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ABSTRACT

Governmentsworldwideareusing technology toprovideeffectiveandefficient services; and to
improvethelivesofallcitizens.Todate,therearefewstudiesrelatingtounstructuredtextdatathat
investigatethefactorsthatinfluencegovernmentandmobileapps’usageandadoption.Toaddress
this issue,weconductedour researchanddeveloped theNaturalLanguageProcessingModel to
sequentiallyanalyzeourunstructuredtextdata,whichwecollectedfromMetricsCat’swebsite.Our
resultsfromtextanalysisshowthatsomeofthemostinfluentialfactorsinwhyusersadoptanduse
governmentappsarethequalityoftheapp,theapp’susefulness,whetherornottheappisinformative,
andwhetherornottheappremainsuptodate.Ourresearchcontainspracticalandresearchimplications
forkeygovernmentofficialsanddesignersofmobileapps.
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INTRoDUCTIoN

As in thebusiness industry,advancement in InformationandCommunicationTechnology (ICT)
has revolutionizedhowgovernmentsdeliverservices to thecitizenry.Governmentalbodieshave
alsoadoptedvariousmodesofelectronicplatformstobuildinternalefficiency,deliverservicesand
buildrelationshipswithcitizens,businessesandother/inter-governmentbodies.Thisgovernment
useoftechnologyisknownaselectronicgovernment(e-government).Chenetal.(2009)defined
e-governmentastheuseofITbygovernmentalinstitutionstoenhanceoperationalefficiencyand
effectivenessinservicedeliveryandinmeetingcitizens’needs.Theimportanceofe-government
asaplatformtodeveloppeople’ssociallifeandcreateknowledgeablesocietyhasbeenrecognized
byGovernmentsallovertheworld(Quataishat,2013),andassuchgovernmentshaveinvestedin
e-governmentdevelopmentastechnologyadvances.E-governmentimplementationstartedwiththe
useofweb-basedapplications,butrecently,governmentbodieshavealsobeguntotakeadvantageof
theubiquitousnatureofmobiledevicestoprovideservicestocitizensbyimplementingmobileapps.
Governmentinstitutions,likeotherserviceindustries,suchasthebankingindustry,aredeploying
mobileapplications(mobileapps)toprovideinformationandservicestothepeople.

Prior researchhasascertained thate-government isnot justabout technology; technology is
anenabler,notasolution,tomeetingcitizens’need.Thatgovernmentdeployselectronicmeansto
deliverservicesdoesnotmeanthatgovernmentemployeesandcitizensaregoingtouseit(Quataishat,

66

CORE Metadata, citation and similar papers at core.ac.uk

Provided by Covenant University Repository

https://core.ac.uk/display/95550475?utm_source=pdf&utm_medium=banner&utm_campaign=pdf-decoration-v1


International Journal of Technology Diffusion
Volume 8 • Issue 4 • October-December 2017

67

2013;AlMahamidetal.,2010)orbesatisfiedwiththeservicesprovidedontheelectronicplatforms.
Studieshaveshownthatcitizens’intentiontousee-governmentservicesfactorsdominantlyintothe
successofe-government(Rehmanetal.,2012;Khan&Ahmed,2015).AccordingtoCarterand
Belanger(2005),adoptionofgovernmentelectronicservicesbyusersisdependentonitshuman,
social,culturalandorganizationalfactors.SayinandOkursoy(2013),ontheotherhand,opinedthat
themostimportantdrivetoimprovee-governmentservicesistodeliverbetterservicestothecitizens.

Moststudiesone-governmentservicedeliveryinvestigateweb-basede-governmentapplications
(Quataishat,2013;Cilingir&Kushchu,2004)andSMSapplications(SusantoandGodwin,2010).
Researchershavenotgivendueattentiontotheemergingtrendofgovernments’deploymentofmobile
appsanditscitizens’usage.Understandingusers’satisfactionandusageofmobileappsisimportant
becausemobileappspossesstheirownuniquecharacteristics.Mobileappsareusuallypre-loaded,
sometimesrequireupdates,andoperateonpay-per-useservices.Researcheffortshavenotmade
in-depthattemptstoinvestigatetheconstructsofm-governmentserviceanditsvariousdimensions.
Thisisimportantbecauseusers’perceptionofcontext-boundconceptscanvaryfromonedomainto
another(Parasuramanet al.,2005;Yang&Fang,2004;Cronin&Taylor,1992).

Thisexploratoryresearchseekstoextendthebodyofknowledgerelatingtotechnologyadoption
and usage by uncovering what factors influence the adoption of m-government services and its
dimensions.Thefollowingresearchquestionswillbeaddressed:Whatarethekeycharacteristics
of mobile m-government applications that influence users’ adoption and usage? What can be
recommended to improvem-governmentservicesandusers’satisfactionwith theseservices?To
addresstheseresearchquestions,thisresearchcarriedoutsystematiccontentanalysisof1520reviews
of63mobileappsofferedby10UnitedStategovernmentagencies.

LITERATURE REVIEw

Conceptual Development
The sporadic adoption of mobile technology is due to the ubiquitous nature of its increasing
computingcapability.Mobile technologyhas found relevance in all professionsand institutions,
andpublicinstitutionsarenoexception.Technologicaladvancesafterthe90s,haveenablednew
developmentsinwhichcitizens,themainrecipientsofgovernmentservices,nolongerneedtovisit
governmentbuildingsforeverydemand.AtthebeginningofITadoption,e-governmentserviceswere
predominantlyweb-basedapplicationsusedforvariousfunctionssuchasfillingoutapplicationforms
andreceivingelectronicmessages.Now,e-governmentsaretransformingtheiractivitiesaccording
tothedemandofconveniencethatmobileandwirelesstechnologyoffers,therebymetamorphosing
e-governmentservicestoanewdirection;mobilegovernment(m-government).

Technology usage and adoption issues have been prominently discussed among academic
researchers.Forthepastthreedecades,academicresearchersindifferentdomains,suchasbanking,
commerce/marketing,gamingandwebaccessibility,havebeenexaminingtechnologyadoptionand
useinpredominantlyweb-basedplatforms.FewamongsuchstudiesincludetheworkofAdesina
andAyo(2010);Ayoetal.(2011);Hanudin(2007);JahangirandBegum(2008);Pikkarainenetal.
(2004).Thesestudiesindeedprovidedeepunderstandingofinformationsystemadoptionandusage
dimensionsbuttheresearchapproachisprimarilybasedone-commercecontextandwebapplications
(webapps).Researchershavenotattendedtotherelationshipbetweenthequalityofmobileappsand
usersatisfaction,especiallyinpublicservice.Theuniquefeaturesofmobileappsareourmotivation
tore-examinewhetherthereasonsforadoptionine-commerceandwebappsareapplicabletomobile
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