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Abstract 

eGovernment promises more efficient services and a more responsive government. Despite 

substantial investment, increasing failure rates have prompted critics to argue that policy makers 

are not achieving this vision.  Surprisingly, there is very little research on what citizens define as 

important in eGovernment services and how aspects of government web sites affect that 

perception.  The inclusion of the citizen perspective has largely been absent, denying a deeper 

understanding of the factors that drive usage. This research proposes an important and unique 

development of the D&M IS Success Model.  By combining elements from public administration 

research and eGovernment success, this study constructs a comprehensive model of Net Benefits 

centred on the perspective of the citizen.  The novel paradigm of Public Value is used to create a 

balanced success model, tailored for the public sector and is situated within the D&M IS Success 

Model.  This research therefore aims to understand what citizens regard as important in the 

success of eGovernment services and what aspects of IT Quality affect eGovernment success. 

Keywords: D&M IS Success Model, eGovernment, Public Value, Net Benefits 
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Introduction 

Most developed countries and supranational bodies have for the last 10 years set efficiency and effectiveness gains at 

the core of their eGovernment strategies (Commission of the European Communities, 2003; US Government, 2002).  

To this has recently been added the goal of improved democratic engagement, in recognition of the potential of 

information & communications technologies (ICT) to provide innovative methods of citizen interaction 

(Commission of the European Communities, 2006).  Much research has been conducted on eGovernment supply-

side metrics, analysing the provision and sophistication of these services, however the inclusion of the citizen 

perspective in determining success has largely been absent (Helbig et al., 2009; Reddick, 2005; Reddick, 2006).  

Citizen needs or perceived values have not been adequately accounted for (Streib and Navarro, 2006) and there 

remains an evident gap between design and reality in eGovernment service provision (Heeks, 2002; Kolsaker and 

Lee-Kelley, 2008). Self-motivation plays a critical role in Internet-based usage, increasing the imperative to 

understand what citizens’ value in the services they use and what features of the system influence that perception 

(Muhlberger, 2005).  

eGovernment promises more efficient services and a more responsive government. Despite substantial investment, 

critics argue that policy makers are not achieving this vision (Heeks and Bailur, 2007; Helbig et al., 2009).  This 

factor, coupled with a high failure rate for eGovernment initiatives (Goldfinch, 2007), increases the need for studies 

that seek to uncover the determinants of success in eGovernment. More and more citizens are using eGovernment 

and it is therefore important to measure the success of eGovernment services from a citizen perspective (Wang and 

Liao, 2008).  This research aims to contribute to an important gap in understanding what citizens’ value in 

eGovernment services and what quality features contribute to that perception.  The motivation for this study is a 

response to a growing call in the eGovernment field for approaches that go beyond efficiency and technological 

determinism, to adopting an appreciation of the social values that underlie the success of Internet-based services.  

This study will utilise the DeLone and McLean (D&M) IS Success Model to develop a Net Benefits measure from 

the perspective of the user (citizen) and to assess what elements of quality affect success in eGovernment systems. 

eGovernment 

Electronic government consists of using technology, particularly the Internet, as a means to deliver services to 

citizens, businesses and other entities, with the purpose of providing convenient access to government information 

and services (Gronlund and Horan, 2004; Hughes et al., 2006).  Proponents of eGovernment promise better 

government through improved quality services, cost savings, more effective internal processes, wider political 

participation and the creation of public value (Grimsley and Meehan, 2007; Helbig et al., 2009). The EU defines the 

broad goals of eGovernment as, “the use of ICT in public administrations to improve public services and democratic 

processes.” (Commission of the European Communities, 2003). Recently the rhetoric has evolved from putting 

citizens online to more extensively involving citizens in all phases of the democratic process (Commission of the 

European Communities, 2006).   

Technology was first included as a component of mainstream public administrative reform in the early 1990’s but it 

was through the impact of the Internet in the late 1990’s that the potential of ICT was perceived as a vehicle of 

greater more fundamental reform.  These reform objectives were strongly influenced by private sector management 

practices and envisaged improved accountability in Government, more convenient access for “customers”, greater 

internal efficiency and increased levels of productivity.  This vision was founded on strategies promoting innovation 

and entrepreneurship and sought to enable joined up government through sophisticated process integration (Torres et 

al., 2005a; Yildiz, 2007).  The genesis of this movement is referred to as New Public Management (NPM) (Hood, 

1991; Hood, 1995).  

The trend towards the adoption of eGovernment represents a substantially increased role for ICT (Heeks, 1999; Li, 

2003).  Several studies have identified the influence of NPM reform initiatives, highlighting the transformation of 

service-based processes and citizen-centric service delivery as examples of how these reform policies influenced the 

development of eGovernment (Kudo, 2008; Saxena, 2005; Torres et al., 2005a; Torres et al., 2005b).  Within this 

discourse, the rhetoric of “re-engineering”, “reinvention” and “entrepreneurship” were central in defining the NPM 

influenced modernisation agenda (Homburg, 2004).  These models have been criticised recently, as overtly technical 

and deterministic, oversimplifying what is a highly complex task (Anderson and Henriksen, 2006; Cordella, 2007). 
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There is a growing recognition that eGovernment strategy has been overtly focused on gaining process efficiency to 

the detriment of achieving more effective democratic reform (Helbig et al., 2009; Jaeger, 2005).  Recently, the aims 

and objectives of national and supranational governments and agencies have evolved from targeting the online 

delivery of public services to loftier ambitions of improving relations between the citizenry and the administration 

through enhanced participation in democratic processes.  While success is evident in providing services online, 

engaging citizens online in a meaningful way remains a challenge (Kolsaker and Lee-Kelley, 2008). This challenge 

recognises the advances that have been made through enabling key services online, but argues that public agencies 

are falling short of the transforming potential of eGovernment (West, 2004).    

Public Value 

To date, the dominant paradigm that has influenced the evaluation of government policies, including eGovernment 

initiatives, can be traced to NPM.  These practices have been criticised for emphasising narrow concepts of cost-

efficiencies, often ignoring whether the quality of the service improved.  As a result, the search for new ways of 

thinking about public management has begun in part to address these perceived weaknesses (O'Flynn, 2007).  The 

Public Value approach, first articulated by Moore (1994, 1995), is gaining considerable interest as a new method for 

meeting the challenges of efficiency, accountability and equity.  Public value can be understood as the value or 

importance citizens attach to the outcome of government policies and their experience of public services (Moore, 

1994). 

Kelly et al (2002) define three key building blocks of public value: services, outcomes and trust.  Public services are 

critical in the creation of public value as they represent the vehicle for the delivery of fairness, equity and other 

values in actual service encounters with the citizen.  These building blocks provide a new way of thinking about the 

evaluation of government activity, as a new conceptualisation of the public interest is defined in an effort to best 

balance efficiency and effectiveness (O'Flynn, 2007; Stoker, 2006).   

Hefetz and Warner (2004) outline the challenge for public managers by arguing that while private sector firms focus 

on efficiency, quality and reliability, public managers must combine these concerns with accountability, the creation 

of trust and public preferences.  The nature and breadth of the purposes and proposed outcomes of public value 

serves to distinguish the task of eGovernment evaluation from commercial endeavours (Grimsley and Meehan, 2007; 

Grimsley et al., 2007).   

Stoker (2006) has recently developed Kelly’s et al (2002) analysis to suggest that public value provides a method for 

reconciling democratic effectiveness and efficiency through a path of engagement and participation.  Public value is 

not the property of any political group or citizen; it is achieved as a result of engagement and consultation through a 

collective, constructivist process of defining and redefining what is of public value.  This contrasts sharply with the 

“aggregated” view of individual preferences commonly seen in NPM initiatives (O'Flynn, 2007).  In assessing public 

value from this perspective the measurement of user satisfaction is essential (Kelly et al, 2002).   

Stoker (2006) explicitly identifies innovation in ICT as playing a critical role in providing mechanisms to enhance 

the engagement of citizens in this process.  As such, eGovernment has a critical role to play in the challenge of 

delivering public value.  Within the eGovernment context, the notion of public value argues that eGovernment policy 

makers must balance tangible criteria of efficiency and economic gains, to include social objectives associated with 

the broader remit of public value such as trust, social inclusion and sustainability (Grimsley and Meehan, 2007). The 

tension inherent in this challenge, between delivering effective public services and gaining procedural efficiencies, 

has been noted in prior research (Aberbach and Christensen, 2005; Cordella, 2007), with some improvement 

identified in service provision but potentially at the cost of a less equitable service (Batley and Larbi, 2004).  In order 

to achieve a true synergy, the importance of the traditional bureaucratic organisation, as a bastion of equality and 

impartiality, has been highlighted in contrast with the market-based efficiencies promoted through NPM initiatives 

(Cordella, 2007).   The achievement of these core public value objectives has important implications, for example, in 

the ability of marginalised groups to be equally recognised alongside more powerful social partners (Aberbach and 

Christensen, 2005). 

Success in eGovernment 

The goals of eGovernment, particularly related to service innovations, are to improve the quality of the service, 

increase the efficiency of administrative processes and enable wider and more effective participation and 
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engagement with service users (Ask and Gronlund, 2008; Helbig et al., 2009).  Reddick (2005) suggests that studies 

evaluating the success of these initiatives can be clustered into two main areas: supply side studies, those that 

examine eGovernment offerings and demand side, those that examine citizen interaction with eGovernment services.  

It has been consistently noted in the literature that the majority of studies have favoured the supply side approach 

(Helbig et al., 2009; Reddick, 2009).   

The supply side approach 

In the literature, the area of assessing eGovernment web sites has been extensive, predominantly evaluating the 

number, types, level of sophistication and usability issues of services (de Jong and Lentz, 2006; Panopoulou et al., 

2008).  Within the practitioner community there are many studies engaged in benchmarking eGovernment services, 

for example Accenture and Cap Gemini. These studies primarily evaluate the presence of types of services and 

assume that resulting benefit will accrue from its presence (Bannister, 2008).  

Most of the available work does not however attempt to postulate any relationship between these features, nor do 

they examine causal links between constructs.  There is little effort to understand user demand for services and 

consistent with criticism of the NPM approach, there is a belief that simply providing the service is enough of and in 

itself; the imperative to seek and account for user satisfaction is not apparent (Kelly et al., 2002).  Wang, 

Bretschneider, & Gant (2005) argue that while specific features of government web sites are important, this approach 

does not account for the specific ways in which individuals react, nor is it an appropriate method to account for the 

variation in the type of service provided.  Kelly et al (2002) for example cite numerous citizen satisfaction studies 

where differences in opinion are evident across a range of government services.  Individual characteristics and 

attributes of services are therefore important in the evaluation of Web-based e-government services.  As a result 

these are limited tools of measurement in understanding or determining success in service delivery.   

The demand side perspective 

On the whole there is evidence of progress in the provision of services according to the transformational stages of 

eGovernment.  However success cannot be measured by service provision without accounting for usage. Self-

motivation plays a critical role in Internet-based services and the challenge of understanding what users value is 

crucial in improving adoption of services and continued usage (Muhlberger, 2005; Teo et al., 2008).  There is a need 

therefore to understand use and antecedents to usage of services (Akman et al., 2005; Wang et al., 2005).  However, 

the vast majority of research efforts thus far have favoured supply-side studies resulting in numerous recent calls for 

more research to examine the citizen perspective in eGovernment services.   

The EU and the US government similarly define the benefits of eGovernment initiatives to encompass improved 

effectiveness and efficiency in service provision and an increase in citizen engagement (Commission of the European 

Communities, 2003; US Government, 2002).  More recently the rhetoric has refocused the emphasis towards 

achieving enhanced democratic participation.  In this context, the benefits of eGovernment service provision have 

been suggested to range from efficiency gains such as faster response times, cost savings, to effectiveness 

improvement in services such as greater control and personalisation of the service, to more intangible outcomes such 

as the creation of trust in government, enhanced democratic engagement and well-informedness.   

While many studies have espoused these potential benefits, there are few studies that seek to empirically examine or 

identify factors from the perspective of the citizen (Reddick, 2005). Kolsaker & Lee-Kelley (2008) and Gilbert, 

Balestrini, & Littleboy (2004) examine some of the above benefits in an attempt to understand the reasons 

individuals choose to use or value online services.  Gilbert, Balestrini, & Littleboy (2004) propose six factors relating 

to efficiency benefits of eGovernment services, identifying items representing avoid interaction, cost and time as 

most significant to users.  In a similar study, Kolsaker & Lee-Kelley (2008) undertake an examination of citizens’ 

attitudes towards eGovernment and find that in relation to service usage the ability of the portal to satisfy personal 

needs ranked higher than other benefits.  The authors suggest this is in part influenced by the experience of 

commercial web sites.  This study also examined attitudes in relation to web-based interaction mechanisms designed 

to increase engagement and found that feelings of active contribution to democracy were key to citizens’ value 

perceptions of participation.  Grimsley & Meehan (2007) further identify benefits particular to the public value 

paradigm in a study on evaluation led eGovernment design.  The authors focus on control, well-informedness and 

influence based on their analysis of the work of Moore (1995).  These studies define the benefits for citizens in 
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accessing e-services and taken as a whole represent key eGovernment goals: efficiency, effectiveness and improved 

democratic participation. 

IS Success  

The D&M IS Success Model is one of the most widely cited frameworks for measuring IS success (DeLone and 

McLean, 1992; DeLone and McLean, 2003).  Many studies have utilised this model to evaluate IS success and in the 

process have developed measures for the core constructs: Information Quality, System Quality, Service Quality, Use, 

User Satisfaction and Net Benefits.  A recent review of this literature provides strong evidence to support many of 

the interrelationships between these success measures (Petter et al., 2008).  Much of the research in this area has 

focused on studying IS success at the individual level and Petter et al (2008) argue in their study that a systematic 

review of this work lends support to the proposed model while the interrelationships that have proven inconclusive 

are worthy of further investigation. 

Although IS Success models have been applied in numerous contexts predominantly in the private sector, little 

research has been conducted in identifying measures that determine eGovernment success.  As such there is a need to 

examine whether traditional IS success models can be extended to examine eGovernment systems success.  Gable, 

Sedera, & Chan (2008) have developed and validated a multi-dimensional success instrument for enterprise systems 

from the perspective of public sector employees. Prybutok, Zhang, & Ryan (2008) also utilise the D&M Model to 

examine whether leadership and IT quality have positive delivery outcomes for public sector workers.  Their results 

support a positive relationship between leadership and quality and a similar impact between IT quality and net 

benefits.  Wang & Liao (2008) have empirically validated the DeLone and McLean IS success model in the context 

of G2C eGovernment systems and recently, Teo et al (2008) studied the relationship between trust and eGovernment, 

with results showing that trust in government is related to trust in eGovernment web sites.  IT quality is also shown 

to have a significant relationship with constructs representing use and user satisfaction.  These studies provide 

evidence of the explanatory power of the D&M IS Success Model in an eGovernment context.  However, there is a 

lack of focus thus far on the development of eGovernment success measures and specifically an absence of research 

that examines Net Benefits from a citizen perspective. 

eGovernment Success Measures – Net Benefits 

Recent studies that review progress in the eGovernment field consistently call for more research to study the demand 

for eGovernment services from a citizen-based perspective (Helbig et al., 2009; Reddick, 2005).  These studies point 

to an emphasis on supply-side studies that benchmark the existence of services without considering the underlying 

dynamics of actual usage.  Those studies that analyse citizen usage tend to have a narrow focus of eGovernment 

benefits, none displaying a comprehensive perspective on eGovernment success.  

This study aims to augment previous efforts to understand eGovernment usage by drawing together a comprehensive 

set of benefits.  These studies were collected as a result of a systematic review of the literature in the area of 

eGovernment success, specifically identifying research that studied the citizen as the primary stakeholder.  The 

concept of public value, as defined by Moore (1995), requires a balancing of efficiency and effectiveness measures 

and this paradigm anchors our perspective on the evaluation of eGovernment Net Benefits.  In line with Moore 

(1995) and Grimsley & Meehan (2007) we propose a set of benefits ordered around three broad objectives 

efficiency, effectiveness and democracy which are further reflective of the broad separations evident in the literature 

and as defined by the EU, the US and the UN.  This categorisation has previously been used to evaluate the outcome 

of eGovernment initiatives (Ask and Gronlund, 2008).  The items to be included in this Net Benefits measure are 

presented in Table 1 and in Figure 1 below.   

Table 1. eGovernment Net Benefits 

Measure Definition eGov Goal(s) Source(s) 

Cost Cost saving to the user from using 

the online channel 

More efficient 

services 

(Gilbert et al., 2004) 

Time Time saved by using the online 

channel 

More efficient 

services 

(Gilbert et al., 2004; Kolsaker and 

Lee-Kelley, 2008; Wang and Liao, 

2008) 
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Communication Efficient method of communicating 

with local/central govt 

More efficient 

services 

(Kolsaker and Lee-Kelley, 2008) 

Avoid Personal 

Interaction 

To receive public services without 

having to interact with service staff 

More effective 

services 

(Gilbert et al., 2004) 

Control The ability to exert personal control 

over the service 

More effective 

services 

(Gilbert et al., 2004; Grimsley and 

Meehan, 2007) 

Convenience The ability to receive the service 

how and when the individual wants 

More effective 

services 

(Gilbert et al., 2004) 

Personalisation The ability to tailor the service to 

the individual 

More effective 

services 

(Gilbert et al., 2004; Kolsaker and 

Lee-Kelley, 2008) 

Ease of 

information 

retrieval 

Useful and helps the user 

understand about the service 

More effective 

services 

(Kolsaker and Lee-Kelley, 2008) 

Trust Increase in trust and confidence in 

Government 

Improved 

democracy 

(Teo et al., 2008; Warkentin et al., 

2002; Welch et al., 2005) 

Well-

informedness 

Better informed, knowledgeable 

about government policy 

Improved 

democracy 

(Coleman, 2004; Grimsley and 

Meehan, 2007; Kolsaker and Lee-

Kelley, 2008; Thomas and Streib, 

2003) 

Participate in 

decision-making 

Involved, exert influence in the 

democratic process 

Improved 

democracy 

(Coleman, 2004; Grimsley and 

Meehan, 2007; Kolsaker and Lee-

Kelley, 2008) 

eGovernment Success Measures – Use and User Satisfaction 

DeLone and McLean (2003) contend that use and intention to use can be used alternately depending on whether the 

context involves mandatory or voluntary usage.  As citizens' use of G2C systems is entirely voluntary and system use 

is an actual behavior (Muhlberger, 2005), this measure has been considered as the variable closer in meaning to 

success than behavioral intention to use (Wang and Liao, 2008). Thus, this study adopts use instead of intention to 

use as an eGovernment systems success measure.  

User satisfaction is sometimes measured indirectly through the three quality constructs. However, the concept of 

eGovernment systems success has been adapted, based on the DeLone and McLean (2003) model of IS success and 

the empirical work of Petter et al (2008), to develop a causal relationship between system quality, information 

quality, and service quality and the overall level of user satisfaction (Wang and Liao, 2008). Thus, the items to 

measure user satisfaction will be taken from previous measures of overall user satisfaction developed in an 

eGovernment context e.g. (Seddon and Kiew, 1996; Teo et al., 2008). 

eGovernment IT Quality Measures  

Online information dissemination is the primary function of e-government.  Increased information quality can have 

an impact on levels of openness and transparency perceived by the citizen and also on levels of well-informedness 

(Grimsley and Meehan, 2007; Thomas and Streib, 2003; Welch et al., 2005).  Studies have shown a need for 

information to be relevant, accurate and up-to-date (Gilbert et al., 2004). Teo et al (2008) reveal that information 

quality is more strongly associated with the routine requirements of the citizen, whereas system quality and service 

quality of Web sites are associated with a deeper use of the online facility.  

System quality denotes the citizen’s perception of the technical performance of the Web site in information retrieval 

and delivery (Seddon, 1997). System quality is an important determinant of Web site users’ satisfaction and 

subsequent usage.  System quality of an e-government Web site can be ease of use, response time, usability and 

integration (Teo et al., 2008).  A better system quality and a better service quality are further related to user 

satisfaction (McKinney et al., 2002; Teo et al., 2008). 

Service quality, the overall support provided by service provider (DeLone and McLean, 2004), has been tested by 

Wang & Liao (2008) in the eGovernment context.  A more complex interpretation tested by Barnes & Vidgen (2006) 

included trust and empathy in eGovernment context.  Service quality is related to increased user satisfaction (Teo et 
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al., 2008; Xiaoni and Prybutok, 2005). Prybutok et al (2008) evaluate the linkage between IT (service) quality and 

positive outcomes i.e. net benefits and report significant findings to support this relationship (Kettinger and Choong, 

1994; Seddon and Kiew, 1996). 

Research Framework  

The D&M IS Success Model has been successfully used to study IS in an eGovernment context and this paper 

proposes the development of measures to explore success from a citizen perspective.  Specifically, this paper aims to 

develop a comprehensive Net Benefits measure, based on the paradigm of Public Value (Moore, 1995) and to 

evaluate the impact of IT Quality (information quality, systems quality and service quality) on eGovernment success.  

Our study is therefore motivated by two research questions: what do citizens define as important in the success of 

eGovernment services and what aspects of IT Quality affect eGovernment Success? 

 Figure 1 contains the schema for our proposed research model showing the hypothesised relationships and 

individual items within the constructs.  The hypothesized relationship between Use, User Satisfaction, Net Benefits 

and the IT Quality constructs is based on the theoretical and empirical work reported by DeLone and McLean 

(2003).  The expectation of causal interrelations between these constructs is further based on the empirical review 

conducted by Petter et al (2008).  Positive user experience will logically lead to greater user satisfaction and 

increased use in the D&M IS Success Model and will consequently lead to a certain Net Benefit.  DeLone and 

McLean further argue that a reciprocal effect will occur from the positive (or negative) Net Benefit, reinforcing (or 

decreasing) the subsequent use and user satisfaction of the system (DeLone and McLean, 2003; Wang, 2008). 

 

 

Figure 1.  Proposed eGovernment Success Model 

Hypotheses will be derived from the model above, for example System Quality will positively influence citizens’ 

perceptions of Net Benefits, in line with the causal arrows indicated. 

Research Method 

A questionnaire survey instrument will be developed to test the model.  The instrument will contain three main 

sections: first, to enable an assessment of the quality of an eGovernment web site; second, to allow users to report on 

their satisfaction and usage of an eGovernment web site; and third, a set of questions to elicit the perceived benefits 

of using an eGovernment web site.  We intend using validated scales from existing studies to develop items for each 

construct, particularly incorporating those studies that develop measures from the citizen perspective.  We will use a 

seven-point Likert scale to measure each item. 

Items representing eGovernment Net Benefits will be constructed using validated scales from existing studies (see 

Figure 1 and Table 1 for details).  Items representing Information, System and Service Quality will be based on 

previous instruments validated in the eGovernment context that also utlise the D&M IS Success Model (e.g.Gable et 

al., 2008; Prybutok et al., 2008; Teo et al., 2008; Wang and Liao, 2008).  Items for Use will be drawn from studies 

assessing actual usage of an eGovernment system in a voluntary context (e.g. (Gilbert et al., 2004; Wang and Liao, 
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2008) and User Satisfaction will be developed from items previously used in eGovernment studies (e.g.Teo et al., 

2008; Wang and Liao, 2008).  

This study will be conducted in the USA.  Since 2002, the US Government has set efficiency, effectiveness and 

recently citizen engagement as key strategic priorities for eGovernment programs (US Government, 2002). Progress 

in eGovernment has been significant with the USA consistently ranked in first place in the United Nation’s Global E-

government Readiness Report, from 2003 to 2005 (UN, 2005).  The same report ranks the USA third for e-

participation initiatives and is highlighted for developing best practice in this area (UN, 2005).  From the citizen 

perspective, there is also evidence to suggest that users willingly engage with eGovernment service offerings in the 

USA and show a desire to use the Internet to search for information, transact with government and use this medium 

to participate in debates on government policy (Reddick, 2005).  Given the combination of sophisticated e-service 

development and growing citizen usage, the USA is best positioned to provide a rich set of responses with which to 

test the research model. 

Model Testing and Proposed Analysis Strategy 

Following previous studies, we will pilot test the survey instrument on a sample of approximately 25 students (Carter 

and Belanger, 2005).  Previous studies have shown university students to be an appropriate sample in the area of 

eGovernment as respondents are typically frequent users of the Internet and eGovernment services in particular 

(Carter and Belanger, 2005; Teo et al., 2008).  In order to establish satisfactory internal consistency we intend using 

Cronbach’s alpha coefficient as an initial reliability measure, adopting the standard 0.70 cut-off point (Cronbach, 

1970).  In order to explore the underlying structure in our measures, factor analysis will be used for correlation 

analyses.  We intend using exploratory regression tests in order to explore the predictive ability of the sets of 

independent variables (IT Quality) on the dependent success measures (Use, User Satisfaction and Net Benefits).  

Participants in the pilot study will be interviewed immediately after completing the survey to identify any items that 

were difficult to answer, or that appeared inconsistent or inaccurate.  Problem areas and ideas for improvement will 

be noted as well as recording the length of time each respondent takes to complete the survey.  This combined 

process will provide improvements and modifications for the survey instrument.   

We will then test the instrument through web-based survey questionnaires distributed to university students, staff and 

faculty. Efforts will also be made to include mature citizens in the sample by targeting retirement communities, in 

order to produce a broad demographic of citizen users.  Participants will be given a free choice to participate in the 

study and will be screened to ensure they are actual users of eGovernment web sites (Teo et al., 2008).  In line with 

previous studies we aim to gather a minimum of 200 usable responses (Carter and Belanger, 2005; Teo et al., 2008).  

The analytical tests used in the pilot phase will then be repeated on this data set: Cronbach’s Alpha coefficient, 

confirmatory factor analysis and multiple regression tests.  We then intend examining the adequacy of the overall 

model fit using Structural Equation Modeling (SEM) techniques. 

Conclusion 

This research proposes an important and unique application of the D&M IS Success Model.  By integrating the 

literature on public sector value and eGovernment success within the D&M IS Success Model, this study provides a 

multi-dimensional framework for studying and understanding the success of eGovernment web sites from the citizen 

perspective.  Understanding success and the impact of IT quality on success can act as an invaluable framework for 

public sector managers in the evaluation of eGovernment initiatives and the development of future web-based 

services. 

There are two primary contributions of this research.  First, this study establishes the important role of Net Benefits 

in the evaluation of eGovernment success.  There is a significant lack of research that identifies and analyses the 

benefits of using eGovernment services from a citizen perspective.  To the best of our knowledge, this is the first 

study that creates a Net Benefits measure in the context of eGovernment.  Second, this study extends our knowledge 

of eGovernment success by examining the impact of IT Quality constructs (Information, System and Service 

Quality) on success measures (Use, User Satisfaction and Net Benefits).  The influence of quality constructs on 

usage, satisfaction and net benefits is largely unclear. Various studies postulate significant relationships between IT 

quality constructs and success measures, however the multi-dimensional and interdependent nature of eGovernment 

success remains untested.  The current study aims to uncover the dynamics involved in eGovernment success 

from the perspective of the citizen. 



 Scott et. al / eGovernment Success – The Citizen Perspective 

  

 Thirtieth International Conference on Information Systems, Phoenix 2009 9 

References 

Aberbach, J., and Christensen, T. "Citizens and Consumers: A NPM dilemma," Public Administration Review (7:2) 

2005, pp 225-246. 

Akman, I., Yazici, A., MIshra, A., and Arifoglu, A. "E-Government: A global view and an empirical evaluation of 

some attributes of citizens," Government Information Quarterly (22:2) 2005, pp 239-257. 

Anderson, K.V., and Henriksen, H., Z "E-government maturity models: Extension of the Layne and Lee model " 

Government Information Quarterly (23:2) 2006, pp 236-248. 

Ask, A., and Gronlund, A. "Implementation Challenges: Competing Structures When New Public Management 

Meets eGovernment " 7th International Conference on Electronic Government, Springer, Turin, Italy, 2008, 

pp. 25-36. 

Bannister, F. "The curse of the benchmark: an assessment of the validity and value of e-government comparisons," 

International Review of Administrative Sciences (73:2) 2008, pp 171-188. 

Barnes, S., and Vidgen, R. "Data triangulation and web quality metrics: A case study in e-government " Information 

& Management (43:6) 2006, pp 767-777. 

Batley, R., and Larbi, G. The Changing Role of Government: The reform of public services in developing countries 

Palgrave Macmillan, Houndmills and New York, 2004. 

Carter, L., and Belanger, F. "The utilization of e-government services: citizen trust, innovation and acceptance 

factors," Information Systems Journal (15:1) 2005, pp 5-25. 

Coleman, S. "Connecting Parliament to the Public via the Internet," Information, Communication & Society (7:1) 

2004, pp 1-22. 

Commission of the European Communities ""The role of eGovernment for Europe's future"," Commission of the 

European Communities, Brussels, 2003. 

Commission of the European Communities "i2010 Action Plan: Accelerating eGovernment in Europe for the Benefit 

of All,," Commission of the European Communities, Brussels, 2006. 

Cordella, A. "E-government: towards the e-bureaucratic form?," Journal of Information Technology (22:3) 2007, pp 

265-275. 

Cronbach, L. Essentials of Psychology Testing Harper & Row, New York, USA, 1970. 

de Jong, M., and Lentz, L. "Scenario evaluation of municipal Web sites: Development and use of an expert-focused 

evaluation tool " Government Information Quarterly (23:2) 2006, pp 191-206. 

DeLone, W.H., and McLean, E.R. "Information systems success - the quest for the dependent variable," Information 

Systems Research (3:1) 1992, pp 60-95. 

DeLone, W.H., and McLean, E.R. "The DeLone and McLean Model of Information Systems Success: A Ten-Year 

Update," Journal of Management Information Systems (19:4), Spring 2003, pp 9-30. 

DeLone, W.H., and McLean, E.R. "Measuring e-Commerce Success: Applying the DeLone & McLean Information 

Systems Success Model," International Journal of Electronic Commerce (9:1), Fall 2004, pp 31-47. 

Gable, G., Sedera, D., and Chan, T. "Re-conceptualizing Information System Success: The IS-Impact Measurement 

Model " Journal of the Association for Information Systems (9:7) 2008, pp 377-408. 

Gilbert, D., Balestrini, P., and Littleboy, D. "Barriers and benefits in the adoption of e-government," International 

Journal of Public Sector Management (17:4) 2004, pp 286-301. 

Goldfinch, S. "Pessimism, Computer Failure, and Information Systems Development in the Public Sector " Public 

Administration Review (3:3) 2007, pp 917-929. 

Grimsley, M., and Meehan, A. "e-Government information systems: Evaluation-led design for public value and 

client trust," European Journal of Information Systems (16:2) 2007, pp 134-148. 

Grimsley, M., Meehan, A., and Tan, A. "Evaluative design of e-government projects," Transforming Government: 

People, Process and Policy (1:2) 2007, pp 174-193. 

Gronlund, A., and Horan, T.A. "Introducing e-Gov: History, Definitions and Issues," Communications of the AIS 

(15) 2004, pp 713-729. 

Heeks, R. (ed.) Reinventing Government in the Information Age: International Practice in IT enabled public sector 

reform. Routledge, London, 1999. 

Heeks, R. "Information Systems and Developing Countries: Failure, Success, and Local Improvisations," 

Information Society (18:2) 2002, pp 101-112. 

Heeks, R., and Bailur, S. "Analyzing e-government research: Perspectives, philosophies, theories, methods, and 

practice " Government Information Quarterly (24:2) 2007, pp 243-265. 

Helbig, N., Gil-Garcia, R., and Ferro, E. "Understanding the complexity of electronic government: Implications from 

the digital divide literature " Government Information Quarterly (26:1) 2009, pp 89-97. 



Research in Progress 

10 Thirtieth International Conference on Information Systems, Phoenix 2009  

Homburg, V. "E-government and NPM: a perfect marriage? ," in: Proceedings of the 6th international conference on 

Electronic commerce M. Janssen, H. Sol and R. Wagenaar (eds.), Delft, The Netherlands, 2004, pp. 547-

555. 

Hood, C. "A public management for all seasons?," Public Administration (69:1) 1991, pp 3-19. 

Hood, C. "Emerging Issues in Public-Administration," Public Administration (73:1), Spr 1995, pp 165-183. 

Hughes, M., Scott, M., and Golden, W. "The role of business process redesign in creating e-government in Ireland  " 

Business Process Management Journal (12:1) 2006, pp 76-87. 

Jaeger, P. "Deliberative democracy and the conceptual foundations of electronic government," Government 

Information Quarterly (22:4) 2005, pp 702-719. 

Kelly, G., Mulgan, G., and Muers, S. "Creating public value: an analytical framework for public service reform.  

Strategy Unit Discussion Paper," Cabinet Office, London, 2002. 

Kettinger, W., and Choong, C.L. "Perceived Service Quality and User Satisfaction with the Information Services 

Function," Decision Sciences (25:5-6) 1994, pp 737-766. 

Kolsaker, A., and Lee-Kelley, L. "Citizens’ attitudes towards e-government and e-governance: a UK study " 

International Journal of Public Sector Management (21:7) 2008, pp 723-738. 

Kudo, H. "Does E-Government guarantee accountability in Public Sector?  Experiences in Italy and Japan," Public 

Administration Quarterly (32:2) 2008, pp 93-120. 

Li, F. "Implementing E-Government strategy in Scotland: current situation and emerging issues," Journal of 

Electronic Commerce in Organizations (1:2) 2003, pp 44-65. 

McKinney, V., Yoon, K., and Zahedi, F. "The Measurement of Web-Customer Satisfaction: An Expectation and 

Disconfirmation Approach.," Information Systems Research (13:3) 2002, pp 296-315. 

Moore, M. "Public value as the focus of strategy.," Australian Journal of Public Administration (53:3) 1994, pp 296-

304. 

Moore, M. Creating Public Value - Strategic Management in Government Harvard University Press, Cambridge, 

MA, 1995. 

Muhlberger, P. "Human Agency and the Revitalization of the Public Sphere," Political Communication (22:2) 2005, 

pp 163-178. 

O'Flynn, J. "From New Public Management to Public Value: Paradigmatic Change and Managerial Implications " 

Australasian Journal of Public Administration (66:3) 2007, pp 353-366. 

Panopoulou, E., Tambouris, E., and Tarabanis, K. "A framework for evaluating web sites of public authorities," Aslib 

Proceedings: New Information Perspectives (60:5) 2008, pp 517-546. 

Petter, S., DeLone, W.H., and McLean, E.R. "Measuring information systems success: models, dimensions, 

measures, and interrelationships," European Journal of Information Systems (17:3) 2008, pp 236-264. 

Prybutok, V., Zhang, X., and Ryan, S. "Evaluating leadership, IT Quality, and net benefits in an e-government 

context," Information & Management (45:3) 2008, pp 143-152. 

Reddick, C. "Citizen interaction with e-government: From the streets to servers? ," Government Information 

Quarterly (22:1) 2005, pp 38-57. 

Reddick, C. "Information resource managers and E-government effectiveness: A survey of Texas state agencies," 

Government Information Quarterly (23:2) 2006, pp 249-266. 

Reddick, C. "The adoption of centralized customer service systems: A survey of local governments," Government 

Information Quarterly (26:1) 2009, pp 219-226. 

Saxena, K.B.C. "Towards excellence in e-governance," International Journal of Public Sector Management (18:6) 

2005, pp 498-513. 

Seddon, P., and Kiew, M.-Y. "A Partial Test and Development of DeLone and McLean's Model of IS Success," 

Australasian Journal of Information Systems (4:1) 1996, pp 90-109. 

Seddon, P.B. "A Respecification and Extension of the DeLone and McLean Model of IS Success," Information 

Systems Research (8:3) 1997, pp 240-253. 

Stoker, G. "Public Value Management," American Review of Public Administration (36:1) 2006, pp 41-57. 

Streib, G., and Navarro, I. "Citizen Demand for Interactive E-Government " American Review of Public 

Administration (36:3) 2006, pp 288-300. 

Teo, T., Srivastava, S., and Jiang, L. "Trust and Electronic Government Success: An Empirical Study," Journal of 

Management Information Systems (25:3) 2008, pp 99-131. 

Thomas, J., and Streib, G. "The New Face of Government: Citizen-Initiated Contacts in the Era of E-Government " 

Journal of Public Administration Research & Theory (13:1) 2003, pp 83-101. 

Torres, L., Pina, V., and Acerete, B. "E-government developments on delivering public services among EU cities," 

Government Information Quarterly (22:2) 2005a, pp 217-238. 



 Scott et. al / eGovernment Success – The Citizen Perspective 

  

 Thirtieth International Conference on Information Systems, Phoenix 2009 11 

Torres, L., Pina, V., and Royo, S. "E-government and the transformation of public adminstration in EU countries," 

Online Information Review (29:5) 2005b, pp 531-553. 

UN "Global e-government readiness report 2005: From e-government to e-inclusion.," United Nations, New York, 

2005. 

US Government "E-government strategy: Implementing the President's management agenda for e-government - 

Simplified delivery of services to citizens,"  2002. 

Wang, L., Bretschneider, S., and Gant, J. "Evaluating Web-based e-government services with a citizen-centric 

approach," Proceedings of the 38th Hawaii International Conference on System Sciences, Hawaii, 2005. 

Wang, Y.-S. "Assessing e-commerce systems success: a respecification and validation of the DeLone and McLean 

model of IS success " Information Systems Journal (18:5) 2008, pp 529-557. 

Wang, Y.-S., and Liao, Y.-W. "Assessing eGovernment systems success: A validation of the DeLone and McLean 

model of information systems success," Government Information Quarterly (25:4) 2008, pp 717-733. 

Warkentin, M., Gefen, D., Pavlou, P., and Rose, G., M. "Encouraging Citizen Adoption of e-Government by 

Building Trust," Electronic Markets (12:3) 2002, pp 157-162. 

Welch, E.W., Hinnant, C.C., and Moon, M.J. "Linking Citizen Satisfaction with E-Government and Trust in 

Government " Journal of Public Administration Research & Theory (15:3) 2005, pp 371-391. 

West, D. "E-Government and the Transformation of Service Delivery and Citizen Attitudes.," Public Administration 

Review (64:1) 2004, pp 15-27. 

Xiaoni, Z., and Prybutok, V. "A consumer perspective of E-service quality," IEEE Transactions on Engineering 

Management, (52:4) 2005, pp 461-477. 

Yildiz, M. "E-government research: Reviewing the literature, limitations, and ways forward " Government 

Information Quarterly (24:3) 2007, pp 646-665. 

 

 


	Association for Information Systems
	AIS Electronic Library (AISeL)
	2009

	Understanding Net Benefits: A Citizen-Based Perspective on eGovernment Success
	Murray Scott
	William H. DeLone
	William Golden
	Recommended Citation


	Microsoft Word - $ASQ6666084_File000002_103023292.doc

