N

N

Transformational Government Citizens’ Services
Adoption: A Conceptual Framework
Teta Stamati, Thanos Papadopoulos, Drakoulis Martakos

» To cite this version:

Teta Stamati, Thanos Papadopoulos, Drakoulis Martakos. Transformational Government Citizens’
Services Adoption: A Conceptual Framework. 10th Electronic Government (EGOV), Aug 2011, Delft,
Netherlands. pp.134-143, 10.1007/978-3-642-22878-0_12 . hal-01589087

HAL Id: hal-01589087
https://inria.hal.science/hal-01589087
Submitted on 18 Sep 2017

HAL is a multi-disciplinary open access L’archive ouverte pluridisciplinaire HAL, est
archive for the deposit and dissemination of sci- destinée au dépot et a la diffusion de documents
entific research documents, whether they are pub- scientifiques de niveau recherche, publiés ou non,
lished or not. The documents may come from émanant des établissements d’enseignement et de
teaching and research institutions in France or recherche francais ou étrangers, des laboratoires
abroad, or from public or private research centers. publics ou privés.

Distributed under a Creative Commons Attribution 4.0 International License


https://inria.hal.science/hal-01589087
http://creativecommons.org/licenses/by/4.0/
http://creativecommons.org/licenses/by/4.0/
https://hal.archives-ouvertes.fr

Transformational Government citizens’ services
adoption: a conceptual framework

Teta Stamati, Thanos Papadopoulos?, and Drakoulis Martakos*

'Department of Informatics and Telecommunications, National and Kapodistrian University of
Athens, Panepistimiopolis, llissia 15784, Greece
{teta, martakos}@di.uoca.gr

2Knowledge and Information Systems Management Group, Centre for Operational Research,
Management Science and Information Systems (CORMSIS), School of Management,
University of Southampton, SO17 1BJ Southampton, UK.
a.papadopoulos@soton.ac.uk

Abstract. Despite the need expressed in the literature for shedding light upon
the mechanisms that underpin the transformational process of t-Government,
there is still research to be conducted regarding the critical factors that affect
the citizens’ adoption of local government transformational services. To address
this gap, this research reports on the findings of the use of the structured-case
approach and suggests a framework to investigate the success factors for t-Gov
in a Greek context. The paper reveals that transformational government is not a
state, but a process entailing experiential judgement. Existing acceptance
theories, hence, need to be complemented by additional variables that affect
citizens’ adoption of transformational services.
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1. Introduction

The successful delivery of public policy is increasingly dependent upon the effective
use and application of new technologies and Information Systems (IS) [1]. However,
significant issues are raised when policy conceptualizations travel through the many
and often labyrinthine levels of public administration. To address these issues and
change the way citizens interact and communicate with each other, as well as to
enhance the relationship between citizens and government, transformational
government (t-Gov) comes to the fore [2][3][4].

The study reports on the use of the structured-case approach to investigate the
success factors for a massive Greek t-Gov initiative in Greek Local Government
Organisations (LGOs) to investigate the parameters that ensure the smooth use of the
Local Government Application Framework (LGAF) [5]. The paper outlines the
contribution of the structured-case approach to build t-Gov theory following the
interpretivist approach [5] [6] [7] [8] [9]. The structure of the paper is as follows: after
a brief review of t-Gov and factors affecting its success, the research methods and



context of the study are discussed. It follows the discussion of the study results and
the presentation of the improved framework. The last section concludes the paper.

2. Technology acceptance theories

Past research on e-Gov has focused on implementation by using diffusion models. In
particular, research has used Diffusion of Innovation (DOI) Theory [10]. Relevant
studies [11] [12] [13] [14] focusing on the role of administration size and
professionalism on the adoption of computer technology [15]. Furthermore, literature
has referred to the IS Success Model [16] and the Technology Acceptance Model
(TAM) [17] as another means for discussing the particularities of the e-Gov
implementation by measuring perceived usefulness (PU) and perceived ease of use
(PEOU). TAM [17], based on the Theory of Reasoned Action (TRA) [18], is one of
the most well established theoretical frameworks that describe how users accept and
use a technology [19]. The factors discussed by the TAM [20] [21] [22] have been
utilised in various studies of acceptance of technology, IS, [23] [24] and e-commerce
[25] [26] [27]. Building on these TAM versions, the Unified Theory of Acceptance
and Use of Technology (UTAUT) was introduced by [28], consisting of three factors
namely performance expectancy, effort expectancy, and social influence and relevant
studies have emerged [29] [30] However, Paul et al. [31] suggest that TAM is not
conclusive and suffers from the absence of factors regarding social and human
processes. Moreover, PEOU is not consistently linked to adoption [25] [32] [33] [23].
Finally, TAM is criticised for representing subjective user assessments of a system
[15] [30].

Literature [34] [30] suggests that since there are many similarities between e-
commerce and e-Gov, TAM factors in e-commerce [25] [26] [27] [35] could be used
in the case of e-Gov [30]. However, the use of TAM has not been used extensively in
the case of t-Gov, taking under consideration its nature [36] [37]. Therefore, this
study aims to: understand the factors that affect citizens’ adoption and on going usage
of LGAF, and suggest a conceptual model explaining the dynamics of citizens and
acceptance of the LGAF.

3. Motivation for the study

This paper uses LGAF to study the smooth implementation of t-Gov. LGAF reshapes
access to information by integrating almost two hundred and fifty electronic
government services in many different domains of the public administration such as
in health, social care, education, public transportation, cultural, and other sectors and
creates various organizational and technological constraints [39] [40] [41] [42].
LGAF is Greek/European co-funded initiative for the Central Union of Municipalities
and Communities of Greece (www.kedke.gr). It aims to bring together the central and
local governments, the private sector, and the society, by providing advanced, secure,
privacy-aware, interoperable, and high-administrative national electronic services.



4. Research method and case description

This research follows the interpretive paradigm [6] [43] [7] [44] [8] [45] [9]. The
authors adopted a methodological approach based on the structured-case research
method [46] [47] [48] [49][50].

4.1 Conceptual framework (CF1)

The limited research undertaken regarding LGOs’ citizens adoption of
transformational services enforced the authors mainly to use TAM as baseline to
develop the initial CF1. The initial CF1 (Figure 1) includes constructs derived from
the literature and existing technology acceptance theories.

Perceived Usefulness }——{ Perceived Ease of Use

L |

Legislation &
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Fig 1. Initial Conceptual Framework for Transformational Government

The model attempts to capture the complex relationships involved in t-Gov
services adoption. Apart from PU and PEOU, the adoption of t-Gov services raises
important political, cultural, organizational, technological, human and social issues.
CF1 thus includes:

Ease of Use: significant field research has taken place the past two decades
regarding the effects that the construct PEOU has on both PU and intention to use
[19] [51]. Hence, PEOU will have a positive effect on both PU and behavioral
intention to keep using LGAF.

Usefulness: Individual behavioral intention to use a provided service is strongly
affected by users’ PU [19] [51] [52]. Hence, it is likely that high citizens’ PU will
lead them to positive evaluation of the necessity of LGAF.

Motivation: Potential individual differences in motivation to use a technological
innovation were suggested to be one of the most relevant variables in the adoption
and use [53] [54]. Active use of new technology with greater motivation has been
found to produce stronger behavioral effects on the use of it [55].

Compatibility: Based on DOI, authors consider as an important proposition the
fact that higher levels of perceived compatibility are associated with increased



intentions to adopt t-Gov. Users will be willing to use services congruent with their
preferred way of interaction [30].

Legislation & Regulatory Framework: Current legislation frameworks are
characterized by the assignment of significant powers to public bodies and the
recognition of relevant formal guarantees for citizens, based typically on observance
by public administrations of a legally predetermined bureaucratic-based sequence of
steps. Many rules become barriers to the effective implementation of t-Gov and erode
its confidence among citizens, since they are made too rigid to accommodate the
changes by ICT professionals.

Trustworthiness & Security: perceived trustworthiness and security are
considered as a significant construct. Trustworthiness can be divided into “trust to the
initiative” and “trust to the LGO” [56] The authors hypothesize that higher levels of
perceived trustworthiness are positively related to intention to use LGAF, considering
past studies on trust, security, and technological innovations [30] [57].

Compliance with Policy: The authors suggest that governmental policy can
establish communication channels that may either promote citizens’ adoption and use
of t-Gov services, or induce resistance [19] [58].

4.2 Methodological Approach of the Research Cycle

The first research cycle aimed to validate and further revise the CF1. The case studies
took place in twelve LGOs that participated as ‘pilots’ LGOs. A variety of primary
(e.g. interviews) and secondary data sources, such as internal and technical reports for
LGOs operations and requirements were used. A two-day workshop took place in five
different places around Greece with the participation of total of two hundred and fifty
stakeholders (experts from the LGOs, the Greek Ministry of Interior, the ICT industry
and people from the local regions) (Table 1). Based on these data, the authors
synthesized a set of key factors that citizens consider as important. Afterwards, a set
of requirements for the effective design and implementation of LGAF were
consolidated as the first user scenarios. During the workshops, more than fifty in
number, regional and national individual interviews, were conducted with the LGOs
employees, the chief technology officers, the administrators, the consultants, and the
citizens as potential users. The duration of each interview was approximately forty
five minutes.

5. Findings and discussion

The data analysis demonstrates that adoption agenda is influenced by a combination
of issues at the individual level. Hence, a multi-disciplinary approach is essential to its
investigation and research, involving an effective management of systems,
information, policies, processes, and change. To this point, debates during the
workshops were about the fit of technology on LGOs’ processes and operations rather
that developing the right technology. Some of the variables identified in the CF1 were



found to be inter-reliant. The authors followed the classification of t-Gov terminology
and attempted to group the findings as human and social constructs, organizational
constructs and technical constructs, allowing for more specific concepts to emerge
within such groupings.

Table 1. Workshops’ participation

Workshops Duration Participants No Profile of Participants
1st dav: 6h Male: 58; Female: 24

WS1 ond d;"_ i 65 Academia: 7; LGOs: 31;
Y- Industry: 13; Citizens: 30
. Male: 19; Female: 12

WS2 ;f]tddj;"ﬂ‘h 47 Academia: 1, LGOs: 12;
y: Industry: 9; Citizens: 9
. Male: 37; Female: 22

Ws3 ;f]tdd;;"_?’shh 40 Academia: 1, LGOs: 24
Y- Industry: 5; Citizens: 29
. Male: 17; Female: 21

Ws4 %thd;;/._srh 36 Academia: 3; LGOs: 16
Y- Industry: 8; Citizens: 11
. Male: 26; Female: 16

WS4 ;ztddj‘;"?;‘h 36 Academia: 3; LGOs: 21:
Y- Industry: 11; Citizens: 7

Human and Social Constructs: “Compatibility” was found to have a significant
relationship with use intentions in t-Gov. The participants strongly suggested that
LGAF should operate in a manner that “is consistent with individuals’ values, beliefs
and experiences” and provide information and work support in a manner that is
“consistent with what citizens are used on”.

Another significant concern was “trustworthiness”. Citizens, who perceived the
reliability and security of the internet to be low, presented obstacles when using
LGAF [57]. There was a long debate between participants in the workshops regarding
the notion of initial trust to LGAF that refers to “trust in an unfamiliar trustee, a
relationship in which the actors do not yet have credible, meaningful information
about, or affective bonds with, each other” [57]. Regarding trustworthiness, citizens
who perceived Greek government to be trustworthy consider the introduction of
LGAF as a welcome initiative. Governmental-based trust was mainly associated with
citizens’ perceptions of the governmental environment, such as the structures,
regulations and legislation that make an individual feel safe and trustworthy [59].

Another important construct was the mativation or the perceived need for working
‘over the wire’. In demographic terms, the data analysis revealed that a percentage of
76% of the interviewees stated they intend to immediate use LGAF (early LGAF
adopters) were people in young age, more educated (80% of them holding a
University degree) and with relatively high incomes (40% of them had a net family
income more than thirty thousand per year). This indicated that individual
demographic characteristics were also influencing the adoption of provided services.
The cases analysis proved that a group of individuals were more likely to keep using



LGAF than others. Consequently, we examined two factors namely, the level of prior
Internet usage and the citizens innovativeness. Individual innovativeness can be
defined as ‘consumer acceptance’ of new ideas [4]. The findings supported that higher
Internet usage led to LGAF adoption. Domain-specific innovativeness, i.e. innovation
linked to certain domains was found to influence LGAF adoption. Finally, there was a
group of users persuaded very quickly of the LGAF’s significant advantages
compared to prior institutional systems. This proved that individual perceived relative
advantage enforced the individual intention to use.

Organizational Constructs: The discussions concerned the coordination and
ownership between and across LGOs and departments, the political engagement
regarding the delivery of technology supported services, the LGO capacity including
available resources (human, technical, etc.), change and risk management issues as
well as the appropriate legal and legislation framework. Participants discussed about
the nature and mission of LGOs and their relationship with the electronic services
provided. There was a clear concern regarding potential future developments and
change [4]. Clear policies for LGOs were seen to be critical. Key issues included
sense of ownership and the required organisational transformation. A key concern
was about ways to cope with organisational inertia. A particularly important area of
risk was the access to governmental services and the issue of community inclusion.
Furthermore, it emerged that measurement and evaluation techniques were necessary
to realise the learning perspectives of t-Gov. To achieve successful transformational
implementations it is necessary to establish coherent legitimacy and establish trust
relationships between government and citizens. Since the legal framework regarding
the provision of electronic services is ‘still in infancy’, a cohesive legal framework is
required to speed the adoption of t-Gov. The research has revealed that four main sets
of legislation are considered: personal data protection laws; privacy and security laws;
information (provision) laws; and administrative laws.

Technical Constructs: Various technical parameters that might affect LGAF
adoption and regular use were revealed. The supporting staff in LGOs stressed the
need for a less complex framework and more user-friendly in its user interface, and
the forms and templates. The majority of interviewers and workshop participants were
sceptical about the use of innovative technological tools, by aged users; the authors
labelled this attribute ‘computer anxiety’. 1T experts identified the need for flexible
and scalable technology, privacy and security, shared services and common identity
management, standards, coordination and integration between LGOs operations and
departments, identification and authentication. Regarding the notions of scalability
and flexibility of governmental systems, the cases revealed that there is need to create
flexible systems that can adapt and change on demand in accordance to the changing
nature of t-Gov [2] [3]. There was no definite agreement regarding what constitutes
valid and appropriate access to information. Finally, issues of interoperability and
standardisation arose, stemming from the way different LGO’s departments can be
managed, the technical tools needed for integration and the standardisation of certain
data and services. To this extend, the notions of open standards and open source
software were highlighted.



5.1 Conceptual framework (CF2)

The research findings resulted in the modification of the CF1 to a revised framework
(CF2) (Figure 2).

P i Ease of Use

Trustworthiness
-Trust to Technology Ci ity & Security
-Trust to Government .
Intention to Adopt -Friendliness of SW
Transformational ~Computer Anxiety
. -Technical Efficiency &
e-Services Effectiveness
-Interop ility
—— -Scalability & Open
Motivation Standards
-Demographics -Identity Management
-Education
-Culture C ibili
C i with Policy
-Values
-Beliefs -Legislation & Regulatory
-Experiences Framework
-Needs -Politics
-Relative Advantage -Communication Channels
-Coordination
-Cooperation

Fig. 2. Final Conceptual Framework for Transformational Government

The proposed CF2 can be used as the basis for further research. The adoption of
LGAF from citizens is presented as the initial crucial step in the diffusion process for
government to capture its goals, enable an environment for social and economic
growth, and contribute to the process of transformation of the Greek local
administration towards a leaner and cost-effective administration. The real benefit of
LGAF lies not in the use of technological framework per se, but in its application to
processes of transformation in the Greek bureaucratic public sector.

6. Conclusions

T-Gov initiatives have been identified as one of the top central government priorities.
Citizens’ acceptance of LGAF raises important political, cultural, organisational,
technological and social issues that must be considered carefully. In this research a
framework which consists of concepts and details about the key adoption factors of t-
Gov was developed, which can be used as a tool to determine the roadmap for
adoption of a t-Gov initiative. Further research could include the study of how the
perceived attributes of trialability and observability may affect the adoption of
transformational services by citizens. Although the nature of the study does not allow



the generalisation of findings, we could suggest that future research should also aim at
exploring the applicability of this framework to other e-government projects.
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