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ABSTRACT 

 

 

Electronic Government (e-gov) and its adoption plays an important role in assisting 

countries to provide their citizen with various services. However, the literature has 

shown that the adoption of current e-government services adoption model does not 

properly precise in fulfilling the user's desires, particularly in developing countries. 

This is due to the fact that the key factors of the current models are not suitable and 

properly determined. Specifically, current adoption models have too many factors, 

thus resulting to difficulties to work on important factors especially when constraints 

are imposed. In this research, Structural Equation Model (SEM) was used to analyze 

the effectiveness of recent models. SEM was selected because it allows researchers to 

test the relationship between complex variables are either recursive or nonrecursive to 

obtain a thorough overview of the whole model. From the analysis, an optimized 

model is proposed. Then, Maximum  Attribute Relative (MAR) is implemented to 

determine the most important factors of e-government adoption model. MAR has been 

chosen because it has the capability to solve the uncertainty information of the 

respondents’ respond.  The proposed model has been tested and passed the t-test and 

p-value approach where the value of Behavior Intention to User Behavior are 5.584 

and 0.000; value of Facilitating Condition to User Behavior are 3.535 and 0.000; value 

of Information Quality to Performance Expectancy are 2.714 and 0.007; value of 

Performance Expectancy to Behavior Intention are 6.171 and 0.000; value of System 

Quality to Performance Expectancy are 2.895 and 0.004; and finally, value of Trust  

to Behavior Intention are 5.422 and 0.000. The fit test and indices for the model 

proposed were proven fit enough, where Standardized Root Mean Square Residual 

(SRMR) was 0.063 that indicated a good fit of the model, and Normed Fit Index (NFI) 

was 0.778, showing the marginal fit of the model. Meanwhile, computational model 

analysis using MAR to support the procession of the proposed model showed that 

Facilitating Condition (FC) has a value of 43. This portrays that the FC variable is the 

highest in influencing the people to use e-government, followed by Performance 

Expectancy and Information Quality that resulting in the value of both 35. The 
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findings confirmed the significance of information quality, system quality and trust 

perceived by the citizens in adopting e-government services, and provide insights into 

whether an optimization model and computational model using MAR based on the 

soft set theory should be integrated to explain citizens’ intention to use e-government. 

Additionally, the optimized model offers the stakeholders a new perspective for 

dealing with e-government adoption by signifying the importance of support quality 

perceived by citizens.  
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ABSTRAK 

 

 

Kerajaan Elektronik (e-kerajaan) dan penerimaannya memainkan peranan penting 

dalam membantu negara untuk menyediakan rakyat dengan pelbagai perkhidmatan. 

Walau bagaimanapun, kajian literatur terdahulu di dalam e-kerajaan menunjukkan 

bahawa model penerimaan perkhidmatan yang sedia ada kurang sesuai terutamanya 

di negara-negara membangun. Ketidaksesuaian ini disebabkan oleh model-model 

penerimaan yang sedia ada mempunyai banyak faktor-faktor yang menyebabkan 

kesukaran pada implementasi terutamanya pada kekangan tertentu. Oleh itu, 

dicadangkan model penerimaan perkhidmatan e-kerajaan yang optimum di dalam 

kajian ini. Pertama, Structural Equation Model (SEM) digunakan untuk menganalisis 

keberkesanan model terkini. Model yang optimum telah dicadangkan hasil daripada 

keputusan analisis berkenaan. Seterusnya, Maximum Attribute Relative (MAR) 

digunakan untuk menentukan faktor model penerimaan e-kerajaan yang paling 

penting. MAR telah dipilih kerana ia mempunyai keupayaan untuk menyelesaikan 

ketidakpastian maklumat daripada responden. Model yang dicadangkan telah diuji 

dengan menggunakan kaedah t-test dan p-value dan nilai-nilai yang diperolehi adalah 

seperti berikut: Behavior Intention kepada User Behavior adalah 5.584 dan 0.000; 

Facilitating Condition kepada User Behavior adalah 3.535 dan 0.000; nilai 

Information Quality kepada Performance Expectancy ialah 2.714 dan 0.007; 

Performance Expectancy kepada Behavior Intention ialah 6.171 dan 0.000; System 

Quality ke Performance Expectancy adalah 2.895 dan 0.004; dan, Trust kepada 

Behavior Intention adalah 5.422 dan 0.000. Keputusan Fit test dan indeks untuk model 

yang dicadangkan telah dibuktikan sangat sesuai. Nilai Standardized Root Mean 

Square Residual (SRMR) adalah 0.063 menunjukkan model berkenaan sesuai, dan 

nilai Normed Fit Index (NFI) adalah 0.778, menunjukan kesesuaian marjinal model. 

Selain itu, analisis model komputasi yang menggunakan MAR untuk menyokong 

prosesi model yang dicadangkan menunjukkan bahawa Facilitating Condition (FC) 

mempunyai nilai 43. Ini menunjukkan bahawa nilai pemboleh ubah FC adalah yang 

paling tinggi dalam mempengaruhi pengguna untuk menerima e-kerajaan, diikuti oleh 
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Kemajuan Prestasi dan Information Quality yang mempunyai nilai 35. Hasil kajian ini 

mengesahkan kepentingan untuk menyokong kualiti maklumat, kualiti sistem dan 

kepercayaan daripada sudut pengguna, dan juga menunjukkan keperluan sama ada 

model pengoptimuman dan model komputasi yang menggunakan MAR berdasarkan 

teori soft set harus diintegrasikan untuk menjelaskan kehendak pengguna dalam 

penerimaan e-kerajaan. Di samping itu, model optimum ini menawarkan perspektif 

baru untuk menangani penerimaan e-kerajaan dengan menandakan kepentingan kualiti 

sokongan daripada sudut pengguna. 
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CHAPTER 1 

 

 

 

INTRODUCTION 

 

 

 

In this section, the background of the research is outlined, followed by problem 

statements, objectives, contributions, and scope of the research. Lastly, the thesis 

organization is presented. 

 

 Background 

 

The World Bank reports that e-government initiatives have the potential to transform 

government relations with citizens, businesses, and other arms of government (World 

Bank, 2016). Furthermore, these initiatives can enhance service delivery to businesses 

in many ways. For example, it can improve business registration and license 

application, inspection clearance, customs modernization, tax administration and 

procurement of goods and services by making the services easily accessible and 

convenient using Internet technologies.  

Figure 1.1 illustrates the regional averages as compared to the world median 

of 0.4712 in 2014. Europe (0.6936) continues to lead with the highest regional E-

Government Development Index (EGDI), followed by the Americas (0.5074), Asia 

(0.4951), Oceania (0.4086) and finally Africa (0.2661). Examining previous trends, 

there has been no change in regional positions since 2003. 

Progress in Africa remains relatively not too fast and uneven. This continent’s 

average regional EGDI is 0.2661 (Nations, 2014). Meanwhile, Europe continues to be 
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the global leader in e-government development. In the previous ranking (2012), seven 

out of top ten countries were European, meanwhile, in 2014 only four European 

countries are in the top ten. Nevertheless, 11 out of the top 20 countries and 26 out of 

the top 40 countries are European (Nations, 2014).  

The on-going financial crisis, low growth, unemployment and aging population 

has led Europe to actively seek innovative solutions in order to remain competitive, 

restore growth and to be able to continue to offer a wide-range of public services to its 

citizens. 

 

 

 

Figure 1.1: Regional Averages of E-government Development (Nations, 2014) 

 

Tokdemir et al. founded underlying factors that play role in citizens' decision 

to use e-government services in Turkey (Tokdemir et al.,  2017), and  introduced trust 

of internet and trust of government based on The Unified Theory of Acceptance and 

Use of Technology (UTAUT) model. The result showed performance expectancy, 

social influence, facilitating conditions and trust of Internet was found to have a 

positive effect on behavioral intention to use e-government services. Additionally, 

both Trust factors were found to have a positive influence on performance expectancy 

of e-government services.   

A literature review related to critical success and failure factors of e-

government projects for the evaluation of open government initiatives using a case of 

budget transparency in Mexico (Puron-Cid, 2014). The author found that a selection 

of practical recommendations were identified as useful for a successful adoption of 

open government projects. Meanwhile,  Savoldelli et al., (2014)  identified a paradox 
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in the still low adoption of e-government initiatives after more than two decades of 

policy efforts and public investments for the deployment of online public services. The 

adoption factors for e-government services should be thoroughly known before any 

adoption model is constructed. Many researchers understood the initiatives that 

encourage the adoption of e-government services in different environments (Safeena 

& Kammani, 2013). 

 Ahmad and  Markkula (2013) stated that there is urgent need for policy-makers 

and decision-makers to develop a better understanding of citizens’ needs. The adopted 

model can be used as a guideline for the implementation of e-government services, 

especially in Pakistan. This study suggests that governments should run extensive 

advertising campaigns to ensure that people are aware of the services and use them. 

This implies that governments should place emphasis to increase awareness of the 

services, show their benefits to citizens, and encourage confidence in the system.  

Earlier e-government research paid too much attention to e-government service 

adoption from the supplier side (the government) while overlooking the user side of e-

government, such as citizens and businesses (Lee, Kim, and Ahn, 2011). This work 

attempts to fill this research gap, the author argues that the willingness of a business 

to adopt e-government depends on the perceived quality of government services 

through traditional brick and mortar service channels (offline service channels), and 

the level of trust businesses place in the internet technology itself. 

Soft set is a parameterized general mathematical tool which deals with a 

collection of approximate descriptions of objects. Each approximate description has 

two parts, a predicate and an approximate value set. In classical mathematics, a 

mathematical model of an object is constructed and defines the notion of the exact 

solution of this model. Usually, the mathematical model is too complicated and the 

exact solution is not easily obtained (Mamat, 2013). So, the notion of approximate 

solution is introduced and the solution is calculated. In soft set theory, opposite 

approach can be used to solve this problem. The initial description of the object has an 

approximate nature, and do not need to introduce the notion of the exact solution. The 

absence of restriction on the approximate description in soft set theory makes this 

theory very convenient and easily applicable. Any parameterization can be used with 

the help of words and sentences, real numbers, functions, mappings and so on. 
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 Problem Statement 

 

Obviously, e-government occurred due to the technological revolution following the 

diffusion of the Information and Communication Technology (ICT). This trend 

increases government’s awareness on public services. Based on the Table 1.1, there 

are three dimension of e-government adoption barriers frequency such as 

technological and economical, managerial and organizational and institutional and 

political.  

 

Table 1.1:  Frequency Barriers to E-government Adoption  

                  (Savoldelli, Codagnone, and Misuraca, 2014) 

 

Dimension Barriers Factor Period 1th 

Reinventing 

governance  

(1994-2004) 

Period 2nd  

Strategy 

implementation in 

Europe (2005-2009) 

Period 3rd 

Digital agenda 

(2010-2013) 

Technological 

and 

economical 

Lack of 

bandwidth 

capacity 

24 % 11.9 % 0% 

Lack of 

interoperability 

0% 14.3 % 9.5 % 

High investment 

and maintenance  

24 % 7.1 % 4.8 % 

 

Lack of privacy 

and security 

24 % 31 % 9.5 % 

Lack of open 

source software 

0% 0% 4.8 % 

Managerial 

and 

organizational 

Lack of project 

management 

capability 

24 % 11.9 % 0% 

Resistance to 

change 

24 % 11.9 % 9.5% 

Lack of skills 24 % 26.2 % 33.3 % 

Institutional 

and Political 

Digital divide  1.5 % 6.2 % 

Lack of legal 

basis 

0% 1.5 % 7.2 % 

Lack of political 

commitment 

1.5 % 1.5 % 0% 

Lack of political 

coordination 

1.5 % 4.6 % 0% 

Lack of policy 

cycle 

management 

4.6 % 3.1 % 12.3 % 

Lack of 

measurement and 

evaluation 

1.5 % 7.7 % 9.2 % 

Lack of citizen 

participation 

0% 3.2 % 13.8 % 

Lack of trust and 

transparency 

1.5 % 6.2 % 10.8 % 
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E-government is based upon the nature of relationships among governments, 

citizens and technology (Heinze and Hu, 2005). On the side, Information and 

Communication Technology (ICT) has dramatically revolutionized the processes, 

operations and structure of public sectors, which are almost universally adopted or on 

the verge of being adopted by both developed and developing countries. However, the 

primary problem with technology-enabled modernization is that decision makers do 

not consider user expectations and preferences. Rather, to some extent and focus on 

cost considerations and system design (Verdegem and Verleye, 2009). Furthermore, 

the challenge facing e-government is not solely due to technological issues (Kamel, 

Sandhu, and Woods, 2014; Laura Alcaide-Munoz Manuel Pedro Rodriguez Bolivar, 

2015; Sorn-in, 2015; Voutinioti, 2013a) but rather on how to use those technologies to 

improve the abilities of government institutions while improving the quality of 

citizens’ lives by re-defining the relationship between them and their governments 

(Sorn-in, 2015).  

Thus, e-government still faces major challenges as it continues to expand from 

North American to Asian countries. Nevertheless, benefiting from both developed and 

developing countries’ experiences, understanding their successes and failures and 

adapting the knowledge and characteristics of other environments are fundamental to 

the future of e-government in many parts of the world (Gao and Lee, 2017; Moreno et 

al., 2018; Nam, 2018; Rey-moreno et al., 2017; Sangki, 2017; Verkijika and Wet, 

2018; Nations, 2014). Governments must realize that the success of e-government does 

not depend only on the supplier side, but also on the demand side to adopt online 

service. 

The current study aims to bridge the existing gap in the literature by 

investigating the roles of perceived information quality, system quality and trust 

towards e-government systems. This is a necessary step to understand what makes 

effective in the use and, thereby, the continuous use of e-government systems. 

The reviewed literature in the current chapter provides the basis for identifying 

the gap to extend the knowledge of e-government adoption and usage in developing 

countries. Therefore, moving from a general context of e-government studies to a more 

specific context, that is, successful e-government systems’ adoption, this research 

attempts to reveal the roles of perceived support quality of the system, trust, reliable 
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and robust model on behavior intention to use government’s on-line services. Figure 

1.2 illustrates the procedures undertaken to identify the gap using scenario leading to 

the problem for the present study. 

 

 

 

Figure 1.2: Scenario Leading to the Problem 

 

Therefore, based on these drawbacks, there is a need to improve the existing 

adoption models to find new solutions for adopting e-government. Computational 

model such as soft set theory can be used as a technique to analyses e-government 

adoption models. this work presents applicable and efficient soft set approach using 

maximum attribute relative.  

The proposed technique is based on the selection of the best clustering 

attribute. The datasets are taken from a survey aimed to understand the e-government 

service adoption issue in Indonesia. At this stage of the research points how a soft set 

approach for data clustering can be used to select the best clustering attribute. The 

result of this study will present useful information for decision makers to come out 
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with relevant policy and may potentially provide recommendations on how to design 

and develop e-government system to improve public service. Figure 1.2 represents 

scenario leading to the problem above.  

 

 Research Aim 

 

The aim of the research is to propose a generic end-user adoption model for e- 

government services. 

 

 Research Objective   

 

In order to achieve the research aim, a few objectives have been set as the following:  

1. To propose an optimized e-government services adoption model using 

Structural Equation Model (SEM) analysis. 

2. To assess the proposed adoption model using FIT analysis.  

3. To determine the dominant variables of the proposed model based on 

maximum attribute relative analysis. 

 

1.5  Research Scope  

 

The research will: 

1. Only focus on optimizing e-government service adoption model in 2017.  

2. Only focus on exploring the citizens’ perspective in sveral cities in Indonesia  

in adopting the e-government service. 

3. Employ Maximum Attribute Relative (MAR) based on the soft set theory as 

the technique for determining the best clustering attribute. 

 

1.6  Research Significance 

 

This research will propose an optimized e-government service adoption model using 

structural equation model and maximum attribute relative by performing statistic and 

computational model analysis. The proposed model could support by providing an 

alternative approach for adopting e-government service. The result from this work can 

PTTA
PERPUS

TAKAAN
 TUNKU

 TUN A
MINAH



8 

 

 

 

be used to develop a robust and reliable model that can offer alternative to conventional 

techniques. 

1.7  Thesis Organization 

 

The rest of this thesis is organized as follows: Chapter 2 examines current work on e-

government system, the unified theory of acceptance and use of technology model, 

and the fundamental concept of soft set theory. Aside from that, the notion of an 

information system and its relation to a relational database, concept of an 

indiscernibility relation induced by a subset of the whole set of attributes, concept of 

a Pawlak approximation space, and notion of set approximations and its quality of 

approximations are also described. 

Chapter 3 describes the research framework. This chapter guides in a procedure 

and logic for generating the new knowledge of the current study.  Meanwhile, Chapter 

4 describes conceptualisation, research model and proposed hypotheses for this 

research.  

Chapter 5 describes the experimental results of the proposed techniques. 

Further, an application of the proposed technique for clustering is presented. 

Discussion and analysis of the results of the proposed technique will be given in detail 

here. Finally, the conclusion and future works will be described in Chapter 6. 
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CHAPTER 2 

 

 

 

LITERATURE REVIEW 

 

 

 

This chapter will describe and explain some preliminary knowledge which is required 

in understanding the topic under discussion. First, the concept of e-government, 

structural equation model, and soft set theory will be explained followed by the 

concept of data clustering. A brief description of the soft set theory will be given, 

including its definition and relationship to information system. 

 

2.1  Electronic Government Definition 

 

The expansion of the internet and the advancement of ICT offered new channels for 

governments to reach and serve their citizens. According to Rana, Dwivedi, and 

Williams (2015), e-government has broad perception and contains different principles.  

Basically, e-government is concerned on interaction between government and 

citizens through digital media or the internet. Moreover, Chen et al. (2015) stated that 

generally, e-government has some potential to elicit favourable perceptions on 

usefulness, satisfaction, and subsequent net benefit for the government. E-government 

was a marvel that connections to the service and information to people in general. 

 

2.2  Level of E-Government Evolution 

 

According to the results of a survey conducted by the Department of Economic and 

Social Affairs Division for Public Administration and Development Management, 
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United Nation New York in 2008, e-government evolution consists of five levels, 

namely: 

1. Emerging 

At this stage, the online government presence consists primarily of a web page 

and/or an official website, links to ministries or departments of education, 

health, social welfare, labor, and finance may not exist. Most information is 

static and little interaction with the community. 

2. Enhance 

At this stage, the government provides more information on public policy and 

governance. The government has created links to collect information that is 

easily accessible to the public. 

3. Interactive 

At this stage, the government provides online services such as forums that can 

be downloaded for tax payments and applications for license renewals. In 

addition, the onset of an interactive website or portal with services to enhance 

community feelings is clearly required. 

4. Transactional 

At this stage, the government begins to transform itself by introducing a two-

way interaction between government and society. For example, for tax 

payments, apps for ID cards, birth certificates, passports, and license renewals. 

This is similar to G2C interactions and citizens are able to access this service 24 

hours/day. All transactions are conducted online. 

5. Connected 

At this stage, governments transform themselves into a connected entity that 

responds to the needs of its citizens by developing an integrated back office 

infrastructure. This is the most sophisticated level of online e-government 

initiatives and is characterized by: 

1. Horizontal connections (among government agencies). 

2. Vertical connections (central and local government agencies). 

3. Infrastructure connections (interoperability issues). 

4. Connections between governments and citizens. 

5. Connections among stakeholders (government, private sector, academic 
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institutions, NGOs and civil society). 

In addition, e-participation and citizen engagement are supported and 

encouraged by governments in the decision-making process. 

 

2.3     Acceptance of Information Technology 

 

Nair et al. (2015) mentioned that technological advances have an integral role in 

changing and facilitating people’s lives in various areas including communication, 

health and economy. With the increasing use of technology, the past two decades have 

seen a substantial increase in the development of new and different approaches to 

government that have created a global impact. Therefore, practitioners and researchers 

need a better understanding through practical methods of evaluating technology. 

(Chauhan, 2015; Fagan, Kilmon, and Pandey, 2012; Gangwar et al., 2014; Rauniar et 

al.,  2014). Table 2.1 summarizes the main information technology acceptance factors 

in the literature.  

  

Table 2.1: The Main Information Technology Acceptance Factors   

 

Author Purpose Method Finding 

(Vassilakaki  

et al., 2016) 

Identifed the use of mobile 

technology by the library 

science and information 

systems undergraduate 

students in Greece. 

A questionnaire 

developed from relevant 

literature.  

Students employed laptops 

and desktop computers to 

perform education-related 

tasks. 

(Barhoumi, 

2016) 

Designed an extended 

Technology Acceptance 

Model (TAM) to be used in 

the evaluation and 

assessment of e-

information services.  

An experimental 

approach-based 

comparison between an 

experimental group  and 

a control group.  

Principal results show that 

the behavior intention was 

influenced significantly by 

user satisfaction. 

(Rondan,    

et al., 2015) 

Provided a complete and 

chronological view of the 

evolution of the main 

acceptance and use of 

technology models. 

A comparison of partial 

least squares (linear 

model) and Warp Partial 

Least Squares (PLS) 

(non-linear model). 

Unified Theory of 

Acceptance and Use of 

Technology (UTAUT) 

ver.2 model obtains a better 

explanation power than 

other Technology 

Acceptance Model (TAM). 

(Ratten, 2015) Crossed-culturally compare 

how consumers in China 

and Australia adopt cloud 

computing services. 

The TAM and social 

cognitive theory are 

identified as the 

theoretical frameworks. 

Outlined the different areas 

of technological innovation 

research that are needed to 

advance the information 

technology industry in the 

future. 
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2.3.1 User Acceptance 

 

User acceptance can be defined as the desire of a group of users in utilizing 

information technology designed to assist their work (Dillon, 2001). To predict user 

acceptance in the field of IT, the researchers created a model that can describe user 

acceptance. There are eight models related to user acceptance namely Theory of 

Reason Action (TRA), Technology Acceptance Model (TAM), Motivational Model 

(MM), Theory of Planned Behavior (TPB), Combined TAM and TPB (C-TAM –

TPB), Model of PC Utilization (MPCU), Innovation Diffusion Theory (IDT), and 

Social Cognitive Theory (SCT). These eight models were integrated by Venkatesh et 

al. (2003) into a new model of The Unified Theory of Acceptance and Use of 

Technology (UTAUT). 

 

2.3.1.1 Theory of Reason Action (TRA) 

 

Theory of Reason Action (TRA), a model introduced by Fishbein and Ajzen (1975), 

is a widely used model and has been proven to predict and explain the behavior of 

various domains.  

 

 

Attitude toward

 Behavior

Behavior
 Intention

Believes and 

Evaluations  

Normative believes 

and Motivation to 

Commply

Subjective Norm

Actual 
Behavior 

 

 

Figure 2.1: Theory of Reason Action (Fishbein and Ajzen, 1975) 

 

TRA is one of the most fundamental and influential theories of human 

behavior. This model has been used to predict behavior (Sheppard et al., 1988). Davis 

et al. (1989) applied TRA to individual’s acceptance of technologies and found that 

the variance explained was largely consistent with the research used by TRA in other 
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behavioral contexts. As depicted in Figure 2.1, there are two important constructs in 

this model according to Fishbein and Ajzen (1975): 

1. Attitude toward behavior 

Individual positive or negative feelings (evaluative affects) on how to execute  

target behavior. 

2. Subjective norm 

The perception of people that people who are important to him think he should 

or should not do the behavior in question. 

 

2.3.1.2  Technology Acceptance Model (TAM) 

 

Technology Acceptance Model (TAM) is an adaptation of the previous TRA model. 

Davis et al. (1989) developed this model to understand user acceptance on information 

systems. TAM is tailored to the IT context, and is designed to predict the acceptance 

of information technology and usage on the job. Unlike TRA, TAM’s final 

conceptualization does not include attitude constructs in order to better explain the 

intention. TAM has been widely applied to a diverse set of technologies and users. 

According to Davis et al. (1989), important constructs in this model are as follows: 

1.  Perceived usefulness 

The extent to which a person believes that using a particular system will improve 

his work. 

2.  Perceived ease of use 

The extent to which a person believes that using a particular system will be free 

from effort. 

3.  Subjective norm 

The perception of people that most people are important to him thinks he should 

or should not do the behavior in question (Fishbein and Ajzen, 1975).  

 

2.3.1.3 Motivational Model (MM) 

 

Davis et al. (1989) examined what motivations drive a person to use a computer at 

work. Davis’s research was conducted on 200 respondents to study the use of word-
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based word processing program written on Personal Computer. This study was 

concluded that one’s interest in using computers in the workplace is influenced by two 

factors. The first is their perception of the extent to which computer can improve the 

performance of their work, and the second factor is the extent to which it can give a 

pleasant feeling when using your own computer. The important constructs in this 

model are:  

1. Extrinsic motivation 

Perception where users want to perform an activity because it is perceived as a 

tool in achieving the results, but different from the activity itself, for example in 

terms of performance improvement, income and promotion positions. 

2.  Intrinsic motivation 

Perceptions where users want to perform an activity because there is no obvious 

strong reason other than the process of doing the activity itself. 

 

2.3.1.4   Theory of Planned Behavior (TPB) 

 

This theory is the development and refinement of the limitations in the TRA discussed 

above. Ajzen (1991) presented reviews from several successful studies using TPB to 

predict intent and behavior in a variety of settings. TPB has been successfully applied 

to understand individuals’ acceptance and use of different technologies. The 

fundamental difference between this theory and the previous one is the addition of one 

element that is the perception of a person’s behavioral control. Perceived Behavioral 

Control ( PBC) is defined as a person’s perception of the extent to which the ease or 

difficulty in performing a behavior (Ajzen, 1991). Figure 2.2 shows a TPB model that 

often used in various researches on behavior. Usually TPB is used as an intervening 

variable to explain a person's intention which then explains the person's behavior. 
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Attitude toward

 Behavior

 Intention

Normative believes 

and Motivation to 

Commply

Subjective Norm Behavior 

 

 

Figure 2.2: Theory of Planned Behavior (TPB) Model (Ajzen, 1991)  

 

2.3.1.5 Combined TAM and TPB (C-TAM-TPB) 

 

This combined TAM / TPB theory is often referred to as the decomposed theory of 

planned behavior. It explains the behavior of a person with the construction of a multi-

dimensional model. This model combines TAM and TPB models, with important 

constructs of this model are attitude toward behavior, subjective norms, perceived 

usefulness, and perceived behavioral control (Taylor and Todd, 1995). 

 

2.3.1.6 Model of Personal Computer Utilization (MPCU) 

 

This theory was developed using the behavioral factors approach (Triandis, 1980) in 

the context of information technology to predict the use of PCs. This theory that is 

used in sociological and psychological research explains constructing factors that 

influence one’s behavior. Its constructs are: 

 Job-fit 

The extent to which an individual believes that the use of technology can 

improve the performance of his work. 

 Complexity 

The extent to which an innovation deems to be as lightly as possible is difficult 

to understand and use. 

 Long-term consequences 

 Affect towards use 
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Based on Triandis (1980), support for use is the feeling of joy or pleasure, or 

depression, annoyance, displeasure, or subconsciousness by a particular 

individual. 

 Social factors 

Social factors are the internalization of individuals from subjective cultural 

reference groups, and inter-personal agreements that have been made with 

others, in certain social situations  (Triandis, 1980). 

 Facilitating conditions 

Objective factors in the environment where observers agree to make an action. 

For example, returning goods that have been purchased online, if no charge is 

charged to return the goods. This model can be seen in Figure 2.3 below. 

 

 

Complexity of PC Use

Long Term 
Consequences of PC Use

Social Factors Influence in 

PC Use

After toward PC Use

Utilization 
of PC 

Facilitating Condition for 

PC Use

Job Fit with PC Use

 

Figure 2.3: PC Utilization (MPCU) Model (Triandis, 1980) 

 

2.3.1.7  Innovation Diffusion Theory (IDT) 

 

This theory was developed based on the theory of diffusion of innovations that was 

popularly developed by Rogers (1995) began to be introduced since the 1960s by 

studying various kinds of organizational innovation. The important constructs in this 

model are: 

 Relative advantage 

The extent to which an innovation is regarded as better than a precursor. 
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Image

Ease of use

Compatibility

Visibility
Adoption

Result Demonstrability

Relative Advantage

Voluntariness

 

 Ease of use 

   The extent to which an innovation is perceived as a difficulty to use it. 

 Image 

The degree to which the use of an innovation is considered to enhance one’s 

image or status in one’s social system. 

 Visibility 

The degree to which people can see other people using the system within the 

organization. 

 Compatibility 

The extent to which an innovation is considered in line and consistent with the 

values that exist. 

 Result demonstrability 

The credibility of the results using innovation, including their observability and 

delivery. 

 Voluntariness of use 

The extent to which the use of innovation is regarded as voluntary, or free will. 

This model is given in Figure 2.4. 

 

 

 

 

 

 

 

 

 

Figure 2.4: Innovation Diffusion Theory (IDT) Model (Rogers, 1995)  

 

2.3.1.8  Social Cognitive Theory (SCT) 

 

This theory is widely used to explain  human behavior (Bandura, 1986). Compeau and 

Higgins (1995) applied and developed this theory for computer usage. In their 
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research, Compeau and Higgins developed a model to explain the role of self-efficacy, 

i.e. an assessment of a person’s ability to use a technology to accomplish a particular 

job or task. This assessment does not consider what people have done in the past, but 

rather consider what can be done in the future. 

 

2.3.1.9   Unified Theory of Acceptance and Use of Technology (UTAUT) 

 

Several researchers introduced the Unified Theory of Acceptance and Use of 

Technology (UTAUT) that aims to explain user intentions to use an IS and subsequent 

usage behavior as shown in Figure 2.5 (Venkatesh, Morris, Davis, and Davis, 2003).  

 

 

Social influence

Effort Expectancy

Facilitating Condition

Behavior 
Intention

Performance 
Expectancy

User Behavior

 

 

Figure 2.5: UTAUT Model (Venkatesh et al., 2003). 

 

UTAUT is a proposed technology adoption model by Viswanath Venkatesh, 

et al. in 2003. In this model, there are four variables that have a role important as a 

factor that has a significant effect on the user acceptance and usage behavior, namely: 

performance expectancy, effort expectancy, social influence, and facilitating 

conditions. These four variables initiated from the eight models mentioned earlier. 

Furhermore, Venkatesh et al. (2003) empirically measured the eight models mentioned 

earlier in four different organizational settings for a period of six months. The result 

showed that the eight models could describe 17 percents and 53 percents of the 

variance in user intentions to use information technology. Next, empirically validate 

the UTAUT model.  It’s found that UTAUT model outperformed the eight individual 
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models and explained 70 percent of the variance. Table 2.2 describes construct 

theories underlying the UTAUT model. 

 

Table 2.2: Construct Theories Underlying the UTAUT Model 

 

No Name of Theory Author and Year Definition 

1 Theory of Reasoned 

Action (TRA) 

Fishbein and 

Azjen (1975) 

 

The theory for predicting human behavior is by 

analyzing the relationship between various 

performance criteria and one’s attitude, 

intentions, and subjective norms. 

2 Theory of Planned 

Behavior (TPB) 

Ajzen (1988)  The theory is used to satisfy circumstances 

when a person’s behavior is not voluntary by 

including predictors of intent and behavior that 

refers to beliefs about the existence of factors 

that can facilitate or hinder the performance of 

a particular behavior. 

3 Technology 

Acceptance Model 

(TAM) 

Davis (1989) Identify a person’s reaction and perception that 

determines the person’s attitude and behavior 

by modeling one’s behavior as a function of the 

purpose of behavior in which the goal of 

behavior is determined by the attitude of the 

behavior. 

4 Motivational Model 

(MM) 

Davis et al.  

(1992) 

Motivation theory developed to predict the 

acceptance and use of technology. 

5 Combined TAM and 

TPB  

(C-TAM-TPB) 

Taylor and 

Todd (1995) 

The hybrid model of TPB with TAM provides 

an accurate explanation of the determinants of 

acceptance and behavior of the use of a 

particular technology. 

6 Model of PC  

Utilization (MPCU) 

 

Thompson et  

al. (1991) 

 

Assess the influence of conditions that affect 

and facilitate social factors, complexity, task 

conformance and long-term consequences on 

PC utilization. 

7 Innovation  

Diffusion Theory 

(IDT) 

Rogers  

(1995) 

 

Adopted from the application of IDT 

technology that can measure the perception of 

society by using seven key attributes. 

8 Social Cognitive  

Theory (SCT) 

 

Compeau and 

Higgins 

(1995) 

 

Identify human behavior as an interaction of 

personal, behavioral, and environmental 

factors that aim to provide a framework for 

understanding, predicting, and changing 

human behavior. 

 

 Michael et al (2015) founded general purpose systems and specialized business 

systems were examined in most of the articles using the UTAUT. The analysis also 

indicated that cross-sectional approach, survey methods, and structural equation 

modeling analysis techniques were the most popular research methodologies whereas 

SPSS was found to be the largely used analysis tool. Other researchers describe a 

hypothetical framework that integrates the unique features of e-government to 

improve our understanding of the acceptance and usage of e-government in Saudi 
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Arabia (Alzahrani and Goodwin, 2012).  Furthermore, a model proposed  based on 

UTAUT, includes the characteristics of e-government, consideration, and the 

inclusion of trust, privacy, and Saudi culture and context. 

Another study examined the role of intermediaries in facilitating e-government 

adoption and diffusion using a survey-based empirical study (Weerakkody, El-

Haddadeh, Al-Sobhi, Shareef, and Dwivedi, 2013). In this study, an extended UTAUT 

model is used as the theoretical basis utilizing trust in the Internet and intermediaries. 

The results show that there are significant relationships among the factors that 

influence intention to use e-government services namely performance expectancy, 

effort expectancy, and trust of intermediary. 

 Yfantis et al., (2013) explored factors that influenced e-government adoption 

by improving the UTAUT model. The improved UTAUT model derives from the 

additional elements of trust, the context of use and human development index. The 

improved UTAUT also contributes in the current research such as virtual learning 

environment, electronic banking, and electronic library (Athmay, Fantazy, and Kumar, 

2016; Awwad and Al-Majali, 2015; Celik, 2016; Mikalef, Pappas, and Giannakos, 

2016; Teck Soon and Syed A. Kadir, 2017; Wang, Cho, and Denton, 2017; Xu, 2015, 

2015; Yuvaraj, 2016). Aside from that, a limited number of authors proposed other 

conceptual models to better understand the factors that influence citizen adoption of 

e-government  (Krishnaraju and Mathew, 2015; Lagzian and Pourbagheri, 2014; 

Verdegem and Verleye, 2009; Yahya, Nadzar, and Abdul, 2012). These models 

hypothesized a number of factors influencing citizens’ adoption of e-government such 

as perceived security, perceived privacy, trust, website design, and service quality. 

 

Table 2.3: The Studies That Utilized UTAUT Model  

 

Author Objective Method Significant Finding 

(Mosweu, 

Bwalya, and 

Mutshewa, 

2016) 

Understand action 

officers’ perceptions of, 

adoption and/or usage of 

the Document Workflow 

Management System 

(DWMS) at the Ministry 

of Trade and Industry in 

Botswana. 

The study used a 

modified form of 

UTAUT as a 

theoretical lens to 

explore users’ 

perception on the 

adoption and use of 

DWMS.  

Negative attitudes to 

computers, computer 

anxiety, and complexity of 

DWMS.  
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(Silic and 

Back, 2016) 

Revealed factors that drive 

the adoption and use of 

Unified Communications 

and Collaboration 

(UCandC) technology in 

organizations. 

Used quantitative 

method to survey 296 

employees from 50 

different countries  

Found that performance 

expectancy and social 

influence are the most 

influential drivers in 

employee acceptance and 

use of UCandC in 

organizations. 

(Williams, 

Rana, & 

Dwivedi, 

2015) 

Performed a systematic 

review of articles that used 

UTAUT. 

Literature analysis of 

174 existing articles 

on the UTAUT 

model. 

Found that structural 

equation modelling 

analysis technique is the 

most explored research 

methodology. 

(Isaias, Reis, 

Coutinho, 

and 

Lencastre, 

2017) 

Examined the acceptance 

of a group of 79 students, 

of an educational forum, 

used for mobile and 

distance learning.  

UTAUT was used as a 

framework for the 

research model. 

The results confirmed three 

of the nine hypotheses: 

performance expectancy 

and effort expectancy had a 

positive influence on 

students’ attitudes towards 

empathic forums. 

(Tarhini, El-

Masri, Ali, 

and Serrano, 

2016) 

Investigated the factors 

that may hinder or 

facilitate the acceptance 

and usage of Internet 

Banking (IB) in Lebanon 

A conceptual 

framework was 

developed through 

extending the 

UTAUT. 

Revealed that Performance 

Expectancy (PE), social 

influence, Perceived 

Credibility (PC) and Task-

Technology Fit (TTF) to be 

significant predictors in 

influencing customers’ 

Behavior Intention (BI) to 

use IB.  

 

This study will propose a model that is based on UTAUT acceptance model which 

aims to build theory, explore theoretical models and provide a basis for checking 

acceptance of e-government models, as well as performing some preliminary testing 

of this model. This study initially uses the variables that exist in the UTAUT model 

such as performance expectancy, effort expectancy, social influence, and facilitating 

condition (see Table 2.3).  

 

2.4  E-Government Adoption and Barrier 

 

Brian et al. (2013) stated that Oman is motivated by driving forces similar to other 

developing countries, and its government employed e-government services to enhance 

the effectiveness and efficiency of government operations by improving public service 

quality and quality of information shared between different agencies.  
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  Voutinioti (2013) stated the most important factors in influencing citizens 

behavior intention to adopt e-government services is effort expectancy and trust. Lack 

of trust and confidentiality is a major barrier to e-government adoption successes. 

Meanwhile,  Chen et al. (2015) informed a suggested statement related to trust 

categorized in various trust aspects include IS Success Model. 

Next, Rana, Dwivedi, and Williams (2013) study about analyzing challenges, 

barriers, and Critical Succes Factor (CSF) of e-government adoption. The authors 

indicated that technological barriers, lack of security and privacy, lack of trust, lack of 

resources, digital divide, poor management and infrastructure, lack of awareness, legal 

barriers, and resilience were among the most commonly experienced challenges and 

barriers in e-government studies.  

A small number of studies have looked at the demand side of e-government 

services. Botterman et al. (2003) investigated the demand side of e-government in a 

number of European Union (EU) countries, Switzerland and the United States (US). 

Their research found that attitudes toward e-government vary from one country to 

another. The authors also called for a more in-depth investigation to understand the 

regional variations in the acceptance of e-government. 

 Similar results have been shown in Lassnig and Markus’ (2003) study which 

investigated the usage of e-government in Europe. Their study revealed that there are 

significant differences between the usage of e-government services between different 

European regions. Tung and Rieck (2005), J. Lee et al. (2011), and Weerakkody, El-

Haddadeh, Al-Sobhi, Shareef, and Dwivedi (2013) also investigated the demand side 

of e-government. The aim of their studies were to better understand the adoption of e-

government services by organizations. The study results showed that perceived 

benefits, external pressure and social influence positively impact the organization’s 

decision to adopt e-government services in a country.  

Van Dijk, Peters, and Ebbers (2008) stated that majority of the academic 

literature on e-government focuses on the supply side of e-government services. This 

includes studies on the models of e-government evaluation and practices effectiveness 

of implementation and challenges of e-government services; success factors and 

implementation of e-government initiatives.  
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2.5  E-Government Adoption: Critical Success Factors (CSF)  

 

Several scholars (Rana et al., 2013a; Savoldelli et al., 2014a; Tokdemir et al., 2017; 

Voutinioti, 2013) examined about the parts of CSF components in e-government 

appropriation research. Furthermore, Rana, Dwivedi, and Williams (2013b) evaluated 

the various IS/IT adoption research models used in e-government adoption only on the 

basis of their performances across the existing research. Meanwhile, Saha, Nath, and 

Salehi-Sangari (2012) indicated that accessibility and navigation facility are important 

in determining a citizen’s perceived system quality. Information preciseness, 

timeliness, and sufficiency were found to be key measures of information quality in 

government e-services. 

  Alghamdi, Saleh and Beloff (2016) indicated that all the proposed factors have 

some degree of influence on the adoption and utilization level. Perceived benefits, 

awareness, previous experience and regulations and policies were found to be the 

significant factors that are most likely to influence the adoption and usage level of 

users from the business sector.  

 Zhang and Hsieh (2010) examined the public opinion on CSF of e-government 

in China and found that accuracy and pervasiveness of site data were the two most 

vital discriminating achievement components according to Chinese nationals. 

Weerakkody (2013) dissected the CSF of e-government execution in Oman and on the 

premise of representatives’ acknowledgment of three open division associations of the 

nation, the elements, for example, openness, security, protection, effectiveness, 

certainty, trust, accessibility, IT specialist abilities, and data trade ended up being the 

vital variables for e-government reception and dissemination.   

The preparatory results from the investigation of Aladwani (2011) 

demonstrated that native’s mindfulness, subject’s web experience, resident’s state of 

mind toward e-government, the convenience of the e-government site, persistent 

budgetary backing, and adequate e-government enactment are a percentage of the huge 

variables for Kuwaiti e-government achievement. 
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The general examination of the studies undertaking the exploration 

demonstrated that the CSF was not the select point of any research rather it was broke 

down alongside alternate parts of e-government. Despite the fact that it was a decent 

endeavor by a study to discover these components in the setting of e-government 

selection with national’s point of view (Weerakkody, 2013). There is a very clear 

crevice for the future analyst to take a burrow on investigating this element of e-

government selection research and create some helpful results. 

 

2.5.1  Factors Influencing e-Government Adoption  

 

All countries in the world today are actively promoting the use of e-government to 

improve service to society and reduce bureaucracy. The potential of e-government 

services makes scientists interested in exploring the factors that influence e-

government adoption intensively. However, many opinions suggest that e-government 

adoption among the community is still not satisfactory (Al-Hujran et al., 2015), 

because of many differences in trust to government, culture, infrastructure and 

technology. Table 2.4 summarizes the main factors influencing e-government 

acceptance in the literature. 

 

Table 2.4: Factors Influencing e-Government Adoption 

 

Author Objective Method Significant Finding 

(Alghamdi, 

Saleh, Beloff, 

2016) 

Found key factors that 

influence the adoption 

and utilization level of 

users from the business 

sector. 

Empirical approach. Perceived Benefits, Awareness, 

Previous Experience, and 

Regulations and Policies were 

found to be the significant 

factors.  

(Yfantis, 

Vassilopoulou, 

Pateli, and 

Usoro, 2013) 

Explored the influential 

factors of the m-

government adoption.  

Improving the 

UTAUT model. 

The improved UTAUT 

contributes in the current m-

government.  

(Brian, Victor, 

Gekara, Al-

mamari, and 

Corbitt, 2013) 

Motivated factors from 

a government 

perspective. 

This study used a 

qualitative case 

study approach with 

semi-structured 

interviews.  

Coercive, mimetic, and 

normative dynamics of 

conformance to international 

standards of e-government. 

(Lu, Lu, Wang, 

Pan, & Qin, 

2014) 

Examined the 

influences of  

government social 

power on farmers’ 

intention.  

Technology 

acceptance model 

approach. 

The role of government social 

power is a substantial 

improvement in the variance 

explained in intention to use.  

PTTA
PERPUS

TAKAAN
 TUNKU

 TUN A
MINAH



 

 

 

 

REFERENCES 

 

 

 

Ahmad, M. O., & Markkula, J. (2013). Factors affecting e-government adoption in Pakistan: 

a citizen’s perspective. :Transforming Government: People, Process and Policy, 7(2), 

225–239. https://doi.org/10.1108/17506161311325378 

Ajzen, I. (1991). The theory of planned behavior. Organizational Behavior and Human 

Decision Processes, 50, 2, 179–211. 

Aladwani, Adel M., Determinants of e-Government Success in Kuwait (2011). Global 

Information Technology Management Association (GITMA) World Conference, June 

5-7, 2011. Available at SSRN: https://ssrn.com/abstract=1762110 

Alawneh, A., Al-Refai, H., & Batiha, K. (2013). Measuring user satisfaction from e-

Government services: Lessons from Jordan. Government Information Quarterly, 30(3), 

277–288. https://doi.org/10.1016/j.giq.2013.03.001 

Al-Hujran, O., Al-Debei, M. M., Chatfield, A., & Migdadi, M. (2015). The imperative of 

influencing citizen attitude toward e-government adoption and use. Computers in Human 

Behavior, 53, 189–203. https://doi.org/10.1016/j.chb.2015.06.025. 

Alghamdi, Saleh; Beloff, N. (2016). Innovative Framework for e-Government adoption in 

Saudi Arabia : A Study from the business sector perspective, 7(1). 

https://doi.org/10.14569/IJACSA.2016.070189. 

Alzahrani, M. E., & Goodwin, R. D. (2012). Towards a UTAUT-based Model for the Study 

of E- Government Citizen Acceptance in Saudi Arabia. World Academy of Science, 

Engineering and Technology Vol:6 2012-04-23 International, 6(4), 8–14. 

Abu-Shanab, E. (2014). Antecedents of trust in e-government services: an empirical test in 

Jordan. Transforming Government: People, Process and Policy, 8(4), 480–499. 

https://doi.org/10.1108/TG-08-2013-0027 

Al-Soud, A. R., Al-Yaseen, H., & Al-Jaghoub, S. H. (2014). Jordan’s e-Government at the 

crossroads. Transforming Government: People, Process and Policy, 8(4), 597–619. 

https://doi.org/10.1108/TG-10-2013-0043 

Al Athmay, Al. A. A., Fantazy, K., & Kumar, V. (2016). E-government adoption and user’s 

satisfaction: an empirical investigation. EuroMed Journal of Business Journal of 

Business, 11(1), 57–83. https://doi.org/10.1108/EMJB-05-2014-0016 

Al Shibly, H.H. and Tadros, I.H. (2010), “Employee’s perceptions towards electronic 

government in Jordan”, European Journal of Scientific Research, Vol. 48 No. 2, pp. 169-

176. 

Awwad, M. S., & Al-Majali, S. M. (2015). Electronic library services acceptance and use: an 

empirical validation of unified theory of acceptance and use of technology. The 

Electronic Library, 33(6), 1100–1120. https://doi.org/10.1108/EL-03-2014-0057 

Bandura, A. (1986). Social foundations of thought and action: a social cognitive theory. 

Englewood Cliffs, NJ: Prentice Hall. 

PTTA
PERPUS

TAKAAN
 TUNKU

 TUN A
MINAH



113 

 
Barhoumi, C. (2016). User acceptance of the e-information service as information resource. 

New Library World, 117(9/10), 626–643. https://doi.org/10.1108/NLW-06-2016-0045 

Bhattacharya, D., Gulla, U., & Gupta, M. P. (2012). E-service quality model for Indian 

government portals: citizens’ perspective. Journal of Enterprise Information 

Management, 25(3), 246–271.  

Brian, Q. A., Victor, C., Gekara, O., Al-mamari, Q., & Corbitt, B. (2013). E-government 

adoption in Oman : motivating factors from a government perspective. Transforming 

Government: People, Process and Policy, 7(2), 199–224. 

https://doi.org/10.1108/17506161311325369. 

Carter, L., & Belanger, F. (2004). Citizen adoption of electronic government initiatives. 37th 

Annual Hawaii International Conference on System Sciences, 2004. Proceedings of the, 

0(C), 1–10.  

Carter, L., & Weerakkody, V. (2008). E-government adoption : A cultural comparison. Inf 

Syst Front, 10(May), 473–482. https://doi.org/10.1007/s10796-008-9103-6. 

Celik, H. (2016). Customer online shopping anxiety within the Unified Theory of Acceptance 

and Use Technology (UTAUT) framework. Asia Pacific Journal of Marketing and 

Logistics, 28(2), 278–307.  

Chauhan, S. (2015). Acceptance of mobile money by poor citizens of India: integrating trust 

into the technology acceptance model. Info, 17(3), 58–68. https://doi.org/10.1108/info-

02-2015-0018 

Chen, F. F. (2007). Sensitivity of goodness of fit indexes to lack of measurement invariance. 

Structural Equation Modeling: A Multidisciplinary Journal, 14(3), 464-504. 

doi:10.1080/10705510701301834 

Chen, J. V., Jubilado, R. J. M., Capistrano, E. P. S., & Yen, D. C. (2015). Factors affecting 

online tax filing - An application of the IS Success Model and trust theory. Computers 

in Human Behavior, 43, 251–262. https://doi.org/10.1016/j.chb.2014.11.017. 

Chen, J.-F., Chang, J.-F., Kao, C.-W., & Huang, Y.-M. (2016). Integrating ISSM into TAM 

to enhance digital library services. The Electronic Library, 34(1), 58–73. 

https://doi.org/10.1108/EL-01-2014-0016 

Chiu, P.-S., Chao, I.-C., Kao, C.-C., Pu, Y.-H., & Huang, Y.-M. (2016). Implementation and 

evaluation of mobile e-books in a cloud bookcase using the information system success 

model. Library Hi Tech, 34(2), 207–223. https://doi.org/10.1108/LHT-12-2015-0113 

Compeau, D.R. and Higgins, C.A. (1995) "Computer Self-Efficacy: Development of a 

Measure and Initial Test", MIS Quarterly, vol. 19, no. 2, pp. 189-211. 

Davis, F. D. (1989). Perceived usefulness, perceived ease of use, and user acceptance of 

information technology. MIS Quarterly, 13, 3, 319–339. 

Davis, F. D., Bagozzi, R. P. & Warshaw, P. R. (1989). User Acceptance of Computer 

Technology: A Comparison of Two Theoretical Models, Management Science, 35, 8, 

pp. 982-1002. 

Dahiya, D., & Mathew, S. (2016). IT assets, IT infrastructure performance and IT capability: 

a framework for e-government. Transforming Government: People, Process and Policy, 

10(3), 411–433. doi.org/doi:10.1108/TG-08-2013-0026 

DeLone, W. H., & McLean, E. R. (1992). Information system success: The quest for the 

dependent variable. Information Systems Research, 3(1), 60–94. 

 

PTTA
PERPUS

TAKAAN
 TUNKU

 TUN A
MINAH



114 

 
Dillon, A. (2001) User Acceptance of Information Technology. In: W. Karwowski (ed). 

Encyclopedia of Human Factors and Ergonomics. London: Taylor and Francis.    

Deloitte Research (2000). At the dawn of e-government; The citizen as customer. Deloitte and 

Touche 

Domenichiello, M. (2015). State of The Art in Adoption of E-Health Services in Italy in The 

Context of European Union E-Government Strategies. Procedia Economics and Finance, 

23(October 2014), 1110–1118. https://doi.org/10.1016/S2212-5671(15)00364-0 

Elbahnasawy, N. G. (2014). E-Government, Internet Adoption, and Corruption: An Empirical 

Investigation. World Development, 57, 114–126. 

https://doi.org/10.1016/j.worlddev.2013.12.005 

Fagan, M., Kilmon, C., & Pandey, V. (2012). Exploring the adoption of a virtual reality 

simulation: The role of perceived ease of use, perceived usefulness and personal 

innovativeness. Campus-Wide Information Systems, 29(2), 117–127. 

https://doi.org/10.1108/10650741211212368 

Fielding, J. and Gilbert, N. (2006) Understanding Social Statistics, 2nd edn, Sage Publications, 

London. 

Fishbein, M. & Ajzen. (1975). Belief, Attitude, Intention and Behavior: An Introduction to 

Theory and Research, Addison-Wesley, Reading, MA. 

Gangwar, H., Date, H., & Raoot, A. D. (2014). Review on IT adoption: insights from recent 

technologies. Journal of Enterprise Information Management, 27(4), 488–502. 

https://doi.org/10.1108/JEIM-08-2012-0047 

Gao, X., & Lee, J. (2017). E-government services and social media adoption : Experience of 

small local governments in Nebraska state. Government Information Quarterly, 34(4), 

627–634. https://doi.org/10.1016/j.giq.2017.09.005 

Gerbing , D.W. and Anderson, J.C. (1992) "Monte Carlo Evaluations of Goodness of Fit 

Indices for Structuralof Equation Models", Sociological Methods & Research, vol. 21, 

no. 2, pp. 132-160. 

Ghalandari, K. (2012). The Effect of Performance Expectancy , Effort Expectancy , Social 

Influence and Facilitating Conditions on Acceptance of E-Banking Services in Iran : the 

Moderating Role of Age and Gender. Middle-East Journal of Scientific Research, 12(6), 

801–807.  

Hair, J.F., Babin, B., Money, A.H. and Samouel, P. (2003) Essentials of Business Research 

Methods, John Wiley & Sons Inc, New Jersey, USA. 

Hair, J.F., Black, W.C., Babin, B.J. and Anderson, R. (2010) Multivariate Data Analysis: A 

Global Perspective, 7th edn, Pearson Education, U.S.A 

Hair, J.F., Hult, G.T.M., Ringle, C. and Sarstedt, M. (2013), A Primer on Partial Least Squares 

Structural Equation Modelling (PLS-SEM), Sage Publications, London. 

Halkidi, M., Batistakis, Y., & Vazirgiannis, M. (2001). On clustering validation techniques. 

Journal of Intelligent Information Systems, 17(2–3), 107–145. 

https://doi.org/10.1023/A:1012801612483 

Hao, X., Zheng, D., Zeng, Q., & Fan, W. (2016). How to strengthen the social media 

interactivity of e-government. Online Information Review, 40(1), 79–96. 

https://doi.org/10.1108/OIR-03-2015-0084 

Hellstén, S.-M., & Markova, M. (2006). The DeLone and McLean Model of Information 

Systems Success – Original and Updated Models. SIGCHI 2006 Proceedings, 19(4), 1–

PTTA
PERPUS

TAKAAN
 TUNKU

 TUN A
MINAH



115 

 
5. https://doi.org/10.1007/978-1-4419-6108-2 

Heinze, N. and Hu, Q. (2005) "E-Government Research: A Review via the Lens of 

Structuration Theory", In Proceedings of the Ninth Pacific Asia Conference 

onInformation Systems (PACS2005), pp. 891-904. 

Homburg, V., & Dijkshoorn, A. (2013). Persuasive Pressures in the Adoption of E-

Government. Persuasive Pressures in the Adoption of E-Government, 391–406. 

https://doi.org/10.1007/978-3-642-38862-0_24 

Hu, L. T., & Bentler, P. M. (1998). Fit indices in covariance structure 

modeling: Sensitivity to under parameterized model misspecification. 

Psychological Methods, 3(4), 424-453. doi:10.1037/1082-989X.3.4.424 

Isaias, P., Reis, F., Coutinho, C., & Lencastre, J. A. (2017). Empathic technologies for 

distance/mobile learning: an empirical research based on the Unified Theory of 

Acceptance and Use of Technology (UTAUT). Interactive Technology and Smart 

Education, 14(2), ITSE-02-2017-0014. https://doi.org/10.1108/ITSE-02-2017-0014 

İskender, G., & Özkan, S. (2013). E‐government transformation success. Transforming 

Government: People, Process and Policy (Vol. 7). https://doi.org/10.1108/TG-09-2012-

0008 

Jeng, D. J. F., & Tzeng, G. H. (2012). Social influence on the use of Clinical Decision Support 

Systems: Revisiting the Unified Theory of Acceptance and Use of Technology by the 

fuzzy DEMATEL technique. Computers and Industrial Engineering, 62(3), 819–828. 

Krishnaraju, V., & Mathew, S. K. (2015). Web personalization for user acceptance of 

technology : An empirical investigation of E-government services. Inf Syst Front. 

https://doi.org/10.1007/s10796-015-9550-9 

Kline, R.B. (2011) Principles and Practice of Structural Equation Modeling, 3rd edn, The 

Guilford Press, New York. 

Lai, J.-Y., & Ulhas, K. R. (2012). Understanding acceptance of dedicated e-textbook 

applications for learning: Involving Taiwanese university students. The Electronic 

Library, 30(3), 321–338. 

Lagzian, M., & Pourbagheri, M. (2014). An Investigation into Affecting Factors on 

Acceptance of e-Government Service Counters As a Service Delivery Channel: A Case 

of Developing Country. 8th International Conference on Theory and Practice of 

Electronic Governance (ICEGOV 2014), 11–19. 

Lassnig M., Markus M. (2003) Usage of e-Government Services in European Regions. In: 

Traunmüller R. (eds) Electronic Government. EGOV 2003. Lecture Notes in Computer 

Science, vol 2739. Springer, Berlin, Heidelberg 

Laura Alcaide-Munoz Manuel Pedro Rodriguez Bolivar. (2015). Article information : Internet 

Research, 25 Iss(4), 633–673. 

Lee, J., Kim, H. J., & Ahn, M. J. (2011). The willingness of e-government service adoption 

by business users: The role of offline service quality and trust in technology. Government 

Information Quarterly, 28(2), 222–230. 

Liang, Y., Qi, G., Wei, K., & Chen, J. (2017). Exploring the determinant and in fl uence 

mechanism of e-Government cloud adoption in government agencies in China. 

Government Information Quarterly, 34(3), 481–495. 

https://doi.org/10.1016/j.giq.2017.06.002 

 

PTTA
PERPUS

TAKAAN
 TUNKU

 TUN A
MINAH



116 

 
Lee, A., & Levy, Y. (2014). The effect of information quality on trust in e-government 

systems’ transformation. Transforming Government: People, Process and Policy, 8(1), 

76–100. https://doi.org/10.1108/TG-10-2012-0011 

Lee, J., Kim, H. J., & Ahn, M. J. (2011). The willingness of e-Government service adoption 

by business users: The role of offline service quality and trust in technology. Government 

Information Quarterly, 28(2), 222–230.  

Liu, Y., Li, H., Kostakos, V., Goncalves, J., Hosio, S., & Hu, F. (2014). An empirical 

investigation of mobile government adoption in rural China: A case study in Zhejiang 

province. Government Information Quarterly, 31(3), 432–442. 

https://doi.org/10.1016/j.giq.2014.02.008 

Lozanova-belcheva, E. (2013). The Impact of Information Literacy Education for the Use of 

E-Government Services : E-government Services Usage – Reasons Why Citizens Are, 

155–161. https://doi.org/10.1007/978-3-319-03919-0_19 

Lu, Y., Lu, Y., Wang, B., Pan, Z., & Qin, H. (2014). Acceptance of government-sponsored 

agricultural information systems in China: the role of government social power. 

Information Systems and E-Business Management, 13(2), 329–354. 

https://doi.org/10.1007/s10257-014-0235-6 

Lwoga, E. T. E. T. E. (2013). Measuring the success of library 2.0 technologies in the African 

context: The suitability of the DeLone and McLean model. Campus-Wide Information 

Systems, 30(4), 288–307. https://doi.org/10.1108/CWIS-02-2013-0011 

Mamat, R., Herawan, T., & Deris, M. M. (2013). MAR: Maximum Attribute Relative of soft 

set for clustering attribute selection. Knowledge-Based Systems, 52, 11–20. 

https://doi.org/10.1016/j.knosys.2013.05.009 

Meijer, A., & Bekkers, V. (2015). A metatheory of e-government: Creating some order in a 

fragmented research field. Government Information Quarterly, 32(3), 237–245. 

https://doi.org/10.1016/j.giq.2015.04.006 

Michael D Williams Nripendra P Rana Yogesh K Dwivedi (2015),“The unified theory of 

acceptance and use of technology (UTAUT): a literature review”, Journal of Enterprise 

Information Management, Vol. Journal of Enterprise Information Management, 433–

488. 

Mikalef, P., Pappas, I. O., & Giannakos, M. (2016). An integrative adoption model of video-

based learning. International Journal of Information and Learning Technology, 33(4), 

219–235. https://doi.org/10.1108/IJILT-01-2016-0007 

Mohammed, F., Ibrahim, O., & Ithnin, N. (2016). Factors influencing cloud computing 

adoption for e-government implementation in developing countries: Instrument 

development. Journal of Systems and Information Technology (Vol. 18). 

https://doi.org/doi:10.1108/JSIT-01-2016-0001 

Moreno, L., Martínez, P., Muguerza, J., & Abascal, J. (2018). Support resource based on 

standards for accessible e-Government transactional services. Computer Standards & 

Interfaces, 0(January), 1–12. https://doi.org/10.1016/j.csi.2018.01.003 

Mosweu, O., Bwalya, K., & Mutshewa, A. (2016). Examining factors affecting the adoption 

and usage of document workflow management system (DWMS) using the UTAUT model. 

Journal of Small Business and Enterprise Development (Vol. 26). 

https://doi.org/10.1108/02656710210415703 

 

PTTA
PERPUS

TAKAAN
 TUNKU

 TUN A
MINAH



117 

 
Motaghian, H., Hassanzadeh, A., & Karimzadgan, D. (2013). Computers & Education Factors 

affecting university instructors ’ adoption of web-based learning systems : Case study of 

Iran. Computers & Education, 61, 158–167. 

https://doi.org/10.1016/j.compedu.2012.09.016 

Mpinganjira, M. (2015). Use of e-government services: the role of trust. International Journal 

of Emerging Markets, 10(4), 622–633. https://doi.org/10.1108/IJoEM-12-2013-0151 

Nair, P. K., Ali, F., & Leong, L. C. (2015). Factors affecting acceptance &amp; use of 

ReWIND. Interactive Technology and Smart Education, 12(3), 183–201. 

https://doi.org/10.1108/ITSE-02-2015-0001 

Nam, T. (2014). Determining the type of e-government use. Government Information 

Quarterly, 31(2), 211–220. https://doi.org/10.1016/j.giq.2013.09.006 

Nam, T. (2018). Examining the anti-corruption e ff ect of e-government and the moderating e 

ff ect of national culture : A cross-country study. Government Information Quarterly 

Journal Homepage: Www.elsevier.com/locate/govinf Examining, (January). 

https://doi.org/10.1016/j.giq.2018.01.005 

Nations, U. (2014). E-Government Survey. 

Pawlak, Z. (1993). Hard and soft sets. In Rough Sets and Current Trends in Computing. 130-

135. 

Puron-Cid, G. (2014). Factors for a successful adoption of budgetary transparency 

innovations: A questionnaire report of an open government initiative in Mexico. 

Government Information Quarterly, 31(SUPPL.1), S49–S62.  

Rana, N. P., Dwivedi, Y. K., & Williams, M. D. (2013a). Analysing challenges, barriers and 

CSF of egov adoption. Transforming Government: People, Process and Policy, 7(2), 

177–198. https://doi.org/10.1108/17506161311325350 

Rana, N. P., Dwivedi, Y. K., & Williams, M. D. (2013b). Evaluating alternative theoretical 

models for examining citizen centric adoption of e‐government. Transforming 

Government: People, Process and Policy, 7(1), 27–49. 

https://doi.org/10.1108/17506161311308151 

Rana, N. P., & Dwivedi, Y. K. (2015). Citizen’s adoption of an e-government system: 

Validating extended social cognitive theory (SCT). Government Information Quarterly, 

32(2), 172–181. 

Rana, N. P., Dwivedi, Y. K., & Williams, M. D. (2015). A meta-analysis of existing research 

on citizen adoption of e-government. Information Systems Frontiers, 17(3), 547–563. 

https://doi.org/10.1007/s10796-013-9431-z 

Rani, Z., & Ghoneim, A. (2014). Transforming government: people, process, and policy. 

Transforming Government: People, Process and Policy, 8(2), 283–308. 

https://doi.org/doi:10.1108/TG-08-2013-0026 

Rania Shibl, Meredith Lawley, Justin Debuse. (2013). Factors influencing decision support 

system acceptance, Decision Support Systems, Volume 54, Issue 2, Pages 953-961, 

ISSN 0167-9236, http://dx.doi.org/10.1016/j.dss.2012.09.018. 

Ratten, V. (2015). A cross-cultural comparison of online behavioural advertising knowledge, 

online privacy concerns and social networking using the technology acceptance model 

and social cognitive theory. Journal of Science and Technology Policy Management, 

6(1), 25–36. https://doi.org/10.1108/JSTPM-06-2014-0029 

 

PTTA
PERPUS

TAKAAN
 TUNKU

 TUN A
MINAH



118 

 
Rauniar, R., Rawski, G., Yang, J., & Johnson, B. (2014). Technology acceptance model 

(TAM) and social media usage: An empirical study on Facebook. Journal of Enterprise 

Information Management, 27(1), 6–30. https://doi.org/10.1108/JEIM-04-2012-0011 

Rey-moreno, M., Augusto, J., Medina-molina, C., & Rufín, R. (2017). Facilitator and inhibitor 

factors : Adopting e-government in a dual model. Journal of Business Research, 

(November), 0–1. https://doi.org/10.1016/j.jbusres.2017.11.015 

Rondan-Cataluña, F. J., Arenas-Gaitán, J., & Ramírez-Correa, P. E. (2015). A comparison of 

the different versions of popular technology acceptance models. Kybernetes, 44(5), 788–

805. https://doi.org/10.1108/K-09-2014-0184 

Rogers, E. (1995). Diffusion of innovations. NY: Free Press. 

Roy, M.-C., Chartier, A., Crete, J., & Poulin, D. (2015). Factors influencing e-government use 

in non-urban areas. Electronic Commerce Research, 15(3), 349–363. 

https://doi.org/10.1007/s10660-015-9193-4 

Sá, F., Rocha, Á., & Pérez Cota, M. (2015). From the quality of traditional services to the 

quality of local e-Government online services: A literature review. Government 

Information Quarterly. https://doi.org/10.1016/j.giq.2015.07.004 

Safeena, R., & Kammani, A. (2013). E-government adoption: A conceptual demarcation. 

Advances in Intelligent Systems and Computing, 177 AISC(VOL. 2), 67–76. 

https://doi.org/10.1007/978-3-642-31552-7_8 

Saha, P., Nath, A. K., & Salehi-Sangari, E. (2012). Evaluation of government e-tax websites : 

an information quality and system quality approach. Transforming Government: People, 

Process and Policy, 6(3), 300–321. https://doi.org/10.1108/17506161211251281 

Sangki, J. (2017). Vision of future e-government via new e-government maturity model : 

Based on Korea â€TM s e-government practices. Telecommunications Policy, 

(December), 1–12. https://doi.org/10.1016/j.telpol.2017.12.002 

Sharma, S. K. (2015). Adoption of e-government services. Transforming Government: People, 

Process and Policy, 9(2), 207–222. https://doi.org/10.1108/TG-10-2014-0046 

Sharma, S. K., Al-Shihi, H., & Govindaluri, S. M. (2013). Exploring quality of e-Government 

services in Oman. Education, Business and Society: Contemporary Middle Eastern 

Issues, 6(2), 87–100.  

Savoldelli, A., Codagnone, C., & Misuraca, G. (2014). Understanding the e-government 

paradox : Learning from literature and practice on barriers to adoption. Government 

Information Quarterly, 31, S63–S71. https://doi.org/10.1016/j.giq.2014.01.008 

Sheppard, B. H., Hartwick, J. & Warshaw, P. R. (1988). The Theory of Reasoned Action: A 

Meta-Analysis of Past Research with Recommendations for Modifications and Future 

Research. Journal of Consumer Research, 15, 3, pp. 325-343 

Sideridis, G., Simos, P., Papanicolaou, A., & Fletcher, J. (2014). Using Structural Equation 

Modeling to Assess Functional Connectivity in the Brain Power and Sample Size 

Considerations. Educational and Psychological Measurement. 

 Sorn-in, K. (2015). Factors affecting the development of e-government using a citizen-centric 

approach. Journal of Science & Technology Policy Management, 6(3), 206–222. 

https://doi.org/10.1108/JSTPM-05-2014-0027 

Sørum, H., Medaglia, R., Andersen, K. N., Scott, M., & DeLone, W. (2012). Perceptions of 

Information System Success in the Public Sector: Webmasters at the Steering Wheel? 

Transforming Government: People, Process and Policy, 6(3), 239–257. 

PTTA
PERPUS

TAKAAN
 TUNKU

 TUN A
MINAH



119 

 
https://doi.org/10.1108/17506161211251254  

Silic, M., & Back, A. (2016). Factors driving unified communications and collaboration 

adoption and use in organizations. Measuring Business Excellence, 20(1), 21–40. 

https://doi.org/10.1108/MBE-05-2015-0026 

Schumacker, R. E., Lomax, R. G., & Group, F. (2010). Structural Equation Modeling Third 

Edition. 

Tarhini, A., El-Masri, M., Ali, M., & Serrano, A. (2016). Extending the UTAUT model to 

understand the customers’ acceptance and use of internet banking in Lebanon. 

Information Technology & People, 29(4), 830–849. https://doi.org/10.1108/ITP-02-

2014-0034 

Teck Soon, H., & Syed A. Kadir, S. L. (2017). The drivers for cloud-based virtual learning 

environment. Internet Research, 27(4), 942–973. https://doi.org/10.1108/IntR-08-2016-

0256  

Tam, C., & Oliveira, T. (2017). Understanding mobile banking individual performance: the 

DeLone &amp; McLean model and the moderating effects of individual culture. Internet 

Research, 27(3), IntR-05-2016-0117. https://doi.org/10.1108/IntR-05-2016-0117 

Taylor, S. and Todd, P. (1995a) "Assessing IT Usage: The Role of Prior Experience", MIS 

Quarterly, vol. 19, no. 4, pp. 561-570. 

Thompson, R.L., Higgins, C.A. and Howell, J.M. (1991) "Personal Computing: Toward a 

Conceptual Model of Utilization", MIS Quarterly, vol. 15, no. 1, pp. 125-142. 

Tokdemir, G., Paçin, Y., Kurfal, M., & Arifo, A. (2017). Computers in Human Behavior 

Adoption of e-government services in Turkey, 66, 168–178. 

https://doi.org/10.1016/j.chb.2016.09.041 

Triandis, H. C. (1980). Values, Attitudes, and Interpersonal Behavior. In University of 

Nebraska (Lincoln campus). Dept. of Psychology. (Ed.), Nebraska Symposium on 

Motivation (pp. 196-259). 

T. Herawan, M.M. Deris. (2009).  On multi-soft sets construction in information systems, in: 

ICIC (Lecture Notes in Computer Science), Springer-Verlag, pp. 101–110. 

Van Dijk, J. A. G. M., Peters, O., & Ebbers, W. (2008). Explaining the acceptance and use of 

government Internet services: A multivariate analysis of 2006 survey data in the 

Netherlands. Government Information Quarterly, 25(3), 379–399. 

https://doi.org/10.1016/j.giq.2007.09.006 

Vassilakaki, E., Moniarou-Papaconstantinou, V., & Garoufallou, E. (2016). Identifying the 

uses of mobile technology among Library and Information Science undergraduate 

students. Program, 50(4), 417–430. https://doi.org/10.1108/PROG-10-2015-0069 

Venkatesh, V., Morris, M. G., Davis, F. D., & Davis, G. B. (2003). User Acceptance of 

Information Technology : Toward a Unified. Davis. Management Information Systems, 

27(3), 425–478. https://doi.org/10.2307/30036540 

Verdegem, P., & Verleye, G. (2009). User-centered E-Government in practice : A 

comprehensive model for measuring user satisfaction. Government Information 

Quarterly, 26(3), 487–497. https://doi.org/10.1016/j.giq.2009.03.005 

Verkijika, S. F., & Wet, L. De. (2018). International Journal of Information Management A 

usability assessment of e-government websites in Sub-Saharan Africa. International 

Journal of Information Management, 39(November 2017), 20–29. 

https://doi.org/10.1016/j.ijinfomgt.2017.11.003 

PTTA
PERPUS

TAKAAN
 TUNKU

 TUN A
MINAH



120 

 
Voutinioti, A. (2013a). Determinants of User Adoption of e-Government Services in Greece 

and the role of Citizen Service Centres. In Procedia Technology (Vol. 8, pp. 238–244). 

Elsevier B.V. https://doi.org/10.1016/j.protcy.2013.11.033 

Voutinioti, A. (2013b). Determinants of User Adoption of e-Government Services in Greece 

and the role of Citizen Service Centres. Procedia Technology, 8(Haicta), 238–244. 

https://doi.org/10.1016/j.protcy.2013.11.033 

Wang, M., Cho, S., & Denton, T. (2017). The impact of personalization and compatibility 

with past experience on e-banking usage. International Journal of Bank Marketing, 

35(1), 45–55. https://doi.org/10.1108/IJBM-04-2015-0046 

Weerakkody, V., El-Haddadeh, R., Al-Sobhi, F., Shareef, M. A., & Dwivedi, Y. K. (2013). 

Examining the influence of intermediaries in facilitating e-government adoption: An 

empirical investigation. International Journal of Information Management, 33(5), 716–

725. https://doi.org/10.1016/j.ijinfomgt.2013.05.001 

West, D. (2004), “E-government and The Transformation of Service Delivery and Citizen 

Attitudes”, Public Administration Review, Vol. 64 No. 1, pp. 15-27. 

Williams, M., Rana, N., & Dwivedi, Y. (2015). The unified theory of acceptance and use of 

technology (UTAUT): a literature review. Journal of Enterprise Information 

Management (Vol. 28). https://doi.org/10.5465/amj.2013.0599 

World Bank Development Report. (2016). Digital Dividends. Available at: 

http://www.worldbank.org/en/publication/wdr2016 

Xie, Q., Song, W., Peng, X., & Shabbir, M. (2017). Predictors for e-government adoption: 

integrating TAM, TPB, trust and perceived risk. Electronic Library, 35(1), 2–20. 

https://doi.org/10.1108/EL-08-2015-0141 

Xinli, H. (2015). Effectiveness of information technology in reducing corruption in China. 

Electronic Library, 33(1), 52–64. https://doi.org/10.1108/EL-11-2012-0148  

Yahya, M., Nadzar, F., & Abdul, B. (2012). Examining User Acceptance of E-Syariah Portal 

Among Syariah Users in Malaysia. Procedia - Social and Behavioral Sciences, 

67(November 2011), 349–359.  

Yfantis, V., Vassilopoulou, K., Pateli, A., & Usoro, A. (2013). The Influential Factors of M-

Government ’ s Adoption. In Berlin (Ed.), MobiWIS 2013 (pp. 157–171). Springer-

Verlag Berlin Heidelberg 2013. 

Yuvaraj, M. (2016). Adoption of technology in recruitment of library professionals and faculty 

members. The Bottom Line, 29(4), 241–250. https://doi.org/10.1108/BL-03-2016-0016. 

 

 

PTTA
PERPUS

TAKAAN
 TUNKU

 TUN A
MINAH


