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 Every government's major objective is to provide the greatest services in order 

to establish efficiency and quality of performance. Syria's government has 

understood how critical it is to go in the direction of information technology. 

However, there are gaps and poor links across government sectors, which has 

tainted the image of Syrian e-governance. As a result, one of the main aims of 

this study is to figure out what factors impact Syrians' acceptance of the e-

government system. A total of 600 questionnaires were delivered to Syrian 

individuals as part of a survey. The data was analysed using the structural 

equation model (SEM) using AMOS version 21.0. User intention to utilise an 

e-government system was shown to be influenced by performance 

expectations, effort expectations, system flexibility, citizens-centricity, and 

facilitating conditions. Assurance, responsiveness, reliability, tangibles, and 

empathy are five fundamental factors that have a major impact on government 

operation excellence. Behavioural Intention is being utilised as a mediator 

between the government operation excellence (GOE) initiative and the e-

government platform. 
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1. INTRODUCTION 

In recent years, as a result of new technology and conceptions, governance has changed. contact 

with relation aspect such as organizations and citizens [1]-[3] by launching original service styles, similar to 

e-learning, e-banking, e-health, e-commerce, e-business, and e-voting are all examples of electronic services, 

The term "e-governance" was created to describe electronic government. This is a reference to the products 

and services. supplied by governmental to citizens via providing new information and communication 

technology technologies that may allow making assistance more quickly and easily. It had been first 

presented at the ‘90s, it is regarded as an innovation introduced by using high-tech development from 

information technology increase [4]. 

Most scholars have divided E-governance into three main categories which are: government to 

government (G2G), government to citizens (G2C), and government to business (G2B) are three types of 

G2B. According to Fang and a few other researchers, a fourth category, government to employee, has been 

developed (G2E) [5]. However, none of the scholars has explored the interaction between the opposite 

categories beyond the government. Category as they consider them to be the e-commerce a part of the e-
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governance. For instance, business to citizen (B2C), business to employee (B2E) and employee to citizen 

(E2C), don't seem to be yet identified within the e-governance system [6].  

Moving closer to e-governance would provide several benefits to a republic's kind of services, 

collectively with finances procedure and control. Certainly, it would enhance the processing the national govt 

in various components in order to improvement of excellence in government operations. A range of these 

benefits is decreasing expenses and growing activity thanks to the discount of printed paper and acquisition 

of documents and area for storage [7]-[9].   

Reducing the workload on employees is some other advantage to the work environment due to the 

fact employees are concerned with the minimal quantity of citizens and this can create an increased and 

serene environment. e-governance will advantage country areas together with large cities since citizens can 

practice for services lengthy as they're a a portion of republic citizens may be able to participate in some 

occasions and services. additionally practice for and request a service whilst they're overseas. Further 

advantages to the environment, knowledge, should even be counted for the improvement of the country [10]. 

Additionally, e-governance has some challenges and downsides, and these should not be forgotten or 

ignored. Just to name a few  of these difficulties are illustrated underneath cost, unreachability, hyper-

surveillance, loss of transparency and accountability [11], [12]. 

 

 

2. LITERATURE REVIEW 

2.1.  E-government 

E-governance, also known as electronic governance, is the combination of information and 

communication technology (ICT) into the activities with goal of improving government's ability to meet 

public demands. The primary goal of e-governance is to make procedures easier for everyone, including 

government, people, companies, and others, at the country, state, and local sectors. It is application for the 

electronic technology to enhance good governance. It refers to the application of information technology in 

government processes and activities in order to achieve simple, moral, responsible, and transparent 

government. It involves the ability to receive government services, information distribution, and timely and 

effective communication. The strategic objective of e-governance is to achieve this using email addresses, 

online communities, government discussion websites, and online mediation is to improve information 

regimes, inform citizens, and engage citizens. As a result, e-duty governance's aims to close the gap between 

the governed and the rulers by allowing citizens to become more knowledgeable and powerful. 

The geographical analysis of linked publications reveals that the e-government website has been 

researched in a variety of nations, including the United States. Russia, iran, China, Caribbean Island, 

Indonesia, United Kingdom, South Korea and United Arab Emirates [13]-[23]. Furthermore, a detailed 

overview of the previous studies reveals that the issue of "e-government" has been examined from a range of 

viewpoints, with the majority of them focusing on the technological aspects of e-governance, websites, 

government-to-business [21], and browsing and perusing governmental websites are just a few examples. 

[13], [14], availability [16], [20], [22], usability [13], [22], quality [23] and from the perspective of users 

[18], [19]. In a summary, the majority of research recommended creating a perfect e-government system 

platform that is necessary for residents. It might indicate that most nations require legislative enforcement or 

other extra methods to promote online accessibility among their companies. 

 

2.2.  Government operation excellence 

The introduction of information communication technologies (ICT) has had a significant influence 

on the way people' demands are met, as well as government encounters and communication, and its 

effectiveness is shown in the increasing acceptance of related based on the internet, smartphones, and taps. 

ICT is still regarded as the essential basis in modern society and digital economy [24]. One of contemporary 

technology's exhibited potential [25] is its challenge to current power structures and economic connections. 

This is in addition to the enormous potential for reform and influence on business, people, and government 

manners and relationships [26], such as offering a critical tool for dissident political organisations throughout 

the world [27]-[30]. 

Recently, the attention of scholars and researchers has focused on the government attributes or 

features which mainly interact with citizens such as websites and support claims. The arguments between 

different scholars differ from one point to another. Some of them argue that offer access to government 

information will enhance transparency, while others suggest engaging citizens in official dialogues with the 

government will increase trust between both parties. Although these different agreements and suggestions 

consider different points and discussed different targets, their final target is to eliminate the barriers which 

may impede the government-citizens relationship [26]. 

Traditional operational techniques for systems will have to be reviewed and re-evaluated [31]. In 

order to achieve this potential in systems, operational elements must enhance stakeholder management, 
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multidisciplinary synthesis, and the successful implementation of operational excellence [32]. Darnell et al. 

[33] shown in his study that in order to get the most out of any agency's operating excellence, employees 

should be recognized, and leaders should be given opportunity for further professional growth and a more 

flexible work environment. This setting, however, cannot be achieved unless the employee has a quiet work 

space away from the public and hordes of individuals seeking their services. 

Darnell et al. [33] furthermore, it was proposed that public services be well advertised in order to 

gain the target GOE more quickly and efficiently. On the other hand, a single government agency or 

department cannot achieve full governmental excellence by itself, because offering high-value public e-

services in e-government frequently necessitates collaboration between two or more government agencies 

and departments [34]. Interoperability between intended automated business processes is often used to ensure 

and achieve such collaboration. 

It is, in fact, more logical to question whether governments demand and need to improve and 

enhance the government's present service shift to a better e-government approach. And so on, nowadays a e-

government is gaining traction is building a number of distinct national administrations are adopting 

substantial steps in various countries and nations to engage thoroughly in the radical transformation of their 

portfolios. Generally, one of the popular models in the service quality is [35] five-dimensional SERQUAL 

model [36]. The SERQUAL model “considered typical methods in the evaluation of the service quality. They 

put forward that the level of “customer perceived service quality” depends on the difference between the 

perception of the customer in the service process and the service expectations” [36]. Hence, the assessment of 

GOE can be based on the same common criterion as is stipulated in the SERVQUAL approach. It can be 

assurance, tangibles, dependability, responsiveness, and empathy are some of the categories [37]. 

 

 

3. THE PROPOSED METHOD 

The acceptance of e-governance model by citizens has been a threat in Syria because people do not 

believe in e-governance. This research shall attempt to study the factors which can enable people to trust and 

accept e-governance. The present research will use a quantitative approach to research given that it will 

examine the relationship between several independent variables as well as the e-governance system's 

acceptance by users in Syria. Citizens-centricity, facilitating conditions, performance expectancy, and effort 

expectancy are the study's independent variables, whereas government operation excellence (GOE) is the 

study's dependent variables., flexibility system. And the mediation variable is behavioural intention. 

Given the quantitative leanings of the research, the study will thereby focus on existing statistical 

data, facts and figures. The accompanying data collection tools have been identified as questionnaires. 

Questionnaires were particularly effective in collecting quantitative data, particularly if researchers are aware 

of how the variables are to be tested [38]. In addition to this, questionnaires are also effective when it comes 

to collecting data from a wide sample of respondents, dispersed across a number of locations. Using a 

questionnaire also allows researchers to ensure that respondents are presented with a uniform set of 

questions, this will later result in uniform sets of data which are not challenging as far as analysis is 

concerned. Questionnaires, if designed effectively are unlikely to be time-consuming, therefore enabling for 

the data collection in such a small amount of time [39], [40]. Given the fact that the research sample is 

geographically dispersed across Syria, the researcher relied on a questionnaire approach to investigate. 

Questionnaires, if designed effectively are unlikely to be time-consuming, therefore enabling for the data 

collection in such a small amount of time [38]-[40]. Given the fact that the research sample is geographically 

dispersed across Syria, the researcher relied on a questionnaire approach to investigate. 

 

 

4. RESEARCH METHOD 

According to [38], The methodology is a set of ideas that must be reduced to a technique that is 

uniquely appropriate to a given circumstance in any given situation. The research approach for this study 

offers a systematic and structured technique for examining the link between the many variables involved, 

namely e-governance, behavioural intention to use, and government operation excellence. In achieving the 

objectives, the research methodology deals with procedures involved in this research. Questionnaire targeting 

to survey the adoption information technology for promoting e-governance system among citizens in 

Republic of Syria are including in the instrument. 

Series of tests such as structural equation model (SEM), and reliability analysis were conducted to 

confirm that the instruments were valid (reliability and convergent validity). Also, The research approach that 

was used in this study was described in depth. Includes all procedures, processes, and recommendations that 

are suited for this type of investigation, according to research literature. The primary goal of this study is to 

look at the role of behavioural acceptability in mediating the link between e-governance and GOE in Syria. 



Bulletin of Electr Eng & Inf  ISSN: 2302-9285  

 

Successful factors determining the significant relationship between e-governance … (Almahdy Alhaj Saleha) 

3463 

4.1.  Research framework  

The adoption of information systems, particularly e-governance systems, is impacted by three 

variables, according to a study of the relevant literature., namely: (1) individual factors (2) system factors (3) 

environmental factors [41]-[43]. The Implications of DeLone and McLean model, technology acceptance 

model (TAM), task-technology fit (TTF), and unified theory of acceptance and usage technology are the 

main theories utilised in this study in terms of theoretical contributions (UTAUT) [44], [45]. We are merging 

these theories into a new framework in order to attain the best GOE for Syrian citizens in this study.  

Hence, the evaluation of GOE will be supported by the equal common criterion as is stipulated 

within the SERVQUAL approach. It will be classified into assurance, tangibles, reliability, responsiveness 

and empathy [46], [47]. The goal of this study is to see how e-governance affects the GOE. 

H1: An e-governance system and GOE have a significant relationship 

 

4.1.1. Conceptualization of factors 

An study of information and communication technologies of the literature has shown that Various 

researches have been performed out to explore at user acceptability of e-governance systems [24]-[26], [48], 

[49]. The majority of previous studies have focused on employees and citizens environments within 

economically developed nations. While developing countries have much to gain from utilising information 

technology, they usually receive little to no attention in regards to research [50]-[52]. To do so, they need to 

improve upon three aspects: the implementation environment, individual factor, and system factor. In that 

respect, the current study will aim to in order to improve knowledge of the different aspects that influence 

Syrian residents' acceptance of the e-government system [53], [54]. 

 

4.1.1.1. Behavioral intention 

Citizens are encouraged to use a certain software program if it has been utilised or advertised by 

social organisations, colleagues, or relatives, or any other factor that affects a people's actions or feelings. 

[55]. This study adding three determinants that are associated of use-intention behaviour of e-governance. 

They're included to highlight the individual aspect because they have e-governance adoption has a significant 

influence on people's decisions. 

H2: The the relation among an e-governance system and government operation excellence is moderated by 

behavioral intention to use. 

 

4.1.1.2. Performance expectancy 

Performance expectancy (PE) is defined by a number of writers, including [56], [57], as an 

individual's expectations of enhancement while applying a different concept that might increase job 

performancePerformance expectation appears to be a significant component in determining user intention in 

ICT environments, according to a slew of studies [58], [59]. 

Applying this concept (PE) to the e-governance system implies that Syrian citizens believe that 

using the E-governance system will help them understand more now and, as a result, will enhance their 

effectiveness. Within an e-governance context, there are many studies which suggest that PE directly 

influences user intent to use an e-governance system [60]-[62]. 

H3: Expected performance has a positive impact on behavioural intentions to utilise services provided by the 

government. 

 

4.1.1.3. Effort expectancy  

Both [56], [63] define effort expectation as the amount of comfort users feel when utilising 

information technology. Effort expectancy has been shown in various research to have a significant impact 

on behavioural intention. That's also, this same desire to utilize information system technologies [59], [60], 

and [64]. Throughout this view, effort expectancy theory says that people will typically accept a system if 

they believe it is uncomplicated to use. This research will aim determine the level to which independent 

variables such as effort expectations influence the outcome correlate with the aim of implementing an e-

governance platform. 

H4: Effort expectation will impact behavioural intentions to utilise e-governance services in a positive 

influence. 

 

4.1.1.4. Citizens-centricity (CC) 

The provision of services from the consumer's point of view, rather than the attitude of the 

government entity, is what a citizen centric approach entails. Antoni et al, Kamaruddin et al [65], [66]. The 

citizen should be at the centre of every e-governance initiative. Therefore, citizen-centric customer service is 

a complicated topic with many standpoints that should be examined at the beginning of every new project. 

Some academics have identified his offering of citizen-centered service as a significant success factor. 
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Elsheikh et al. [67] citizen-centered service provision in developing nations, e-governance services 

determinants would allow for a good knowledge of residents' problems, wants, requirements, and concerns, 

which governments must consider to guarantee the success of services [68]. 

H5: Citizens-centricity will have a beneficial impact on behavioural intents to utilise egovernment services. 

 

4.1.1.5. System flexibility (SF) 

In the context of e-governance, system flexibility relates to the extent of freedom people think e-

governance provides them in terms of time and location. Almahamid et al. [69] system flexibility. This is the 

capacity to use several procedures and facilities to attain the same objectives. It includes elements like 

product volume flexibility, persons flexibility, and so on [70]. 

E-governance literature has also provided us with many studies that indicate the predictive ability of 

flexibility of e-governance system in determining behavioral intention [46]. In this research, Syrian citizens 

will adopt the e-governance. People will utilise the e-governance system if they feel they could reach it at any 

location worldwide. 

H6: System flexibility will have a favourable impact on behavioural intents to utilise e-government services. 

 

4.1.1.6. Facilitating conditions (FC) 

In 2003, Venkatesh [56] defined Facilitating conditions are the criteria that cause users to feel that 

Syria's governance infrastructure, both technological and organisational, can operate an e-governance 

application system. For this regard, enabling, facilitating conditions might lead to the failure of information 

systems related to a loss of trust in the companies and their systems [57].  

Zhang et al. [36] it was also suggested that providing enabling conditions, such as money and time, 

would drive a person to adopt a specific method. The enabling circumstances construct has a substantial 

direct impact on user behaviour, according to several research in the information technology area [71]-[73]. 

Applying this concept to the e-governance system indicates that Syrian residents believe technological 

infrastructure is important, and governance infrastructure will allowing them to access the e-government 

system without any problem, and to interact with other users [74]. 

H7: Facilitating conditions will impcat behavioural intentions to utilise e-governance services in a positive way. 

 

4.1.1.7.  SERVQUAL 

Parasuraman et al. [75] improved their prior methodology for evaluating service quality. H. Ali [76] 

The SERVQUAL was established. In brief, the authors argue that a practical service quality assessment 

develops from a gap in between quality of the service delivered and the client's demands. As a result of 

completing further research and collecting and analysing new knowledgeThose who are willing to enlarge their 

impact, lowering the original 10 dimensions to seven; 1) physical items; 2) reliability; 3) responsiveness; 4) 

communication, credibility, safety, competence; 5) courtesy; 6) customer knowledge; and 7) access. 

As showing in Table 1 SERVQUAL was decreased to 5 dimensions reliability, responsiveness, 

assurance, empathy, and tangibles. Tangibles represent the physical facilities, equipment and appearance of 

personnel. Reliability refers to the ability to perform the promised service dependably and accurately. 

Responsiveness is the willingness-to-help users and provide prompt attention. Assurance indicates courteous 

and knowledgeable employees who convey trust and confidence. The empathy dimension includes offering 

caring, individualized. These 5 dimensions are used in service quality gap, which implies that there is a 

difference between the expectations of customers and perception of service at a second step, which involved 

more research improvement. According to [76], Regardless of the type of service, buyers utilise a similar 

criterion to evaluate quality. Service quality may be defined as a client's general view of a service's delivery, 

based on a set of positive or negative experiences. It's tough to live up to the service operations criteria since 

they require a certain amount of intangibility. In order to address this issue, [77] created a technique that 

involves a comparison of multiple levels of expectations and patron perceptions of service excellence. 
 
 

Table 1. SERVQUAL dimensions 
Tangibles Reliability Responsiveness Assurance Empathy 

The physical 
appearance of service 

delivery devices and 

employees. 

The capacity to deliver the 
given service on time and 

on budget, regardless of 

any issues that may occur. 

The capacity to serve 
every client without 

hesitation and to promote 

the service efficiently and 
pleasantly. 

When offering a 
service, the capacity 

to create a sense of 

trust, safety, and 
technical excellence 

The client 
unreserved help, 

which is focus to 

his specific needs 
and interests 

 

 

As shown in Figure 1, the measurement framework in this study was made up of 42 items to 

measure 11 constructs, namely: citizens-centricity (CC), facilitating conditions (FC) system flexibility (SF), 
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effort expectancy (EE), and performance expectancy (PE) are the e-governnace factors, empathy (EMP), 

responsiveness (RES), reliability (REL), assurance (ASSU), tangibles (TAN) are the government operion 

excellance factors with use of the servqual dimenions and behavioral intentions (BI) is the mediation. 
 

 

 
 

Figure 1. Research framework 

 

 

5. DISCUSSION AND RESULTS  

The measurement framework in this study to exmine the convergent validity and relibiity ans also 

examin the goodness of fit indices.  

 

5.1.  Convergent validity and reliability 

After the completion of the dimensionality constructs , each of the constructs was evaluated for their 

reliability and validityCronbach's alpha, construct reliability (CR), and average variance extracted (AVE) 

have been used to measure validity, and constructs such as convergent and discriminant are used to assess 

reliability.as show in Table 2. Cronbach alpha and convergent validity results for the revised measuring 

model with 42 reminder items are represented. 

As showing in Table 2 that for all constructs, the AVE, which indicates the whole amount of 

variance in the indicators given for by the latent construct, was greater than the suggested cut-off of 0.5, 

ranging from 0.531 to 0.684. The composite reliability values, which reflect how strongly the construct 

indicators predict the construct validity, varied from 0.797 to 0.915, which were all higher than the 

acceptable value of 0.6 for all constructs as suggested by [78], [79]. 
 

 

Table 2. Cronbach alpha and convergent validity 

Construct 
Cronbach Alpha Internal 

Reliability 

Convergent validity 

Average Variance Extracted (AVE)a Composite Reliability (CR)b 

CC 0.795 0.567 0.797 

EMP 0.843 0.531 0.819 
RES 0.856 0.599 0.857 

FC 0.854 0.576 0.844 

REL 0.896 0.684 0.896 
TAN 0.858 0.632 0.872 

ASSU 0.809 0.597 0.815 

BI 0.862 0.557 0.863 
SF 0.862 0.611 0.863 

EE 0.914 0.641 0.915 

PE 0.892 0.577 0.891 

 

 

Cronbach’s Alpha values, which indicate how error-free a measure is, vary from 0.795 to 0.914, 

which are higher than the 0.7 criterion proposed by [80], [81]. As a result, Cronbach's Alpha was proven to 

be suitably error-free for all constructs. As show in Table 2 the results. The remaining variables have strong 

factor loadings range between 0.863 to 0.915, indicating that the variables are still significant. 
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5.2. Goodness of fit indices 

In general, there are Two categories of goodness-of-fit indices, namely a) absolute fit measures such 

as chi-square statistic, goodness-of-fit statistic (GFI), and root mean square error of approximation 

(RMSEA), b) Incremental fit measures such as tucker-lewis index (TLI), incremental fit index (IFI), and 

comparative fit index (CFI). 

As show in Table 3 Based on the current GOF results, the chi-square is substantial at the 0.010 

level. The normed fit index of lowest difference chi-square can be removed if the sample size for the research 

is more than 200 [82], [83]. After correcting for degrees of freedom in based on the number of variables, the 

adjusted GFI, AGFI was 0.867, which was greater than the recommended cut-off value >0.80 according to 

[84], [85]. The model predicted 86 percent of the variances and covariance in the survey results, according to 

the report. The model showed a satisfactory fit of collected data on the CFI, TLI, and IFI indices with values 

more than the cutoff value of > 0.9 (0.973, 0.973, and 0.976, respectively) [86], [87]. In addition, the root-

mean-square error of approximation (RMSEA) was 0.020, and that was lower than the suggested threshold of 

< 0.10 [88], [90]. Furthermore, the fact that the comparative CMIN/χ2, χ2/df, (1.224) has been less than 5 

revealed the good fit of the model [89], [90]. No additional changes are necessary because the new model 

appropriately matches the data. 

 

 

Table 3. Modified measurement model GOF indices 
Fit index Modified Model Recommended values Source 

CMIN (χ2) 
p-value 

χ2/df 

GFI 
AGFI 

CFI 

TLI 
IFI 

RMSEA 

1.224 
0.000 

1.224 

0.881 
0.867 

0.973 

0.973 
0.976 

0.020 

 
> 0.05 

≤ 5.00 

≥ 0.90 
≥ 0.80 

≥ 0.90 

≥ 0.90 
≥ 0.90 

≤ 0.10 

 
[82], [83] 

[83] 

[82] 
[84],[85] 

[86],[87] 

[86],[87] 
[86], [87] 

[88], [89] 

 

 

6. CONCLUSION 

A average of 600 questionnaires were sent to Syrian individuals as part of the study. From the 

amount, just 419 questionnaires were received, and only 387 of them could be used (64.1 percent). For each 

questionnaire, 16 respondents submitted the questionnaire with more than 25% missing data. Questionnaires 

with missing data of greater than 23% should be removed, according to. Additionally, The questionnaire was 

returned empty by 13 of the respondents. As a result, only 384 instances were utilised in the study's analysis . 

Six hypotheses have been explored in order to achieve the research's goals. Five direct relations 

have been identified out of the total. Users want to take use of the framework of the e-governance system, 

which is statistically significant, although the research shows also that first performance expectancy and 

behavioral intention have a strong link (0.000). Effort expectancy and behavioral Intention have a second 

strong link (0.000). The third stong link is between citizens-centricity and behavioral intention (0.025). 

System flexibility and behavioral intention have a fourth strong link (0.002)). Facilitating conditions and 

behavioral intention are the sixth stong link (0.000). 

When taking into consideration In order to statistically influence the link between EGOV systems 

and government operation excellence, two relationships been presented GOE. The coefficient parameter 

estimations of the structural model are explored and see if EGOV has a positively significant impact on GOE. 

By Behavioral intention with a total effect of (0.119), the first significant indirect relation between EGOV 

and GOE was presented. The second significant indirect relation between EGOV and GOE and satisfaction 

services been presented, with a net impact of (0.097). With Satisfaction Services, a third key indirect link 

among EGOV and GOE was presented, with an overall effect of (0.185). The fourth important indirect 

relationship was proposed between EGOV and GOE with a total effect of (0.118). The fifth significant 

indirect link was postulated between EGOV and GOE and behavioral intention (BI), with a net impact of 0. 

(0.087) with BI, a sixth key indirect link between EGOV and GOE were presented, with a net effect of 0. 

(0.030). 
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