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Abstract 

 

The fiscal spending of governments to facilitate citizens’ access to government 

services is very high, estimated to be in the billions. These services include e-

government services available on websites. However, the consumption and use of e-

government services by citizens is not commensurate with the massive government 

spending. In order to increase the rate of adoption of e-government services by 

citizens and to avoid failure of the program, this study uses both theoretical and 

empirical methods to increase and deepen understanding of the problem. In addition, 

this study responds to the need to add to the few empirical studies that have covered 

the issues related to technology adoption through e-government services from the 

citizen’s perspective in developing countries. 

 

Many researchers have studied e-government from different angles. E-government 

adoption research currently lacks a comprehensive conceptual framework for 

explaining citizen adoption of e-government services for the following reasons. First, 

it focuses either on government-to-government (G2G) or on government-to-business 

(G2B) and does not adequately consider government-to-citizen (G2C) adoption and 

implementation of e-government. Second, it focuses on business, organisational and 

work environments, and does not sufficiently develop theories to fit the social context 

of citizens to understand the relationship between IT implementation and individuals. 

This research contributes to theoretical development of a citizen based e-government 

adoption model in developing countries by building on and extending the unified 

theory of acceptance and use of technology (UTAUT) through integration of pertinent 

constructs to the e-government context including privacy, trust and national culture. 

 

The extended model is tested using multiple research methods: a large-scale, 

questionnaire survey of 634 Saudi citizens and case study interviews with e-

government officials. The structural equation modelling technique is utilised for data 

analysis. The findings show that both measurement and structural models exhibit 

good model fit to data. All constructs satisfy the criteria of construct reliability and 

convergent and discriminant validity. The path estimations show that, of the 10 
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designed relationships, eight path relationships were significant and two remained 

unsupported. 

 

The empirical results indicate that performance expectancy, effort expectancy, social 

influence, privacy, trust and culture are the main determinants affecting the 

behavioural intention to adopt e-government services in this particular context. There 

is a direct and positive relationship between culture and privacy as well as between 

privacy and trust for citizens to adopt and use e-government services and applications. 

Unexpectedly, the results indicate that facilitating conditions, as one of the UTAUT 

constructs, does not affect behavioural intention to use e-government services. 

Moreover, the results show that gender, age, education and income as moderating 

factors are not supported for the research sample.  

 

Finally, the research concludes by highlighting the theoretical and practical 

implications, limitations and future directions. On the theoretical level, the study 

makes an important contribution of a citizen based e-government adoption model in 

developing countries by extending the UTUAT with vital e-government factors of 

privacy, culture and trust.  Additionally, on a practical level, the study has important 

implications for policy makers in understanding the critical factors influencing the 

adoption of e-government in Saudi Arabia by its citizens. Indeed, the study paves the 

way for future research on e-governnment adoption in developing countries 

particularly in Middle Eastern countries in developing meaningful e-govnerment 

strategies and interventions through considering the important role of the individual’s 

context. 

 

 

 

 

 

 

 



iv 

 

Acknowledgements 

 

 

First and before all, I give thanks to Allah, who has given me many blessings, 

opportunities and guidance, and helped and empowered me to come to the end of this 

PhD journey smoothly.  

 

I would like to thank sincerely my supervisor, Dr Robert Goodwin, for his exceptional 

help, support and guidance since the beginning of my PhD dream and endless 

patience towards the end. Also, exceptional thanks to my co-supervisor, Dr Giselle 

Rampersad, especially for her support in turning this work into an acceptable 

academic style. 

 

My heartfelt thanks go to my beloved, patient and encouraging parents, my father and 

mother, Eid and Messferah: thanks for your love and prayers, you did it. For my 

wives, Eiman and Aidah, and my kids, Sarah, Osamah, Maraih and Hajer, thanks for 

accompanying me; this is our family journey, honeys. Many thanks also to all of my 

brothers and sisters, as well as my friends in Australia and overseas, who provided 

strength and good cheer to me when I really needed it. 

 

I sincerely acknowledge the financial support of my study by Al-baha University in 

Saudi Arabia. 



v 

 

Table of Contents 

 

Certification ..................................................................................................................... ii 

Acknowledgements ........................................................................................................ iii 

Abstract ......................................................................................................................... viii 

List of Figures .................................................................................................................. x 

List of Tables ................................................................................................................. xii 

List of Abbreviations ................................................................................................... xiii 

 

Chapter 1: Introduction ................................................................................................. 1 
1.1 Overview ................................................................................................................. 1 
1.2 Background of the Research ................................................................................... 1 
1.3 E-Government in Saudi Arabia ............................................................................... 2 
1.4 Importance of the Study .......................................................................................... 3 

1.5 Scope of the Study .................................................................................................. 5 
1.6 Research Aim and Objectives ................................................................................. 6 
1.7 Research Questions ................................................................................................. 7 

1.8 Research Motivation ............................................................................................... 7 
1.9 Research Outcomes ................................................................................................. 8 

1.10 Research Organisation .......................................................................................... 9 
1.11 Summary ............................................................................................................... 9 

Chapter 2: E-Government Background ..................................................................... 11 
2.1 Overview ............................................................................................................... 11 

2.2 E-Government Definition ..................................................................................... 11 
2.3 Categories of E-Government ................................................................................ 14 
2.4 E-Government Phases ........................................................................................... 16 

2.5 Motives of E-Government .................................................................................... 18 
2.6 E-Government and E-Commerce .......................................................................... 21 

2.7 Summary ............................................................................................................... 23 

Chapter 3: Saudi Arabian Background ...................................................................... 25 
3.1 Overview ............................................................................................................... 25 

3.2 Why the Saudi Context ......................................................................................... 25 
3.3 The Kingdom of Saudi Arabia .............................................................................. 27 

3.4 Political System .................................................................................................... 28 
3.5 Population ............................................................................................................. 30 
3.6 Culture, Society and People .................................................................................. 30 

3.7 ICT in the Kingdom of Saudi Arabia .................................................................... 32 
3.8 Mobile Service ...................................................................................................... 34 
3.9 Internet Services .................................................................................................... 35 
3.10 Broadband Services ............................................................................................ 35 

3.10.1 Fixed Broadband Services ........................................................................... 36 
3.10.2 Mobile Broadband Services ......................................................................... 37 

3.11 E-Government in Saudi Arabia ........................................................................... 38 
3.11.1 The First Action Plan (2006–2010) ............................................................. 38 



vi 

 

3.11.1.1 Projects Implemented............................................................................ 40 

3.11.2 The Second Action Plan (2012–2016) ............................................................. 41 
3.12 Summary ............................................................................................................. 45 

Chapter 4: Technology Adoption ................................................................................ 47 
4.1 Overview ............................................................................................................... 47 

4.2 Theory of Reasoned Action (TRA) ....................................................................... 47 
4.3 Theory of Planned Behaviour (TPB) .................................................................... 49 
4.4 Technology Acceptance Model (TAM) ................................................................ 51 
4.5 Diffusion of Innovation Theory (DOI) ................................................................. 53 
4.6 Technology-Organization-Environment (TOE) .................................................... 56 

4.7 Unified Theory of Acceptance and Use of Technology (UTAUT) ...................... 58 
4.8 Advantages of UTAUT Model and Justification for Using This Model .............. 60 

4.9 Summary ............................................................................................................... 62 

Chapter 5: The Literature Review for the Constructs of the Expanded     

UTAUT........................................................................................................................... 63   

5.1 Overview ....... ……………………………………………………………………63 

5.2 Privacy .................................................................................................................. 64 

5.2.1 Privacy and Technology ................................................................................ 66 
5.3 Trust ...................................................................................................................... 72 

5.4 The Relationship between Privacy and Trust........................................................ 74 
5.5 Culture ................................................................................................................... 76 

5.5.1 Culture, Privacy and Trust ............................................................................. 81 
5.6 Research Studies on E-Government Adoption ..................................................... 83 
5.7 The Research Model ............................................................................................. 93 

5.8 Hypotheses ............................................................................................................ 94 
5.9 Definitions of Constructs ...................................................................................... 95 

5.10 Summary ............................................................................................................. 96 

Chapter 6: Research Methodology and Design .......................................................... 97 
6.1 Overview ............................................................................................................... 97 
6.2 Research Methodology ......................................................................................... 97 

6.3 Research Design .................................................................................................... 99 
6.4 Research Methods ............................................................................................... 102 
6.5 Survey ................................................................................................................. 103 

6.5.1 Questionnaire Design and Procedures ......................................................... 104 
6.5.2 Concept and Operationalisation of Construct .............................................. 105 

6.5.3 The Measurement Scale ............................................................................... 109 
6.5.4 Preparing Draft Instrument .......................................................................... 109 
6.5.5 The Translation of the Questionnaire .......................................................... 113 

6.5.6 Face Validity Test and Pretest for the Instrument ....................................... 114 
6.6 Pilot Study ........................................................................................................... 114 

6.6.1 Instrument Reliability .................................................................................. 115 

6.6.2 Validity of Scale Using Exploratory Factor Analysis (EFA) ...................... 117 

6.7 The Main Study ................................................................................................... 120 
6.8 Case Study .......................................................................................................... 121 

6.8.1 Interviews ..................................................................................................... 121 
6.9 Ethical Permission .............................................................................................. 123 
6.10 Summary ........................................................................................................... 123 

Chapter 7: Quantitative Analysis and Results ......................................................... 124 



vii 

 

7.1 Overview ............................................................................................................. 124 

7.2 Data Preparation .................................................................................................. 125 
7.3 Data Analysis ...................................................................................................... 125 
7.4 Descriptive Statistics ........................................................................................... 126 

7.4.1 The Demographic Profile ............................................................................. 126 

7.5 ICT Characteristics of the E-Government Adopters ........................................... 130 
7.5.1 Computer Experience .................................................................................. 130 
7.5.2 Internet Experience ...................................................................................... 130 
7.5.3 Type of Device ............................................................................................. 132 
7.5.4 Type of Connection ..................................................................................... 132 

7.6 Testing the Assumptions of Data Analysis ......................................................... 133 
7.7 Structural Equation Modelling (SEM) and Confirmatory Factor Analysis 

(CFA) .................................................................................................................. 134 
7.8 Scales Reliability ................................................................................................ 135 
7.9 Goodness-of-Fit (GIF) Metrics ........................................................................... 136 

7.10 Instrument Refinement and Validation ............................................................. 139 
7.11 Measurement Model (with All Constructs) ...................................................... 141 

7.12 Validity Analysis .............................................................................................. 142 
7.13 The Structural Model Analysis ......................................................................... 144 

7.14 The Effect of Moderators .................................................................................. 149 
7.15 Summary ........................................................................................................... 153 

Chapter 8: Qualitative Analysis ................................................................................ 154 
8.1 Overview ............................................................................................................. 154 
8.2 Background ......................................................................................................... 154 

8.3 Reliability and Validity of the Interviews Analysis ............................................ 156 
8.4 Interview Data Analysis ...................................................................................... 156 

8.4.1 Phase 1: Data Collection .............................................................................. 156 
8.4.2 Phase 2: Data Reduction .............................................................................. 156 

8.4.3 Phase 3: Data Display (Open Coding) ......................................................... 157 
8.4.4 Phase 4: Drawing and Verifying Conclusions ............................................. 158 

8.5 E-Government Program Importance ................................................................... 158 
8.6 Challenges Facing E-Government Implementation and Adoption ..................... 159 
8.7 Factors Affecting Citizens’ Adoption ................................................................. 160 

8.7.1 Citizens’ Awareness .................................................................................... 161 
8.7.2 Trust ............................................................................................................. 161 

8.7.3 Privacy ......................................................................................................... 162 
8.7.4 Culture ......................................................................................................... 163 
8.7.5 Age ............................................................................................................... 163 

8.7.6 Services Quality ........................................................................................... 164 
8.7.7 Social Influence ........................................................................................... 164 

8.7.8 Ease of Use (Effort Expectancy) ................................................................. 164 
8.8 Summary ............................................................................................................. 165 

Chapter 9: Discussion ................................................................................................. 166 
9.1 Overview ............................................................................................................. 166 
9.2 Overview of the Study ........................................................................................ 166 
9.3 Survey Finding .................................................................................................... 168 

9.3.1 Finding for Descriptive Analysis ................................................................. 168 
9.3.1.1 Gender ................................................................................................... 168 
9.3.1.2 Age ........................................................................................................ 169 



viii 

 

9.3.1.3 Education .............................................................................................. 169 

9.3.1.4 Income................................................................................................... 169 
9.3.1.5 Occupation ............................................................................................ 170 
9.3.1.6 Computer and Internet Experience ....................................................... 170 

9.3.2 Findings from Hypotheses Testing .............................................................. 170 

9.3.3 Interview Findings ....................................................................................... 180 
9.3.4 Non common factors .................................................................................... 181 

9.4 Summary ............................................................................................................. 184 

Chapter 10: Conclusions and Future Work ............................................................. 185 
10.1 Overview ........................................................................................................... 185 

10.2 Summary of the Results .................................................................................... 185 
10.3 Answers to Research Questions ........................................................................ 187 
10.4 Academic Contributions of the Study ............................................................... 189 
10.5 Practical Implications ........................................................................................ 190 
10.6 Limitations of the Research .............................................................................. 193 

10.7 Future Directions .............................................................................................. 194 

References .................................................................................................................... 197 

Appendices ................................................................................................................... 223 
Appendix A: The Study Cover Letter and Questionnaire—English Version ........... 223 

Appendix B: The Study Cover Letter and Questionnaire—Arabic Version ............ 236 
Appendix C: The Ethics Committee Approval ......................................................... 249 

Appendix D: Approvals and Correspondence Letters to Conduct the Study 

from MCIT .......................................................................................................... 250 
Appendix E: Information Sheet for Interview .......................................................... 253 

Appendix F: Exploratory Factor Analysis (EFA) for Pilot Study ............................ 255 

 


