuming 
1 2 3 4 5 

21. E-Government services are ease to use 1 2 3 4 5 

Please circle the number which indicates the degree to which you believe, you will be 

using e-Government services in the future 

22. 

 

I intend to expand the range of e-Government 

services that I use 
1 2 3 4 5 

23. 

 

I will always give preference to e-Government 

services over traditional government services 
1 2 3 4 5 

24. 

 

I will not hesitate to use e-Government services 

in the future 
1 2 3 4 5 

25. 

 

I will only use e-Government services if I have 

to  
1 2 3 4 5 

26. 

 

1 intend to use e-Government services more 

often 
1 2 3 4 5 
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Please circle the number which indicates the degree of your agreement with the following 

statements: 

27. 

 

It is important to have rules and regulations, 

thus everyone knows what he she has to do 
1 2 3 4 5 

28. 

 

Rules and regulations allow to know what to 

expect from everyone 
1 2 3 4 5 

29. Order is very important for any social relations 1 2 3 4 5 

30. 

 

Knowledge of the consequences of actions 

allows the making of better decisions 
1 2 3 4 5 

31. 

 

I would perform better if I did not have rules 

and regulations that might restrict my actions 
1 2 3 4 5 

32. 

 

Decision-making power should stay with 

authorities 
1 2 3 4 5 

33. 

 

Appeal of authorities to public opinion indicates 

its weakness and incompetence 
1 2 3 4 5 

34. 

 

Authorities should make most decisions 

without consulting with citizens  
1 2 3 4 5 

35. 

 

Citizens should not question decisions of 

authorities  
1 2 3 4 5 

36. 

 

Equal participation of authorities and 

citizens is needed for good decision-making  
1 2 3 4 5 

Please circle the number which indicates the degree to which you agree, that the 

government and the Internet are trustworthy 

37. 

 

The work of government bodies in Ukraine 

is flawless  
1 2 3 4 5 

38. 

 

In their work, government bodies in 

Ukraine are guided buy best interests of the 

citizens  

1 2 3 4 5 

39. 

 

The work of government bodies in Ukraine 

is fully transparent  
1 2 3 4 5 

40. 

 

I trust government agencies enough to use 

e-Government services  
1 2 3 4 5 

41. 

 

 

Receiving government services in person 

gives confidence that there will be no 

errors  

1 2 3 4 5 

42. 

 

The Internet is trusty medium for using e-

Government services  
1 2 3 4 5 

43. 

 

The Internet has enough safeguards to 

deliver e-Government services  
1 2 3 4 5 

44. 

 

Personal information passed over the 

Internet is adequately protected by legal 

structures  

1 2 3 4 5 

45. 

 

I trust the Internet enough to use e-

government services  
1 2 3 4 5 
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46. 

 

Receiving government services is safer in 

person than over the Internet  
1 2 3 4 5 

Please circle the number which indicates the degree to which you believe, that e-

Government services are matter of the public value 

47. 

 

E-Government services manage time 

efficiently  
1 2 3 4 5 

48. 

 

E-Government services provide a better value 

for money  1 2 3 4 5 

49. E-Government services are more convenient  1 2 3 4 5 

50. 

 

Not all government services should be 

online  
1 2 3 4 5 

51. 

 

E-Government services allow to avoid 

engagement into corruption  
1 2 3 4 5 

 

52.  I am:     □   Male   □   Female 

53.  My age group is: □   18 - 27  □   28 - 38   

   □   39 - 50  □   51 and over 

54.  My highest education level is:   

□   School/high school □   College/diploma 

□   University degree (undergraduate) □   University degree (postgraduate) 

□   Other:……….……………………………………………………….…………….. 

55.  My current employment status is: 

□   Student □   Military  

□   Scientist/researcher □   Other official 

□   Private sector employee □   Retired 

□   Public sector employee □   Unemployed/seeking work 

□   Self – employed/business owner □   NGO employee  

□   Other:…………………………………………………...………………………….. 

56.  My monthly income is (in UAH): 

□   Less than 2,000 □   Between 8,000 and less than 10,000 

□   Between 2,000 and less than 4,000               □   More than 10,000 

□   Between 4,000 and less than 6,000 □   Other ……………………... 

□   Between 6,000 and less than 8,000                   □   Do not want to answer                                 

 

Are there any comments you would like to make about e-Government in Ukraine?  

Please use the space below:   

 

 

 

Thank YOU very much for your participation in this study. 



 

APPENDIX B  

 

INTERVIEW PROTOCOL (ENGLISH) 

 

Project:   Adoption of e-Government Services in Ukraine 

Institution:    National Institute of Development Administration, Thailand 

Interviewer:  Mr. Oleg Shovkovyy 

Interviewee: ……………......................................... 

Place:   ……………......................................... Date/Time: …………….......

  

Introduction I am a PhD student at the Graduate School of Public 

Administration of National Institute of Development Administration, Thailand, kindly 

inviting you to participate in my research project aiming to identify factors that affect 

e-Government services adoption in Ukraine. If you have any questions about the 

research, please do not hesitate to ask at any time.     

 

Who conducts the study? Research is being conducted by Ukrainian student 

Oleg Shovkovyy as partial fulfillment of the requirements for the degree of Doctor of 

Philosophy (Public Administration) under the supervision of Dr. Kasemsarn 

Chotchakornpant, NIDA, Thailand. This research has been approved by the Human 

Research Ethics Committee of NIDA. The proposal describing the PhD research and 

methodology was accepted by the Graduate School of Public Administration, NIDA, 

Thailand in March 2014. 

 

The purpose of the research Despite the fact that it is more than 10 years 

since e-Government initiatives in Ukraine, Ukrainians’ e-Government development 

index, according to (DESA (2014)), is the lowest in Europe, which clearly indicates a 

research problem. To the researcher’s knowledge, to date there has been no research 

conducted in Ukraine on this topic. It is expected that findings might be used by all 
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stakeholders of e-Government development in Ukraine to change this situation for the 

better. 

 

Why have you been selected? The researcher offers you participation in this 

study by answering the interview questions because you have met the criteria set for 

the sample, in particular, you are an Internet user of legal age, and a citizen of 

Ukraine who has professional knowledge about e-Government in Ukraine. 

  

What you will need to do? You will be asked to answer 12 open-ended 

questions about yourself and about e-Government services in Ukraine. It is expected 

that the interview will take no more than thirty minutes, which will depend on the 

length and depth of your answers. You may choose not to answer any particular 

question. This interview will be audio recorded and you have the right to request the 

audio recording to be stopped at any time during the interview. 

     

What are the risks associated with participation? There are no apparent or 

hidden risks from participating in this research, as it mostly involves a discussion on 

the participant’s perceptions about e-Government services. You are free not to answer 

any questions that concern you. You do not need to provide any personal information. 

If you find your participation in the interview distressing, you should advise the 

researcher to discontinue the interview and delete the audio recording.  

 

What are the possible benefits from participation in the research? Your 

contribution to research is important because you are a stakeholder of e-Government, 

as well as the ultimate beneficiary. By participating in the interview, you have chance 

to voice your valuable opinions, which, by contributing to the research’s discussion, 

might lead to development of better e-Government services in Ukraine. The 

researcher will be happy to make available to you any results, papers, and other 

outcomes from this research.    

 

What will happen to the collected data? The interview data will be treated 

in a strictly confidential manner and will be only available to the researcher and to the 
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research advisor. Research findings will be of a general nature without any connection 

to a participant’s identity. 

 

What are the participants’ rights? You have the right to terminate the 

interview at any time, without explaining the reasons and without being prejudiced. 

You have the right to withdraw audio recorded data and request that it be destroyed at 

any time before it is processed. You have the right to request any information 

regarding the research as well as the right to complain and to request explanations if 

you feel you were in some way mistreated during the interview. 

 

Interview: The interviewer will be asking participants to answer questions 

related to the topic of the research. The set of questions in this research was identified 

prior to the interviews and presented in Appendix C. 

 

Contacts:  

General inquiries regarding research may be directed to the researcher, Mr. 

Oleg Shovkovyy, Cell: +66(0)800807619, e-mail: oleg.sho@stu.nida.ac.th or to the 

research advisor, Dr. Kasemsarn Chotchakornpant, Phone: + 66 (0) 27273333. 

 

Thank you for your time and cooperation!  

 

Sincerely,  

Oleg Shovkovyy 

Ph.D. Candidate 

Graduate School of Public Administration 

National Institute of Development Administration  

mailto:oleg.sho@stu.nida.ac.th
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CERTIFICATION BY PARTICIPANT 

 

This is to certify that I am an adult of older than 18 years old. I am voluntarily 

and in my right mind giving consent to participate in an interview conducted for the 

research project entitled “Adoption of e-Government Services in Ukraine” which is 

being conducted by Mr. Oleg Shovkovyy for the National Institute of Development 

Administration, Bangkok, Thailand. 

I certify that I am fully aware of the objectives of the research, the procedures 

to be followed and possible areas of application of the findings. I agree that the 

interview will be audio recorded and written notes will be taken. I was assured of the 

full confidentiality and anonymity with which the interview data will be treated. 

I certify that all my concerns regarding participation in the interview were 

thoroughly answered and I understand my right to withdraw participation at any time 

and without being judged or prejudiced in any way. 

Thus, I freely consent to participate in this project.  

 

 

Signed: …......................................   Date: ................................... 

 

Any queries about your participation in this research may be directed to the 

researcher, Mr. Oleg Shovkovyy, Cell: + 66(0)800807619, e-mail: 

oleg.sho@stu.nida.ac.th. 

If you have any queries or complaints about the way you have been treated, 

you may contact the Secretary of Human Research Ethics Committee, National 

Institute of Development Administration, PO Box 14428 MC, Bangkok, Thailand, 

20150, Phone:  + 66 (0) 27273333. 

   

mailto:oleg.sho@stu.nida.ac.th
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APPENDIX C  

 

INTERVIEW QUESTIONS (ENGLISH) 

 

Opening questions: 

1. 

 

 

What role does the Internet play in your life? 

Probe 1 
For how long have you been using the Internet, for what purposes and do 

you think it is useful? 

2. 

 

 

What is the nature of your job? 
Probe 1 How long have you been working for an organization? 

Probe 2 In what capacities? And how does it relate to e-Government? 

Key questions: 

3. 

 

What is your understanding of e-Government services? 
Probe 1 What would be your definition of “e-Government”? 

4. 

 

What e-Government services are you aware of and which of those services do 

you use and why? 

5. What e-Government services are you aware of but do not use and why? 

6. 

 

If you think about other Ukrainians (including your relatives, friends, and 

coworkers), which services do they use and which do they do not use? Why? 

7. 

 

What, in your opinion, are the barriers that prevent citizens from use or full 

utilization of all available e-Government services? 

8. 

 

 

 

 

The previous study found that the main factors that affect behavioral intention 

of citizens towards e-Government services use were: perceived ease of use, 

perceived usefulness, perceived public value, uncertainty avoidance, power 

distance, and trust in the Internet. Could you kindly comment on each of them 

in the same order? 

9. 

 

 

 

 

What can be done by government or organizations that are responsible for 

implementation of e-Government in order to encourage use of e-Government 

services that are already there? 
Probe 1 Recommendations from citizen’s perspective 

Probe 2 Recommendations from a professional point of view 

Closing questions: 

10. 

 

 

How may your organization influence or support development of e-

Government in Ukraine?  
Probe 1 Role, achievements, and plans. 

11. 

 

 

If you were asked to evaluate the state of development of e-Government in 

Ukraine, what it would be and why? 

Probe 1 10 years on but still on paper? 

12. 

 

Is there anything you would like to add or comment on about e-Government in 

Ukraine or maybe to address some missing points in our conversation? 

Closing/Thank you for your time and participation. 
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APPENDIX D  

 

SURVEY QUESTIONNAIRE (UKRAINIAN) 

 

Чинники, котрі впливають на прийняття громадянами України 

послуг електронного уряду 

Метою даного дослідження є отримання більш повного уявлення про 

поточний стан розвитку послуг електронного урядування в Україні і зокрема, 

тих чинників, котрі впливають на прийняття послуг електронного уряду 

громадянами країни. Оскільки, до теперішнього часу, в Украйні не проводилось 

таких досліджень, то Ваш внесок і співробітництво в заповненні анкети є дуже 

важливим і оціненим. 

Дане опитування є частиною кандидатської праці студента з України, 

Олега Шовкового, котре проводиться з дозволу та за підтримки Вищої школи 

державного адміністрування, Національного інституту управління розвитком, 

що знаходиться в місті Бангкок, Тайланд. 

Участь в анкетуванні є добровільною (Ви не зобов’язані приймати 

участь) і Ви маєте право відмовитись від участі у будь-який час. Вам 

пропонується  відповісти на 56  запитань, що займе приблизно 10-20 хвилин 

Вашого часу. Відповіді на запитання будуть проаналізовані з застосуванням 

різних статистичних методів з метою узагальнення  результатів дослідження на 

все населення Украйни. Анкетування є анонімним, Ваші відповіді будуть 

використані тільки для цілей даного дослідження і всі дані будуть зберігатись з 

дотриманням суворої конфіденційності. Вам не потрібно вказувати ніякої 

особистої інформації. 

Участь в анкетуванні не повинна викликати жодного почуття ризику чи 

дискомфорту однак, в випадку якщо Ви відчули такі почуття, Ви в праві 

відмовитись від подальшої участі в опитуванні в будь-який час: в цьому разі, 

Ваші відповіді не будуть враховані. В кінці анкети Ви маєте можливість 

залишити Ваші коментарі а також, поділитись Вашими думками на тему 

дослідження, що може бути корисним для дослідження в цілому. 

 

Дякую Вам за Ваш час та співпрацю!  

З повагою, Олег Шовковий 

Аспірант, Вищої школи державного адміністрування,  

Національного інституту управління розвитком, Бангкок, Тайланд.   

E-Mail: oleg.sho@stu.nida.ac.th  

 

mailto:oleg.sho@stu.nida.ac.th


АНКЕТА 

 

Інструкція: В цій анкеті, під послугами електронного уряду розуміється 

традиційні державні послуги котрі надаються населенню та організаціям за 

допомогою електронних засобів зв’язку, і зокрема, за посередництвом 

інтернету. 

Анкета складається з запитань закритого (на вибір) типу. Для відповіді 

на запитання закритого типу, закресліть відповідний квадрат або ж, обведіть 

число, котре найбільш точно вказує рівень Вашої згоди чи незгоди з суттю 

запитання. В випадку, якщо Ви сумніваєтесь чи не знаходите відповіді проміж 

запропонованих, напишіть свою відповідь в рядку «Інші». 

1. Будь ласка вкажіть як довго Ви користуєтесь послугами інтернету (вкажіть 

тільки одну відповідь): 

□Менше1  року □   Від 1 до  5 років □   Від 5 до 10 років □   Більше 10 років 

2.  Будь ласка вкажіть як часто Ви користуєтесь послугами інтернету протягом 

останніх 6 місяців (вкажіть тільки одну відповідь): 

□   Щодня □   Раз на тиждень □   Раз в місяць 

□   Кожні кілька днів □   Раз в два тижні □   Рідше ніж раз в місяць 

3.  Звідки Ви заходили в інтернет найчастіше в останні 6 місяців? (вкажіть 

тільки одну відповідь): 

      □   З дому □   З офісу □   З інтернет кафе □   Інше: ………………………… 

4.  Будь ласка, вкажіть, якими пристроями Ви користувались найчастіше для 

доступу в інтернет за останні 6 місяців (вкажіть тільки одну відповідь): 

     □   Комп’ютер □   Планшет □   Інше 

     □   Ноутбук  □   Мобільний телефон …………………………………………. 

5. Котрими сервісами інтернету Ви користувались найчастіше в останні 6 

місяців в особистих цілях (вкажіть всі що стосуються):  

□   Пошук інформації про товари та   

     послуги 

□   Завантаження програмного  

      забезпечення 

□   Послуги електронної пошти □   Послуги інтернет-банку 

□   Чат та соціальні мережі □   Купівля / продаж товарів або послуг 

□   Перегляд новин/ газет/ журналів 
□   Пошук інформації про освіту,  

      перепідготовку або курси 

□   Використання послуг пов’язаних з  

     подорожуванням 
□   Здобуття освіти онлайн (будь яка) 

□   Пошук інформації пов’язаної зі  

     здоров’ям 

□   Звернення до джерел інтернеті з метою 

      підтвердження знань 

□   Пошук роботи та подання заяв на  

     надання роботи 
□   Інше: ………………………. 
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6.  Будь ласка, вкажіть рівень Вашого користування електронними та 

традиційними послугами уряду:  

Не користуюсь послугами електронного уряду (продовжуйте з питання 12) 

□    Майже всі державні послуги якими я користуюсь є традиційними 

□    Значна більшість послуг якими я користуюсь є традиційними 

□    
Кількість традиційних і електронних державних послуг якими я користуюсь є 

однаковою 

□    Значна більшість державних послуг якими я користуюсь є електронними 

□    Майже всі державні послуги якими я користуюсь є електронними 

7.  Будь ласка, вкажіть, як часто Ви відвідували державні веб-сайти в останні 6 

місяців в особистих цілях: 
□    Раз на місяць чи менше  

□    Раз на два тижні  

□    Раз на тиждень  

□    Кожні кілька днів  

□    Щодня  

8.  Котрими з вказаних послуг електронного уряду Ви користувались в останні 6 

місяців в особистих цілях? 

□   Отримання різноманітної інформації  

      /контактів /годин роботи 

□   Участь у прийнятті рішень /розробці  

      законодавств 

□   Задавати запитання державним  

      органам влади 

□   Оплата різних послуг/штрафів і      

      податків 

□   Завантаження офіційних форм та  

      бланків 

□   Голосування та вибори 

□   Відправка заповнених форм та  

      бланків 

□   Зарахування дитини в дитячий садок /  

      школу /інститут 

□   Отримання паспорта, ліцензій чи  

      сертифікатів (документів) 

□   По питанням пенсійного та  

      соціального забезпечення 

□   Реєстрація та ліквідація приватного  

      підприємства 
□   Інше: ………………………. 

□   Реєстрація транспортного засобу чи  

      об’єкту нерухомості 
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Будь ласка, зазначте номер який відповідає ступеню Вашої згоди з наступними 

твердженнями 

 9. 

 

Я користуюсь державними веб-сайтами тільки в 

інформаційних цілях 
1 2 3 4 5 

10. 

 

Я користуюсь державними веб-сайтами тільки 

для оплати різних зборів і податків 
1 2 3 4 5 

11. 

 

Я користуюсь послугами електронного уряду 

тільки в особистих цілях 
1 2 3 4 5 

Будь ласка, оцініть ступень корисності послуг електронного уряду 

12. 

 

Ваша оцінка тому що послугами електронного 

уряду можна скористатись в будь-який час? 
1 2 3 4 5 

13. 

 

Ваша оцінка тому що послуги електронного 

уряду наявні в одному місці? 
1 2 3 4 5 

14. 

 

Ефективність пошуку державних послуг за 

посередництвом електронного уряду оцінюю на: 
1 2 3 4 5 

15. 

 

 

Користування електронним урядом не є набагато 

продуктивнішим ніж отримувати державні 

послуги традиційними шляхами 

1 2 3 4 5 

16. 

 

Загалом, корисність електронного уряду оцінюю 

на: 
1 2 3 4 5 

Будь ласка, оцініть ступень простоти користування послугами електронного уряду: 

17. 

 

Легкість отримання потрібної інформації на 

державних веб-сайтах оцінюю на: 
1 2 3 4 5 

18. 

 

Легкість навчання користуванню державними 

веб-сайтами оцінюю на: 
1 2 3 4 5 

19. 

 

Доступність для розуміння інформації на 

державних веб-сайтах оцінюю на: 
1 2 3 4 5 

20. 

 

Навчання користуванню державними веб-сайтами 

потребує багато часу 
1 2 3 4 5 

21. 

 

Простоту користування державними послугами в 

режимі онлайн оцінюю на: 
1 2 3 4 5 

Як би Ви оцінили ймовірність того що Ви: 

22. 

 

Розширю спектр послуг електронного уряду 

якими користуюсь 
1 2 3 4 5 

23. 

 

 

Завжди буду віддавати перевагу послугам 

електронного уряду над традиційними 

державними послугами 

1 2 3 4 5 

24. 

 

В майбутньому, ніколи не буду вагатись 

користуватись послугами електронного уряду 
1 2 3 4 5 

25. 

 

 

Буду користуватись послугами електронного 

уряді тільки в разі, якщо буду вимушений до 

цього 

1 2 3 4 5 

26. 

 

Буду частіше користуватись послугами 

електронного уряду 

 

1 2 3 4 5 
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Будь ласка, зазначте ступінь Вашої згоди з наступними твердженнями: 

27. 

 

Дуже важливо мати правила та норми для того, 

щоб кожен знав що він/вона повинен робити 
1 2 3 4 5 

28. 

 

Правила та норми дозволяють знати чого 

очікувати від кожного 
1 2 3 4 5 

29. 

 

Порядок є дуже важливим для будь-яких 

суспільних відносин 
1 2 3 4 5 

30. 

 

Знання наслідків дій дозволяє робити 

обґрунтовані рішення 
1 2 3 4 5 

31. 

 

Я б діяв ефективніше якби не було правил та 

норм, що так чи інакше обмежують мене в діях 
1 2 3 4 5 

32. 

 

Прерогатива прийняття рішень повинна належати 

органам влади 
1 2 3 4 5 

33. 

 

Звернення органів влади до громадської думки 

вказує на її слабкість та некомпетентність 
1 2 3 4 5 

34. 

 

Більшість рішень органів влади повинно 

прийматись без консультацій з громадянами 
1 2 3 4 5 

35. 

 

Громадяни не повинні сумніватись в рішеннях 

органів влади 
1 2 3 4 5 

36. 

 

Рівноправна співучасть органів влади та 

громадськості необхідна для прийняття 

найкращих рішень 

1 2 3 4 5 

Будь ласка, дайте оцінку Вашої довіри державним органам та інтернету 

37. 

 

Бездоганність роботи державних органів влади 

оцінюю як: 
1 2 3 4 5 

38. 

 

У своїй роботі, державні органи в Україні 

керуються виключно інтересами громадян 
1 2 3 4 5 

39. 

 

Прозорість роботи державних органів влади 

оцінюю як: 
1 2 3 4 5 

40. 

 

Ступень моєї довіри державним органам влади 

оцінюю як: 
1 2 3 4 5 

41. 

 

 

Особисті відвідини державних органів для 

отримання державних послуг дає впевненість, що 

не буде ніяких помилок 

1 2 3 4 5 

42. 

 

Надійність інтернету як посередника  для 

отримання державних послуг оцінюю як: 
1 2 3 4 5 

43. 

 

Безпечність інтернету як носія державних послуг 

оцінюю як: 
1 2 3 4 5 

44. 

 

 

Особиста інформація передана через інтернет, є 

належним чином захищена правовими 

структурами 

1 2 3 4 5 

45. 

 

Загалом, рівень моєї довіри до інтернету оцінюю 

як: 
1 2 3 4 5 

46. 

 

Отримання державних послуг особисто 

безпечніше ніж через інтернет 
1 2 3 4 5 

Будь ласка, дайте оцінку характеристикам суспільної значимості електронного 

уряду: 

47. 
Ефективність керування часом за допомогою 

електронного уряду оцінюю як: 
1 2 3 4 5 

48. 

 

Співвідношення ціни та якості послуг 

електронного уряду оцінюю як: 
1 2 3 4 5 
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49. 

 

В плані зручності, послуги електронного уряду 

оцінюю як: 
1 2 3 4 5 

50. 

 

Не всі державні послуги повинні надаватись в 

режимі онлайн 
1 2 3 4 5 

51. 

 

В плані боротьби з корупцією, послуги 

електронного уряду оцінюю як: 
1 2 3 4 5 

52.  Я:     □   Чоловік   □   Жінка 

53.  Моя вікова група: □   18 – 27  □   28 – 38  

   □   39 – 50  □   51 і більше 

54.  Мій найвищий рівень освіти (вкажіть тільки одну відповідь): 

□   Школа /середня школа 

□   Коледж / технікум 

□   Вища освіта (бакалавр) 

□   Вища освіта (магістр / аспірант) 

□   Інше ……………………………………………………….…………….. 

55. Будь ласка, вкажіть чим Ви зараз займаєтесь (вкажіть тільки одну 

відповідь): 

□   Студент □   Військовий 

□   Науковий співробітник/ науковець □   Інший службовець 

□   Працівник приватної компанії □   Пенсіонер 

□   Державний службовець □   Безробітний / в пошуку роботи 

□   Приватний підприємець / власник  

      бізнесу 

□   Неурядова неприбуткова  

      організація 

□   Інше ……………………………………………………………………….. 

56. Мій щомісячний дохід / включаючи допомогу (в Гривнях):  

□   Менше ніж 2,000 □   6,000 та менше ніж 8,000 

□   2,000 та менше ніж 4,000 □   8,000 та менше ніж 10,000 

□   4,000 та менше ніж 6,000 □   Більше ніж 10,000 

□   Інше ……………………………………………………………………….. 

□   Не хочу відповідати 

 

Чи є у Вас якісь зауваження, поради чи побажання на рахунок теми даного 

дослідження, що могли б допомогти кращому розумінню перешкод для прийняття 

громадянами послуг електронного уряду в Україні? Напишіть тут: 

 

 

 

 

Спасибі за Вашу участь у цьому дослідженні. 



 

APPENDIX E  

 

INTERVIEW QUESTIONS (UKRAINIAN) 

 

Підготовчі запитання 

1. 

 

 

Яку роль відіграє інтернет в Вашому житті? 

Натяк 1 
Як довго Ви користуєтесь інтернетом і в яких цілях, чи 

вважаєте Ви інтернет корисним? 

2. 

 

 

 

Будь ласка, розкажіть про суть Вашої роботи 

Натяк 1 Загалом, як довго Ви працюєте в організації? 

Натяк 2 
Які посади Ви займали і як ці посади були пов’язані з 

електронним врядуванням? 

Ключові запитання 

3. 

 

Як Ви розумієте «послуги електронного уряду»? 

Натяк 1 Дати визначення поняттю послуги електронного уряду   

4. 

 

Які послуги електронного уряду Вам відомі, якими з них Ви користуєтесь і 

чому? 

5. Якими з відомих Вам послуг електронного уряду Ви не користуєтесь і чому? 

6. 

 

Якими послугами електронного уряду користуються інші громадяни (Ваші 

знайомі, родичі чи колеги по роботі), а якими не користуються та чому? 

7. 

 

Які чинники перешкоджають чи стримують громадян України від 

користування наявними послугами електронного уряду? 

8. 

 

 

 

 

 

В попередньому дослідженні було встановлено, що чинниками котрі 

заважають громадянам користуватись послугами електронного уряду є: 

сумніви в простоті користування, сумніви в загальній корисності, сумніви 

щодо суспільного значення, характерні риси 

уникнення невизначеності, почуття дистанції до влади, довіра до мережі 

інтернет. Будь ласка, прокоментуйте ці вишуки. 

9. 

 

 

 

 

Що може зробити Уряд чи організації котрі відповідають за заходи по 

впровадженню і реалізації ініціатив електронного уряду  з метою заохочення 

громадян користуватись наявними послугами електронного уряду? 

Натяк 1 Поради з власної точки зору (з позиції громадянина) 

Натяк 2 Поради з професійної точки зору 

Заключні запитання 

10. 

 

 

Яким чином Ваша організація може впливати чи сприяти розвитку 

електронного врядування в Україні?   

Натяк 1 Роль, досягнення та плани на майбутнє 

11. 

 

Як Ви оцінюєте стан розвитку електронного врядування в Україні і чому?  

Натяк 1 10 років з моменту започаткування та все ще на папері? 

12. 

 

Чи є і Вас якісь зауваження чи поради стосовно електронного уряду в Україні 

або ж щось, що ми не згадали в нашій бесіді (в цьому опитуванні) 

Дякую за Ваш час та участь в цьому опитуванні! 
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APPENDIX F  

 

PERMISSION TO CONDUCT SURVEY/INTERVIEWS 
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APPENDIX G  

Demographic 

Characteristics 
Dimensions 

Sample size 

Frequency Valid 

% 

Cumulative 

% 

Gender 

 

 

Female 16 26.7 26.7 

Male 44 73.3 100.0 

Total 60 100.0  

Age 

 

 

 

 

18-27 16 26.7 26.7 

28-38 25 41.7 68.3 

39-50 16 26.7 95.0 

51 and over 3 5.0 100.0 

Total 60 100.0  

Education 

 

 

 

 

School/High School 2 3.3 3.3 

College/Diploma 3 5.0 8.3 

Undergraduate 15 25.0 33.3 

Postgraduate 40 66.7 100.0 

Total 60 100.0  

Experience of 

using the 

Internet 

3-6 years 9 15.0 15.0 

10 and more 51 85.0 100.0 

    

 Total 60 100.0  

Frequency of 

using the 

Internet  

Everyday 59 98.3 98.3 

Every few days 1 1.7 100.0 

    

 Total 60 100.0  

Location of 

using the 

Internet 

Home 34 56.7 56.7 

Office 26 43.3 100.0 

    

 Total 60 100.0  

     

DEMOGRAPHY OF THE SAMPLE: PILOT STUDY (No. = 60) 
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Demographic 

Characteristics 
Dimensions 

Sample size 

Frequency Valid 

% 

Cumulative 

% 

The most 

frequently used  

device to access 

the Internet 

 

Desktop PC 23 38.3 38.3 

Laptop computer 27 45.0 83.3 

Tablet PC 5 8.3 91.7 

Mobile phone 5 8.3 100.0 

Total 60 100.0  

Use of e-

Government 

services 

 

 

 

 

 

 

 

 

Do not use e-Government services 8 13.3 13.3 

Almost all traditional government 

services 

22 36.7 50.0 

More traditional government services 

than e-Government services 

16 26.7 76.7 

About the same number of traditional 

and e-Government services 

7 11.7 88.3 

More e-Government services than 

traditional government services 

6 10.0 98.3 

Almost all e-Government services 1 1.7 100.0 

Total 60 100.0  
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APPENDIX H  

 

FACTOR LOADING: PILOT STUDY 
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APPENDIX I  

 

PATTERN MATRIX: PILOT STUDY 

 

Items: 
Component 

TOG PUI PEU PPV USE TOI PDI UAI 

TOG1 .984               

TOG4 .932               

TOG2 .914               

TOG5 .837               

TOG3 .834               

PUI5   .915             

PUI4   .896             

PUI1   .840             

PUI2   .763             

PUI3   .713             

PEU1     .935           

PEU4     .902           

PEU3     .825           

PEU2     .775           

PPV1       .953         

PPV3       .930         

PPV4       .668         

PPV2       .536         

USE5         .790       

USE3         .772       

USE4         .732       

USE2         .702       

USE1         .594       

TOI2           .939     

TOI1           .849     

TOI4           .765     

TOI3           .621     

PDI2             .800   

PDI3             .796   

PDI5             .783   

PDI4             .726   

UAI4               .900 

UAI3               .754 

UAI2               .645 

UAI5               .615 

AVE .900 .825 .859 .772 .718 .794 .776 .729 

             Extraction Method: Principal Component Analysis. 
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APPENDIX J) 

 

DEMOGRAPHIC OF THE RESPONDENTS TO SURVEY  

(No. = 381) 

Demographic 

Characteristics 
Dimensions 

Sample size 

Frequency Valid 

% 

Cumulative 

% 

Gender 

 

 

Female 139 36.5 36.5 

Male 242 63.5 100.0 

Total 381 100.0  

Age 

 

 

 

 

18-29 94 24.7 24.7 

30-41 97 25.5 50.1 

42-53 93 24.4 74.5 

54 and over 97 25.5 100.0 

Total 381 100.0  

Education 

 

 

 

 

School/High School 15 3.9 3.9 

College/Diploma 101 26.5 30.4 

Undergraduate 161 42.3 72.7 

Postgraduate 104 27.3 100.0 

Total 381 100.0  

Experience of 

using the 

Internet 

 

 

1-3 years 16 4.2 4.2 

3-6 years 110 28.9 33.1 

6-10 years 105 27.6 60.6 

10 and more 150 39.4 100.0 

Total 381 100.0  

Frequency of 

use the Internet 

  

Every day 364 95.5 95.5 

Every few days 17 4.5 100.0 

Total 381 100.0  
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Demographic 

Characteristics 
Dimensions 

Sample size 

Frequency Valid 

% 

Cumulative 

% 

Location of use 

the Internet 

 

 

Home 179 47.0 47.0 

Office 192 50.4 97.4 

Internet Cafe 10 2.6 100.0 

Total 381 100.0  

The most 

frequently used  

device to access 

the Internet 

 

 

Desktop PC 108 28.3 28.3 

Laptop computer 124 32.5 60.9 

Tablet PC 77 20.2 81.1 

Mobile phone 72 18.9 100.0 

Total 381 100.0  

Employment 

 

 

 

 

 

 

 

 

 

Student 24 6.3 6.3 

Scientist 29 7.6 13.9 

Private sector employee 124 32.5 46.5 

Public sector employee 64 16.8 63.3 

Self – employed/business owner 95 24.9 88.2 

Other official 9 2.4 90.6 

Retired 5 1.3 91.9 

Unemployed/seeking work 20 5.2 97.1 

NGO 11 2.9 100.0 

Total 381 100.0  

Income 

 

 

 

 

 

 

 

Less than 2000 29 7.6 7.6 

2000 and less than 4000 69 18.1 25.7 

4000 and less than 6000 71 18.6 44.4 

6000 and less than 8000 55 14.4 58.8 

8000 and less than 10000 29 7.6 66.4 

More than 10000 89 23.4 89.8 

Do not want to tell 39 10.2 100.0 

Total 381 100.0  
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Demographic 

Characteristics 
Dimensions 

Sample size 

Frequency Valid 

% 

Cumulative 

% 

Use of e-

Government 

services 

 

 

 

 

 

 

 

 

 

 

 

Do not use e-Government 

services 
37 9.7 9.7 

Almost all traditional government 

services 
134 35.2 44.9 

More traditional government 

services than e-Government 

services 

116 30.4 75.3 

About the same number of 

traditional and e-Government 

services 

58 15.2 90.6 

More e-Government services than 

traditional government services 
31 8.1 98.7 

Almost all e-Government services 5 1.3 100.0 

Total 381 100.0  

Frequency of 

use e-

Government 

services 

 

 

 

 

Do not use e-Government 

services 
37 9.7 9.7 

Once a month 97 25.5 35.2 

Once in two weeks 60 15.7 50.9 

Once a week 82 21.5 72.4 

Every few days 52 13.6 86.1 

Every day 53 13.9 100.0 

Total 381 100.0  
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APPENDIX K  

 

DESCRIPTIVE STATISTIC OF ITEMS (No. = 381) 

 

Construct Valid Mean Std. Deviation Skewness Kurtosis 

Actual Use 381 2.81 1.04 - 1.61   2.53 

 
USE1 381 1.81 1.14   0.53 - 0.18 

 
USE2 381 2.46 1.57   0.15 - 1.11 

 
USE3 381 3.09 1.50 - 0.69 - 0.48 

 
USE4 381 3.57 1.43 - 1.45   1.28 

 
USE5 381 3.15 1.48 - 0.80 - 0.27 

Behavioral Intentions 381 3.92 0.54 - 0.50   1.92 

 
BI1 381 4.01 0.65 - 0.81   1.88 

 
BI2 381 3.86 0.70 - 0.65   0.83 

 
BI3 381 4.12 0.60 - 0.72   2.53 

 
BI4 381 3.93 0.71 - 0.87   1.84 

 
BI5 381 3.70 0.81 - 0.59   0.41 

Perceived Usefulness 381 4.05 0.60 - 0.51   0.73 

 
PUI1 381 4.10 0.69 - 0.37 - 0.10 

 
PUI2 381 4.09 0.70 - 0.91   2.25 

 
PUI3 381 4.05 0.72 - 0.72   0.95 

 
PUI4 381 4.00 0.72 - 0.60   0.88 

 
PUI5 381 4.06 0.70 - 0.59   0.90 

Perceived Ease of Use 381 2.95 0.80 - 0.16 - 0.38 

 
PEU1 381 3.00 0.96 - 0.07 - 0.92 

 
PEU2 381 3.02 0.97 - 0.10 - 0.94 

 
PEU3 381 3.09 0.91 - 0.28 - 0.70 

 
PEU4 381 2.70 0.88   0.35 - 0.43 

Uncertainty Avoidance 381 3.70 0.61 - 0.51   1.47 

 
UAI2 381 3.92 0.83 - 0.72   0.53 
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Construct Valid Mean Std. Deviation Skewness Kurtosis 

 
UAI3 381 3.76 0.77 - 0.73   0.93 

 
UAI4 381 3.89 0.74 - 0.86   1.75 

 
UAI5 381 3.23 0.91 - 0.06 - 0.47 

Power Distance 381 2.68 0.59   0.14 - 0.24 

 
PDI2 381 2.64 0.97   0.30 - 0.76 

 
PDI3 381 2.52 1.00   0.45 - 0.46 

 
PDI4 381 2.65 1.04   0.35 - 0.84 

 
PDI5 381 2.90 0.99   0.03 - 1.00 

Trust in the Government 381 2.30 0.82   0.65   0.30 

 
TOG1 381 2.20 0.84   0.78   0.47 

 
TOG2 381 2.27 0.94   0.65 - 0.20 

 
TOG3 381 2.25 0.87   0.75   0.30 

 
TOG4 381 2.37 0.99   0.67 - 0.20 

 
TOG5 381 2.39 0.95   0.83   0.13 

Trust in the Internet 381 3.66 0.63 - 0.17 - 0.20 

 
TOI1 381 3.64 0.97 - 0.45 - 0.25 

 
TOI2 381 3.83 0.80 - 0.27 - 0.24 

 
TOI3 381 3.38 0.96 - 0.40 - 0.15 

 
TOI4 381 3.80 0.87 - 0.81   0.79 

Perceived Public Value 381 3.58 0.77 - 0.56   0.70 

 
PPV1 381 3.63 0.86 - 0.64   0.29 

 
PPV2 381 3.53 0.93 - 0.61   0.19 

 PPV3 381 3.72 0.86 - 0.79   0.73 

 
PPV4 381 3.44 0.95 - 0.33 - 0.37 

 SE. of Skewness        0.125  

 SE. of Kurtosis        0.249 

 

 

  



376 

 

APPENDIX L  

 

THE INTERNET AND E-GOVERNMENT SERVICES USE 

 

Summary on use of the Internet by respondents to survey: 
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Summary on use of e-Government services by respondents to survey: 

 

 

  

0 50 100 150 200 250 300 350 400 

Obtaining various information / contacts / 
working hours 

Dealing with pension /social security 
issues 

Paying various fee and taxes 

Downloading official forms 

Asking questions from public authorities 

Submitting filled forms 

Registering vehicle / property 

Enrolling child to kindergarten / school / 
institute 

Getting a passport, licenses or certificates 
(documents) 

Participation in decision-making / drafting 
of laws 

Voting 

Registration or liquidation of private 
enterprise 

227 

144 

143 

136 

104 

86 

79 

78 

74 

69 

64 

57 

117 

200 

201 

208 

240 

258 

265 

266 

270 

275 

280 

287 

37 

37 

37 

37 

37 

37 

37 

37 

37 

37 

37 

37 

Do not use e-Government 
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APPENDIX M  

 

PATTERN MATRIX 

 

Items: 
Component 

TOG PUI USE PPV PEU BI PDI TOI  UAI 

TOG1 .931         

TOG3 .881         

TOG2 .865         

TOG4 .845         

TOG5 .751         

PUI5  .913        

PUI4  .833        

PUI2  .808        

PUI3  .790        

PUI1  .723        

USE5   .806       

USE4   .795       

USE3   .698       

USE2   .575       

PPV2    .945      

PPV4    .698      

PPV1    .534      

PEU1     .817     

PEU3     .774     

PEU4     .759     

BI1      .978    

BI2      .593    

BI3      .483    

PDI3       .764   

PDI4       .712   

PDI2       .684   

TOI1        .786  

TOI4        .681  

TOI2        .648  

UAI4         .781 

UAI3         .699 

AVE .729 .672 .506 .636 .596 .593 .514 .579 .611 

Extraction Method:   Maximum Likelihood.  

Rotation Method:      Promax with Kaiser Normalization. 
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APPENDIX N  

 

INITIAL MEASUREMENT MODEL 
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APPENDIX O 

 

HARMAN’s SINGLE FACTOR TEST 

 

Total Variance Explained 

Factor 

Initial Eigenvalues 
Extraction Sums of Squared 

Loadings 

Total % of 

Variance 

Cumulative 

% 

Total % of 

Variance 

Cumulative 

% 

1 8.350 28.794 28.794 7.668 26.440 26.440 

2 3.607 12.436 41.231 
   

3 2.180 7.518 48.749 
   

4 2.010 6.931 55.680 
   

5 1.622 5.595 61.275 
   

6 1.513 5.218 66.493 
   

7 1.211 4.177 70.670 
   

8 .786 2.711 73.381 
   

9 .705 2.433 75.814 
   

10 .610 2.102 77.916 
   

11 .532 1.834 79.749 
   

12 .506 1.746 81.495 
   

13 .495 1.706 83.200 
   

14 .458 1.579 84.780 
   

15 .441 1.522 86.302 
   

16 .414 1.427 87.729 
   

17 .401 1.383 89.111 
   

18 .389 1.342 90.453 
   

19 .362 1.247 91.700 
   

20 .323 1.112 92.813 
   

21 .310 1.070 93.882 
   

22 .289 .998 94.880 
   

23 .255 .879 95.760 
   

24 .247 .851 96.611 
   

25 .229 .790 97.401 
   

26 .222 .766 98.167 
   

27 .206 .711 98.878 
   

28 .173 .595 99.473 
   

29 .153 .527 100.000 
   

Extraction Method: Principal Axis Factoring. 
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APPENDIX P CMB 

 

COMMON LATENT FACTOR TEST FOR CMB 
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APPENDIX Q  

 

CLF: STANDARDIZED REGRESSION WEIGHTS 

 

Standardized Regression Weights: with CLF without CLF Delta 

TOG5 <--- TOG .710 .799 .089 

TOG4 <--- TOG .775 .842 .067 

TOG2 <--- TOG .777 .858 .081 

TOG3 <--- TOG .763 .855 .092 

TOG1 <--- TOG .827 .912 .085 

PUI1 <--- PUI .546 .721 .175 

PUI3 <--- PUI .679 .834 .155 

PUI2 <--- PUI .669 .814 .145 

PUI4 <--- PUI .697 .841 .144 

PUI5 <--- PUI .730 .864 .134 

USE2 <--- USE .561 .577 .016 

USE4 <--- USE .680 .788 .108 

USE5 <--- USE .804 .770     - .034 

PPV1 <--- PPV .631 .756 .125 

PPV4 <--- PPV .701 .788 .087 

PPV2 <--- PPV .780 .845 .065 

PEU4 <--- PEU .672 .754 .082 

PEU3 <--- PEU .685 .797 .112 

PEU1 <--- PEU .675 .766 .091 

BI3 <--- BI .560 .764 .204 

BI2 <--- BI .535 .734 .199 

BI1 <--- BI .647 .812 .165 

PDI2 <--- PDI .600 .674 .074 

PDI4 <--- PDI .640 .745 .105 

PDI3 <--- PDI .671 .728 .057 

TOI4 <--- TOI .778 .868 .090 

TOI1 <--- TOI .772 .850 .078 

UAI3 <--- UAI .638 .781 .143 

UAI4 <--- UAI .646 .782 .136 

Common Latent Factor (CLF) Test for CMB 
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APPENDIX R  

 

PEARSON CORRELATION COEFFICIENTS 

 

Correlations 

Items: UAI TOI PDI PEU TOG PPV PUI BI USE 

PUI1 .501
**

 .376
**

 .273
**

 .322
**

 .185
**

 .441
**

 .752
**

 .453
**

 .093 
PUI2 .581

**
 .322

**
 .275

**
 .287

**
 .169

**
 .457

**
 .835

**
 .502

**
 .137

**
 

PUI3 .591
**

 .326
**

 .310
**

 .312
**

 .204
**

 .440
**

 .859
**

 .544
**

 .155
**

 
PUI4 .592

**
 .373

**
 .275

**
 .377

**
 .236

**
 .517

**
 .886

**
 .526

**
 .134

**
 

PUI5 .570
**

 .341
**

 .297
**

 .330
**

 .182
**

 .471
**

 .906
**

 .507
**

 .165
**

 
PEU1 .404

**
 .346

**
 .358

**
 .839

**
 .330

**
 .416

**
 .299

**
 .332

**
 .023 

PEU3 .391
**

 .362
**

 .423
**

 .876
**

 .301
**

 .457
**

 .328
**

 .408
**

 .065 
PEU4 .369

**
 .300

**
 .364

**
 .817

**
 .310

**
 .426

**
 .254

**
 .316

**
 .026 

BI1 .414
**

 .277
**

 .287
**

 .369
**

 .167
**

 .419
**

 .468
**

 .888
**

 .127
*
 

BI2 .398
**

 .309
**

 .265
**

 .341
**

 .172
**

 .414
**

 .467
**

 .803
**

 .158
**

 
BI3 .465

**
 .293

**
 .304

**
 .395

**
 .174

**
 .470

**
 .468

**
 .819

**
 .100 

UAI3 .825
**

 .257
**

 .279
**

 .360
**

 .181
**

 .412
**

 .437
**

 .634
**

 .056 
UAI4 .827

**
 .261

**
 .255

**
 .277

**
 .213

**
 .389

**
 .476

**
 .615

**
 .026 

PDI2 .186
**

 .134
**

 .764
**

 .300
**

 .303
**

 .217
**

 .181
**

 .236
**

 .000 
PDI3 .240

**
 .182

**
 .826

**
 .346

**
 .235

**
 .242

**
 .234

**
 .236

**
 .025 

PDI4 .320
**

 .148
**

 .833
**

 .348
**

 .347
**

 .264
**

 .274
**

 .278
**

 .096 

TOG1 .254
**

 .099 .383
**

 .370
**

 .945
**

 .216
**

 .218
**

 .193
**

 .021 

TOG2 .294
**

 .096 .392
**

 .366
**

 .889
**

 .202
**

 .212
**

 .202
**

 .014 

TOG3 .266
**

 .105
*
 .374

**
 .362

**
 .886

**
 .203

**
 .193

**
 .210

**
 .073 

TOG4 .243
**

 .079 .402
**

 .353
**

 .872
**

 .212
**

 .194
**

 .178
**

 -.010 
TOG5 .288

**
 .110

*
 .433

**
 .418

**
 .828

**
 .257

**
 .203

**
 .221

**
 .039 

TOI1 .384
**

 .894
**

 .217
**

 .375
**

 .085 .587
**

 .349
**

 .309
**

 .146
**

 
TOI4 .439

**
 .957

**
 .232

**
 .392

**
 .099 .608

**
 .379

**
 .328

**
 .090 

PPV1 .465
**

 .556
**

 .311
**

 .521
**

 .188
**

 .789
**

 .412
**

 .455
**

 .135
**

 
PPV2 .513

**
 .616

**
 .322

**
 .464

**
 .207

**
 .926

**
 .469

**
 .459

**
 .102

*
 

PPV4 .482
**

 .557
**

 .306
**

 .476
**

 .185
**

 .855
**

 .457
**

 .442
**

 .123
*
 

UAI 1 .500
**

 .398
**

 .527
**

 .315
**

 .637
**

 .702
**

 .640
**

 .072 
TOI .500

**
 1 .280

**
 .469

**
 .118

*
 .677

**
 .433

**
 .403

**
 .124

*
 

PDI .398
**

 .280
**

 1 .532
**

 .462
**

 .412
**

 .357
**

 .381
**

 .068 
PEU .527

**
 .469

**
 .532

**
 1 .438

**
 .578

**
 .417

**
 .503

**
 .067 

TOG .315
**

 .118
*
 .462

**
 .438

**
 1 .256

**
 .245

**
 .238

**
 .031 

PPV .637
**

 .677
**

 .412
**

 .578
**

 .256
**

 1 .595
**

 .568
**

 .139
**

 
PUI .702

**
 .433

**
 .357

**
 .417

**
 .245

**
 .595

**
 1 .647

**
 .171

**
 

BI .640
**

 .403
**

 .381
**

 .503
**

 .238
**

 .568
**

 .647
**

 1 .171
**

 
USE .072 .124

*
 .068 .067 .031 .139

**
 .171

**
 .171

**
 1 

 

** Correlation is significant at the 0.01 level (2-tailed). 

*    Correlation is significant at the 0.05 level (2-tailed). 
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APPENDIX S  

 

SIMPLIFIED RESEARCH MODEL 
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