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Abstract

This paper examines the role of expectation and satisfaction in influencing citizens’ intention to continue using
electronic government services. In order to investigate the key factors that affect an individual’s use of Information
and Communication Technology within the context of electronic government, a framework combining Social
Cognitive Theory and Expectation-Confirmation Theory is used to investigate satisfaction and continuity of use of
e-government services. Further, the study incorporates DeLone and McLean’s IS success model along with the E-
S-QUAL model to incorporate technical, organizational and Information Systems quality into this framework. The
proposed framework will help in shaping further studies in cognitive, managerial and technical factors related to
e-government adoption and use. This study argues that quality and consistency in e-government services affect the
expectations and satisfaction of citizens, therefore impacting on its continuity of use.

Keywords: E-Government, Use, Continuity, Expectation, Satisfaction

1. Introduction

In recent decades, the topic of electronic government (e-government) has been the subject of much
debate within the research community [1]. Since the emergence of e-government in the late 1990s, the
public sector has invested heavily in Information and Communication Technology (ICT) to support
their work processes and e-enable their services. However, with the increasing use of e-commerce in
the private sector, citizens have become more experienced in the use of electronic services, thus
expecting a similarly high standard of service quality from government agencies. Yet, the literature
suggests that individuals’ performance vary based on their self-efficacy and therefore have different
expectations [2]. Bandura [3] argues that the advancements in ICT and associated social developments
have had a considerable influence on personal efficacy for self-development. In e-government, the
purpose is to improve service delivery to all stakeholders [4] but research suggests that the potential of
e-government services and enabling IT applications are underutilized [5]. This has forced government
organizations to change their current technologies or to adopt other strategies that combine multi-
channels for e-government service delivery [6]. Consistency or harmony between e-government
services and citizens’ behaviour is crucial toward utilising these services, and then to continue to use
them. These notions of cognition have been discussed previously by scholars who have employed
similar constructs in order to explain the acceptance, continuity and utilization of ICT [7][8][9].

E-government is evolving toward more sophisticated and complex systems of rules and standards [10].
Public sector managers are looking for solutions to optimize services but at the same time, citizens and
other stakeholders are looking for better services; they are influencing the evolution of e-governance
and the quality of services through their previous experience. These two varying perspectives will
establish new expectation and satisfaction levels as well as associated behavioural patterns [2]. Coiera
[11] emphasised the role of interaction between human and computational agents, concluding that the
characteristics of individual technologies and psychological/social issues can be combined to explain
the overall decisions that individuals make when using technology. Thus, the interaction between users
(cognitive factors) and their social, technological and organisational environment (environmental
factors) plays an important role in the continuous use of e-government systems.

The challenge that government faces is the question of ‘how to maintain and continuously improve
satisfaction and expectations among citizens, and match the provided e-government services with their
level of skills’. Some researchers have noted that user satisfaction, rather than behavioural intention, is
a more appropriate dependent variable in mandated use environments [12][13][14][15]. There is a need
for highly appropriate measures for evaluating the success of new information systems (IS) and their
links with user satisfaction [16] but in an e-government context, we argue that satisfaction with
technology alone does not wholly explain the interaction between citizens and government in practice.



Bandura [2] emphasizes the role of self-efficacy; this is the process whereby users regulate their
behaviour based on what they can or cannot do, according to their self-evaluated ability and reactions;
having skills related to particular actions or needs is critical for effectively utilizing e-government.
However, any lack of access to e-government services could widen the gaps between the different
socio-economic levels and hinder citizens from gaining the full benefits of e-services [17][5][18]. As
an inference from this, “organisations may be able to achieve considerable economic benefits (via
relatively low incremental investment) by successfully inducing and enabling users to (appropriately)
enrich their use of already-installed 1T-enabled work systems during the post-adoption stage” [6], i.e.
government departments may need to consider how to encourage potential users to utilize existing
systems.

There has been little research on assessing the processes through which the quality of services provided
by government are influenced by previous experiences and self-efficacy, and how the quality of
services can influence the continuity-of-use perceptions of citizens (i.e. satisfaction and expectation
vis-a-vis continuing to use e-government services). However, the issue has been briefly touched upon
by various authors, e.g. [2][7] [8][14][19][20-24], who argue that citizens with positive expectation are
more likely to be involved in using e-government services, and that this could lead to an improvement
in e-government practice and in the relationship between citizen and government in both the short and
long term, although a detailed framework for assessing this has not been fully addressed. Accordingly,
the aim of this study is to develop a research framework for evaluating citizens’ expectations towards
the continuous use of e-government services. Through analysing the literature on e-governance
adoption as well as IS service quality models, we shall develop a conceptual framework that
emphasizes the relationship between the organisation (government) and the end users (citizens).
Limited research has been conducted to fully comprehend citizens’ motivations to adopt and
continuously use e-government services, and there is a lack of comprehensive models that take into
consideration the expectations of the service provider (government) and service user (citizen) with
respect to their behavioural intentions [25]. Salient personal cognitive, social and organisational factors
that determine citizens’ continued use of e-government services will be identified in this study. We
argue that personal expectation perspectives offer a novel and relevant lens in order to appraise
citizens’ acceptance behaviour toward e-government use. In order to pursue the above, this paper is
structured as follows: Section 2 offers a literature review of relevant theoretical models for studying
user satisfaction. Section 3 introduces a conceptual framework for examining user satisfaction. Section
4 discusses the key factors that influence continuous intention to use e-government services. The paper
concludes in Section 5 by summarizing the key contributions of the study.

2. Theoretical Background

E-governance is targeted at all citizens but it is difficult to satisfy the whole population. This is unlike
private sector e-business services, where segmentation can be easily defined. If people are less than
satisfied with the current services, they are unlikely to revisit or to recommend others to visit
government websites [27]. Such behaviour could help to explain the variations in perception or
cognition as well as skills while participating in e-governance [29][30]. However, there is limited
research in the e-government domain that examines the impact of user satisfaction on continuous use.
From a marketing perspective, Kotler et al. [31]considered ICT as a tool for integrating the social
environment, citizens and organisations, through which entities can compete by utilising the Internet.
Yet, hat research focused on groups or segmented markets to evaluate the impact of marketing and
awareness strategies on satisfaction, whereas e-government is targeting the whole population. In an e-
government context, Reffat [32] posits that the apparent lack of marketing strategies to raise awareness
may act as a barrier to the adoption of e-government services. Further, Gilbert and Balestrini [10]
conducted a study on the same issue based on attitudinal aspects of technology adoption and related
service quality impacts. They found that while trust, financial security, relevance, and accurate and
updated information represent major barriers, time and cost are the most important benefits that entice
citizens to use e-government services. They identified three main approaches that have theoretical and
empirical bases with respect to ICT adoption and use: 1) the Diffusion of Innovation (DOI) theory and
model (explained by [33]); 2) the Technology Adoption Model (TAM) (explained by [34]) and the
Theory of Reasoned Action (TRA) (explained by [35]); and 3) Service Quality. All of these can be
exploited to explain the variations in the levels of e-government use, from basic one-way
communication up to interactive transactional services [4].

In light of the above, many governments have tried to improve the quality of their e-services by
strengthening mutual trust. In this respect, e-governance is seen as a mechanism for agencies to reduce
the cost and time for citizens by improving efficiency and effectiveness [29], rather than as a



mechanism for cost-cutting. Almost all governments in developed and developing countries have
established official e-government portals offering online services [27]. Nonetheless, if e-government
services do not match the citizens’ expectations, it is unlikely that they will continue to utilise them 28.
According to the Diffusion of Innovation Theory [33], relative advantage, or how the user perceives the
value of the innovation based on his/her past experiences and needs, is a major factor influencing the
rate of diffusion. Moore and Benbasat [36], however, consider image as a significant motivator of use.
Other studies have also considered social influence as an important factor [37]. Also, theories on social
influence (or subjective norms) have been incorporated into models (e.g. UTAUT). Such models
emphasize the role of personal perceptions in terms of peer influence on behaviour [38]; social
influence cannot be ignored in e-government practice.

Besides the social theme, many other factors may influence e-government practice, for example, self-
interest or expectations (as the cognitive influence of a particular action and its advantageous
consequences) [2]. Further, satisfaction as an attitudinal influence is considered key in marketing
studies [31], where it is used by the customer to measure the delivery of a product. However, here we
consider the e-government context, and the focus is on evaluating satisfaction based on service
delivery. In the same vein, Zeithaml [23] and Parasuraman, Zeithaml and Malhotra [42] discussed the
gap between expected services (outcome expectation) and perceived services (satisfaction) in the
SERVQUAL model. That study considered this gap from a citizen-centric point of view with respect to
how public agencies deliver e-government services.

2.1 Prior Research on IT Usage

The literature on IS research suggests that the stream of technology adoption (on the individual level)
has reached maturity [43]. In this regard, Chan et al. [15] suggest that pre-usage beliefs may serve as
anchors for post-usage beliefs, as people tend to rely on their initial beliefs and early impressions in the
formation of future beliefs. Hence, there may be two major barriers to adopting and continuing to use
technology. A number of theoretical models have been proposed in technology adoption studies. TAM
and its major determinants ‘perceived usefulness’ and ‘ease of use’ [34] together with adaptations of
the TRA have been the two dominant models in previous research in IS. Further, the Theory of Planned
Behaviour (TPB) and UTAUT have been heavily used in previous IS studies (e.g.,
[14][15][19][35][38][44] ).

Many previous studies have examined the effects of user belief and attitude on IT usage intention and
behaviour [19][47]. In this respect, several theoretical models have been employed, combining IS with
psychology and sociology, where researchers have selected constructs from certain models while
leaving out the contributions of others [19]. For instance, the UTAUT model has eight different models
integrated within it [TRA, Combined TAM and TPB (C-TAM-TPB), motivational model, TPB, Model
of PC Utilisation (MPCU), Innovation Diffusion Theory (IDT), and SCT]. Therefore, UTAUT has also
integrated some of those models’ limitations. Significantly, post-adoptive-behaviour and variables such
as satisfaction and personal outcome expectations towards continuous usage of IS have not been
considered. Therefore, we posit that an extended model is needed to examine the continuity of 1S use.
This is particularly relevant for e-government information systems, given the number of studies that
have identified the significance of satisfaction towards continued intention to use e-government
services (e.g., [15][14][5]). Hence, reviewing and synthesizing the relevant theoretical models in IS
adoption is crucial for understanding continuity in e-government use.

Many previous IS adoption models have focused on understanding the usage of technology at the
individual level and the implementation success at an organisational level, mainly in the private sector
or in commercial settings. For example, while researchers such as Venkatesh et al. [19] and
Bhattacherjee [48] focused on the private sector, users in this environment are significantly different to
those in the e-government context. Moreover, these studies did not examine the post-adoptive stage
(i.e. continuity of use), and in fact [15] argued that there is a need for technology acceptance studies
that link pre-usage with post-use behaviour (in other words, studies that focus on continuity of use)
particularly in e-governance. Further, there is also a need to consider the impact of motivation on
continuing to use it [49]. A motivational model is incorporated in UTAUT but it does not explicitly
examine the intrinsic motivational factor with respect to personal expectation, and therefore, citizens’
internal constraints, such as personal expectations, are not considered (see [7]). As such, UTAUT
leaves a gap in relation to understanding citizens’ personal outcome expectations towards e-
government use. For instance, Layne and Lee [4] mentioned speed and cost as important features of e-
government services; these are crucial for citizens in an e-government context, but not for employees
who work in public organisations because they are more likely to be motivated by job prospects or



salary. Hence, from a citizen’s perspective, self-efficacy forms part of personal outcome expectation as
an intrinsic motive [2] in an e-government context. In addition, Bandura states that both anticipated
satisfaction and the negative appraisals of insufficient performance provide incentives for action. He
also suggests that when individuals accomplish a given level of performance, they are often no longer
satisfied with the service and make further self-reward contingent on higher attainments. Therefore,
citizens’ action and behaviour are driven by self-interest, which is influenced by self-efficacy [2][21].

2.2 Expectation-Confirmation Theory (ECT)

When focusing on the diffusion and adoption of IT applications, three high-level stages are important:
pre-adoption, adoption and post-adoption [33]. The ECT model is widely used in the study of user
satisfaction (e.g. [8][15]) and post-purchase behaviour, and holds that users’ intention to reuse the
system as a service is determined primarily by their satisfaction with prior use of that service [51].
Bhattacherjee [24] adopted ECT to further comprehend 1S continuance use, and looked at continuance
as an extension of acceptance behaviour; he addressed post-adoptive behaviour in online banking.
Those results support ECT’s contention that satisfaction with IS use is the strongest predictor of
continuance intention. The model examined pre- and post-behaviour to verify the variation between
what is expected and actual performance, so that an indicator can be perceived to decide repurchase
intentions. Based on Hsu et al. [8], ECT was extended by integrating it with SCT to examine the
motivational factors that influence one’s intention to continue using Internet applications. They found
that there are variances between continuity of using the Internet, outcome expectation and satisfaction.
Such findings suggest that in the e-government realm, it is crucial to understand the factors that
influence citizens’ behaviour to continue using online services provided by public agencies. Moreover,
satisfaction can be used as an evaluation process to measure citizen’s perception of the e-government
services. However, there are some limitations to the use of ECT; it ignores the potential change in
initial expectations and consequent cognitive process variables [48].

Previous studies have found that ECT is based on extrinsic motivations rather than both extrinsic and
intrinsic [49] but it can assess extrinsic motivation in the form of satisfaction as an attitudinal influence
towards continuity in using e-government services. Similarly, SCT can assess intrinsic motivation in
the form of personal outcome expectation to represent personal cognitive beliefs. Relative to SCT, in
the relations between the three determinants of a triadic reciprocal causation model (Figure 1), ECT
better fits the study of e-government use satisfaction, using satisfaction as the measurement of an event
and using behaviour as a continuance intention to using e-government services. By integrating ECT
into SCT, the intrinsic motivational factor is seen in SCT as the personal cognitive factors (personal
outcome expectations). Further, Bandura [2] and Compeau and Higgins [52] argue that it is essential
for a decision maker to consider both intrinsic and extrinsic motivational factors when examining
satisfaction. Thus, we propose the use of SCT as the basis of our framework to study use and
satisfaction in e-government systems.

2.3 Social Cognitive Theory (SCT)

As a well-accepted model of individual behaviour, SCT has been used to evaluate performance in
various service domains [53]. SCT highlights the role of personal interaction with an external event and
how this interaction introduces new behaviour. According to Verdegem et al. [54], users’ perceptions
of the e-services offered are crucial. The strong relationship between contextual variables and
satisfaction requires that the use aspects (citizens’ side), rather than the government (service provider
side), are focused upon when evaluating e-government services. Hence, the role of users (citizens) is
crucial in order to gain a better measurement of satisfaction.

The relationship between government and citizens cannot be examined without action on the part of the
citizen. In this respect, SCT holds, “outcome expectations about the consequences of behaviour are a
strong force guiding individuals’ actions” [7]. Expectancy is perceptually a catalyst of human
motivation, as it is the perception that one’s efforts will possibly result in the achievement of the
desired task, which is rooted in an individual’s past experience, self-efficacy, and the perceived
difficulty of the assigned task [55]. Therefore, reward (in achieving the task) based on personal
outcome expectation is seen as accomplishment (intrinsic), more than social recognition or promotion
(extrinsic) [9]. This argument is further extended by Wasko and Faraj [56], who emphasised the role of
expectation of personal benefits in terms of individual motivation. Those authors posited, “[iJn the
social cognitive view, people are neither driven by inner forces nor automatically shaped and controlled
by external stimuli. Rather, human functioning is explained in terms of a model of triadic reciprocality
in which behaviour, cognitive and other personal factors, and environmental events all operate as
interacting determinants of each other.”



Prior research also indicates that users are more likely to execute tasks that are similar to those
performed by their peers [20][2]. This is often achieved by rehearsing action and learning from past
experience in the same social context (ibid). Bandura [20][2] stressed that “weak expectations are
easily extinguishable by disconfirming experiences, whereas individuals who possess strong
expectations of mastery will persevere in their coping efforts despite disconfirming experience”. These
arguments would lead that author to discard the construct in ECT of confirming/disconfirming prior
experience, replacing it with outcome expectations. For that reason, the authors here use prior
experience as a generic construct. On the other hand, in SCT a continuous reciprocal causation among
environmental factors, cognitive factors, and human behaviour factors exists that cannot be discarded
[8][2]. Therefore, prior use of an IT application is already situated within a stream of use experiences
even if it has not occurred [6]. Carter and Bélanger [57] found compatibility of the system to be the
most significant factor; hence, if people expect the same benefits from e-government services as they
gain from using the Internet for online shopping, they are more likely to adopt e-government systems.
Thus, prior experience is a crucial factor, one that influences the post-adoptive stage. The user-oriented
approach suggests that in order to measure user satisfaction vis-a-vis e-government services, citizens’
needs and expectations towards e-government services are essential considerations [58].

The social theme in e-government practice is critical, as the media, friends, family and co-workers all
have an influence on each citizen’s awareness and level of confidence [35]. Lack of awareness is a
barrier to e-government practise [32]. Zeithaml et al. [58] emphasized the role of advertisement in
increasing the level of awareness among citizens in e-government projects. Rogers[28] mentioned that
middle management , top management and politicians have low IT skills, caused by lack of awareness
at the first level, and therefore, citizens are expected to experience the same or less. According to SCT
and the Compeau and Higgins [7] model, behavioural modelling (social influence) engages self-
efficacy; by observing others, people can learn new behaviour, subject to their ability and previous
experience [22][2]. According to the Diffusion of Innovation model [58], users can be categorised into
five groups: innovators, early adopters, early majority, late majority and laggards. Perhaps not
surprisingly, the percentage of innovators represents only 2.5%; they can however act as a role model,
giving others the opportunity to observe and oversee the outcomes of using e-government.

3. Research Framework

This paper is stimulated and informed by the contributions of the above theories and models, more
specifically SCT [2][52], ECT [24][8], the IS success model [16] and E-S-QUAL [42]. Those models
have been widely used, however, they are less used in the field of e-government in developing
countries with respect to citizens’ points of view. Therefore, this study has considered the many and
various previous studies [19]; it has not ignored their contribution, indeed it adds credit to their efforts.
Accordingly, Table 1 presents the proposed factors (derived from the literature), which have assisted in
formulating the proposed framework of this study, relating to continuance intentions vis-a-vis e-
government services (see Figure 1).

Table 1: Factors Employed in Existing Studies to examine continuance intention
Theory/
model

Constructs Description Sources

“Is a person’s estimate that a given behaviour

Personal Outcome will lead to certain outcome.” Or “a judgment

Expectations (POE) of the likely consequence such performances SCT [21(3][71(52]
will produce.”

Self-Efficacy (SE) “An individual’s perception of efficacy in

sor | BT

performing specific computer-related tasks [22][521[57] [63]

within the domain of general computing.”
Bandura refers to prior experience as enactive
mastery, which is information based on
Prior Experience (PE) | “authentic mastery experiences”, Or past
experience in performing tasks according to
their expectations.
Users’ feelings about prior e-government ECT/ [81[14][15][24]
services use. D&M [47][48][50]
Users’ intentiop to continue using e- ECT [24][471[48][50]
government services.

; ; Information quality reflects the degrees of
zr(g(;rmatlon Quality personalization, relevance, completeness and D&M [16][61]

scT/ [21[31[71[22][24]
ECT [47][48][50][52]

Satisfaction (SAT)

IS Continuance (IC)




ease-of-comprehension.

One’s judgment about a product’s services D &M
- . taken as a whole, or the difference between | /SERVQUA | [23][16][31][42]
Service Quality (SQ) service delivered and customer expectation. L/ E-S- [591[601[62]
QUAL
. The degree to which peers influence the use [2][3]1[14][15]
Social Influence (SI) of the system, whether positive or negative. SCT [41][45][46][63]

The proposed framework underpinning this study is based on SCT, ECT and DeLone and McLean’s IS
success model as well as other acceptance factors (as used in UTAUT). The presented research
addresses post-adoptive behaviour, which has already been modelled and influenced by factors that
lead to acceptance and initial use [6]. Figure 1 illustrates the proposed framework of this study.

Adoption ? Continuity ? Behavioural/
Impact ' Impact H process
M ' Impact
@ecccccccccccccccccccccccccccans : .............................. ePeccccccccncnccna
H Intrinsic :
: motivations 4
Individual Past experience ' Outcome impact :
Impact Self-Efficacy 0 Expectation H
(ECT, SCT) : (SCT) N
:
.

]
. Continuance
@ecccccccccccccccns qecoccccccccgMeccccccccccaas Pecccccccccccccaa ‘ Intention
extrinsic : (SCT, ECT)
]
]
.

.

.

] motivations
Society Social Influence : impact
Impact (SCT) !

H A 4

.

@ecccccccccccccccccccccccsscnsss Satisfaction
(D&M, and ECT)

Organisation

Impact
(Technical Organisational Context
and (D&M, E-S-QUAL)

managerial)

Fig. 1. The proposed framework

4. Discussion

Drawing on SCT, there are three major scopes that should be taken into consideration in predicting
one’s action toward a future perspective: personal factors, environmental factors and behavioural
factors. Hence, linking past experience and self-efficacy with one’s outcome expectation is crucial in
order to broaden one’s capacity through gaining the required skills, which then act as a driver for any
potential or required action toward e-government services. However, the interests of a typical working
citizen are different to those of one not working; the average non-working citizen is looking for
cheaper and faster services, rather job promotion. Hence, the estimations of their outcome expectations
require different approaches. The non-working citizen is not motivated by punishment and reward in
the working environment while performing the task, which affords them more alternatives in selecting
an e-service. Therefore, it is the e-service organisation’s responsibility to stimulate the citizen’s interest
into interacting with e-government, and this can be achieved in three stages: the adoption stage, the
continuity stage and the behavioural stage, as in the following three paragraphs.

Firstly, the adoption stage contains three phases: technical and managerial impact (organisational
impact), social impact and individual impact. This is the external stimulus interaction that the
environmental factor has on the personal factors, based on SCT. As noted from the model, the
organisation, society, prior experience and self-efficacy all indirectly influence the desired continuance



behaviour, and it will not come to pass through without satisfaction or the sum of the personal outcome
expectations of the citizen as a core of the process. Therefore, and in order to reach the required
behaviour, an organisation should focus on the marketing impact, such as awareness, and highlight the
role of skills, based on experience and self-efficacy, word of mouth and social impact in order to
strengthen the function of satisfaction. However, there are marketing regulations, one may not sell a
product (services or goods) that does not exist, and therefore, tangibility (system and information) and
intangibility (services) should exist to ensure the availability of the product. Thus, the first step an
organisation should start with is managerial impact and technical impact, by establishing the required
ICT-related issues (e.g. system, infrastructure, network and other hardware as well as software, etc.); in
other words, the implementation and awareness processes as well as the support of social influence
(society’s impact). There should a managerial plan for managerial impact and technical impact that is
in line with the capability of the targeted user, correlated with a proper marketing plan. This would help
in fully utilising the invested budget. Hence, a strong relationship is required between decision makers
at all levels and the citizens’ demands.

Secondly, the continuity impact; this stage depends upon the acceptance variables in the adoption
impact, where there may be some debate over precisely which variable is needed, based on the
evolution process in each society or country. In this stage, the citizen is the only one who can translate
acceptance into a continuance process. The cycle of the process, through learning from past experience,
will shape the course of action when dealing with a repeat procedure in e-government practice, making
it easier the next time. Thus, the awareness marketing impact, conducted through media or relatives,
friends and co-workers can be considered as modelling, as noted by [2] and vicarious experience.
Experiencing the e-government services will make it easy to identify the weaknesses in one’s personal
factor (cognitive); this should then act as a driver for further enhancement in building self-efficacy.
However, without continual use of the system, it would be difficult to cope with software advances or
up-to-date issues. Therefore, escalating self-efficacy to the required task in the process, supported by
past experience and social influence, will enhance personal outcome expectation (personal, not job in
this study) by ensuring the citizen that he or she can implement and function within the services
offered. As a result, the satisfaction level toward the e-services will increase as long as there is a
feeling that personal skills are developing.

Thirdly, the behavioural impact; this stage is the output of how citizens perceive the delivered services,
and it involves the relationship between the personal factors and the environment (social and
organisational) factors. If a citizen’s estimation that a given behaviour will lead to the desired personal
outcome (e.g. cheaper services, lower cost), as Layne and Lee [4] stated, associated with that citizen’s
positive feelings about prior e-government service experiences, the citizen’s intention to continue using
e-government services will be reinforced. In sum, it is a learning process that could be shaped by the
time needed to ensure that what is invested is fully utilised, and without continuity, e-government
transformation will be difficult to realize. Yet, e-government, as an ICT-based technology, must be an
up-to-date project that deals with the changes in technology usage, which is evolving rapidly; it could
be difficult for citizens to cope with these changes without the requisite skills and experience. The
value that e-government can bring to citizens could act as an incentive (or external motivator) for them
to improve their personal capabilities in order to exploit the services in their own interest; as the system
is being used, decision makers can make sure that the system is being utilised in the correct way.

5. Conclusion

The aim of this study is develop a model to examine the factors affecting e-government continuity,
satisfaction and expectation from citizens’ perspectives. The model presents the relationships between
the three major contexts (citizen, society and organization) with respect to the pre- and post-adoption
process. The citizen’s impact factor refers to previous experience and self-efficacy, and then to the
resultant personal outcome expectations of the whole process (within cognitive techniques). The
organizational context refers to the approach of incorporating two related models (IS Success and E-S-
QUAL). By synthesizing the potential relationship constructs distributed among several models
through classifying them into categories, the developed model examines the three main categories of
the IS success model (system, which is synthesised from E-S-QUAL, and information and services).
This is aimed at aligning the related actors within the nearest constructs. The UTAUT and E-S-QUAL
features are mostly applicable to those three categories. This study has emphasized the satisfaction
factor not only with reference to any increase in service quality but also to the capability of the citizens.
Hence, for e-government practice, aligning the services offered with the capacity of the end-user is



crucial and, as a result, it will facilitate the expansion of e-government in the future. Continuing to use
the system implicitly implies a level of mutual trust among the relevant stakeholders, specifically
citizens and government.
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