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Abstract : 

The digital transformation of public administration is a strategic project that has been initiated 
by Morocco several years ago. It is a very ambitious project that is of great importance for the 
development and growth of the country. Yet, its success depends highly on the involvement 
and participation of citizens. However, in Morocco, there is a lack of comprehensive 
information regarding the adoption and usage of these solutions, as well as the e-gov 
satisfaction levels among citizens. 

This research aligns with theories of information system usage behavior in a post-adoption 
context and focuses on the user's perspective, emphasizing the importance of studying the 
peculiarities of their usage behavior in order to promote the success of the systems and solutions 
offered to them. 

After addressing the situation of e-gov services in Morocco and presenting the theoretical basis 
of the research, this article proposes, in its third part, an integrative model composed of a fusion 
between several theories with the objective to study the continuous use behavior of e-gov 
services and systems in Morocco. This model includes motivation and satisfaction constructs 
to explain usage continuance. The proposed model will be the starting point of an empirical 
study whose goal is to explore all the assumed relationships in the model and to analyze them. 

Keywords : Intrinsic motivation ; Extrinsic motivation ; Usage continuance ; E-government ; 
Satisfaction. 

Résumé : 

La transformation numérique de l’administration publique est un projet stratégique qui a été 
entamé par la Maroc depuis plusieurs années. C’est un projet très ambitieux qui relève d’une 
très grande importance pour le développement et la croissance du pays. La réussite d’un tel 
chantier passe impérativement par l’implication et la participation des citoyens. Or, au Maroc 
on ne dispose pas encore d’information pour nous éclaircir sur le degré d’utilisation de ces 
solutions, encore moins, sur celui de la satisfaction des citoyens. Cette recherche s’inscrit dans 
la lignée des théories des comportements d’usage des systèmes d’information dans un contexte 
post adoption et se positionne du côté de l’utilisateur en mettant le point sur l’importance 
d’étudier les particularités de son comportement d’utilisation afin de promouvoir le succès des 
systèmes et solutions qui lui sont proposées. 

Après avoir aborder la situation des services e-gov au Maroc et présenter le soubassement 
théorique de la recherche, cet article propose, dans sa troisième partie, un modèle intégratif 
composé d’une fusion entre plusieurs théories dont l’objectif est d’étudier le comportement 
d’utilisation continue des services et systémes e-gov au Maroc. Ce modèle comporte des 
construits de motivation, de satisfaction pour expliquer la continuité d’utilisation. Le modèle 
proposé va constituer le point de départ d’une étude empirique dont le but et d’explorer 
l’ensemble des relations supposées et de les analyser. 

Mots clés : Motivation intrinsèque ; Motivation extrinsèque ; Continuité d’utilisation ; E-
gouvernement ; Satisfaction. 
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Introduction 

Public administrations today are no longer institutions whose only purpose is to provide 

administrative services to citizens, they are considered nowadays as central actors that must 

necessarily participate in the socio-economic development of their countries. The effectiveness 

of public administration is a crucial criterion for assessing a country's progress, its business 

climate stability, and its economic attractiveness. 

Therefore, the success of any national development strategy must necessarily involve a 

profound and serious reform of the administration. To meet this requirement, it is essential to 

rethink organizational processes and establish a modern management system with the aim of 

creating a new administration that is more agile, user-oriented, capable of meeting the 

requirements of the information economy, and addressing the challenges of socio-economic 

openness. 

Being the focal point of all digital transformation projects, the citizen must play an important 

role in all policies aimed at improving and modernizing the functioning of public administration 

(HILMI & KAIZAR, 2023). They should no longer be seen as the last link in the chain whose 

only role is to solely consume the provided services. On the contrary, a true reform of the 

administration must also involve a real change of vision and culture in the approaches adopted 

to understand the relationship with the citizen. Today, the focus should be on communicating, 

satisfying, and even building loyalty with the citizens. Loyalty, not to buy a product, obviously, 

but to integrate them into the path of development and growth. 

To satisfy citizens, it is necessary to understand their needs, analyze their usage patterns, 

comprehend their perception, and grasp their motivations. This involves discovering what 

drives them to use and adopt the proposed systems over time, as well as identifying any barriers 

or reasons for non-adoption. It’s indeed the central issue of this research, which aims to uncover 

the following question : what are the determinants and influencing factors that impact citizens’ 

continuance usage and adoption behavior over time ? 

In this article, we propose an integrative model that serves as the foundational framework for 

our empirical study. This model encompasses a set of factors and criterias that will be employed 

to analyze user intentions and examine the influencing factors that affect their continuous usage 

behavior. 
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The first part of this article provides an overview of the status of digitization projects in 

Morocco. Then, the article presents the theoretical framework of the study, followed, in its last 

part, by the research model adopted including the constructs and the different relationships it 

encompasses. 

1. The Situation of e-government initiative in Morocco 

The information and communication technology (ICT) sector is undoubtedly one of the largest 

sectors of economic activity globally. The size of the digital economy reached 15.5% of global 

world GDP in 2019, with 40% of its added value coming from IT services activities (United 

Nations Conference on Trade and Development, 2019). In Morocco, the ICT sector employed 

approximately 58,000 workers in 2019 and contributed to 7% of the national GDP (International 

Data Corporation, 2012). At the national level, this sector presents enormous potential, 

especially considering the growth of ICT with the democratization of the internet and the 

development of telecommunications technologies.  

Since the royal speech of His Majesty the King Mohammed VI on the occasion of the Throne 

Day in 2008, the government, in line with the royal guidelines, has launched several programs 

and strategies to give the country the rightful place it should have in this sector. The National 

Strategies for the Information Society and the Digital Economy (Maroc Numeric 2013 and 

2020) aimed to position Morocco as a key regional player in this industry. The ambition was to 

make IT a driving force for economic growth and human development. The strategic action 

plan involved developing the national technology sector, initiating social transformation, and 

providing efficient digital public services. The implemented policies aimed to improve 

economic competitiveness, promote local development strategies (such as advanced 

regionalization), enhance the quality of public services, and reduce social inequalities. 

Today, the internet penetration rate in Morocco exceeds 95%, with mobile internet specifically 

surpassing 130%. Over 89% of internet users connect through mobile devices, and the number 

of mobile connections is equivalent to 117.1% of the total population. These indicators are 

concrete examples showing that Morocco has made significant progress in terms of 

telecommunication infrastructure since the early 2000s (NTRA, 2022). 

However, despite all the efforts, a report from the Court of Accounts released in 2019 pointed 

out several gaps between the expected objectives of the strategies and the reality. The report 

highlighted that the majority of services offered to citizens are interactional rather than 
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transactional, with a low level of maturity and issues related to ergonomics and transparency. 

It also noted significant delays in the implementation of major projects since the launch of the 

strategies in 2009, such as online civil registration and online business creation. These issues, 

among others, have contributed to Morocco's relatively low ranking in the United Nations' 

assessment (United Nations Survey, 2020). 

From the user's perspective, a survey conducted by the National Digital Agency (DDA) in 2020 

revealed that the average Moroccan citizen still spends around 50 hours per year in the corridors 

of public administrations to handle administrative matters, leading to dissatisfaction among 

85% of citizens. The survey also highlighted that 92% of citizens and 87% of businesses 

claimed to be unsatisfied or slightly satisfied with the e-services provided by public 

administrations. These figures confirm the observations made in the Court of Accounts' report, 

which identified communication problems and issues with utilization in the Moroccan e-gov 

ecosystem. The report emphasized the absence of national indicators to measure usage, impact, 

and user satisfaction. Thus, among the various recommendations in the report, placing the 

citizen at the center of digital public services is crucial for any new e-gov strategy. 

Based on this, the new General Guidelines for Digital Development by 2025, developed by the 

Digital Development Agency (DDA), include a directive that emphasizes the establishment of 

a citizen-centric digital administration, with an ambitious target of achieving a citizen 

satisfaction rate of 85%. Given the efforts and investments made, it is now more important than 

ever to conduct a comprehensive examination of user satisfaction and usage of e-gov systems 

in Morocco. The success of this national challenge requires collaboration and participation from 

all stakeholders, including the public, private, and academic sectors. This research has been 

motivated by the pressing need to address these issues in the national academic context. 

2. Theoretical background 

2.1. Self-Determination Theory 

In the scientific literature, motivation has been associated with the satisfaction of fundamental 

needs, either as the driving force that pushes individuals to seek satisfaction or as the process 

that determines how effort is used to achieve this satisfaction (Pritchard and Payne, 2003). On 

the other hand, the concept of motivation is seen as a hypothetical construct that is supposed to 

describe the internal and/or external factors that produce the initiation, direction, intensity, and 

persistence of behavior (Vallerand and Thill, 1993). 
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Researchers in information systems have found motivation to be an intriguing construct for 

explaining and interpreting usage and adoption behaviors, similar to other concepts in 

psychology such as reasoned action and planned behavior. 

Self-Determination Theory is one of the most widely used motivation theories in IS research 

(Menard et al., 2017 ; Rezvani et al., 2017; Luo et al., 2021). It proposes a theoretical framework 

composed of two forms of motivation (intrinsic and extrinsic) centered around three 

fundamental psychological needs : the need for competence (feeling effective and competent), 

the need for relatedness (developing social relationships), and the need for autonomy (feeling 

free and independent making choices, and taking decisions). These needs, which are innate, 

essential, and universal (Deci and Ryan, 2002), play a crucial role in social development and 

personal well-being. 

Intrinsic motivation, the first form of motivation, is inherent to the individual and emanates 

from within oneself. It reflects an individual's inherent desire for improvement, development, 

exploration, and learning. It is related to the activity itself and the satisfaction it provides. 

Furthermore, extrinsic motivation, refers to the external factors that can more or less 

significantly influence an individual's behavior. Extrinsic motivation refers to doing something 

because it leads to a positive outcome for the person. 

Extrinsic motivation can vary considerably and can influence an individual's behavior at various 

levels. The theory proposes a classification of these levels of influence into four regulations 

arranged along a "continuum of self-determination" 

Figure n° 1 : Continuum of Self-Determination 

 

Source : Deci and Ryan (2000). 
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The theory adds another level of motivation called amotivation (Figure No. 1). Amotivation is 

the situation in which an individual simply does not act or has no intention to act. Amotivation 

is the absence of motivation caused either by a lack of interest in an activity (Ryan, 1995), a 

feeling of insufficient competence (Bandura, 1986), or a belief that the desired outcome cannot 

be achieved (Seligman, 1975). 

2.2. The expectation confirmation theory 

The expectation confirmation theory (also known as the disconfirmation theory) is a theory 

primarily used in marketing research to study the determinants of consumer satisfaction and the 

effect of satisfaction on repurchase behavior. 

The theory defines a cognitive process in which a consumer initially purchases a product based 

on their prior expectations and, after a period of use, begins to form an assessment of the actual 

performance of that product. During the usage period, the consumer compares their pre-

consumption expectations with the product's performance. This evaluative confirmation 

process generates a feeling of satisfaction if the product's performance matches or exceeds the 

initial expectations, or a feeling of dissatisfaction otherwise. Ultimately, it is satisfaction that 

influences repurchase or abandonment behavior depending on the situation. Therefore, the 

theory considers satisfaction as the key factor that can predict loyalty and reuse behavior. 

The model proposed by Oliver (1980) highlights the relationships among three main constructs. 

The first of these constructs is initial expectation, which directly influences confirmation. 

Perceived performance, resulting from the consumption experience, has a direct effect on 

confirmation and satisfaction. Furthermore, confirmation (whether positive, negative, or 

neutral) as the third construct directly influences satisfaction (Figure No. 2). 

Figure n° 2 : Model of Expectation Confirmation Theory (ECT) 

 

Source : Oliver (1980). 
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This same principle has been adopted in the field of Information Systems (IS) to study the 

continuance behavior of usage. The concept of consumer has been equated to that of the user, 

and the concept of product to that of the system. The ECT model has been adopted by 

Bhattacherjee (2001b) in his research on the use of online banking services, giving rise to the 

Model of Continued Use of Information Systems (MCUIS). 

2.3. Post-Adoption Models (PAM) 

In contrast to usage models like TAM 3 (Venkatesh and Bala, 2008) and UTAUT 2 (Venkatesh 

et al., 2012), Post-Adoption Models (PAM) focus on explaining the intention to continue using 

an information system or technology based on the actual user experience over time. These 

models aim to overcome the limitations of acceptance models, which, in their approach to 

usage, only consider preliminary acceptance or abandonment behavior. 

This aspect of information system research acknowledges that acceptance or initial use of an 

information system is merely an initial step that needs to be complemented by the study of 

usage behavior in the post-adoption period (Jasperson et al., 2005) in order to effectively 

determine the actual success of an information system. Bhattacherjee (2001b) argues that 

despite the importance of initial acceptance, the long-term viability and eventual success of a 

system depend on its continuous use. 

Based on Expectation Confirmation Theory (ECT) and Technology Adoption Model (TAM), 

Bhattacherjee proposed the first model of information system continuance, which subsequently 

gave rise to a whole stream of research (Nabavi et al., 2016). He posited in his research that 

usage continuance is primarily determined by satisfaction and perceived usefulness. The model 

he proposed later served as a foundation for most subsequent studies. Several proposals for 

integrated models and improvements followed. (See Appendix 1). 

3. Research on E-Gov Services Usage continuance in Morocco 

In Morocco, most studies have relied on the constructs of  UTAUT and TAM acceptance 

models to develop their research models (Lafraxo et al., 2018; El Khalkhali and El Byere, 2018; 

Dahab and Bouqlila, 2020; Iaich et al., 2021; Bahetta et al., 2021; Boussta and Mdarbi, 2022; 

Niniss, 2022) as well as the IS success model (El Khalkhali and Yejjou, 2017; Ouiddad et al., 

2018; Khadir, 2021; Fechtane et al., 2021; Elazzaoui and Lamari, 2022; Alami and Aftiss, 2022) 

to study usage and adoption behavior. 
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Regarding the study of usage continuance, Belaissaoui And Khadir (2017) proposed an 

integrated model to analyze user intention in the field of open source ERP based on 

Bhattacherjee's (2001b) continuance model, studying the moderating effect of variables such as 

attitude and experience. In the context of management applications, Khadir (2022), following 

his proposed model in 2021 (Khadir, 2021), suggested that the technical qualities of the 

application and the perception of benefits (constructs from the IS success model) directly affect 

usage continuance. In the same context of ERP studies but in a mandatory usage context, 

Lamhimida And Sidmou (2020) demonstrated the importance of the impact of the environment 

on usage continuance, showing in their research that the imposed aspect of ERP usage 

automatically implies individual usage continuance. 

In the e-gov context, Khaddar And El Boukhary (2019) presented a theoretical analysis of the 

determinants of adoption by bidders on the public procurement portal. They grouped seven 

determinant constructs into three groups of factors in the proposed model : individual factors, 

organizational factors, and technological factors. 

Lafraxo et al. (2018) expanded upon the UTAUT model to investigate the acceptability of 

information technologies in the field of computerized accounting and tax teledeclaration in 

Morocco. Their findings indicated that usage intention is positively influenced by expected 

performance, media influence, self-manipulation, and trust in the system's governance. 

Conversely, Aderkaoui and al. (2018) confirmed, during their study on acceptance among 

employees in a public organization, that attitude and perceived risk significantly influence the 

intention to use e-gov systems. However, perceptions of usefulness and ease of use did not have 

a substantial impact on intention. In a similar vein, Moksit and Ahsina (2020) proposed a 

theoretical model to explore user satisfaction with e-gov systems employing the same constructs 

from the aforementioned models. Finally, El Khalkhali and El Byere (2018) adopted the 

UTAUT model while incorporating two direct influencing factors (trust, resistance to change) 

and one indirect influencing factor (education level). 

In conclusion, despite the recent interest in information systems at the academic level, IS 

research in Morocco is still in a very early stage. Research on e-gov information systems is not 

very extensive, with most of the studies focused on analyzing usage intention and many studies 

presenting theoretical models only. 

4. The Research Model : 
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The theoretical model proposed in this study is an integrative model composed of a combination 

of several constructs derived from the previously presented theories and organized into two 

perspectives. Each perspective represents an axis of influence : motivation reflects the set of 

internal and external factors that can influence the citizen's intention, and satisfaction refers to 

the degree of contentment after the usage experience. 

4.1. Satisfaction : 

The use of satisfaction as an explanatory variable in post-adoption research has been widely 

studied in various contexts (Bhattacherjee, 2001b; Limayem et al., 2007; Hadji et al., 2014; 

Dağhan and Akkoyunlu, 2016). Satisfaction is a feeling that occurs after an information system 

usage experience and is often manifested as a result of comparing actual performance with 

initial expectations. This relationship between confirmation, satisfaction, and intention has been 

demonstrated by Bhattacherjee (2001b) in his model of information system continuance, and 

further supported by many other post-adoption studies (see Appendix 1). 

In the context of e-gov, research has clearly shown that satisfaction plays a significant role in 

influencing usage behavior (Welch et al., 2005 ; Jiang, 2011 ; Alawneh et al., 2013 ; Danila and 

Abdullah, 2014 ; Weerakkody et al., 2014 ; Al-Ma'aitah, 2019 ; Al-Kubisi, 2020 ; Nguyen et 

al., 2020 ; Alkraiji, 2020 ; Alkraiji and Ameen, 2022 ; Myint, 2022). Satisfaction is commonly 

accepted as an antecedent and an important condition that influences the intention to use and 

contributes to the continuance of that intention. 

In this perspective, satisfaction will constitute an important construct in the proposed research 

model. The study will attempt to analyze its influence on intention and also how it is influenced, 

in return, by motivation. To do this, the following hypotheses are proposed in this research : 

H1 : Expectation confirmation has a positive influence on satisfaction. 

H2 : Satisfaction has a positive influence on the citizen's intention to continue using e-gov 

services. 

4.2. Motivation 

As mentioned earlier in this article, self-determination theory proposes considering motivation 

in two forms : intrinsic motivation, which is inherent to the individual, and extrinsic motivation, 

which is mostly related to the outcome of the action. This same foundation is used in IS research 

to study usage behavior. 
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Yoo et al. (2012) studied the effect of motivation on the usage of an e-learning solution. They 

represented each form of motivation with three different factors : anxiety, expected effort, and 

attitude for intrinsic motivation ; facilitating conditions, expected performance, and social 

influence for extrinsic motivation. They found that both forms of motivation influence 

employees intention, with a stronger effect of intrinsic motivation. They also proposed that 

intrinsic motivation has a moderating effect on extrinsic motivation. 

The moderating effect of intrinsic motivation on extrinsic motivation was also found by 

Sällberg and Bengtsson (2016), who proposed a motivational model to study the intention to 

continue using smartphones and computers in Sweden. Based on three constructs (see Appendix 

1), they also found that both intrinsic and extrinsic motivations directly affect intention. 

Panisoara et al. (2020), in their study on the use of online instructional systems by teachers 

during the confinement period, demonstrated that both forms of motivation have an effect on 

intention. They specified that intrinsic motivation has a direct effect, while extrinsic motivation 

has an indirect effect. However, they found in this context that the first form of motivation has 

a negative effect on the second. 

In the same perspective, Agrifoglio et al. (2012) revealed the predominant role of intrinsic 

motivation and perceived ease of use in the continued use of Twitter. Furthermore, during a 

study on the relationship between motivation and students' intention to use e-learning services 

in China, Luo et al. (2021) showed that the intention to continue the usage is strongly related to 

intrinsic and extrinsic motivations, each with its defining needs among the three selected needs 

for the study, namely : perceived belongingness, perceived competence, and perceived 

relatedness. 

However, motivation has been rarely associated with satisfaction and usage continuance in 

information systems, especially in an e-gov context. In this perspective, we will try to explore 

the relationships that may exist between these three constructs, which are as important as they 

are fundamental. In this research, motivation is considered as a determining factor that needs to 

be introduced into the model to study its effect on the continuous usage behavior of Moroccan 

citizens. Thus, the following hypotheses are formulated : 

H3 : Intrinsic motivation has a direct and positive influence on citizen satisfaction. 
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H4 : Intrinsic motivation has a direct and positive influence on the citizen's intention to 

continue using e-gov services. 

H5 : Extrinsic motivation has a direct and positive influence on the citizen's intention to 

continue using e-gov services. 

H6 : Intrinsic motivation has a direct and positive influence on citizen extrinsic 

motivation. 

4.3. Continuance Intention 

The intention to continue using an information system (or technology) is a concept of great 

importance in IS research, because it is through long-term use that we can truly assess the 

success of system implementation. Understanding the reasons why users continue to use a 

technology involves trying to determine the factors that influence their decisions (intention) and 

their behavior (usage). This approach is essential to ensure the viability and sustainability of 

information systems (Bhattacherjee, 2001b). 

Continued usage is considered as a behavior that occurs following the adoption of a system 

(application, technology, etc.) once the system is installed, made accessible, and used to 

perform tasks at work (Jasperson et al., 2005). Continuance usage has also been linked to the 

user's willingness to use a system in the future and recommend it to others (Chang, 2013). In 

general, all definitions agree that continued usage is a behavior undertaken by the user 

following reasonable utilization of a system over time. Duration and conscious decision-making 

are therefore two essential aspects of continued usage behavior. 

In e-gov research, the intention to continue using a system has been rarely addressed (Nabavi, 

2016). The results of data analysis from a study on the use of online public services in Jordan 

by Almahamid And Mcadams (2010) revealed that the intention to continue using these services 

depends on perceived usefulness, perceived ease of use, perceived self-efficacy, and perceived 

information quality. 

Teo et al. (2008), using the IS Success Model, show that trust in the government is positively 

related to trust in e-gov websites. Furthermore, trust in e-gov websites is positively linked to 

system quality, which in turn have direct but different effects on satisfaction and the intention 

to continue using these sites. 
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This research will not only focus on studying intention but will also take into account continued 

usage behavior. Thus, it proposes the following hypothesis : 

H7 : The intention to continue using e-gov services has a direct and positive influence on 

continued usage. 

Therefore, to conduct the study, we propose the following research model : 

Figure n° 3 : Proposed research model 

 

Source : Author 

Conclusion 

Nowadays, the importance of information systems for improving the performance and 

efficiency of public administration is undeniable. This importance has been further emphasized 

by the rapid growth of ICT and the increasing scale of digital transition and digitization projects. 

The success of digitalization depends on the involvement of citizens and their long-term 

adoption of the various services offered by the government. This requires the administration to 

pay special attention to citizen motivation and satisfaction, now more than ever. 

This research falls within the field of information systems management theories, specifically in 

the evaluation and study of usage intentions and behaviors. The study contributes to scientific 

research by analyzing and testing the concepts and formulas of continuation usage theories. 

Indeed, this study offers several scientific particularities and implications, including : 

 Identifying the determinants that influence the continued usage of e-gov systems and 

services in Morocco ; 
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 Analyzing the impact of motivation on satisfaction and intention ; 

 Empirically testing Bhattacherjee's (2001b) model of continued usage of information 

systems in the Moroccan context ; 

 Proposing a new extension of the model of continued usage of information systems. 

This research also has several managerial and socio-economic implications, including : 

 Determining the influencing factors on the satisfaction of Moroccan citizens and 

highlighting key factors to consider in the strategy of digitizing public services ; 

 Providing public authorities with a scientific study of citizen motivation regarding the 

continued usage of e-gov services ; 

 Identifying action levers that facilitate the adoption of e-gov information systems ; 

 Understanding citizens’ usage behavior in Morocco ; 

 Proposing a model of continued usage of e-gov systems in Morocco. 

After constructing the research model, the next step will involve conducting an empirical study 

with citizens to collect the necessary information for conducting appropriate analyses, drawing 

appropriate conclusions, and providing answers to all the hypotheses formulated in this article. 

The empirical study will be conducted through an online questionnaire that will include 

questions related to the constructs of interest. The results and findings of the survey will be 

presented and discussed in a separate article. 

Appendix 

Table n° 1 : Summary of Research Literature Used in the Study. 
 
Author(s) Subject Theory(ies) 

Mobilized 
Construct(s) Main Results 

Tam, and al 
(2018) 

Extension of ECM 
through the study of 
mobile app usage 

Expectation 
Confirmation 
Model (ECM), 
UTAUT 2 

Expected effort, 
expected 
performance, social 
influence, hedonic 
motivation, price, 
habits, facilitating 
conditions 

The intention to 
continue using mobile 
apps is influenced by 
satisfaction, habit, 
expected performance, 
and expected effort. 
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Author(s) Subject Theory(ies) 
Mobilized 

Construct(s) Main Results 

Degoulet 
(2014) 

Post-adoption 
evaluation of a 
clinical information 
system 

ECM Perceived 
usefulness, 
perceived ease of 
use, user support, 
compatibility, 
individual 
characteristics 

Satisfaction is 
determined by user 
support, ease of use, 
and confirmation. 

Venkatesh, et 
al (2011) 

Extension of the 
information systems 
continuance model 
with the integration 
of UTAUT 
predictors 

ECM, UTAUT Expected effort, 
social influence, 
facilitating 
conditions, trust, 
context 

The proposed model 
explains changes in 
pre-usage beliefs and 
attitudes through the 
studied constructs; the 
constructs also 
influence intention to 
continue. 

Mlaiki, et al 
(2012) 

Study of 
continuance of use 
of Digital Social 
Networks (DSNs): 
Case of Facebook 

Theory of 
Planned 
Behavior (TPB) 

Hedonic benefit, 
Utilitarian benefit, 
Perceived ease of 
use, Perceived 
effectiveness, 
attitude, behavioral 
control, Perceived 
shyness 

Intention to continue 
using DSNs is 
determined by attitude 
and perceived control; 
social influence has no 
determining effect; 
shyness has a negative 
effect on intention. 

Najmul Islam 
(2011) 

Extension of the 
information systems 
continuance model 
with system quality 
in the context of e-
learning 

ECM; PAM Perceived system 
quality 

There is no direct 
significant relationship 
between perceived 
system quality and 
continuance; system 
quality indirectly 
influences intention 
through perceived 
usefulness and 
satisfaction. 

Dağhan, et al 
(2016) 

Proposed model of 
continuance 
intention in e-
learning 
environments 

ECM; TCT; 
Cognitive Model; 
IS Success 
Model 

Utility value, 
Outcome 
expectations, 
Perceived value, 
Perceived usability 

System quality 
variables have a 
significant effect on 
confirmation and 
satisfaction; 
confirmation has a 
predictive effect on 
satisfaction; 
satisfaction has a 
predictive effect on 
intention to continue. 
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Author(s) Subject Theory(ies) 
Mobilized 

Construct(s) Main Results 

Sällberg and 
Bengtsson 
(2016) 

Proposed 
motivational model 
for continuance of 
PC and Smartphone 
use 

Motivational 
Model 

Technology 
knowledge, Intrinsic 
motivation, 
Extrinsic motivation 

Intrinsic motivation 
influences intention to 
continue using 
computers and 
smartphones; extrinsic 
motivation influences 
intention to continue 
using computers but 
not smartphones; 
technology knowledge 
influences intention to 
continue using 
computers but not 
smartphones; intrinsic 
motivation has a 
positive influence on 
extrinsic motivation 
and technology 
knowledge. 

Wangpipatwo
ng, et al 
(2008) 

Determining key 
influencing factors 
of intention to use 
e-gov websites 
among citizens 

Technology 
Acceptance 
Model (TAM); 
Self-Efficacy 
Model 

Perceived 
usefulness, 
perceived ease of 
use, self-efficacy 

Perceived usefulness, 
perceived ease of use, 
and self-efficacy have 
a direct effect on 
intention; perceived 
ease of use indirectly 
affects intention 
through perceived 
usefulness. 

Limayem, et 
al (2007) 

Study of 
continuance of use 
of internet-based 
information systems 
and learning 
technologies 

ECM; 
Information 
Systems 
Continuance 
Model 

Habits Habits have a 
significant moderating 
effect on the 
relationship between 
continuance intention 
and continued use of 
the information 
system. 

Bøe, et al 
(2021) 

Study of 
continuance of e-
learning technology 
use in higher 
education from a 
managerial 
perspective 

Information 
Systems 
Continuance 
Model; Principal-
Agent Theory 

Incentives, Goal 
Congruence 

Goal congruence has 
an effect on intention; 
managerial incentives 
have an effect on 
educators' intention; 
managerial goal 
congruence reduces the 
effect of incentives on 
intention. 
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Chiu et al 
(2021) 

Study of consumers' 
intention to use 
health and fitness 
applications 

ECM; 
Investment 
Model (IM) 

Investment size, 
commitment, 
quality of 
alternatives 

Satisfaction and 
investment size have a 
positive effect on 
commitment, which in 
turn has a positive 
impact on intention. 
Expectation 
confirmation has a 
positive impact on 
investment size. 

Shaikh and 
Karjaluoto. 
(2016) 

Study of 
continuance of use 
of mobile banking 
services 

Information 
Systems 
Continuance 
Model 

Self-congruence, 
perceived risk, 
perceived value, 
word-of-mouth 

The study confirms the 
direct relationships 
between: (1) Self-
congruence and 
perceived value, (2) 
Perceived risk and 
perceived value, (3) 
Perceived value and 
continued use, (4) 
Continued use and 
word-of-mouth. 

Chang (2013) Determining 
influencing factors 
on intention to 
continue e-learning 
system use in 
academic libraries 

IS Success 
Model ; ECM 

System quality, 
information quality, 
service quality, 
perceived value 

System quality 
significantly influences 
perceived value and 
user satisfaction ; 
perceived value and 
satisfaction are 
determinants of 
intention. 

Nugroho et al 
(2019) 

Studying the effect 
of satisfaction on 
perceived value and 
e-learning usage 

IS Success 
Model ; ECM; IS 
Continuance 
Model 

Perceived value Perceived value has an 
impact on intention ; 
satisfaction mediates 
the relationship 
between perceived 
value and intention. 
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Wang et al 
(2020) 

Study of the 
relationship 
between perceived 
value and intention 
to continue using 
mobile public 
services 

Information 
Systems 
Continuance 
Model 

Perceived value, 
compatibility, 
relative advantage 

Mobility, 
localizability, and 
personalization 
influence perceived 
value, which in turn 
has an influence on 
intention; perceived 
value mediates the 
relationships between 
mobility, 
personalization, and 
distance; compatibility 
moderates the 
relationship between 
perceived value and 
mobility, localization, 
and security (but not 
personalization), as 
well as between 
perceived value and 
intention. 

Singh (2020) Proposed integrated 
model combining 
ECM and UTAUT 
to explain post-
adoption behavior 
of mobile payment 
systems 

UTAUT ; ECM Expected 
performance, 
expected effort, 
trust, perceived 
security 

Satisfaction, trust, 
expected performance, 
and expected effort 
significantly influence 
intention. 

 

 

 

 

 

 

 

 



Revue du Contrôle de la Comptabilité et de l’Audit  
ISSN: 2550-469X 
Volume 7 : Numéro 2 
  

Revue CCA                                                 www.revuecca.com  Page 175 
  

BIBLIOGRAPHY 

Aderkaoui, A., Oumlil, R., & Aquelmoun, A. (2018). Predicting eGovernment Acceptance by 

Employees Working in the Public Human Development Organizations : Case of Morocco. 

International Journal of Multidisciplinary Sciences and Engineering, 9(2). 

Agrifoglio, R., Black, S., Metallo, C., & Ferrara, M. (2012). Extrinsic versus Intrinsic 

Motivation in Continued Twitter Usage. Journal of Computer Information Systems, 53(1), 33-

41. 

Alami, M., & Aftiss, A. (2022). Les déterminants de l’utilisation des TI pour le pilotage de la 

performance organisationnelle : étude de cas exploratoire dans un contexte industriel. Revue 

Internationale du Chercheur, 3(2), 498-520. 

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. 

Alkraiji, A. I. (2020). Citizen Satisfaction With Mandatory E-Government Services: A 

Conceptual Framework and an Empirical Validation. IEEE Access, 8, 117253-117265.  

Alkraiji, A., & Ameen, N. (2022). The impact of service quality, trust and satisfaction on young 

citizen loyalty towards government e-services. Information Technology & People, 35(4), 1239-

1270. 

Al-Kubisi, A. S. (2020). Measuring Citizens Satisfaction of E-Government and Transparency 

in the State of Qatar. International Journal of Innovative Science and Research Technology, 

5(10), ISSN No: -2456-2165. 

Al-Ma'aitah, M. (2019). Drivers of E-Government Citizen Satisfaction and Adoption : The Case 

of Jordan. International Journal of E-Business Research, 15(4), 40–55. 

Almahamid, S. M., & McAdams, A. C. (2010). Determinants of user continuance intention to 

use e-government. International Journal of Electronic Governance, 3(4), 343–372. 

Bahetta, S., Ainhajar, S., & Hasnaoui, R. (2021). Déterminants d'acceptation de technologies: 

Le cas d'adoption des pompes solaires de la région Marrakech-Safi. Revue Alternatives 

Managériales et Economiques, 3(4), 22-42. 

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

Englewood Cliffs, NJ: Prentice-Hall. 



Revue du Contrôle de la Comptabilité et de l’Audit  
ISSN: 2550-469X 
Volume 7 : Numéro 2 
  

Revue CCA                                                 www.revuecca.com  Page 176 
  

Belaissaoui, M., & Khadir, M. (2017). The end-user continuance intention with an open source 

ERP: A proposal for an integrated model. Journal of Information Systems Management & 

Innovation, 1(2), 19–27. 

Bhattacherjee, A. (2001b). Understanding Information Systems Continuance: An Expectation-

Confirmation Model. MIS Quarterly, 25(3), 351. 

Bøe, T., Sandvik, K., & Gulbrandsen, B. (2021). Continued use of e-learning technology in 

higher education: a managerial perspective. Studies in Higher Education, 46(12), 2664-2679. 

Boussta, O., & Mdarbi, S. (2022). Les facteurs favorisant l’appropriation des ERP par les cadres 

intermédiaires dans les PME marocaines: analyse des variables explicatives. Revue de 

Management et Cultures (REMAC), 6, 82-122. 

Chang, C. (2013). Exploring the determinants of e-learning systems continuance intention in 

academic libraries. Library Management, 34(1/2), 40–55. 

Chiu, W., Cho, H., & Chi, C. G. (2021). Consumers' continuance intention to use fitness and 

health apps: An integration of the expectation–confirmation model and investment model. 

Information Technology & People, 34(3), 978-998. 

Dağhan, G., & Akkoyunlu, B. (2016). Modeling the continuance usage intention of online 

learning environments. Computers in Human Behavior, 60, 198–211. 

Dahab, D., & Bouqlila, F. (2020). Proposition d’un modèle explicatif de l’adoption du service 

« Sans contact ». Journal of Information Systems Management & Innovation, 4(2), 4-16. 

Danila, R., & Abdullah, A. (2014). User's Satisfaction on E-government Services: An 

Integrated Model. Procedia - Social and Behavioral Sciences, 164, 575-582.  

Deci, E. L., & Ryan, R. M. (2000). Self-Determination Theory and the Facilitation of Intrinsic 

Motivation, Social Development, and Well-Being. American Psychologist, 55(1), 68-78. 

Deci, E. L., & Ryan, R. M. (2002). The Handbook of Self-Determination Research University 

of Rochester Press. 

Degoulet, P. (2014). Hospital Information Systems. In A. Venot, A. Burgun, & C. Quantin 

(Eds.), Medical Informatics, eHealth Fundamentals and Applications (pp. 289-313). Paris: 

Springer-Verlag. 

El Khalkhali, I., & El Byere, A. (2018). Les déterminants de l’intention d’utilisation de l’e-

gouvernement par les citoyens marocains. International Journal of Innovation and Applied 

Studies, 25(1), 47-61. 



Revue du Contrôle de la Comptabilité et de l’Audit  
ISSN: 2550-469X 
Volume 7 : Numéro 2 
  

Revue CCA                                                 www.revuecca.com  Page 177 
  

El Khalkhali, I., & Yejjou, H. (2017). L’évaluation de succès des Systèmes d'Information dans 

le secteur de la pêche maritime au Maroc. Journal of Information Systems Management & 

Innovation, 1(1), 69–85. 

Elazzaoui, E., & Lamari, S. (2022). Delone and McLean information systems success model in 

the public sector: A systematic review. Journal of Social Science and Organization 

Management, 3(1), 133-156. 

Fechtane, W., et al. (2021). Evaluation du succès des systèmes d’information dans les hôpitaux 

publics marocains: un essai de modélisation. Revue Internationale des Sciences de Gestion, 

4(2), 507-525. 

Hadji, B., Dupuis, I., Leneveut, L., Heudes, D., Wagner, J.-F., & Degoulet, P. (2014). La 
satisfaction des utilisateurs des Systèmes d'Information Clinique du Groupe Hospitalier Paris  

HILMI, Y., & KAIZAR, C. (2023). Le contrôle de gestion à l’ère des nouvelles technologies 
et de la transformation digitale. Revue Française d'Economie et de Gestion, 4(4). 

Ouest (HUPO) [User satisfaction with Clinical Information Systems at the Paris West Hospital 

Group (HUPO)]. In Proceedings of the 15 Journées francophones d'informatique médicale, 

JFIM 2014 (pp. 115-126). Fès, Maroc, 12-13 juin 2014. 

Iaich, E. M. H., Roussi, H., & Houmam, I. (2021). Déterminants d’adoption des plateformes E-

Learning dans l’enseignement supérieur. Revue Alternatives Managériales et Economiques, 

3(3), 742–757. 

International Data Corporation IDC. (2012). Morocco IT Services Market 2013–2017 Forecast 

and 2012 Vendor Shares [Report]. 

Jasperson, J., & Zmud, R. W. (2005). A Comprehensive Conceptualization of Post-Adoptive 

Behaviors Associated with Information Technology Enabled Work Systems. MIS Quarterly, 

29, 525-557. 

Jiang, X. (2011). Enhancing Users’ Continuance Intention to E-Government Portals: An 

Empirical Study. 2011 International Conference on Management and Service Science. 

Khaddar, A., El Boukhary El Intidami, M. (2019). Analyse théorique et conceptuelle des 

déterminants de l’adoption des technologies et système d’information par les soumissionnaires 

aux marchés publics au Maroc. Revue "Repères et Perspectives Economiques", 3(1). 

Khadir, M. (2021). Des théories psychosociales aux modèles de succès des systèmes 

d’information: Proposition d’un cadre théorique du comportement d’utilisation. Journal of 

Social Science and Organization Management, 2(2), 28–44. 



Revue du Contrôle de la Comptabilité et de l’Audit  
ISSN: 2550-469X 
Volume 7 : Numéro 2 
  

Revue CCA                                                 www.revuecca.com  Page 178 
  

Khadir, M. (2022). Les facteurs explicatifs de la continuation d’utilisation des systèmes 

d’information: Cas des applications de gestion au Maroc. International Journal of Accounting, 

Finance, Auditing, Management and Economics - IJAFAME, 3(2-2), 499–515. 

Lafraxo, Y., Rigar, M., Ahmimid, A., & Loubnani, A. (2018). Étude d’acceptabilité des 

technologies de l’information dans le secteur de télé-déclaration comptable et fiscale au Maroc: 

Application du modèle 'UTAUT' modifié. Revue de Gestion et d’Économie, 6(1). 

Lamhimida, G., & Sidmou, M. L. (2020). Exploration du rôle du contexte obligatoire dans la 

continuité d’usage des ERP. Revue Internationale des Sciences de Gestion, 3(1), 941-965. 

Limayem, M., Hirt, S. G., & Cheung, C. M. K. (2007). How Habit Limits the Predictive Power 

of Intention: The Case of Information Systems Continuance. MIS Quarterly, 31(4), 705-737.  

Luo, Y., Lin, J., & Yang, Y. (2021). Students’ motivation and continued intention with online 

self-regulated learning: A self-determination theory perspective. Zeitschrift für 

Erziehungswissenschaft, 24, 1379–1399.  

Menard, P., Bott, G. J., & Crossler, R. E. (2017). User Motivations in Protecting Information 

Security: Protection Motivation Theory Versus Self-Determination Theory. Journal of 

Management Information Systems, 34(4), 1203-1230. 

Mlaiki, A., Kefi, H., & Kalika, M. (2012). Facteurs psychosociaux et continuité d'utilisation 

des réseaux sociaux numériques: Le cas de Facebook. Recherches en Sciences de Gestion, 92, 

83-111. 

Moksit, I., & Ahsina, K. (2020). Les déterminants de la satisfaction des utilisateurs d’e-

gouvernement: Revue de littérature. Information Systems Management & Innovation, 4(1). 

Myint, A. A. (2022). Users’ satisfaction with e-government services: Case study on Myanmar 

companies online (MyCO) system. International Journal of Research in Business and Social 

Science, 11(3), 73–81.  

Nabavi, A., Taghavi-Fard, M. T., Hanafizadeh, P., & Taghva, M. R. (2016). Information 

Technology Continuance Intention. International Journal of E-Business Research, 12(1), 58-

95. 

Najmul Islam, A. K. M. (2011). Extending information system continuance theory with system 

quality in e-learning context. AMCIS 2011 Proceedings - All Submissions, 8. 

National Telecommunications Regulatory Agency of Morocco. (2022). Analyse de l'évolution 

des secteurs des télécommunications au Maroc. 



Revue du Contrôle de la Comptabilité et de l’Audit  
ISSN: 2550-469X 
Volume 7 : Numéro 2 
  

Revue CCA                                                 www.revuecca.com  Page 179 
  

Nguyen, T. T., Phuong, D. M., Le, A. H., & Nguyen, L. T. N. (2020). The Determinants of 

Citizens’ Satisfaction of E-Government: An Empirical Study in Vietnam. The Journal of Asian 

Finance, Economics and Business, 7(8), 519–531. 

Niniss, Y. (2022). Les déterminants de l’acceptabilité de l’e-learning au sein de l’administration 

publique au Maroc. Revue Internationale des Sciences de Gestion, 5(2), 945-970. 

Nugroho, M. A., Setyorini, D., & Novitasari, B. T. (2019). The Role of Satisfaction on 

Perceived Value and E-Learning Usage Continuity Relationship. Procedia Computer Science, 

161, 82-89. 

Oliver, R. L. (1980). A Cognitive Model for the Antecedents and Consequences of Satisfaction. 

Journal of Marketing Research, 17, 460-469. 

Ouiddad, A. Okar, C. Chroqui, R & Hasani, I. (2018). Élaboration d'un modèle théorique 

d’évaluation de l’usage des ERP à l’amélioration de la prise de décision. SMALOGresearch 

Strategy Management Logistics, ISSN: 2509-0186. 

Panisoara, I. O., Lazar, I., Panisoara, G., Chirca, R., & Ursu, A. S. (2020). Motivation and 

Continuance Intention towards Online Instruction among Teachers during the COVID-19 

Pandemic: The Mediating Effect of Burnout and Technostress. International Journal of 

Environmental Research and Public Health, 17(21), 8002. doi:10.3390/ijerph17218002 

Pritchard, R. D., & Payne, S. C. (2003). Motivation and performance management practice. In 

R. J. Klimoski & R. C. Pulakos (Eds.), The new workplace: A handbook and guide to the human 

impact of modern working practices (pp. 219-244). 

Rezvani, A., Khosravi, P., & Dong, L. (2017). Motivating users toward continued usage of 

information systems: Self-determination theory perspective. Computers in Human Behavior, 

76, 263–275. 

Ryan, R. M. (1995). Psychological Needs and the Facilitation of Integrative Processes. Journal 

of Personality, 63(3), 397–427. 

Sällberg, H., & Bengtsson, L. (2016). Computer and Smartphone Continuance Intention: A 

Motivational Model. Journal of Computer Information Systems, 56(4), 321–330. 

Seligman, M. E. P. (1975). Helplessness: On depression, development, and death. San 

Francisco: W. H. Freeman. 

Shaikh, A. A., & Karjaluoto, H. (2016). Mobile Banking Services Continuous Usage -- Case 

Study of Finland. In 2016 49th Hawaii International Conference on System Sciences (HICSS). 



Revue du Contrôle de la Comptabilité et de l’Audit  
ISSN: 2550-469X 
Volume 7 : Numéro 2 
  

Revue CCA                                                 www.revuecca.com  Page 180 
  

Singh, S. (2020). An integrated model combining ECM and UTAUT to explain users’ post-

adoption behaviour towards mobile payment systems. Australasian Journal of Information 

Systems, 24. https://doi.org/10.3127/ajis.v24i0.2695 

Tam, C., Santos, D., & Oliveira, T. (2018). Exploring the influential factors of continuance 

intention to use mobile apps: Extending the expectation confirmation model. Information 

Systems Frontiers. 

Teo, T. S., Srivastava, S. C., & Jiang, L. (2008). Trust and electronic government success: An 

empirical study. Journal of Management Information Systems, 25(3), 99–132. 

United Nations Conference on Trade and Development. (2019). Création et captation de valeur 

: incidences pour les pays en développement [Value Creation and Capture: Implications for 

Developing Countries]. Rapport : L'économie numérique 2019 [Report: The Digital Economy 

2019]. 

United Nations. (2020). E-Government Survey 2020: Digital Government in the Decade of 

Action for Sustainable Development. Department of Economic and Social Affairs. 

Vallerand, R. J., & Thill, E. (Eds.). (1993). Introduction à la psychologie de la motivation 

[Introduction to the psychology of motivation]. Laval, Vigot. 

Venkatesh, V., & Bala, H. (2008). Technology Acceptance Model 3 and a Research Agenda on 

Interventions. Decision Sciences, 39(2), 273-315. 

Venkatesh, V., Thong, J. Y. L., & Xu, X. (2012). Consumer Acceptance and Use of Information 

Technology: Extending the Unified Theory of Acceptance and Use of Technology. MIS 

Quarterly, 36(1), 157–178. 

Venkatesh, V., Thong, J. Y. L., Chan, F. K. Y., Hu, P. J.-H., & Brown, S. A. (2011). Extending 

the two-stage information systems continuance model: incorporating UTAUT predictors and 

the role of context. Information Systems Journal, 21(6), 527–555. 

Wang, C., Teo, T. S. H., & Liu, L. (2020). Perceived Value and Continuance Intention in Mobile 

Government Service in China. Telematics and Informatics, 101348. 

Wangpipatwong, S., Chutimaskul, W., & Papasratorn, B. (2008). Understanding Citizen's 

Continuance Intention to Use e-Government Website: a Composite View of Technology 

Acceptance Model and Computer Self-Efficacy. Electronic Journal of e-Government, 6. 

Weerakkody, V. J. P., Irani, Z., Lee, H. (2014). A Review of the Factors Affecting User 

Satisfaction in Electronic Government Services. International Journal of Electronic 

Government Research, 10(4), 21-56. 



Revue du Contrôle de la Comptabilité et de l’Audit  
ISSN: 2550-469X 
Volume 7 : Numéro 2 
  

Revue CCA                                                 www.revuecca.com  Page 181 
  

Welch, E. W., Hinnant, C. C., & Moon, M. J. (2005). Linking citizen satisfaction with e-

government and trust in government. Journal of Public Administration Research and Theory, 

15(3), 371-391. 

Yoo, S. J., Han, S., & Huang, W. (2012). The roles of intrinsic motivators and extrinsic 

motivators in promoting e-learning in the workplace: A case from South Korea. Computers in 

Human Behavior, 28(3), 942–950. 


