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Zusammenfassung

Problemstellung und Ziel der Arbeit: Trotz ihrer hohen Relevanz, befindet sich die
Forschungm Kontext E-Governmentverglichen zu der weit entwickelten Forschung zu E
Commerce, noch in ihrem Anfangsstadium. Es besteht ein dringender Bedarf an
Forschungsarbeit, die die charakteristische Art und Komplexitat dieser Disziplin differenziert
behandelt und dabei Aspekte wike digitale Spaltung, Governance in der 6ffentlichen
Verwaltung und Bedurfnisse der Burger zentral in Theorie und Praxis beriicksichtigt. Speziell
die anhaltenden Bedenken von Bilrgern gegenuber-B@@stleistungen weisen auf die
Notwendigkeit einer spezdéchen Forschung hin, die ein umfassendes Verstandnis uber die
Einflussfaktoren ihrer Akzeptanz schafft. Da sich gezeigt hat, dass kulturelle Wertesysteme das
Akzeptanzverhalten der Burger beeinflussest, eine Betrachtung aus landerspezifischer
Perspekire erforderlich Dies erlangt zuséatzliche Bedeutung dadurch, dass bisherige
wissenschafithe Forschundmeitrage innerhalb dieser Diplin grofdtenteils in den USA
durchgefuhrt wurden, die sich hinsichtlich kultureller Charakteristika von Europa
unterschalen. Ziel dieser Dissertation ist es, Determinanten e8p#ernment Akzeptanz zu
identifizieren und ein detailliertes Verstandnis Uber diese zu schaffen. Dafur werden innerhalb
dieser Arbeit die beiden Lander Schweden und Deutschland betrachtet.

Forschungsdesign und Methodik Die Arbeit verfolgt einen deskriptiven und kausalen
Forschungansatz. Ihr vorausgehend wurde eapedsentative deskriptive Studiarchgefihrt

in Deutschlanddie die Determinanten, Hindernisse und Sorgen von Burgern beziglich E
Government Dienstleistungen untersuchen. Auf Basis daraus gewonnener Erkenntnisse wurde
das passende Forschungsmodell fir den Kontext dieser Analyse gewahlt, welches zwei
Faktoren des Vertrauens sowie die Ristkowahr
theorie integriert. Die Korrektheit des Modells wurde mittels des kovarianzbasierten
StrukturgleichungsmodeWerfahrens (SEM) validiert. Durch multiple Gruppenvergleiche
wurde das Modell neben der Analyse von nationalen Unterschieden auf Differenzen awische
demographischen Gruppen sowie zwischen Nutzern und Nichtnutzern von -Online
Steuererklarungen getestet. Mithilfe zwei weitergprasentativetntersuchungen wurden,
anschlieRend zu der konfirmatorischen Forschung, Anderungen im Akzeptanzverhalten der
Birger Uber einen zeitlichen Verlauf beobachtet.

Ergebnisse: Aus den Studien kdnnen als dominierende Determinanten -@&vErnment
Akzeptanz die Aspekte Datenschutz, Datensicherheit und Zuverlassigkeit der Systeme
identifiziert werden. GemalR a priori theaseher Erwartungen wurde beobachtet, dass
deutsche Befragte grol3ere Bedenken als schwedische Befragte aufweisen, was den héheren
Index der Unsicherheitsvermeidung Deutschlands bestatigt. Ebenso zeigen die Studien einen
klaren Unterschied der Determinanteividueller Akzeptanz gegeniber Einfihrung einer
Online-Steuererklarung zwischen deutschen und schwedischen Befragten auf.

Forschungsbeitrag In Bezug auf die Kritik an der deutschsprachigen IS Forschung fir ihren
starken Fokus auf hohe Praxisrelevara kergleichsweise geringer wissenschatftlicher
Qualitat, bietet diese Dissertation auf vielfaltige Weise wertvolle Beitrage zu der
wissenschaftlichen&overnment Forschung. Dies basiert primér auf ihrer methodologischen
und empirischen Qualitat in der-Government Akzeptanzund Vertrauensforschung aus
kulturibergreifender Perspektive. Ein wichtiger Beitrag wird durch die umfassenden
empirischen Studien gegeben, die das Akzeptanzverhalten der Birger in Schweden und
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Deutschland reprasentativ aufzeigen unklaand der Merkmale Geschlecht, Alter und formaler
Bildung gewichten. Ergdnzend zeichnet sich diese Forschungsarbeit durch Verwendung von
SEM-validierten Gruppenvergleichen aus. Obwohl es sich dabei um eine zuverlassige Methode
fur kulturibergreifende Anaben handelt, wurde diese bisher in nur wenigen Artikeln der IS
Fachzeitschriften angewandt. Dariiber hinaus wurde in dieser Dissertation eine theoriebasierte,
empirische Analyse durchgefiihrt, die die Determinanten d&o¥ernment Akzeptanz
deutscher Birgemanhand einer reprasentativen Stichprobe untersucht. Da die bisherige
Forschung in diesem Bereittauptsachlich auf in den USdurchgefuihrten Studien basiert,
ergibt sich somit ein besonderer Beitrag dieser Arbeit durch die Schaffung eines umfassenden
Vergandnisses Uber das Akzeptanzverhalten der Birger zweier europaischer Staaten.

Praxisbeitrag: Diese Dissertation bietet wertwolle Erkenntnisse flr die Praxis und zeigt ein
differenziertes Bild Uber das Akzeptanzverhalten von Birgern gegenil@mvé&nment
Dienstleistungen auf. Ebenso verdeutlicht die umfassende Analyse, dass Unterschiede in der
Akzeptanz von G2ienstleistungen aufgrund kultureller Unterschiede auch zwischen
Birgern vergleichbar entwickelter Lander auftreten. Diese Erkenntnisse bieten der Deutschen
Bundesregierung Empfehlungen an, zur Unterstitzung ihrer Zielerreichung, denteitetes
Nutzung von EGovernment Dienstleistungen. Zusatzlich wird ein detaillierter Aufschluss Uber
Unterschiede bei Faktoren der G2C Akzeptanz verschiedener demographischer Gruppen sowie
zwischen Nutzern und Nichtnutzern von OnlBeuererklarungen gegat die von deutschen

und schwedischen Behdrden sorgfaltig beriicksichtigt werden sollten.

Limitationen und zukinftige Forschung: In zukinftigen Forschungsarbeitegollten drei
Herausforderungen dieser Studie behandelt werden. Dazu z&hlt insbesondereverel\ieg

eines Kulturdimensionsschemata als kulturelles Rahmenmodell, da die darin aufgestellte
Annahme kultureller Homogenitat innerhalb eines Landes nicht notwendigerweise den
tatsachlichen Bedingungen entspricht. Zusatzlich wurden aufgrund der gewahlten
Datenerhebungsmethode ausschlie3lich Haushalte mit PC und Internetzugang betrachtet.
Darlber hinaus besteht die Méglichkeit, dass die Kultur bei ahnlich entwickelten Staaten nicht
als einziger Faktor fur Unterschiede im Akzeptanzverhalten angenommemwenaie So
kénnen zwischen Schweden und Deutschland, trotz vergleichbarem wirtschaftlichen
Wohlstand und fortschrittlicher Telekommunikatiengastrukturen, weitere Grunde fir diese
Unterschiede bestehen.



Abstract

Problem Situation and Motivation: In contrast tothe vast amount ofliterature into e
commerce researchon egovernment is still in its infancy. There iscaucial need for e
government specific research that addresses the distinctive natutsigod complexities
surrounding it.In particular,ci ti zens® needs have -gowrnnest t ake
practice In contrast to frequent use of social medi@penmerce and online bankingetiack
of interest towards-government services on the demand s$idsresulted inmore sgcific
researchto increase understanding afloptionfactorswithin the last decadd-urthermore,
espoused cultural values are shown to influghe@doption lehavior of nations therefore the
adoption of egovernment needs to be examined from the petispeaf national culture. Yet,
most of the prior research in this context was conducted in 8¢ Which isdistinct from
Europe with regards to cultural characteristics

Purpose The objective of this thesis g investigate and understatiet determinants of G2C
e-government adoption in a cressltural context. Since prior research has not examined e
government adoption behavior of the German natiortes§inga theoretical modebith a
representative sampléhe primary objective of this thgis isto shed lightont he ci ti zen
perspective in Germartyy examiningthe salient determinants of adopti@eing at a similar

stage of economic growtnd having similar technological infrastructures, Swedehich

enjoys leadership rankings in G2&gevernment benchmarks, si@elected as a culturally
distinctEuropean nan for comparison with Germany

Methodology: This workcombines descriptive and explanatory research in order to provide a
comprehensive understanding of G2@awernment adoptiorPrecedingthe confirmatory
researcha descriptive studwasconductedn Germany utilizinga nationwide representative
sampleto investigatehe determinantsarriers and concermsfluencingcitizenswith regard

to e-government servicednsights gainedrom this descriptive stug enablel the selection of

the appropriate moddbr the research context and thationsof analysis This research
instrumentwhi ch i ntegrates trust and risk percepti
Theory,wasvalidated using covariance based structural equatiodehing (SEM). Besides
examining natioal differences byconductingmulti-group comparisonghe research model
wasalso tested to reveal differences betwdemographical groups as well lastweeronline

tax filing users and ncensers.The confirmatory researclas followed by two descriptive
studies, which enaldghe observation giossible changes in the adoption behawbistizens

over time

Findings: Thefour consecutivalescriptive studies showdatthefactors and barriers related

to securitydata protectiopandreliability play an important role in decision making of citizens.
In accordance with the a priori theoretical expectatithesserman respondents were observed
to havegreaterconcens than the Swedish respondertmnfirming therelatively higher
uncertainty avoidance index of the German natiGompatibility, perceived risk, relative
advantage, complexity and subjective norm were found as antecetifretsidoption of online

tax filing in Germanywhich should be considered by the Federal Government in the.future
The findingsalso indicatedhat citizens epect to see clear benefits frad@2C e-government
over traditional methods of interaction wipkiblic authoritiesFactors related to usability and
technicalsupport werdound to be important in Germanlyut considered lesgnportant in
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Sweden The multigroup moderation analysis in SEM showed that demographical groups
differed in terms of the determinants of G2@oyvernment adoption.

Theoretical Contributions: This dissertation makes contributionsthe G2C egovernment
literature, trust research and crasstural research at several leve@nsidering that the
German speaking IS community was criticized for focusing heavily on high relevance and
having poor rigor by IS scholarhis dissertation provides an important contribution to G2C e
government literaturédlthough multigroup SEM is recognized as a reliable method for eross
national researchg few papersan this areawere published in major IS journals, whichas
distinguishing aspect of this thesisterms of its rigorFurthermorethis thesis aims toffer

an important empirical contributioas well, ly employingrepresentativesamples in four
comprehensivempirical studies conducted in two European countries, weightexrtyal
features of gnder, age and formal education.

The theoretical contribign of this work shouldalsobe emphasized considering the lack of
studies on theory testing in G2&yevernment literaturet is the first theorybased study which
investigatessalient determinants of G2C-government adoptiomy the German citizens
Furthermore this thesis recognizes the multidimensional nature of trust and addresses the role
of trust inG2Ce-government context, which remains relatively uadesearched. Finally, since

most of the IS adoption and trust literature is based on studidsicted in the U.S., this thesis
contributes to -@overnment literaturand crosscultural researchy acomprehensivanalysis
comparingadoption behaviors of two developed European nations.

Practical Implications: This dissertationprovides valuable insights intahe citizen
perspective on egovernment adoption, which &aot received much researth date The
comprehensiveanalysis indicated thatcitizens of Germany and Sweden have different
perceptions regarding adoption of G2@overnment serviced.he outcome of this research
facilitates a broader understamgl of G2C egovernment adoptioim the German natignwhich
should support the Federal Governmantreachingits goal of widespread adoption of e
government serviceé further contribution to practice is the identificationfadtors, bariers
and concerns of different user groups distinguished by gender, age and formal eaduation
sheds light into to the differences of demographic groups@o¥ernment.

Limitations: Three limitationof this study should be addressed in future resed@ich study
utilizes Hofstedebs cultural di mensi ons as
assumption of cultural homogeneity within a given couatrg thismay not holdSecond, only
households having a PC and those with Internet access were considered in this research due to
the selected data collection method. Third, although Sweden and Germany are both highly
developed countries with advanced telecommunications infciste and economic welfare,

culture may not be the only reason for the differences between the nations.
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1 Il ntroduction

1.1 Problem Statement and Motivation for this Research

Information systems are implemented for the purpose of improving the effectiveness and
efficiencyof organizationgHevner etal. 2004. With the rise of thdNew Public Management
(NPM) concept from the 1980s onwards, a series of reforms intended to improve the
performance of public organizatiorisegan The use of ICT and its application by the
governmento provide the public withinformation and services is known agjovernmerit

(UN Public Administration Programme 2014nd has become a key facilitator for
modernization irpublic administrationsvithin the last two decad€Becker et al. 2008

When evaluatinghefeasibility of egovernment systems, it is important to view the issue from
multiple perspective@Nolf/Krcmar 2005. E-government systems promise vast time avst ¢
savings within an organization and soci@dwivedi et al. 201} However, it should be noted
that the drivers of -government initiatives are mainly political har than economi¢Scholl
2005. Government leadedacegreat emphasis aggovernment because they are aware that
citizens assegbeir success termsof their initiatives and the benefitiseycreate for society.
E-government caralso be effectively used toncrease citizen participation in political
processedp improvego v e r n me n t Otafacilitateadgreocratio elemengsich as online
voting. The Digital Agenda for EuropéEuropean Commission 201)6avhich is part of the
Europe 2020 initiativeunderscors the need for greater transparency amhancedrust
between citizens and governments.

Besdes the benefitlor the government,-government servicggromiseto be valuabldor the
public. Citizens are obligated to contact public authorities various reasonduring their
lifetime, i.e.applying for birth ceificates, submitting tax dedations,andregistering vehicles.
Access to public services digitally around the closkving travel time and costs and
eliminating the neetbr waiting in long queueat public authoritiearediscussed amonather
important drivers for citizens to chandeeir established way of communicating with public
authoritiegWeerakkody et al. 2009a

Prior literature on barriers togovernment adoptidrindicates thatitizensare worried about
contacting their governments online rather thamgtraditional methods of communication.
Concerns abounadequate security ahprivacy safeguards in electronienvironmentsand
distrust in governmentan be major impediments to the talge of egovernment services
(Colesca 2009bCitizens are worried about online disclosure du¢ancertainties and risk
regarding privacy of the transferred datalnerability to online fraud or identity thearious
surveillance scandalrther intensify the concerns of potential us€dsiger 2016 While
privacy is highly desired, absolute privacy for online contexts is mostly unattaiBaite.he
behavior othetrustee cannot be monitoredguaranteed online context¢Gefen et al. 2003

1 E-government servicemre commonlyistinguishedn different categorieaccording to their main target groups.

The most common interactions include the ones between government and citizens (G2C) and government and
business enterprises (G2Bhis thesis examines determinants @fowernmat adoption by citizens therefore the

term egovernment is used to refer tagevernment in the G2C context.

2l'n prior I S/1'T |Iiterature and hence in this thesis,
interchangeably to refer to usacceptance of informationystems and technology, in particular G2€ e
government services. The analysis of Dwivedi et261083 reveals thahdoptionis the most frequently used term

among them, which will also be preferred in this work.
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individuals make decisions in exchange for outcomes that are perceived to be wortlis&f the
of personal information being disclos@¢rasnova et al. 201

Trust has received a considerable amount of attention itef&tlire as an effective instrument

to deal withrisk perceptions in computenediated transactiorfPaviou 2003United Nations
2012. The Privacy Calculus Theory states that the cumulative influenitestbindexpected
benefitscan outweigh the perceived risk of disclosing personal informéDorev/Hart 2008.

The direct relationship between the level of trust and willingness to use online technologies has
been confirmed in various contexX@arvenpaa et al. 200Gefen 2000McKnight et al 2002
Lee/Turban 2001 Due to its importancetusthas beemecognizedis aressentiaprecondition

for the adoption of online technologi@eldad et al. 2000The European Commissi¢p0169

has also recognized trust and secuda/pne of the main goals of Digital Agenda for Europe.
Venkateshet al. (2016 proposed quite recently transparency and trust as two key means of
reducing ci ti z ewoavdinmenmtnsergices drawmng yrom ithe Urcertainty
Reduction TheoryBerger/Calabrese 19y5

Compared to mature-@mmerce literatureg-government literature is stithot considered
mature. While previous research conside egovernment beingin its infancy phase
(Carte/Campbell 201}, according to more recent research it has progressed past jnfancy
still far from being considered matu&choll 2019. Thefipoor stat® egbverament research

is noticeablan terms oflack of rigor in the collection and analysis of data as well as lack of
clarity about methodologies and research framewdHseks/Bailur 2007, 261 Being
concerned about its ability to address the future challengegaieenment in practice, scholars
havee x pl i ci t |y c alolved nfmem (Grahkerd 20200, @3Adreview of
prior literature revealsnostly exploratory and descriptivaudies, whichmay beuseful in
practical term$ut do not result in significant contritons to the aforementioned literature as
theyido not telll us what i s Jgapee m(iidipaOd/nsi de
660). While exploratory and decriptive studies are suitable for the initial phases of academic
research{Bhattacherjee 2012) 6theyshould be followed bynore structuredausalresearch
andtheory testingGronlund/Andersson 20Q6or the explanation athe motives underlying
intentions of behaviorSingleton/Straits 201INeumann 2006, 35

As an emerging field of researabur knowledge about th@tizen perceptiven e-government
remaindimited. Since he priorities in implementing-governmentvere mostly on the supply
side for many years, the demand side @ogernment has received much less attention
According to Aichholzef2005, hié rieglect could no longer be teip when more and more
signals of deficits in service take up and usage began to shttwayghout the Euroge ( p .
93). The success of government services depends largely on how well the citizens make use of
them (Kumar et al. 200)f Several recenstudies show that successful acceptance of public
services by citizens continuesbe way below their potenti@llnited Nations 201,4European
Commission 2015cKrcmar et al. 2015 Accenture 201Y Systematic empirical studies
examiningexpectations, needs and concerns of citizegarding G2C -government services

i preferably utilizingrepresentativessamples in order to enable gealezations to the whole
populationi areurgently neededJnderstanding which determinants are considered crucial by
which demographical groupvould enablethe developnent of precisestrategies in order to
reach specific user groups.

Particularly noticedle within various egovernmentbenchmark studiesire the dramatic
differences in adoption ratebetween nations. In addition to the telecommunications
infrastructure and national-government strategyeconomic differences influence ICT
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accessibility substantially, which is usually discussed under the toffie digital divide Yet,

when economic, political and physical factors have been considered, any remaining difference
in adoption rates is likely to be attributed to differencesaitional culture(Erumban/De Jong

2006. Culture is a less tangible but a very important cause of difference aratbomgsindeed,

prior literature has already recognized thignificant roleof espoused cultural values
accounting for théechnology adoption behaviors of individufésite/Karahanna 20Q0€arter

et al. 2016Cyr 2013.

Scholars in IS technology adoption have alreacthled for caution regarding the
transportability of technology adoption models between different national cultwrdsut

empirical verificationBagozzi et al. 200@Benbasat et al. 20D8As noted by Benbasat, Gefen

and Pavloy2008, thisbecomse especi ally critical Aiheart t he c
of cultured ( p . 6) . Being closely related to cul
perspective of national cultufdarvenpaa et al. 200Gefen/Heart 2006Doney et al. 1998

Fukuyama 1995Hofstede 1980Pavlou/Chai 200 Cultures reveal important aspeeisout

risk perceptions, privacy concerns and beliefa nation, which play an important role in
citizens©o i nigeverimen sewice¥.at, almostalpttust lgerature is based on

studies carriedwt in the U.S(Gefen/Heart 2006 which is distinguished by its exceptionally

high level ofindividualism(Hofstede 198D

There are many dimensions in which national cultures differ. Althougdriaty of cultural
frameworks have been suggested to guide national level of cultural research and analysis, the
framework suggested by Hofsted®80 has become a cornerstone in crogfural research.

One of the most distinguishing cultural factors for adoption of online technologies is the
uncertainty avoidance index dimensi@ml) which shows the risk propensity within a nation.
Riskis an essentiatoncept in understanding adoption of online technologies, espetially

ones involving transfer adensitive personal datasin the case of government. The UAI
dimensionis found to be thenost influentialnational cultural value affecting the adaptiof

IS (Straub et al. 199Sundqvist et al. 20Q%le Luque/Javidan 2004

While most egovernmentnitiativesremain far belowheir expected potential, sorneuntries
adopte-governmenfaster than other@kkaya et al. 2012dJnited Nations 2014Cap Gemini
2015. Well-developed countries such as Sweden, Netherlands and Republic of Korea enjoy
top rankings in global benchmarkiBespiteits advancedelecommunications infrastructure
Germanyhas never reached top rankings4garernmen{United Nations 2014 The adoption
rate of egovernment continues to be lowpecially in the household contgtrcmar et al.
2015 Krcmar et al. 2014Krcmar et al. 2018 How German citizens decide to use or not to use
online public services offered by their governmemhairs far from being understood. Neither
thecomprehensive literature analysis conduatethis work nor other reviewsfathe G2C e
government literaturegevealed any empirical stuayhich investigates thealientdeterminants

of G2Ce-government adoption by citizeps a theoretical basis.

A review of the literature indicates that the German nation is widely consideredritkbe
averse(The Lauder Institute 20QHofstede et al. 199Brodbeck et al. 2002House et al.
2004). Data protection and privacy is a matter of the utmost importance within the German
nation. Not surprisingly, Germany has one of the strictest data protection laws within the world
(Akkaya et al. 2012a On the other handGerman citizens are nakeptical of online
technologies A recent survey investigated online usage behavior of the German citizens
between 30 and 49 years dlditiative D21 201%. Accordingly, 95 of them search content
online, 64 percent of them participate in social networkh asd-acebook antfhatsApp and
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71 of them shop onlin@nitiative D21 201%. Although nore than 8@ercenbf the online users
are concerned about data protection and security ist®ssdo not hesitate tmntinue using
e-commerce, Facebook and online kiag (Initiative D21 2013.

However, the fact that the German nation is willing to adopt other online technologies but
refrain from using G2C-governmentervicesmay be caused bgpecific concernscitizens

have withgovernmentThe perceptions of citizens regardiog trustworthinessf the Federal
Government may b& possible reasdrindering nationwide adoption ofgovernment services.

It is known thatthe greatest barrier togovernment is thenwillingness to share personal
informationwith the governmenfAccenture 201R The storage of highly sensitive personal
information by the government was the main reason for the delays and failures of various
nationwide initiatives ranging from the Electronic Health Insurance Card Project (eGK)
(German: Elektronische GesundheitskgBé)sche 2008to the Electronic Wage Verification
System Project (ELENA) (German: Elektronisches EmgelhweisYOppong 2008 The term
ftransparent citized, whi ch i mpl i es a-Rayscrgning ofa citzdninor os c
terms of his or her personal data and tracking of online activities, has become the metaphor for
data misise and violation of privacy by governmeiikkaya et al. 2012a In addition to
increased sensitivity due fmast experiencesf surveillance in the German natal history;
frequent data scandals and discussionthe media intensify the sensitivity of citizemsuters

2013 Poitras et al. 2023heguardian 2013

Although the crucial need foster citizen trustowardsonline public servicebas been set as
Aione aghestpriotiesbrgov er n me nt (PUBLIGJS 201 nesgarch in this
context is extremely scarcghis is a quite noteworthy issue whidbserves closerempirical
examination | argue that ndersanding G2C @overnment services adagt in Germany
requires a multfaceted perspective includirexaminingtrust beliefs othe public,their risk
perceptionsas well as their specific concerns related to sharing personal data with the
governmentin addition tothe universally acceptetéchnology adoption constructs

1.2 ResearchObjectives and ResearclQuestions

Drawing onexistentliterature on technology adoption, trust and espoused cultural vdliges, t
thesis empiricallyinvestigates the saliefdictorsaffectingdecision makindy citizensabout
using G2C ggovernment service&ermany will be analyzed in detail due to the research gap
underlined in the previous sectioBince it has been widely accepted that espoused cultural
values influence ecision mechanisms of citizensgardingadoption of online technologies
(Srite/Karahanna 2006thesurvey will also be conducted Swedenln order to achieve high
external validity, samplewill be selected to be representative of th@opulations, weighted

by cental features of gender, age and formal education.

From a methodological point of view, this research pursues tgiargiresearch methods. By
combiningdescriptive researclvith explanatory researchathoroughunderstanding of G2C
e-government adoption imtended.A confirmatoryresearch approach selectedn order to
test the research model derived from pri@rture User perceptions and intentions can change
over time(Lee et al. 2003h which is whya multiple-snapshot crossectionaldesignis most
appropriateto enableéhe monitoring of changes in population over time

SAiBig Brother (Ongell2069t chi ng youo
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Three mainresearch questions guide thigesis. Thefirst research questiorRQ1) aims to
provide a theoretical framewodonsistingof various concepts, existing theories gdvious
researchwhich relates this work to the broader fietdfdS:

1. What are the theoretical foundations of technology adoption reseeh, and the impact
of trust and espoused cultural valuesin terms of existing frameworks, theories,
models andconcept®

This research questiamill be broken down intdhe followingspecific subquestions:

1.1. What are the theoretical foundations tdchnology adoption rese&f
1.2.What are the theotieal foundations of trusesearci

1.3.What are the theoretical foundationge$earch int@spoused cultural values?

Although literature on technology adoption in the context of GZfowernment context is
relatively sparse, théheaetical framework of thisvork combines different research streams
ranging from technology adoption to espoused cultural valudS. Trustis another key
concept of this researchich is related to privacy and security concerns of the potential users
By describing the broader context of related frameworks, theories, model and concepts that
underpin this thesis, RQdrovides astrongbasis forthe development of the questionnaire,
selection of the research model and definition of the research hypothbsefirst research
guestionwill be addressedsinga comprehensive literature review.

Thesecond research questid(2) aims togain initial insights bydenifyingthe key variables
influencing decision makindpy citizens aboutadoption of G2C -@ovenment services in
Germany and Sweden. Besides factors influencing their adoption decisions, barriers hindering
their adoption as well as concerns related to data protection and privacy are questioned:

2. Which factors influence German and Swedishci t i zensd6 decisfon t
government serviceand which barriers and data protection specific concernsinder
them from using these services?

This research question will liloken down intdhe following specific suguestions:

2.1.Which factorsi nf |l uence <ci ti z e ns-govethment servicenin t o u
Germany and which barriers hinder them from using these services? What are their
specific concerns regarding data protection and privacy?

22.Whi ch factors i nfl uence egovernmeneservides ideci si
Sweden and which barriers hinder them from using these services? What are their
specific concerns regarding data protection and privacy?
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2.3.In what aspects dthe factors, barriers and concerns regarding G2@vernment
servicesusagyediffer between citizens of Sweden and Germany?

2.4.How did factors, barriers and concerns regarding Gg6vernment servicesdoption
change from 2010 to 2013 in Germany?

2.5.How did factors, barriers and concerns regarding GB6vernment servicesdoption
change from 2011 to 2013 in Sweden?

Four descriptive studies will be conducted to answer R@2.order to achieve
generalizability of the results to the entire populations in question, nationwide
representative samples will Benployed The conceptual framework provided in Chag@er
and the broad literature review given in Chaptewill be usedin the questionnaire
developmentThe results of the first two descriptive studies will be analyzed in detail.
Besides analyzing factors, barriers and concerns for each nation iradlyidbe results

will also be compared to enabtee identification ofbetweencountry differences and
possible changes over time. Such an analysis will deliver a validated set of variables which
will provide guidance on the selection of the research mdde derived research model
will be used in theéheorybased confirmatorgnalysis of the next research questi®ach

an analysis is compulsory considering the lack of research on ©aZeenment adoption
behavior of the German citizens. This approftiows the suggestion of De Va(@001),

who argues that the researcher mioave a clear understandirapout the facts and
dimensions of the phenomenon, before asking causal questibassecond research
guestionwill be addressedising survey researcland multiple-snapshot crossectional
analysis.

The third research questiorRQ3) aims to analyze salient determinants of G2C e
government adoption based on the theoretical framework provided in RQ1 and the set of
variables identified in RQ2Besides a detailed examination of determinargig the
specific example of online tax ifilg*, the research questiomill attempt to distinguish
between determinants based on various demographics and previous context specific
experience:

3. What are the salient determinants of G2C @yovernment services adoptiorand how
do gender, ageformal education and previous experience in online tax filingnoderate
the relationships among the proposed model constructs?

This research question will boken down intdhe following specific swguestions:

3.1.How does an integrated research model tdantifies the impact of technology
adoption construct s, trust and 6GACek perc
government services look like?

4 Online tax filing is the most usedgwvernment service in the EU28urostat 2013k which was selected as the
specific G2C ggovernment service example in this thesis.
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3.2.What are the salient determinants of G2§bgernment services adoption in Germany?
3.3.What are the saliemteterminants of G2C-government services adoption in Sweden?

3.4.How do these factors differ between onlim ffiling users and neasers gender
groups, age groups and formal education graups

3.5. Do Swedish citizens perceive higher risk and exhibit lowet thasn German citizens?

After developing the research model and hypahdmsed on the findings of the previous
research questions, the research instrument guidirexgiianatorystudy will be designed. $A

the main research objective in confirmatoryeaash is theory testingnd confirmatior{Gefen

et al. 201}, the data analysis will be conducted us@gvariancebased Structural Equation
Modeling (SEM). Data analysigollows thetwo-step methodologyAnderson/Gerbing 1988

where the measurement model is evaluated separately from the structural equation model.
Finally, the different determinantd gender, age, formal educatjamser vs. nousergroups

will be assessedylusing moderators in mugroupSEM.

1.3 Outline and Structure of the Thesis

The contents of this thesis amresented in eight chapterBhe structure othis thesisis
illustratedin

Figure 1.1 below, which does not strictly represent an overview of the sectiordereach
chapterof the dissertation. Rathdyndamatal conceptainder eaclthapterarepresented

While Chapter£ to 4 focuson conceptual and theoretical foundations underlying this research,
Chapters5 to 7 provide empirical insiglst into various aspects of G2Ggovernmenservices
adoption in a crossultural contextThe studies conducted in 2010 and 201lasayzedn

detail inChapter5 and Chapte6 respectively while Chaptef7 presents a comparison foiur
descriptivestudiesconducted between 2010 and 301

Chapter 2 outlines the philosophical perspectives and research design in social research. It
introducescontrastingapproaches to research epistemology and ontology. Different research
methods, purposesdtime dimensions in research are discussed. After providing an overview
of research strategy and research design within the IS, the clwapteludes withthe
philosophical perspectives and research desighifvork

Chapter 3 focuses on the conceptualization and classificationgmve@rnment services. After
summarizing the characteristics efjevernment services, they are contrasted witbranerce
services. Then, various stage models for categorizing and evaluating the progress of public
service development are presented and compared. Vargageenment studies and surveys
which are commonly used as benchmarking tools to assgsseenment dvelopment
worldwide are discussed. The concept of Government 2.0, supported by Web 2.0 technology
enablers, and principles open government are presentétle chapter also analyzes barriers

to egovernment, whichmay hinder adoption of these servicesdiizens A comparison b

5 The E-Government Monitor Projecttp://www.egovernmenrionitor.d¢ forms the empirical basis of this
thesis.
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G2C egovernment development in Germany and Swentercludes the chaptewhich lays
out the basis of empirical analysis in the following chapters and research questions.

Chapter 4 is dedicated to the theoretical foundations of technology adoption research.
Following the conceptual definitions, the extant literature on technology adoption theories,
models and constructs agll as the theoretical foundations of trust and espoused cultural
values is reviewed. This chapter aims to answer RQ1 in detail. Prior research in technology
adoption, trust and espoused cultural values in GzZfdvernment services context are
discussedn order to elaborate on the shortcomings of current research, which concludes the
chapter.

Chapter 5 aims to answer RQ2 based thre analysis of descriptive studies in 2010 and 2011.

I n particular, factors i nf lgoavernment sexicesastwellz e ns 6
as barriers and concerns which hinder them from using these services will be examined. Besides
analyzing Germay and Sweden separately, the empirical results will be compared between the
countries and between the yéars

Chapter 6 is dedicated to identifyinthe determinants of G2Ggovernment adoption based

on a theoretical model, which aims to answer RQ3. The analysis of the empirical data will be
conducted by using Covarianbased Structural Equation Modeling technignd multigroup

analysis The integation of moderators enables prediction of determinants based on age,
gender, and formal education groups separately. Furthermore, determinants for online tax users
and norusers will be compared.

Chapter 7 presents a comparison of alvernment Monitor studies that were conducted
between 2010 and 2013 in terms of the factors, barriers and concerns discussed in RQ2.
Although the results of the stied conducted in 2010 and 2011 were elaborated upon in Chapter

5 and Chapter6 in detail, this chapter aims to provide a more recent overview of the
phenomenon from the descriptive perspective. A comparison of all studies enables the
observation of stability or change these aspects over time. The results for Germany and
Sweden are analyzed separately, in order to present a clear picture of-ge2€rrement
adoption in both countries over a specific time period.

Chapter 8 concludes this thesis by interpreting the empirical findings of this thesis, which are
presented in Chapte®sto 7. After discussing the theoretical and practical implications of this
research, it concludes by outlining reseanctititions and suggestions for future directions of
research.

5 The survey was conducted in 2010 only in Germany and in 2011 in Germany and in Swedeord haref
Chapters, descriptive results over the two years can only be compared for Germany. A comparison of descriptive
results in Sweden betwedmetyears of 2011 and 2013 will be presented in Ch@pter
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2 Phil osBphspaankewsesar ch Desi gn

This chapter summarizes the epistemological basis and ontological orientatiemesfearch
which follows and presents the scientific research methods, applied research strategy and time
scales used.

According to Hevner(2004), two paradigms characterize research intH&t are being
complementary but distin€Hevner/Chatterjee 2010, 2)/esign Sciences a relative young
discipline that seeks to create innovatiohishas roots in engineering disciplinédutputs
produced by design science include representatiooaltructs, mettds, models and
instantiations Behavioral Sienceattemptsto develop and verify theorieshich predict or
explainhuman or organizational behavidtevner et al. 2004Having rootsn natural science
research methog8ehavioral Scienckas a longer history.

Resultsprovided by lehavioral researdnform practitionersaboutinteractions among people,
technology, and organizatianieformation systems are designed to improve the efficiency and
effectiveness of organizations. To achieve this goal, these interactiosis be managed
successfully (Hevner et al. 2004 Design science and behavioral science are two
complementary but distinctive paradigni8larch/Smith 199% The underlying research
paradigm of this thesis isehavioral scienceHence research strategies and research designs
discussed in this chapter cover mainly the behaliscgnce context, i.e. social science
research.

2.1 Research Epistemology and Research Ontology

Research epistemology deals with the questiorfivdfiat is (or should be) regarded as
acceptablé andvalid knowledge in a discipliné@Bryman 2012, 2\ According to Burrell and
Morgan(1979, the epistemological and ontologitassumptions form the philosophical basis
of theresearch procesBpistemologyeals withour assumptions abokihowledge and howo
obtain it(Hirschheim 199 Ontologyrefers to our assumptions abdi nature of being and
existence for examplewhetherthe world consistmostly of social order or constant change
(Bhattacherjee 2012, 18 his foundation haan impact on every aspect of the research process,
includingchoice ofresearch topic, applied methodology, and research design.

2.1.1 Research Epistemology

Every researciproject is based on critical assumptions alibatvalidity of research and the
appropriate research methdtdyers 1997.

Variousdefinitions of the epistemological paradignisave beemproposedGuba and Lincoln
(19949 initially defined four underlying paradigms of research: positivism, {pastitivism,

critical theory, and constructivismlthough a decade later they actutedged flaws in this
classification systen2005. Orlikowski and Baroud(199J), following Chua(1986, suggest
three approachepositivist interpretive andcritical epistemology

This thesis follow®©r | i k ows k i threetbld Bagsificatiod of thes paradigms within
researclepistemologywhich has beewidely recognizedn IS literature(Klein/Myers 1999.
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An interpretiveapproach is mostly associated with hermeneutics, ethnognaipéryomenology
andcas studiegLee 199). The positivist approach, on the other handyolves procedures
such asnferential $atistics, hypothesis testingrathematicaanalysis, experimentahd quasi
experimentaldesign(Lee 199). The doctrine of positivism is the oldest aperhapsmost
widely used approacto the sudy of society(Evans/King 2006, 136Interpretive researdls
not new buholdsa strong minority position. Over the |dstv decads, interpretive approaches
have been drawing greater attention in social sci@Matsham 199p Critical social research
is less commonly seen in academic j@lsiiNeumann 2006, §1

It is important to note thathere are no clear cut distinction@mong different research
epistemologiesWithin IS research, therig debateabout the potential a@ombining positivstic

and interpretive resear¢hee 199). Clearly, both positivist and interpretive approaches have
significant value(Weber 2004 Although a detded analysis and examination of different
epistemological approachgmes beyond théocus of this thesis, a broad overview of the
classification ofOrlikowski and Baroudshould be given.

2.1.1.1 Positivist Epistemology (Positivism)

Positivismputs into practice a view of science that has its origins within the philosophy of
science known as Al ogi cal (hee s199). it wasgnitidgly o r
developed by the French philosopher Auguste C¢im@81857)and remained thgrevailing
scientific paradignin social researctntil the 1990s

As researchers shifted away from less precise techniques towards riggmfuugues of natural
sciences positivism became dominanin the US (Neumann 2006, §7 A major tenet of
positivism is that the methods of scierare theonly legitimate method#or social science
research(Lee 199). The ultimate purpose of any type of research is scientific explanation.
Therefore, methods of natural science should be used to identilpea®lire social structures.

Positivismis based on the underlying assumption that physical and social readdgpendent

of those who observe it. Objective reality exists beyond the human mindyoEheof the
researcher should be discoverthg objedve physical and social reality without intervening

in the phenomenon of interdQrlikowski/Baroudil991). Positivism combines deductive logic
with precise empirical observatiorfsleumann 2006 Researchers are concerned with the
hypothetiedeductive testability of theorig€hen/Hirschheim 2004 The researcher links the
abstract ideas to precise measurements of the social Wasldmportant fortheresearcher to
remain naturahnd thedata collected by the researcher is assumed to be objé&ttisearchers
seek rigorous andxact measures by carefully analyzing the results. It is commonly used in
market research, policy analysis, and sociology.

Since hypothessg are the core of positivism, théerm requiredefinition; and according to
Atteslander(2003, 22, a typothesis is an attempt to explain the unexplained environment.
Positivist researchers typically begin their research by dedbgpathesefrom theory in form

of causeeffect statements. Then data is gathewath positivist instrumentsfor exampleby
conducting a surveyo testthe factors identified bthe underlyingheory.Finally, statistical
methodar e used to tetons. the theorybés predic

The epistemological belief of positivism is concerned with the empirical testability of theories
in terms of verification or falsificatio(Orlikowski/Baroudi 1991 Therefore, lte objective of
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statistics ighe rejection of thaull hypothesis, whiclassumeshat the data in themdependent
variableshave no effect on the data in the dependent varigbt®udrie/Dwivedi 200b
Theoretical hypotheseseaderived from theory and predict a differennethe dependent
variable or relationship between the dependent and independent variables. Technically, all
statistical tests test the null hypothesis first, which is rejected in favor of alternative higothes
within the stated degrees of confidence intervals. Timestheoretical hypothesis is supported

if the null hypothesis is rejected

Postpositivism is a recent evolution of positivism. The strictly empirical nature of positivist
philosophy led to thelevelopmentoda A mi | der f o r(Willis®®07) gudng thé i vi s m
mid-late 20" century which is callegostpositivism (Bhattacherjee 2012, 18t is consistent
with positivismin the assumption that an objective woelkists butassumes that reasonable
inferences about a phenomergam be madey using a combination dbgical reasoning and
empirical observationdn postpositivism, deriving knowledge only through observation and
measurement is understood to be too demar({@trgub et al. 2004cInstead, pospositivism

is based on the concept of ail realismCritical realists believe that there is a reality exists
which isindependent of our thinkin@nd the objective of science is to try and understand it
Hence, knowledge is gathered not dojydeduction, but through both deduction and indurcti
(Straub et al. 2003c

2.1.1.2 Interpretive Epistemology (Interpretivism)

Interpretivism (also known as afgiositivism) is the view that methods of natural sciesmee
inadequatdor conducting social researchhis school of thought argues thmople and their
institutions as well aghe physical and sociartefacs created by them afendamentally
different from thephysical reality examined by naturstience.Consequentlystudyingthe
social world requires a different reseaegproachreflecting the distinctiveness of thaman
social world from the subjects patural sciencéBryman 2012, 2B A specific fhysical artifact
or a particulalhuman action can have different meanings for differefividualsas well as for
the observingocial scientist. Therefore, the researcher shiotgdpretthe subjective meaning
of behaviors and empirical realities rather than being purely objdtiea=199).

In the context of IS, positivist philosophy has beenthe dominant epistemology
(Orlikowski/Baroudi 199}, however the interpretive approach hgainedincreasing attention
as a legitimatepistemologicahlternative to the more traditional positivist approairite the
beginning of 1990¢Walsham 199p An increasing numbeuf interpretive papers are being
published in the mainstream IS journdigghlighting the emergence of interpretivism in IS
researclt{Johari 2009

2.1.1.3 Critical Epistemology (Critical Research)

Critical research differs from positivist and interprete@stemologiesboth of which aim to
predict or explain the status quGritical researchergjuestiona priori assumptions and
challenge thetatus qudOrlikowski/Baroudi 199}

While some researchers argue that critical research is not a legitimate appitbachhe IS
discipline(e.g., Kvasny/Richardson 200@here isnonethelesan increased effort to focas
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critical perspectives in ISesearch(Myers/Klein 201). Although this approachremains
relatively underrepresented compared to positivistic and interpretivistic research
(Orlikowski/Baroudi 199}, principles and guidelines atgeing published for applying this
philosophy to actual rese&renethodologie$Wynn/Williams 2012 Myers/Klein 201).

2.1.2 Research Ontology

Ontology raises basic questions aboutkihewnreality (Guba/Lincoln 1994 There two main
ontologcal paradigms, which represetite two ends of the continuunobjectivismand
constructionisn. Some authors argue that these two approaches are complementary rather than
oppositionalCronjé 2008.

Objectivismasserts that social phenomenecur independent of social influen¢Bryman
2012. There is one true reality, which can be observed followingbjective methods of
science Constructionisnalso referred to asonstructivismimplies that social phenomena is
continually beingcreatedby social actor¢Bryman 2012

Bryman (2012, 3§ illustrates the difference between the two ontological orientatathsthe
examples of organization and culture, which are the most common and central terms in social
sciences. According to the objectivist ontology, an organization has rules, regulations and
standardized procedures. People required tado ther assignmentsindividuals have to
conform to the requirements, values and mission statement of the organiZatidarly,
individuals are constrained byultures and their internalized beliefs and values.
Constructionism challenges the suggestion that organization and cultén@entgncial actors

as external realities. According to this ontology, organization and culture are emergent realities
in a continuous state of revision.

2.2 Direction of Theorizing

There are two broadhethods of reasonintp explainthe relationship between theory and
researchinductiveanddeductiveDe pendi ng on r e sascientifc btdymay obj e
useone of theestances.

2.2.1 Inductive Theorizing

This approach is known #iseory-buildingresearchThe process of inductionvolves drawing
broademgeneralizions andderivingtheories from specifiobservationsf the empirical world
The researcher begins witlbservationsand thendetecs patternsor regularities,which are
finally refined and elaborated ing@neralkconclusions antheoretical concept3his approach
hasbottomup logic. Since theheory comes after observatjanis calledex post facto theory
or post factum theorgMerton 19689.

Inductive theorizing is by nature, more opamded and exploratorit.is commonlyassociated
with qualitativeresearchMany researchers use a specific kind of inductive theorizing called
grounded theoryinductive reasoning is especially useful when there are few prior theories.
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2.2.2 Deductive Theorizing

This approach is known aheorytesting research In contrast to inducte research, the
researcher begins with a clear theoretical pictlreut the topic of interestherefore, it has
top-down logic. On the basis of theoretical considerations, the researcher decides which
observations to makand defines propositions He or she deducesat least onetestable
hypothesisthat must then be subjected to empirical analyRissearchableonceptsare
embedded within the hypothesthusthe researcher specifies which data needs to be collected
in relation to the conceptsgued by théypothess (Bryman 2012. The test of hypotheses with
specificempirical data leads to confirmatiaor falsificationof the original theory (or theories).

If the predictions are not correthis suggests the rejection or modificatiorttegtheory.

Deductive theorizing is one of the core assumptions of positii@&naub et al. 2004clt is
especially usefuf there are many competing theories and researchers are interested in knowing
the most appropriatéheory for the dynamics of apecific context(Bhattacherjee 2032
Deductive reasoninig typically associated with guantitativeresearch approach.

2.2.3 Direction of Theorizing in Social Science Research

Althoughit is important to distinguish betwedmeorytesting and theorpuilding approaches

in empiricalresearch, they should be seen as paenaingoing research procef3e Vaus
2001, §. Theory is the outcome of inductive research, whereas it is an input of deductive
research (see

Figure2.1 below). Theories guide empirical observations and empirical observations improve
theoriesEach iterathn between theory and data contrilsutebetter explanation ar@hhance

our understanding of the phenomenon of inte(Bséiattacherjee 2032 Theories are only
valuableif they are applicable to realit@imilarly, pure observations and raw dai@ave only
limited usabilityif they cannotcontribute to thelevelopmenbf meaningful theories

It is seldom the case that a genuinely pure deductive or inductive approach is taken in actual
researchEven thoup some studies may be purely deductive or inductive, most social research
involves a combination of induction and deducti@ryman 2012, 2y For instance,
triangulation has both inductive and deductive componefiiashakkori/Teddlie 1998
Furthermore theory testing may suggest contributions to theory based on the empirical
evidencetherefore may also functioas theory building. Alternatively, researchers may use
both approaches at various paimta studyNeumann 2006 for example combininopductive
exploratory questions with deductive confirmatory questions in the samdAtu@gisi 2009.

De Vaugq2001, 1) recommends having a skeptical approach to resealttiough researchers
caneasilyfind some evidence consistent with almost any thebiywiser to adopt a skeptical
approach to explanans and look for evidence that could disprove the theory. It is not possible
to evaluate every possible explanation. Yet, the more alternative explanations are eliminated,
the more confidence has the researcher in theory but should avoid thinking tthetottyeis

proven Similarly, theory should not be rejected simply because an obserdagsmot match

its predictions Rejection of atheory requires multiple disconfirmatiorigising different
measures, different samples and different methods ofcddection and analysis(De Vaus

2001, 15.
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Figure 2.1. The Continuous Cycle of Research
Source: Own lllustration based (Bhattacherjee 2012)4

According to Bhattacherjg@012 fitheory building and theory testing are particularly difficult
in the context of social sciencegiven the imprecise nature of the theoretical concepts,
inadequate tools to measure them, andotieeence ofmany waccountedor factors that may

influence the phenomenon of inteiest ( pHe (2019 argues furtherthdtunl i ke t heor i
the natural sciencesocial science theories are rarely perfect, whichvides numerous
opportunities for researchers to improve those theories or build their own altesthatiiep . 4 )

2.3 ResearchMethods

Research Methodsan beplaced intawo main categories: qualitative agdantitative research
methods.

Krcmar (1998 postulates that appropriate research metldegpendson the research
phenomenon and thexistingknowledge about. Therefore, research methods should follow
research questiongnterpretive researchers commonly prefer qualitative outhwhereas
guantitative methods are often used by positivist researchers. Nevertheless, the underlying
epistemology does not necessanihply the use of specific research meth{dsers1997, at

least forresearchersspousing gualitativeapproach. Quantitative research must, by its nature,
follow positivistic epistemology. Qualitative researchowever, can have a positivist,
interpretive or criticabpproachFor instance, casesearch is widely used for exploration and
hypothesis generation (interpretive research), but it can also be used for providing explanations
and for testing hypotheses (positivist resea(Benbasat et al. 19871ndeed the weltknown

case study research of Y{8003) has a positivist approach since he recommends the use of
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hypotheses and propositionéet, the interpretive and critical positions are not meaningful for
the purposes ajuantitative researdfstraub et al. 2004b

The choice of research method influences the afalata collection and analysilthough the

choice of a type of research does not specifically force a particuiarcdection or data
analysis technique, research approaches may be better served by a subset of data antlecti
data analysis techniquéStraub et al. 2004blt should also be considered thpesific research
methods require different slg|l assumptions and research desi@dyers 1997. In this
section, the fundamental characteristics of qualitative and quantitative research methods are
summarized.

2.3.1 Qualitative Research

Bryman (2012 definesqualitative researchas fia research strategy that usually emphasizes
words rather than quantification in the collection and analysis obdaté p. This 3ype) of
researchemphasizes an inductive approach to the relationship between theory and research
(Bryman 2013. Social reality is assumed to be urgtEng constant change and created by
individuals.

Action research, case study researchethdographyre some examples of qualitative research
methodgMyers 1997. Typically, researchers rely on the following methods of data collection:
observationgranscript analysisnterviews focus groups anobservational techniquéStraub

et al. 2004h Qualitative research is appropriatedavide range cdreasuch aproductdesign
(e.g, for the purposes of requirements elicitajion

As Neumann(2006 p o i n t gualitative resé@archers look for patterns or relationséips

early in a research projegthile they are still collecting data ( p .. Thedn&id@ pesults guide
subsequent data collectiadyers (1997 discusseshe fact thatunlike quantitative research,

the distinction between data gathering and data analysis is not clear in qualitative research.
Thus, hesuggests thamodes of analysigs a more appropriate term than data analysis in
gualitative researchModes of analysis are based on textual analysisritfen andverbal
expressiondEExample modes of analysis in qualitative research incladadneutics, semiotics
andapproaches that focas narrative and metaph@eumann 2006, 459

The main aim of data analysis in qualitative researchasing towardgyeneralizations and
theoryby identifying patterns in the collected data. Qualitative researchers code datange
measures of variables into a machiradable formain orderto perform statistical analysis
(Neumann 2006, 460The data analysis process can be enhanced by using sottvads¢o
speed up thqualitative analysige.g, ATLAS.1i).

2.3.2 Quantitative Research

Bryman (2012 defines quantitative researchas fia research strategy that emphasizes
measuremenin the collection and analysis of data ( p. Quai&t)ve researchenerally
adopts adeductive approachThe underlying epistemology is positivism. Social reality is
assumed to be an external and objective.

Quantitativeresearchaims to delivergeneralizable conclusions across groups of people or
societieslt is a confirmatory researclpproach.The selected sample is typicaityuchlarger
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thanqualitative research, which enhancesdbaeralizabilityof the result§Hair et al. 2009
Ideally, researcherghoulduse samplsizes that are representative of the population.

Examples of quantitative research methods inctadeal and numerical methods sucHiakd

experiment laboratory experimentdree simulation experiment, experimental simulation,
adaptive experiment, archival research, opinion research and field(Stuayb et al. 2004b

Commonly used upntitative data collection methods are questionnawiés closeended

guestions archival data,objective measureent and experiments Qualitative research is
appropriate for varioupurposessuch as conductingharket researclfe.g, to understand
customersd6 needs i n or dthaproduc and setvicegortfolodhae r t i s
busines).

As stated by Neumann {, 2006 #24antitative researchers begin data analysis ffieyhave

collected all of the data armbndensed themm nt 0 n u mb e Dasaanalysipgenerdll$ 8 )
utilizes mathematically based methods. Statistical tools and packagds as the SPSS
(Statistical Package for the Social Scien@s) essential elements ofadysis in quantitative
researchThe analysis includadescriptive statistics measuring central tendenor dispersion,

but can also include inferential statistics to draw conclusibhdtivariate statisticsand
regression break down the collected data even further and enable simultaneous observation and
analysis of multiple outcome variables. For insgnmultivariate statistics can be used to
determine what factors attribute to differences between specific groups.

In order to use numerical analysiaw data collected by quantitative researshst itselfbe

numerical. Many subjects of research, on titeer hand, may not seem to produce any
guantitative datalThe quantitative researcher should know in advance what type of data he or

she is looking for and carefully design all aspects of the siafbyreany data is collected. For
exampleattitudes andeliefsdo not naturally exist in quantitative form. Yet, we can convert
phenomena of interest into quantitative data, so that it can be analyzed numérieatlyd,s s ay
we are researching the respondentsd maercept
design a questionnaire statement such as AOr
filing more quicklyo and ask respondents to
7 for 6strongly disagreeé) .itativedatazalbc bt ap evapl, e
perceptions.

The qualitative and quantitative research methedsh have weaknessesvhich are
compensated for by th&rengthsof the other{Steckler, 1992 #95} One other strength of
gualitative research is the fact that it denrelatively inexpensive due to the relatively small
sample sizes. However, quantitative researchers can collect large amounts of quantitative data
in a very short period of time by using structured data collection methods. Collecting large
amounts oin-depthdata is extremely time consuming and expensive in qualitative research.
The greatest strength of quantitative methods is that it produces factual, reliable outcome that
is usually generalizable to some larger population. Qualitative research, aiméhdnand, is

not appropriate for generating statistical descriptions of large populations. Since the
observations and interpretations are subjective and personal, the results may be biased.
Qualitative research hastegral to itsnature potentialproblens with reliability for the sake of

validity (Kaplan/Maxwell 200%

The greatest strength of qualitative noath is that they generate rich aetailed datawhich
is not possible in quantitative researchedto large number of participantQuantitative
methodswhilst producing more testably reliable resutls,not take into account tiedfects of
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variables that have not been included in the research miduekfore researchers employing
positivist, quantitative methodologies must striee sufficient validation Straub and his
colleagueq1989 2001 warnedIS researcérsthat findings and interpretations of positivist,
guantitative research are threatened without solid validation of instrunidmsgidelines
offered by Straub 111989 were cofirmed as critical in 2000(Boudreau et al. 200%nd in
2004 (Straub et al. 2004c

1 researchers should pretest and/or pilot test thetiruments to assess as many validities

as possible,
1T 1S journal editors should require researc
section of the fiMethodol ogyo section, whi

assessments of the insment

1 researchers should use previously validated instrumetittsput makingsignificant
changes in the validated instrument,

1 researchers should undertake formal validation (i.e. structural equation modeling, and
other techniques for thoroughly assegstonvergent and discriminant validity)

These guidelines aim to encourage appropriate research standards in quantitative scientific
research, which have also been followed in daistoralthesis.

2.3.3 Mixed Methods Research

Even thoughresearchersisually conduct either qualitative or quantitative research, some
researchers combirte&vo or moreresearch methods, which is calleiixedresearch method
(Chen/Hirschheim 20Q4 triangulation (Webb et al. 19660r mixed methodologyBryman
2006.

Qualitative and gantitative types of researcmethods can be combined within a research
project(Lee 199). If the principle method is quantitative, qualitative reseaan be used as
preliminary or followup and vice versaGood discussions ghixed methods researclan be
found in(Flick 2011 Bryman 2006 Kaplan/Duchon 1988Jick 1979. Some papers published

in the top IS journals suggest combining research methods and provide guidelines for
conducting ad assessing pluralif¥lingers 200) or mixed methods approach@&enkatesh et

al. 2013, also for critical researdiZachariadis et al. 20).3

2.4 Purposeof Research

Research studies can be grouped iatploratory descriptive or explanatory research
depending on what researcher is trying to accomplish

" The analysis was conducted in 2Gftlwas publishein MIS Quarterlyin 2001.
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2.4.1 Exploratory Research

The goal of exploratory research isci@ateinitial ideas and insight& new areas of guiry.
Exploratory research is undertaken when relativiehg is known about a phenomenon and is
best suited to preliminary research endeavorsocial sciencg it may be used to provide a
perspectiven approaching social inquiry.

According to Bhaticherjee(2012, exploratory researclimay not lead to a very accurate
understanding of the target problem ( ut m#&y)be useful to undeasid the nature and
extent of it. Hence, exploratory reseantiay provide useful information to more -ohepth
researchor lay the descriptive foundation of future researthe outcome of exploratory
research may be hypotheses.

Qualitative research methods are commonly used for data gathering inclueliegtin
interviews, focus groups, and case stud@sice exploratory research is the initial research,
before more conclusive research is undertatkeme are usually no clearly defined independent
and dependent variables, preset categories of observation and gi&ahggeton/Straits 2010,
107). Exploratoryresearcherghereforemust be creative and flexibie order to discover new
issues

Exploratory resarch usually involvea small group of subjectsh&se people are almost never
randomly selected to participate. Therefahe results oexploratory researcban neither be
generalized, ngprovide definitive answers about the overall population.

2.4.2 Descriptive Research

The goal of descriptive research isctanvey a verbal picture of a population in terms of the
variables considered importamescriptive study is much mosdructuredthan exploratory
study. It is used quite frequently in social sciences to understand the avmrhgeior of a
populationor to describe a social phenomenon accurately.

Good descriptive studies provoke ttausal researdauestions of explanatpresearchWhile

good descriptie studies contributing to our knowledge of society are fundamental to the social
researchunfocused surveys and case studies reporting trivial informatiorfaihay identify

and describe a phenonn

The description provided by this form i&fsearctshould be gstematio(for exampleto create

a set of categories or classifications)the researcher has lamsicidea about the research
phenomenon and wastb provide a detailed picture of it, descriptive research is approgtiate.
may focus on individal subjects or investigate large groups of subjéatd research, content
analysis, and surveys are the most commonly employed data gathering methods.

Descriptive research provides a detailed picture of the sybjeamann 2006, 35Researchers

can also employ qualitative research techniques but quantitative research methods are more
common in practicedlowever, raw data may not kery meaningful, especially if there is a lot

of it. It may be too complexo depict informationBy using descriptive statistics, data is
summarized in a meaningful wayhichenables simpler interpretation of deigatistical tools

and packages such as SPSS (Statistical Package for the Social Sciences) are essential toolkits
of descriptive researcherfescriptive studies provide informatioon the frequency and
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average number of occurrences or summary data on measures of cetratyge.g.mean,
median, modednd measures statistical dispersio(e.g, range standard dviation, variance).

The main limitation of descriptive research is tihaimply provides an account of a situation
without attempting to investigate causatidn order to understand what causes a specific
behavior or motivation, causal reseaartalyzing the relationship between variables is needed.

2.4.3 Explanatory Research

This type of research is also knowncasisal researchThe goal of explanatory research is to
provide an understanding of why things are the way theyEagdanatory research is highly
structured and must be carefully plann@&ingleton/Straits 2010, 198In social sciences,
explanatory research @rides insightsinto, and explanationsof, the observed social
phenomenalFor instance, causal reseatishappropriatelf the objective of research is to
under st a mttitudpsandmotivatidrscausing a certain behavior

As stated by Bhattacherjg2012, most academiaesearchis explanatory fthough some
amount of exploratory and/or descriptive research atsy be needed duringitial phases of
academic researoh ( jCompéréd to other purposeiresearch design, explanatoegearch

is morerigid by definition as it isised to seek the answers to problems and derive conclusions
based on a comparison aftheorybased modeand empirical datgSingleton/Straits 2010
Akkaya et al. 2012aBy building onexploratory and descriptive researekplanatory research
goes on to identify the causes and reasons something gdeursann 2006, 3R\kkaya et al.
2013. Explanatory research provides insight about whethparéicular action is likely to
produce a particular outcome basedloe analysis of numeric data.

Explanatory research is concerned with hypotheses testing and theory verifiCati@iParé

2003. Positivist, quantitative research methods are commonly (&edub et al. 20094b
Explanatory researchers employ experiments or structured questionnaires for gathering data.
As discussed i(Akkaya et al. 2012a McNabb (2013 suggests that if descriptive and
explanatoryesearctareused together, the descriptive stuslysedo define the key variables

in research contextvhich s followed bythe explanatorystudy to testhe causeandeffect
relationshipsbetween themFor instance, descriptive research may reveal the existence of
negative correlation between data protection concerns and inteéotiose e-government
services, buit is not a sufficient empirical evidence to show thagher levels of risk
perceptionsause lower levels agovernment adoption.

Seeking explanations for observed phenomena, problems, or behaviors requires strong
theoretical and interpretation skil(Bhattacherjee 2012,)6Data analysis techniques in
explanatory research are much more complex than other types of reBgatahatory research

is very complexand limited by the fadhat theremay be other factors influencing the causal
relationship, which makes it harder for researchers to say with confidence what caused the
observed effech n particul ar, the analysis of people
deeper psychofpcal considerations that even the respondent may not be awa@nef.
important issue irexplanatoryresearch is the need for validation of the research instruments
that are used toollectdata on which findings are basgstraub et al. 2004aAs discussed
previously, prior literature strongly suggest that researchers use previously validated
instruments without makingsignificant changeto them(Boudreau et al. 20Q5traub et al.

20044.
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2.5 Time Dimension in Research

The time dimensiors an important element of any research design and execBtigties can
be conducted at a single point in timexaght follow individuals ovea long periodThis leads
to two types of research design in terms of the issue of tressectional research design
andlongitudinal research design

2.5.1 CrossSectionalResearch Design

Crosssectionakesearchdesigngivesa snapshot of sample drawn from a specifigpopulation
atasingle, fixed time poifit Crosssectional research desigvolvesthe collection of data on
more than one cageften much more)Quantitative or quantifiable data orifdrent variables
are collected and analyzéadl detect patterns of associati@ryman 2012, 58 It is themost
common design approach in social research.

Crosssectional research design is often called a survey design, because surveys are frequently
employed (Bryman 2012, 59 However, asother research methods including structured
observation and content analysis can also be used, the ternsectispal research design
preferable to thecrosssectional surveysCrosssectional research can be exploratory,
descriptive, or explanatorfNeumann 2006, 37 When random methods of sampling are
employed, external validitgf crosssectional studiess grong. It is a lesscostly alternative
compared to longitudinal research design.

In oneshotcrosssectional research design, researchers collectomats, at a singlpoint in
time (or more or less simultaneousliespitethe ease and flexibilitpf use this approach
cannot captursocial processes or chanigea population over a period of timiastead, each
crosssectional dataset needs to be collected at two or more points in tifitas leads to
multiple-snapshot msssectional research desigwhichis a specific type otrosssectional
design thainvolves more than one singleoint of datacollection. Consequently, this design
overcomes the limitation dbnesnapshagtcrosssectional research in capturing chamge
population over a time period.

Multiple-snapshat crosssectional research desigg also known asuccessive independent
samples desigmr trend study Data is collectedat two or more points in time with an
independent sample, which means that a new sample is drawn for each of the successive cross
sectional studiesSuch an approacénables researchers to obsepassiblechangs in the

features of the units over timecéording to Russell and Purc€#009, 116, this design is
especially suitable for research endeavors to assesstudes behaviors or changes in
population characteristics across time

Although multiplesnapshotcrosssectionaldesignprovides an improvement over tlome
snapshotrosssectionalversion, it demands rigorous planniigince each study requires a new
sample drawn from the population, the researaiey notdetermine with certainty the extent

to which the population truly changed because the results are based on different samples of
people. Therefordhe researcher should

8The term fAone point in timeo does not necessarily me
collected as short a time period as posgiBlagleton/Straits 2010, 2y.2
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1. selectsamples that are equally representative of the populateghted by cen#l features
such as gender, age and formal education,

2. employ the same research method,

3. ensurea high level of consistency between questiofithe research instrument

Moreover,theresearcher should conduct statistical tests in order to compare the oésle
different samples in order toterprethow significant the differences in results are.

Although most authorgcf. Orlikowski/Baroudi 1991 Chen/Hirschheim 2004distinguish
between onashot crosssectional studies anultiple-snapshotrosssectionaldesigns some
authors classify the latteas longitudinal (Neumann 2006, 37 However, according to
Orlikowski and Baroudi(199]), there is an important difference between the two designs.
Multiple-snapshot crossectional designs employ a research instrument administesedesal
time intervals, whereas the longitudinal approadmplies continuous studies over an
uninterrupted period of timspmetimes for months or evgaars(Orlikowski/Baroudi 1991

2.5.2 Longitudinal Research Design

Longitudinal research desigexamines information from people across a period of time. Due
to its high costs, it is ndtequentlyusedin social researcHt is common to distinguish two
types of longitudinal researchanel researctandcohort researct{Bryman 2012, 68

1. Panel researcis a longitudinal study in which the researcher observes exactgihe
group of respondentxcross at least two (and often more) time periods. Data collection
is repeated at fixed intervals. A panel study needs rules to inform how to permit
individuds to join and leave the samphiew eligibility for sample inclusion should be
defined carefully.

2. Cohort researchs a longitudinal study in which information abougr@up of people
who share a certain characteristic or have shared a common experience within a given
period of time is traced at regular discrete points in {iegleton/Straits 2010, 2Y4
A commonly used cohort includa#l people born in the same year (called birth cohorts).
Researchers can study the whole cohort or a random selected sample of it. It is similar
to the panel study, btite cohat rather tharthe exact same people are observed

Though longitudinal research design is methodologically relatively strong, it is employed less
often. Longitudinal research typically involves high costs and can be verctnsiming
Tracking peoplan panel researchverlong periods of times quite difficult because some
participantsmay lose interest, move, dig, cannot be locate@eumann 2006, 38
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2.6 An Overview of Research Strategy and Research Dga within the IS
Research

Positivism in sociological practice dominated in Britain, Canada, Scandinavia, and the USA
during the 1960s and 197(@$eumann 2006 By the 1980s and 1990sdecline was observed

in European journalsvhile it remainedlominantin North American journal@artrell/Gartrell

20032. Orlikowski and Baroud(1991) analyzed articles published from 1983 to 19&&ling

that the positiviam devastatinglydominatel the IS research96,8%9, with a minority of
interpretive researct8%). In the analyzed tinfeame, o empirical research wamiblished
following a criticalapproachin the 1980s, interpretivism has started to emerge as an alternative
epistemologyWalsham 199b

Chen and HIi2009 analysik & IS nedeardietweer1991and2001 showed that 81
percentof publicationshad apositivist approachwith 19 percentpresentingan interpretivist
orientation.Another study conducted by Arnott and Pervg2008 confirmed the ongoing
dominanceof positivism h IS Researchin U.S. journals, 957/ percentof empiiical papers
followed the positivist approackwhile only 4,3 percentwere interpretivist.In contrast,
European journals presented a more balanced orientatitin 56 percentpositivist, 419
percentnterpretivist and B percentbothapproaches

Positivism has been the prevalent epistemology for research on the adoption of technology,
within the Anglo-Americanl|S research. Choudrie and Dwivg@005 presented diagnostic
evidence about positivism in technology adoption research through a content analysis of articles
published in peer reviewgdurnalsincluding MIS Quarterly, Information Systems Rasch,
European Journal of Information Systems, and Information Systems Jolineafindings
suggest that thpositivist epistemologgnd thesurvey researcimethodwereusedprimarily to
investigate théendividual adoptionandIT usage behaviors

A number of scholarshave performedempirical examination®f the methodological and
paradigmatic base of IS researohdifferent time framesin the AngleAmerican context,
guantitative research methods of survey research and experiments were commonly employed.
Orlikowski and Baroudi(199]) found thatsurvey researctwas the most commonly used
research method (42%)in U.S. journalsfollowed bylaboratory experimeni27,1%) andcase
study(135%). Given the relatively positivist dominance of the Anglmerican context, it is

not surprising that quantitative research methods were the dominant research désgns.
analysis of Chen and Hirschhei(2004 confirmed the ongoing popularity of the survey
method (41%) and the increasmdbstantial recognitioof case studie36%).

Analysis of research published in the European Journal of Information Systems from 1997 to
2007 delivered the European perspective i@ researchDwivedi/Kuljis 2008. The most
common research methodtime European journals, as opposed i8. jpurnals,was thecase

study approach, followed surveysln terms of time dimensiomyosssectionalstudies were
clearly the predomimd form of researcmiinformation systems with 90 perceritthe articles

using then{Orlikowski/Bamoudi 199). Multiple snapshot crossectional researctesigns and
longitudinal studies account for 8 percent and 3, percentespectively.

In the GermanspeakinglS canmunity, known asWirtschaftsinformatik(WI), on the other
hand,design sciencéHevner et al. 2004has been the dominaparadigm(Becker/Pfeiffer
2006. A content analysis of 300 articles publisheetween 1996 and 2006 the journal
WIRTSCHAFTSINFORMATIK revealed that laout 70 percenof the publications use the
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design sciencparadigm, whereas only 3@rcentof them can be categorized unbehavioral
sciencaesearci{Wilde/Hess 200)/ In contrast tdS research in thAnglo-Americancontext,
empirical quantitativestudieswerequite rare(only 10%). A trend towards increased usage of
guantitative research methods was observable. \Wbémtitativeresearch methods were the
method of choicdor 30 percenbf the researchers in 199bey were usethy 50 percenbf
researcherg 2006.

It is important to mention the loAgsting debate oveigor versus relevancim IS research.
Researchers are aded to seek a balanikbetween methodological rigor and practical relevance
in their research practiceSome authors argue thagor and relevance are oppositional
(Robey/Markus 1998 If relevance is the main goal, then some elements of disciplinary rigor
mayneed to besacrificed If research should conform to the norms of scieapplicability to
practice may be limitedany others believe rigor and relevams=d to be considereistinct
rather thartradeoff characteristics of scientific resear@WNinter 2007 Lee 1999. If a study

fails to provide correct andeliableresults, the authors or the publishing organization may be
seen as untrustworthilowever, besides being methodologically sound, research should also
be relevant to practitioner$the applicability to practice is missing, there is a risk that research
is unlikely to be supported by companid$wus, most researchers agree that, one should
consider bothigor and relevancm IS researcliWinter 2007.

Highly regarded researchers of(Boudreau et al. 20Q05traub 198Pargued that IS discipline
would greatly profit from increased resdar@or and provided guidelines on conducting more
rigorous positivist IS researcBomeotherlS researchers criized positivistic IS research for
having lack of relevance to practice and called for increased rele(B@ckasat/Zmud 1999
Lee 1999 Dubé/Paré 2003 Lack of relevance isonsideredy some authors as tltause of
the low recognition of the IS discipline lousiness practic@Vinter 2007. Benbasat and Zmud
(1999 identified five reasons that much of the existing IS ltteealacks sufficient relevance:

1. an emphasis on rigor over relevance in business schools, IS researchers and the editors
of top IS academic journals;

2. the difficulty of building upon the previous wo of others due to multiplicity of
theoretical frames and reluctance of researchers to adopt existing research instruments;

3. the dynamism of the IS field;
4. limited exposure of IS researchers to practical contexts-méléfed usage;

5. the researclorientedacademic institutions artleir academic patronage system

Having identified the reasons, Benbasat and Z(i989 provided basic guidelines for the IS
community to increase relevance in their research efforts and arfisldscussedyy Winter

(2007, different from IS relevance was never regarded as a problem ida WK p ..Instéad,4 )

WI provides a relatively higher research contribution to business practice, by helping to solve
critical problemsaA relatively large amountf industryfundingis a sign offthe appreciation

of WI research in practicgWinter 2007, 40% The high demand for WI graduates in industry
demonstrates also the importance of researcleim@n practice

Unity of research and teaching isftmdamatal characteristic of universitiesn Germany
especially for applied fields like W{Winter 2007. Most research projects are focused on
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developing artefacts, imany cases in cooperation with indusByhl and Kénig(2007) refer

to the highly relevance of WI research as it
enhanced so that universities can better prepare students for the work force and challenges of
the global IS research.

Heinrich (2005 criticized that, WI researclmeglectsrigor while targeting high relevancin

his analysis o#rticles published in WIRTSCHAFTRFORMATIK between 1990 and 2003

he pointed out to the fact that research methods were explainediyoyt1 percenbf the
analyzed articlesMoreover, he argued that research methods are not sufficiently covered in the
WI curricula of the German universities. As a result, most of the researchers lack knowledge
on research methedwhich is essential for conducting reseastth scientific rigor.After his

critical remark,there has been an increased emphasis on rigor in WI res@aodrding to
analysis of (Becker et al. 2009 20 percent of the articles published in
WIRTSCHAFTSINFORMATIK in the time peod of 2004 to 200¢%tatedresearch methoas

their studies explicitlyMoreover about 50 percerdf all articles analyzed addressed the issue

of rigor vs. relevance and fulfilled the requiremelnysdeliveringtheoretical artefacts and a
detailed discussn of the applied research methdBgcker et al. 2009

2.7 Philosophical Perspectives and Research Design of the Thesis

This thesis is expected to contribute to the research in the context of behavioral science in WI.
By employing a posivist, objectivist, deductive approadh the specific context of-e
governmentthe author of this thes@msto shed light into determinants GRCe-government
adoption based oan empirical test of hypothesd3eing an emerging field of researchete

are not many studies in the specific context-gbgernment adoptiorSome cultural contexts

such as Germany have never been subject to large scale empirical research. Therefore, the
authoraimsto generate the valuable insights about the phenomehanterestthrough a
descriptive study, which is used to generate the theoretical framework of the explanatory study.
Fundamental theories from a relatively mature field df IS technology acceptance research

(see Sectiort.2) T are tested in the new domain efjevernmenttherefore a confirmatory
research approach is pursued. In particular, the author of this thesis aims to test the research
model derived from the selected theories by using a positivist research design of survey research
as suggested in literatufBhattacherjee 2012, 11

Quantitative methodare employed in actnbination of descriptive and confirmatory research.
In order to study change in behaviors and attitudes of the populatidtiple snapshots cross
sectional desigrs selected. Empirical data is collectwih nationwide representative surveys
of househtl ee.government use which are equally representative of the popslagimploying
the same research method and with a high level of consistency between questitmeases
thegeneralizability of resultas suggested in literatuf@ooley 200).

The main focus of this thesisas been placed on understanding the determinanés of
government adoption in the houséthcontext of Germangue to the existence of research gap

in this area However, as the author argues that espoused cultural values influence the adoption
of e-government services, a cresggdtural analysis have also been performBEuals, besides
providing a comprehensive understanding ejovernment in Germanyhis thesis is also
expected to make a valuable contribution to custral research in-governmentby
comparingfindingsregardinge-government adoption iBwederandGermany
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2.8 Summary

This chapter has outlindtie epistemological foundationsf social researchwhich provide a
roadnap for researchers through a researaieavarlt is important taclarify the purposeand
scientific approach tthe researcin the initial stages of a research project

Research design refers to the overall strategy in studying a scientific prétttenstitutes the
blueprint for collecting, measuring and analyzing datathermore, every research projbat
someunderlyirg assumptions abowglidity of researchThe epistemological foundatiors

related to the basic assumptions guiding that resedtare are typical forms of research
strategies associated with reseapistemologieand research methods. Quantitativeesch
methods commonly go along with positivist epistemology, while qualitative research methods
are often used by interpretive researchers. Nevertheless, the underlying epistemology does not
necessarily determine the choice of research meitygsrs 1997. Even though quantitative
researchers should employ the positivist epistemology, qualitative researchers as@ cho
positivist, interpretivist or critical research designs according to their research designs and
research questioniStraub et al. 2004c Other assumptions are related to thaderlying
reseach ontology (objectivism versus constructionism) and tHeection of theorizing
(induction versus deductionyvhich needs to be clarified in the initial stages of a research
undertaking

After defining underlying philosophical paradigms, the researdiauld outline the purpose

of research(exploratory, descriptive and explanatory) ahe time dimension of research
(crosssectional or longitudinal researcfter deciding on theéesearch metho@qualitative
guantitative and mixed methodsesearch), mearchers should decide aata collection
methodologyas well asdata analysis methodologyAlthough researchers are flexible in
selecting their data collection methods depending on their research designs, time and budget
requirementgDe Vaus 2001, D5it is important to integrate different components in a coherent
andlogical approach.

It is important to distinguish betwe@&mglo-AmericanlS researclsommunityand theGerman
speaking WI research community. While positivist, quantitative studies dominate in IS
research researchers i'WI commonly employqualitative research methods. IS research
underlines the importance of using methodologically sound scientific rigor. WI, on the other
hand, has always worked in a close cooperation with the practicaimed to deliver usable
designs as one of the ouiges. Source of researcfunding of IS and WIlis also a factor
emphasizing rigor or relevance characteristics of a research prijettte overall, lhese
differences have beenclearly reflectedin the research desigibout 70 percenbf the WI
studies usé¢he design sence paradigm, whereas only 30 peragnthem can be categorized
under behavioral science reseafdfilde/Hess 200y

In the followingchapter (Chaptes) the conceptuabaseof this thesigs discussed.
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3 Conceptual Govaenmrermnoer nktn t(oG2Cd)t iEz e
Gover nSmernti ces

This chapter provides the conceptual feavork ofthe followingresearch, namely Government
to Gitizen (G2C) egovernment srvices.

Electronic government refers to thelization of information and communication technologies
to improve the efficiency, effectiveneasd the accessibilitgf the public servicePuring the
dotcom bubblgalso known as the Internbbom) of the late 1990s, themgasa rapid rise in
Internetbasedstat-up companiesMotivated by successful implementations in the business
sector as well as the worldwide pressurehefNPM reforms, governmentstartedutilizing

ICT to modernzetheir ownservice deliveryConsequentlythe first government welteshave
emergedn the late 199Qs

3.1 The Concept ofNew Public Management

Changes in public sector accountidgring the 1980sled to the riseo f tNéwe Puldiic

Managemertit concept(Hood 1993. Although public administration ltabeen subject to a
constant process of reform and modernization dime2950s(Becker et al. 2012, }4the idea

of technical modernizatiom this areastarted with the new publicanagement reforms.

The NPMconcept refesto a series of refornfsom the1980sonwardsntendedo improve the
efficiency and performance of governments and public sector organizations. Governments were
expected to become more efficieabd customer orientedHood (1995 summarizs the
following seven dimensions of change implied by NgRVI96)

1. AUnbundling of the public sector into corporatized units organized by prédyce.
erosion of single service employmeanfiiood 1995, 9

2. fiMore contracibased competitive provisiowith internal markets and term contracts
€ (i.e. distinction of primary and secondary public senlamorforce)o (Hood 1995,
96)

3. fAStress on privatesector styles of management pracécéi.e. moveawayfrom double
imbalance public sector pay, career servigeprmonetary rewards, due process
employee entitlement3)Hood 1995, 96

4. fMore stress on discipline and frugality in resource @se(i.e. less primary
employment, less job security, less prodtfcendly stylep (Hood 1995, 9%

5. fAMore emphasis on visible handa top managemest (i.e. more freedom to manage
by discre¢ionary powerd (Hood 1995, 96

6. AEXxplicit formal standards and measures of performance and sécdggserosion of
selfmanagement by professional¢iHood 1995, 9%

7. fAGreater emphasis on output cont®Igi.e.resources and pay based on performance)
(Hood 1995, 9%
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The NPM philosophy posits that social and techregatems applied successfully in the private
sectorcan be used for modernizing the public sedibe use of IT and the Internetebecome

prime drivers ofnew public nanagementeorganizatiorand numerousreforms have aken

place throughout the worl@Varkentin et al. 2002Public organizationsvere expected to shift

from an nternal orientation determined by strict bureaucratic rules towards an external
orientation ai mi ng Sucloradiced ehaingec nott easy wringpi@mente e d s .
Besides technical aspectisere areorganizational and culturalemens whichproveresistant

to change.

Although some authors argtieat the private sector philosoptsynotsuitable for the public
sector(BeynorDavies/Williams 2008 most countries have started adopting NPM principles

to some exteniThe adoption of NPM has varied enormously from country to country, between
organizations and over time. Some countries have gdéoregaway with NPM, while others

remain more selectiwith the adoption of reformdue to their national circumstang@®llitt

et al. 200J. For ingance, ountries such as Sweden and thé¢K adoptedafipay f or
per f or approactimmediately whereaso major changes public administration were

made in Germany and Switzerlaatifederal level in the 1980B1deed6 Ver wal t ungs pf |
fwas a commomwatchword in Germany over that decadidood 1995, 98

The global pressuréor introducing NPM reforms has led to the rise ofgevernment
implementations throughout the world. Politiciadsover tie world havestarted considering
the application ofCT to modernize governments and their intdoacg with their stakeholders
including citizensbusinesses, and other governmental organizatitgevernment promised
to transform not only thelelivery of themost public services, but also tfiendamental
relationship between government andvasiousstakeholderdn the 1980s, government was
increasingly promotedas an essential part of NPNResearcherand practitioners were
enthusiastic about-governmentand its potential for tilizing information technology to
enhance governandeor instance, Warkentin et 2002 argued thae-government adoption
was fia critical component in the creation of an efficient aedponsivenew public
managemerit(p. 162).Some authoremphasized its potential going beyond NPM refoamd
namedifias t he second revol ut i o(Teicharet@u2b02,i38 man ac

Before analyzinghe potential of @government from several perspectivéss necessary to
provide a definition of the concep prior literatue, various definitions of-government have
been suggestednd thesare discussed next.

3.2 Definition of E-Government

There is no universally accepted definition efjevernment.Being an increasingly global
phenomenomvith varyingapplicationsvorldwide, some authors have criticized the vagueness
of the egovernmentoncepiAldrich et al. 2002 A number oflefinitions have been suggested
in prior literatureaccording to varying-government focugSeifert/Petersen 2002

One of the simplest definitionwas suggested byhe OECD (2003, which refers to €

gover nment as fthe wuse of i nformati ahe and
Il nternet, as a t ool (g &3).MeankaneSceneid2®@0tingYildizgov er n
2007 considered @overnment as relationshig§b et we e n g theirecustomen t s
(businesses, other governments, and citizens), and their suppliers (again, businesses, other
government s, and citizens) DbAccotdihgetoBwneandof el e
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Brudney(200]) in (Yildiz 2007) eegovernmentisit he use of t gWdbbasedogy,
applications to enhance access to and effici

(p. 1).

With the advancements irgovernment literaturehe participatory aspect ofgovernment

has gained importancBertelsmann &undation(2001) has suggested distinguishing between
e-government andbalanced egovernmentAlthough this definition was made more than a

decade ago, it suggested a wider understanding of the comtegtating the citizen
participation aspecbalancedegg over nment @A combi n e-Based servicesr oni c
for citizens (eadministration) with the reinforcement of participatory elementie(aocracy)
(Bertelsmann Foundation 2001, th Germany, the most commonly used definition is the so

called Speyer definitionwhich defines @governrment &8 fit he business act.i
administrative agencies in correlationth the governance and administration reliant upon
information and communication techniques under participation ofeo$ and internal

admi ni strati ve c dluucke/Reinernaahni 200 (Retaer 2006e180s 0

Becker, Algermissen and Fa(R012 defineleegov er n me nt Aas the si mp!
information, communication and transaction processes for providing an administrative service
through the use of information and communication technologies within and between authorities

and between authoritesnad pri vate i ndi vi du aRec®gnizng thee o mp an
increasing maturity of-government services, the conceptrahsformational governmeiias

increasingly gained populariths summarized bypwivedi, Weerakkody and Janssg11)

based on previous literatuteansformational governmefitc o v e r sorgahnizatiandbaa
socictechnical dimensions which involve radically changing the structures, operatidns

most i mportantly, the culture of government @
was characterized by a radical restructuring of the public s@aoisopoulos et al. 20pand

its rigid, bureaucratic governance models. This perspestiggestshe reorganization of

processes in a credsnctional way through Business Process Reengineering (BPR) approaches
(Hammer/Champy 1993

The definitionof e-government used in this the one suggestéy the United Nationg2014).
This definition encompasses the aspectstafen focusandbenefitsof eegovernment services.
The emerging notion abpen governmerns also covered with its characteristics of citizen
empowermenand eparticipation:

AE-governnent is defined as the use of ICT and its application by the
government for the provision of information and public services to the
people. The aim ofgovernment therefore is to provide efficient
government management of information to the citizen; betteice
delivery to citizens; and empowerment of teegbe through access to
information and patrticipation in public policy decisiomakingfi

It is also important talarify the concept ojovernancewhichis commonly used in theoatext
of public administration Although governance is fregotly confused with government is
necessaryo distinguishthetwo terms(Fukuyama 2013,)3
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AfAGovernance is a governmentoés ability
deliver services, regardless of whether that government democratic or not...
The government i@n organization which can do its functions better or
worse; governance is thus about execution, or what has traditionally fallen
within the domain of public administratian.

Although Fukuyama refers to governance in the domain of public administraticgrngance
need not necessarily be contkda exclusively by governmentd&eohane/Nye Jr 2002
Governances relevant tall organizations including private companies and-governmental
organizations As summarized by Palvia and Sharf2907 based on previous literature,
electronic governance {governance)refers to utilizing ICT fat various levels of the
governmentthe public sector and beyond, for themose of enhancing governancp. ).

After having defined the concepigevernmentsubcategoriesf e-government services should
be defined E-governmentinitiatives are divided intoin four main categories based tme
involved actorswhich is discussed next.

3.3 Subcategories of EGovernment

Four mainsulcategories of governmaeat (also known asypes of egovernmenthavebeen
defined according tthe actordnvolved inelectroniccommunicationsand interactionsThe
most common iteractions in ggovernment include the onbstween governmeiind citizens
(G2C), government and business enterprises (G2B), govermmériheir employee&G2E),
andgovernmentindother public agencig$2G)(Siau/Long 200k

3.3.1 Governmentto-Citizen (G2C) E-Government

G2C Egovernmentdeals with theelectronic communication and interactidretween
government anditizens(Siau/Long 200§ Citizens get onlinénformation andn some cases
complete government traamcstions(Mofleh et al. 2009 (i.e. online registration ofa vehicle
without waiting in long lines or waiting for forms to be ma)léd2C egovernment also enables
and reinforceshe participation of citizenshrough discussion platforms and opinion goll

3.3.2 Governmentto-Business (G2BE-Government

G2B Egovernment consists of the electronic interactions betwedsic authoritiesand
businesworganizationg(Siau/Long 2008 It allows private businesses teeceivegovernment
information online and completesome transactions withpublic administrations (i.ebid
submssion (Mofleh et al. 2009

The adoption of @overnmenhservices by business organizations has its own dynamics, with
considerations such as external pressurérdadnation compliance requiremerfiaung/Rieck
2005.

t
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3.3.3 Governmentto-Government (G2G) EGovernment

G2G E-Governmentefers to theelectronic sharing of data and information systems between
governmenbrganizationsanddepartmentgSiau/Long 2006 Governmenrd around the world
increasingly aim to serve citizermd businessefsom a single access poifite. one stop
government) which necessitates an effectiwellaboration and cooperation among different
governmentabrganizations andepartmentsThis typeof e-govermment is especially important

for countries with complex federal structuresonsisting ofnational, regional and local
governmental organizationBor instance, citizens and businesses should not have to submit
documents and data to an additiompartment, if they are already available at other
government authorities. This requires sharing information and databases between governmental
agencies.

Furthermore, G2G-government encompasses communication and data interchange between
foreign governmet organizationswhich is also highly relevant for establishingnsistent
standards of legislation and law enforcement on an international scaletdemrevent
cybercrime).

3.3.4 Governmentto-Employee (G2E)E-Government

G2E e-governmentrefers to the online communications and electronic interactions between
government agencies and themployeegSiau/Long 200§ It deals with the relationships,
interactions and transactions between government and emp(dbirs2004. Employees are
internal customers of governmentsaking into account needs and requirements of employees
(e.g, compensation and pension plans, benefit eligibility policies, training and learning
opportunities) is essentitor e-government to become customer orientethvolves expertise

in human resource management and requires very careful hafdliagype of egovernment

can be effectively used fromote knowledge sharingnd improveemployee satisfaction and
retention Being a relatively undemresearched subcategory efjevernment, G2E deserves
more empirical research.

The ecommerce and-government matriXsee

Figure 3.1 below) provides a segmentation of sengdeased on supplier and receiver of e
govanment servicesAn example is provided for claritin each caseThis matrix should
howeverbe used with caution, as there mot always aclear border between the different
segmentsAlthough the distinction between different subcategories mayguite dear for
services in initial stages of maturiiybecomes blurrefbr services in higher stages of maturity.
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Figure 3.1. E-Commerce and EGovernment Matrix
Source: Own lllustration based @rucke/Reinermann 2002

One of the fundamental asons for politicians tomplemente-government is to bringublic
administrationscloser to thepublic (West 200Q. Therefore, the majority of-government
initiatives are designed to support G2C and G2B.

Various benefits of government motivate governments worldwide itaplement e
government serviceme discussed next.

3.4 Motivational Reasons for ImplementingE-Government Services

Electronic governmertas becomeno longer justiservice deliveryption,fbut a necessity for
countries aiming for better governang¢&upta/Jana 2003, 3h5everal governments around
the wotd make substantial and financial commitments to implemegdvernment services.
Motivational reasons for implementinggevernment services hauveeen the subject of
previousresearch.

In a comprehensive review efgovernment literatureDwivedi, Weerakkody and Janssen
(2011 concluded that most-government studies analyzing motivational themes -of e
government research fall under five distinct categqpe$3):

1. Political Forces

Unlike ecommerce, the drivers ofgovernment initiatives ar@mainly political rather
than economiag (Scholl 2005, 2 E-government can increagriblic participationin
political processes, enhance transparency and build trust between citizens and
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government.Research related tpolitical forces investigate motivational aspects
including increased-participationand highetransparency.

2. Economic Forces

E-government aims to reduce costs for both the government itself and its target users.
Self-servicecan dramatically reduce ds$or both partiesResearch related to economic
forces focus on cost savings, reduced bureaucracy and increased efficiency.

3. Social Forces

E-government offers citizen empowerment through access to inform&fibn
Shafi/Weerakkody 20J0All citizens across the country are targeted {gpeernment,
overcoming geographical limitationgcluding tle elderly and people witbpecial
needsResearch related to social foramsaminea supply and demand factors that are
required for a successful etatend service deliverylhe studies related to this theme
range from learning and education needs for employees of governments and titizens
adoption factors by citizens including peakesl usefulness and perceived ease of use
(Davis 1989.

4. Technological Forces

According to Dwivedi, Weerakkody and Jans$20l1), the use of ICTiprovides the
necessary infrastructure for seamless communication and flow of infornmaitbn
within government andavith its stakeholdes ( p. By ircrégsing access to public
information governments become more transparentcitizens and businesses.
Research related to technologi forces investigasethe influence of ICT design
feat ur es oadopiion kEhaviandudiagldatadsecurity, accessibilfgatures
and confidentialityperceptions

5. Managerial Force$

Reseeach related to managerial forcéaims at identification and measurement of
specific managerial strategiasn d b e Hawvedioet ab 011, I¥which are vital

on egovernment implementatiorMotivational forces in this category include the
influence of management suppoaind the existence of wedixecuted process

reengineering strategy.

The motivational themesf e-governmentiscussed abovare influenced by various benefits
of e-government service®verall, egovernment promises to deliver a number of benefits to
the society The potential increase in efficiency of government, cost sawamg reduced
administrative burdenare substantial The time saved by delivering and obtaining sewvice
electronicallyaround the clocks one of the main advantageg@vernmentor both partiesBy

9 Although this category is suggested as a motivational category by its authors, it describes rather the existence of
managerial strategies and management support as a critical success fagmramenentmplementation.



34

delivering the service electronically, goverents save enormously on persdroosts.In fully
functionale-government, itizensare not obligated tsperd time queuing at government offices
or on the phoneluring office hoursRather they are given the opportunity to accesslic
information ande-government services conveniently by using various communidah
channelsin this respect,-government gives empowerment to the individual by letting them
decide when and where to access online services.

Weerakkodyet al. (20093 summarize the most common-government benefitdiscussedn
literature as follows (p. 3)

1 fdelivering electronic and integrated public services thr@ugimgle point of access to
public services 24 hours a day, seven days aov&®&erakkody et al. 2009a);3

1 fbridging the digital divide so that every citizen in society will be offered the same type
of information and services from governm&lYeerakkody et al. 2009a);3

T i aci | i t a particigation by using IEThnevativelyto provide accesstpolicy
informatiord (Weerakkody et al. 2009a;43;

1 frebuildingcustomerrelationships by providing valeedded angbersonalizegervices
to citizensand businesse@Veerakkody et al. 2009a);4

1 ffostering economic development and helping local businesses to expand globally
(Weerakkody et al. 2009a);4nd

1 ficreating a more participative form of government by encouraging online debating,
voting andexchange of informatian(Weerakkody et al. 2009a) 4

Citizen benefits of @government should be maximized to encourage citizen uptake of electronic
services. People are inherently resistant to change therefore governments should make sure that
there areclear incentives for using online services rathearthmore traditional means of
communicating with the government.

E-government services )asome unique characteristics, which need to be takteraccount
in research and practice. The ns&ttion provides an overview thfese characteristics.

3.5 Characteristics of EGovernment Services and Comparison with
E-Commerce Services

3.5.1 Characteristics of EGovernment Services

E-Government utilizeshe Internet for the delivery of services to its target usera similar
way toe-commerce and other online services. Yet, there are also specific characteribigcs of
e-governmentontext which neetb betaken into accourtty researchers and practitionets
number of context specific factors have been identified imatiee (Dwivedi et al. 2011
Bharosa et al. 2008
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M Social inclusion

Government should provide equal access to the entire populatiomdlbdes elderly,
disabled, less computer literature, migrants, and poorer citizens, who may not have
Internet acceswivedi et al. 2011Bharosa eal. 2009.

1 Accountability

Government should allocate resources, create policies and provide services in the best
interest of the publi@Jorgensen/Cable 20p2JItimately, government is accountable to
the public and to legislative bodies for decisions taken.

1 Fragmented and complex landscape

The governmentahndscape is quite complexdconsists of many agencies at different
levels, varying in size, scope, objectives and information syqiewisedi et al. 2011
Bharosa et al. 2008

1 Legislation

Laws and regulations determine the public sector strycwibhech influencesthe
implementation and execution gdvernment servicg®wivedi et & 2011, Bharosa et
al. 2008.

1 Lack of choice

The nature othe relationship between citizens and governments is a mandatory one
(Dwivedi et al. 201; Bharosa et al. 2008 Citizens do not have any other choice
because govement does not have any compeatst

1 Knowledge of laws needed

Citizens are expected to know what the law demands from (Denvedi et al. 2011
Bharosa et al. 2008

1 Volatile public values

Many government services are driven or influenced by public values, which may be
potentially in conflict(Dwivedi et al. 2011Bharosa et al. 2008

1 Public governance

In federal countries,atisionmaking authority is dispersewer federal, state and local
areas. All these levels have their own political systédngvedi et al. 2011Bharosa et
al. 2009.

1 Time perspective

Governments should have a long term perspective to guarantee a sustainablg society
while politicians are often chosen for a predefined time péead,Dwivedi et al. 2011
Bharosa et al. 20083

E-governmat is frequently compared withadmmerce (Carter/Bélanger 2004&Varkentin et
al. 2003), which will be discussed next.
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3.5.2 Similarities and DifferencesbetweenE-Government and ECommerce

E-government and-eommercéhavea lotin common, but there are also significant differences
between thenBased on an extensive literature review, Bardlahon and Scho{R007) found
numeroussimilarities between egovernment and-eommerce in the following areag(1)
process improvements, (2) backefpocess)integration, (3) cost savings, (4) information
sharing, (5) vertical and horizontalsgstens integration, (6) increased responsiveness and

service quality, (7) standardization efforts and (8) the criticality of senior leadership support

(p- 3)

In prior literature five fundamentabifferencesbetween egovernment and-eommercehave
been disassed Dwivedi et al. 201). First, it is essential to understand the difference between
commercial business ada-profit organization and government as@profit organization.
The mostfundamentadifference between thivo, is thereasonfor existencewhich brings
with it distinctdrivers and motivators\ commercial business generallyfounded to generate
profit for their entrepreneurs and shareleofdThus business is profit drive@overnment is
elected by the public to serve the society fopra-definedtime period so drivers of e
governmentremainly political. This basic differencen intrinsic naturehas a vital influence

on the allocation of resourcemanagement of servicew products short and longerm
strategies.

The seconddifference isthe accountability A commercial business should account for its
activities and accept responsibility foreth in order to strengthen its reputation and
competitiveness. Yet it has no obligatitndisseminate informatioar be transparent to the
public. Government, on the other hanslexpected to b#ansparent and accessible. It has an
obligationto explainthedecisions and actions to the peoplgerves.

A third difference isin the stakeholder expectationBinancial resources and profitability are
the focal poinbf managerial decision makirigr a businesbecausenanagersre assessed by
stockholdershased on financial statemer{esg, the financial bottom line Government is
service oriented and has an entirely different set of stakehdRleigedi et al. 201 As there

is not a financial bottom linr governmentit is not easy taneasurats performancé€Drucker
1995, 108:

AThe results of a neprofit institution are always outside the organization,
not insideéOptygfwhés kRewoperfor mance
can it really set goals. Only ¢éim can the noprofit ask: Are we doing what
we are supposed to be doingitistill the right activty? Does it still serve
a neadkweéstllinthe i ght areas? Shoul d we

Foragovernment, the key performance area is sertnagitizens, who have electéd Citizen
satisfaction is the ultimate measure of success for governments and politBuaesnment
should channel all its resources to satisfytimg needs and desiresditizens It pursues some
political goals and shoulchanage its scarce resources efficiently but its main foousuizlly
noton financial resource&ourth, gvernment hat serve all citizensvithout any exceptions
while acommerciabusiness ifree to choosés customersfocus on a specifimarketsegment
and customizés product and serviggortfolio accordingly.Finally, the expectations citizens

ar €

c ha
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have of governmeatremuch highethan ofa commercial business, as their main duty is serving
citizens.

Consequently, the dynamics ofgevernment services are similar to, but not the same as
commerceservices, which results in a specific research dfeaever egovernment research
is still in its infancy therefore the field lacks theoretical frameworks thatspeeifically
developed foe-government. The specific need fegevernment theories and methodologies
which reflect the complex nature efevernment haalready been addressed in prior literature
(Dwivedi et al. 2011, 11

AAspects like accountability, transparency, digital divide, legislation,
public governance, institutional compl ¢
challenging issues that have to be taken into accoungimvernment
theory and practices.

As a result, many researchers employ theories from similar IS contexts, which are mostly tested

in e.commerceBy doing so, researchers base their arguments on the similarities between the

two domainsFor instanceBeldad (2010 points outhat although @overnment is substantially

different than eéommerce, the intangibility of online transactions which heightens perceptions

of online risks is a common feature. Thus, he argues that models aiming to deteustine
antecedents in-eommerce are also applicable in understanding trust formation process in e
government. Similarly, Carter and Bélang2005 integrate constructs from the Technology
Acceptance Model and Diffusion of I nnovation
the constructs tested in priorcemmerce research to be the same in the comtkx-
governmento (p. 15).

To conclude, it is common for researchers-gogernment to use information systems models
and theories tested ino@mmerce contextd-or example, the salient factors that influence the
adoption of egovernment services abmmmonlyanalyzed by using theories irechnology
Adoption Research, which have been mostly validateddonemerce. Until ggovernment
develops as amdependent brancbf research, researchers do not have many other options
rather than adapting theori@®m similar contexts. Among these contexts;oenmerce is
preferred based on the similaritiabeady discussedHowever,Dwivedi, Weerakkody and
Jansser(201]) stress thafithe e-government environment is much more complex thariShe
and ebusi ness dnithesé theorie® have limitations when gppgl to the e
government field ( p Theréfd&e, IS theories should be enhanced with additional constructs
to account the context and specific conditions of tgevernment domai(Orlikowski 200Q.
Furthermore, the theoriemdoptedshould be validated in the new domain as well athén
relevantcultural contextsAccording to Yildiz(2007), such empirical data caificontiibute to

the literature by ciaing new theoretical argumengsoviding new concepts and categories that
would enhance our understanding@@/errmentp ol i cy pr ocesseshichnd act
would lead to development ofgovernment specific the@s, models and methodologies.

With the increasing interest on utilizing IT ihe public sector, a number of maturity models
have been suggested to monitor whether governments are on the right track
(Andersen/Henriksen 20D6T here are alsseverabenchmark studies, which compare and rank
countries according to theirgovernment developmentviels. The next section provides an
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overview on the commonly usedgevernment maturity models and the selected benchmark
studies.

3.6 Assessing Maturityof E-Government Services

With the ongoing progress in online service delivery in public administratibrover the
world, many countries have put in placg@/ernment initiatives to enhance puldiervices

and underlying processekhis has led to research on evaluating and benchmarking the level of
maturity of egovernmentnitiatives.

So cal | eodd efl sst baeghdaveh@ped for categorizing andluating the progress of
public service developmertome of these models assess development from the perspective of
technologicakophisticationwhile others aim to analyze the level of matubi&ged onevel of
interaction with usersThe stages in these maturity models are also used to rank countries for
their egovernment implementation levéldnited Nations 201 4&£uropean Commission 20)12
Some of thawvell-known maturity models of development in prior literatare summarized
below.

3.6.1 Maturity Models of EEGovernment Development

First governmental efforts ingovernment usuallgtart with an aline presence. Combining

|l essons | earned from these initiatives wit|
governments move to higher stages ejogernment implementation, which promise the

critical benefits of ggovernment. A number of frameworksvieabeen proposed to understand
e-government development process, in terms of service delivery.

3.6.1.1 The Maturity Model of Layne and Lee

One of the first andhostwidely-recognized gyovernment maturity models has been suggdeste
by Layne and Le€001). The authors posit model ofour stags of growth forfully functional
e-governmenf{Layne/Lee 2001, 134

Stage |: Cataloguing

At this stageof maturity, governmentsre focused on establisly an online presence for the
government(Layne/Lee 2001, 134 Functionalities at this stagare quite limited such as
cataloguing government information and presenting it on the (kapne/Lee 2001, 124
Toward theend of this stageyserscan search for and view detailed government related
information and access tlownloadable forms.

Stage Il: Transaction

The initiatives at this stage focus on connecting internal government sysieonline
interfaces. By empoering usersto deal with their governments lome, the critical benefitef
e-government such as elimination of paperwork, time saviagd, conveniencef using e
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services anytime anywhere begin to emelbggabases in public administrations support @nlin
transactionsFunctionalities at this stage are more advanced, allowing interactive completion
of a process online rather than simply downloading a form and takingarzaly to a public
authority. An @ample egovernment servicest this stages birth registration.

Stage llI: Vertical Integration

According to Lee(2010, eiftical integration initiates the transformation of government
services rather than automating existing proceésggs 226). At this stageof maturity,
government functions at different levels such as thosecal, state and federal gernments

are integratedLee 2010. Usersareable to access the semiof higher levels 4t the state or
federallevel) from thar local portal.For examplethere can be alink betwean dr i ver sé | i
registration system at a state lewasld thenationaldatabase of licensed truckers for cross
checking(Layne/Lee 2001

Stage IV: Horizontal Integration

At the final stage of maturity, systems are integrated not only across different levelobut als
across different functions and services of governnfeayne/Lee 200l Such integration
facilitatesa unified and seamless see/for the target userso calledfionestop governmeint

(Lee 2010. For example, a citizen can register a vehicle and file his/her tax online at the same
time because systems in both agencies work from the same database or share information.

As seen above, this maturity model is focused on technieggrationof the processes (back
end egovernment) rather than services andiserperspective (fronend egovernment).

3.6.1.2 The Maturity Model of Andersen and Henriksen

The Public Sector Process Rebuilding (PPR) maturity model proposes four phases of e
govanment maturitfAndersen/Henriksen 2006, 242

Phase 1: Cultivation

This phase is characterized by horizontal and vertical integration and use of intranet within
governmentand limited user servissuch as downloading forms.

Phase Il: Extension

This phase is characterized liyavy usef intranet andh personalized intéace for processes.

Phase lll: Maturity

This phase is characterizedtby abandoning of intraneby transparent processes and offering
personalized services for users.
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Phase 1V: Revolution

This phase is characterized by data mobility across orgamsatind applications and the
ambition to transfer data ownership to users.

The PPR maturity model was developed based on the Layne and Lee(20@delAlthough
Andersen and Henriksg2006 argue that the PPR modelfecused more on the fromind
government with an emphasis on services and users perspective, this model has not received
much attention.

3.6.1.3 The Maturity Model of the United Nations

TheUnited Nationg2014) defines the following four stages of online service development (p.

195):

Stage 1: Emerging information services

Government websites deliver information public policy and other reqationsas well as
available government serviced®nited Nations 2014 Users can access ministries of
government through the linkgovided(United Nations 201¢ Information on what is new in
the public administrations provided witHinks toarchivednformation(United Nations 2014

Stage 2: Enhanced information services

The egovernment online presence delweenhancedoneway or simple tweway e
communication betweepublic administratiorand usersuch as forms to downlogtUnited
Nations 2013 Government websites are mudlitigual. Relevant public information is
enhanced withudio and video capability.

Stage 3: Transactional services

The egovernmenbnline presence allowsvo-wayinteraction between government and users,
including receiving inputs on policies, programs and regulatfoimited Nations 201¢ An

elect oni ¢ authenticati on dUnited Natonwu201d Gavesnmend e nt i t
websites process transactions such as downloading and uploadingdolinestax filing and

applying for license renewaft/nited Nations 2014

Stage 4: Connected services

Governmentproactively request®pinions from users using interactiveots. Collective
decisionmaking, participatory democracy and user empowerment are implicit in this stage of
e-government maturity. Departments anahistriesof public administration are integrated in a
seamless manner. Governments hatleer ausercentic approach than a governmaeg@ntric
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approach(United Nations 2010 Services are categorized under life eventstaidr-made
servicesare provided

The abovediscussion presentn overview of the most widely citedgevernment maturity
models in prior literature. Although some other maturity models have been discussed in
literature adetailed analysis of all models goes beyond the scope of this freslis3-1 below
provides a comparison ofarious stage modelsA detailed comparison of stagen e
government development modekn be found iiMaheshwari et al. 20)-and(Lee 2010.

Although the model of Layne and Lee is the most citeturity model in egovernment
literature(Maheshwari et al. 20} 1no onemodel has been accepted as standard. This is not
surprising considering the relatively immature nature of thgowernment domain. The
classifications, methodologies and objectives of these models vary greatly and create confusion
among researche(see 2010:

AThe models seem to be incongruent with each other as they axdkdias

different perspectives and use somewhat different metaphors. This presents

a difficulty not only in understanding different research results, but also in
planning future actions for-government

Existing egovernment maturity models distinguishween stages ranging from three to six.
Furthermore, a service can be classiiselonging tdifferent categories in different models

(e.g, e-payment appears in second stage of Layne and Lee modelthethird stage of the

Moon model (Treiblmaier et al. 2004. This is partly caused by the differences in the
conceptualdefinitions. For instance, the model of Andersen and Henrik3@d6 includes

vertical and horizontahtegrationin its initial staged ¢ u | t j butahisiismmeddf thénal

stages in Layne and Lee mo¢2001). In the former, integration is limited to internal operations

of government whileéhe latter takes different levels and functions of government into account
(Lee 2010. There are even differences in categorizatitiin the same organizatiotior
instance,the Uni t ed Nations categori zed 6emerging
separately in 200tombinedheminto one stagbetweer20032008 and sepated them once

again in 2012with a minornamechange¢to6 e mer gi ng i nf or enhancedr
i nformati.on servicesb®o
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Stage Model Stage 1 Stage 2 Stage 3 Stage 4 Stage 5 Stage 6
Gartner Group Web presence Interaction Transaction Transformation
(Baum/Di Maio 200)
Deloitte Research Information Two way Multi-purpose Portal Clustering of Full integration
(2000 publishing and transaction portals personalization common services | and enterprise
dissemination transation
Layne and Lee Catalogue Transaction Vertical Horizontal
(2001 integration integration
Hiller and Béanger Information Two-way Service and Vertical and Political
(2001 dissemination and| communication financial horizontal participation
catalogue transaction integration
United Nations Emerging presenc| Enhanced presend Interactive Transactional Seamless presenc
(2009 presence presence
Wescott Email and hternet | Interorganization | Two-way Allowing Joinedup Digital democracy
(2001 network and public access | communication exchange of value| government
to information
Moon (2002 Oneway Two-way Service and Integration Political
communication communication financial participation
transaction
o be continued on the next pageé



Stage Model Stage 1 Stage 2 Stage 3 Stage 4 Stage 5 Stage 6
World Bank Publish Interaction Transact
(2002
Accenture Online presence | Basic capability | Service Mature delivery Servie
(Rohleder/Jupp 2003 availability transformation
United Nations Emerging presenc| Interactive Transactional Networked E-participation
(2003 and enhanced presence presence presence index
presence
West(2009 Billboard stage Partial service Portal stage Interactive
delivery stage democracy
Siau and Long Web presence Interaction Transaction Transformation E-democracy
(2005
United Nations Emerging presenc( Interactive Transactional Networked E-participation
(2005 and enhanced presence presence presence index
presence
Anders@ and Henrisken | Cultivation Extension Maturity Revolution
(2006
United Nations Emerging presenc( Interactive Transactional Connected E-participation
(2008 and enhanced presence presence index
presence
O be continued on the next pageé



Stage Model Stage 1 Stage 2 Stage 3 Stage 4 Stage 5 Stage 6
Klievnik and Janssen | Stovepiped Integrated Nationwide portals Inter- Demanddriven,
(2008 applications organization organizational joined-up
integrations government
United Nations Emerging Enhanced Transactional Connected
(2012 2014 information information services services
services services

Table 3-1. Comparison of StageModels in E-Government
Source: Own lllustration based @aheshwari et al. 20)1
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It is significant thathone of these models embrace technological, organizational, user and
service perspectives all together. Most of them focus on technological integration however e
government is more than a technological phenomesdahencompasse®mplex interactions

of government with citizens, businesses, employees and other governments. Althougtethere
some usatisfactoryattemptsto encompass all perspectives ej@ernmenin the literature

(cf. Andersen/Henriksen 20p&he stage modgiroposed by Le€2010 has been one of the
most useful modelBased on anetasynthesis of the existinggovernment stage models in e
governmentiterature, he sugested the following framewoilseeFigure3.2 below):

N

Involvement s,

RSPECTIVE

Participation 4,

2
<

%
%,
e/
o
%
)

Transaction

RVICES PEF

RS AND SE

oy,
%,
7z

: %
Interaction %0

~
<

4
l.'?r
.
““%
o«

USE

JUWISDUD PN SS2D04,]

SUIuD2S

UOIIDULIOJSUDA]

UONDL3I]U]

OPERATIONS AND TECHNOLOGY PERSPECTIVE

Figure 3.2. A Common Frame of Reference for EGovernment Stage Models
Source: Own lllustration based ¢iree 2010

By combining different perspectives, this model defines four metaphors on two clearly
differentiated themes ob u s e r servi@a gerspectideand @perationsand technology
perspectivé The metaphorof presentingidoes not contain separate themes as it represents a
simple information presentation, but other metaphors contain clearly differentiated ahemes
(Lee 2010, 228
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Presenting

This phaseefers to presenting information in the information space.

Assimilating

This phasecombhnes the stages of interaction féru s e r servicegadd integration for
Ooper atteclinolayy a p d r s. Precedsas ane servigeplicatethe ones in the real
world (Lee 2010.

Reforming

This level combines the stages of transaction dou s e r serviceghadd streamlining for
60per attechnolegp &rocegsses and services are reformed to match the information
space requirements) create a more efficient fiLee 2010.

Morphing

This phasecombines the stages of participationdou s e rservicedardl transformation for
0 0per atteclmolagp ahe dcope of processes and services in the information agace
changed to create a more effective fit with the processes and services in the redlLaerld
2010.

E-Governance

This level combines the concepts of involvement foru s e r serviage®é ahd process
management fooperations and technolo@yyProcesses and sencare fisynchronously
managed, reflectingitizen-involvedchanges with reconfigurable processes and sen/ftes
2010, 2243.

It is important to note that, not algovernment projects follow all stages in a sequential order
(Joseph/Kitlan 2008_ee 201(. Howevercaution is advised in castages are skippedhough

it may be possible in terms 6fo p e r a tteclonolayy ienplasnenting suchapid changes
would not be easfrom thedisers and servicés p e r s(ife.epotesseseon the real world)
(Lee 2010.

Independent of the selectegdjevernment maturity modelpgernmental organizations seek to

reach thdnigher stages of maturifgr several reasons suah saving time, cost and effoBad
successive stage represents a higher level of collaboration and integration, hence a higher level
of information sharing, reaching full and seamless integration dintdestage. Stage models

are also usetb assess-government readiness geveral ountries and rank them accordingly
based on different criteriand this function isliscussed next
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3.6.2 E-Government Benchmark Studiesand Surveys

There are a number of surveys which esexmonly usedsbenchmarkingoolsto assess-
governmentdevelopmentworldwide Such sirveys are intended to provide two types of
comparison: firstly, the benchmarking of a countryespect tdhe othersandsecondly, the
assessment ofgovernment development within a country over the yeansake sure thag-
governmentmplemenation ismoving in the right direction.

3.6.2.1 United Nations E-Government Survey

The United Nations (UN) £5overnment Survehas been conductday the Department of
Economic and Social Affairsf the United Nationsince 2004. It providesreassessment of the
use and potential of ICT to transform the public sectdgsimember countriesn a comparative
basis(United Nations 2014 Although some G2B-govenment services are mentionedJN
studies the survey focuses mostly on G2C and Gz§geernmen{United Nations 201,012
20149).

By assessing-government readiness and development,stimeey enablescomparison and
ranking of the nation8ased on several indicess, s 0 egaverhneedt development index
(EGDI)dis calculatedrating eachnationrelative to all othetJN member countriegUnited
Nations 2012 In this aspect, the survéythe most comprehensivegevernmenbenchmark
studyin the world.

The most recent reportas published in 2@fL.covering 193 member countries of the United
Nations(2014. This surveyusedfive indicators of egovernment developmemd calculate
EGDI asa composite indicator measuritite service availability andgovernment readiness
of the nationgUnited Nations 2012 Mathematically, it iscalculated by taking theveighted
averge of tlree dimensions ofB-government online services indextelecommunication
infrastructureindexandhuman capital indegUnited Nations 2012

Theonline services indereflects the scope andajity of online services. It is calculated based
on theassessment dhationalportal, eservices portal andgarticipation portal, as well as the
websites of the relatedhinistries of education,labor, social services, health, finance, and
envronmenta s a p p (UnitedaNatiors 8014, 191Thetelecommunicatiomfrastructure
indexrepresents thdevelopment status ¢élecommunication infstructure in the country. It
is calculated based on testimated number d¢iinternet userper 100 inhabitanfsaumber of
main fixed phone lineper 100 inhabitantsxaumber of mobile sulssibers per 100 inhabitants,
number of wireless broadband subsaoips per 100 inhabitants andmberof fixed broadband
facilities per 100 inhabitanés (United Nations 2014, 187 The International
Telecommunicaon Union is the primary source of ddta this indicator.The human capital
indexrefers to the humacapitalin the countrylt is a composite ofiadult literacy rate anthe
combined primary, secondaayd tertiary gross enrollment rati@Jnited Nations 2014, 189
The United Nations Educational, Scientific and Cultural Organization is thesmaioeof data
for this indicator(United Nations 2014

TheUN e-governmensurvey #so provides a classification of theerailable online servicaa

a member countrin four stages defined by the Unitedfibns Maturity Model (see Section
3.6.1.2 above Furthermore, the studpnks countries according to theiparticipation indces
and environment indicesE-participation indexreflects how well citizens are engaged and
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supportedn their interactiorwith the governmen&nvironment inderepresents thause of e
government to provide information and services to citizens on enviromelatgd issues
(United Nations 2014, 191

Thestudiesare accessible attp://unpan3.un.org/egovkb

3.6.2.2 The European Commission eGovernment BenchmariCap Gemini)

The Cap GeminiGroup provides a benchmark for online serviegsbehalf of the European
Commissiorsince 2001 (also known #se EU eGovernment suryeyrhe survey focuses on
G2C and G2B -@overmment services.

Until 2011, the survey was focused on measuring service availability and sophistication
(European Commission 201 3tarting from 2012, the survey repoon priorities seby the
European Commission eGovernment Action Pland&European Commission 200)58uch an
alignmentleads to reporting on progresses made in countries on the indicators set by the
European Commission.

One interesting finding of this report is the segmentation of resptsm@ecording to their
attitudes toward -government:e-government believers, potential dropts, potential users

and non-believers (European Commission 20[L3E-government élievers have used -e
government services within the last 12 months and indicated that they would prefer to use them
in the future.Potential dropouts have used -government services but have indicated a
preference for another method for interacting witlvegnment in the futuré?otential users

have not used-government but have an online channel preference for interaction with
government. Finallynonbelievershave not used-government services before and have no
preference for-government use.

The mat recent report was published in B@itesenting the findings of the 20®84government
survey(European Commission 2015d he survey inaided an analysis of online users from
33 countries,anddelivered fairly comprehensive insighiato e-government development in
Europe.

The limitation ofthis benchmark is assessing countries basazhbyna few life event¥. The
studies are accessildéhttps://ec.europa.eu/digitaljenda/en/pillar-ict-enable-benefitseu

society

3.6.2.3 Eurostat

Eurostat is the statistical office of the European Union, which collects and publishes
information on ICT usage in households and by individuals in the EU. Data is codaoteally
based ormodelquestionnairesThe aimof the survey is the timely provision of statistics on
individual® ccassto, anduse ofICT at Europeanevel (eurostat 2013aThe survey cover
subjects includingecurity and trust, ICT competence and skillgyieas of ICT utilization,

use of egovernment and ubiquitous connectiigurostat 2013a

®The most recent study assessed online
a job6, 6éstudyingd, Ostarting a busines
operation8(European Commission 2015c¢

phistication

SO0
s 0 O6movingod,
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The collected data is also ustmlassess th@rogressof countries towards reaching goals
endorsed by the European Unisuch as the Digital Agend&uropeanCommission 2016a
the European Esovernment Action PlafEuropean Commission 20L&nd EGovernment
Benchmark FrameworKe.g., European Commission 2(Ql1Z5tatistics are accessible at
http://epp.eurostat.ec.europa.eu

3.6.2.4 A c ¢ e n tEuGowerdirsent Leadership Report

Accenture is ananagement and consultarmympany whichalsopublishesreports on public

service and governmenErom 2000 t02006 t he fAeGovernment waseader :
publishedreflectingthe e-government maturity of the selected countries omtarnational e

government landscapé&he last eGovernment Leadershspudy was conductedin 2006

covering 22 countries around the woffktcenture 2006

Since 2007 Accenture has been publishing reports with a special fa¢sigally,one of the
themes from the service portfolio ofhe companyn the public sectorsuch adeadership in
customer servicis the focus of the reportSurveys tend to be on a relatively smaller stteda
previously, with fewequestions and countrieBhe survey in 201hvestigate special factors

such as ease of accessing government, availability of citeetered services, multichannel
delivery and the level of digitalizatiofAccenture 2012 The most recent repofiDigital
Government: Pathways to Delivering Public Services for the Futuas published in 2014
assessing theerformance of ten countries in digital governménthis study, Germany ranked
ninth in digital government performance and performed lowest among the ten countries in
citizen satisfactiorfAccenture 2014

Although the reports have been based on professiar@iigucted studiest should be kept in

mi nd t hat #Aoverenment Repertd are ot designed to deliver-gavernment
benchmark study for academiarposes. Indeedccenture reports have been criticized due to

At he objective of raising the-goganmént dergiceof t h
ma r k(Bahnister 2007, 137

The studies are accessiblehttp://www.accenture.com

3.6.2.5 Economist Intelligence UnitDigital Economy Rankings

Since 2000, the Economic Intelligence Usfithe Economist Groupas worked in cooperation

with IBM to assess the quality ICT infrastructufecountriesand the exterib whichcitizens,
businesses and governmente it for ecoamic and social benefitsn a global scaléThe
Economist Intelligence Unit 201Previously known alBBM E-Readiness Rankingthe study

was renamed as tiagital Economy Rankinga 2010(The Economist Intelligence Unit 20110

The rankings are calculated by considering about 100 quantitative and qualitative criteria
measuring social, political, economic aedhnological developmenf countries

Data sources itadethe United Nationshttp://www.un.org, the Economist Intelligence Unit
(http://www.economist.com/topics/econormistelligenceunit), the World Bank
(http://www.worldbank.orly and the World Intellectual PropertyOrganization
(http://www.wipo.in).
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The most recent study was published in 2010 benchmarking 70 coufitnesEconomist
Intelligence Unit 201)) Country scoresverecalculated basegpponnumerous indicators in six
distinct categoriegiconnectivity and technological infrastructure, business environment, social
and cultural environment, legal environment, government policy and vision, consumer and
business adoptian(The Economist Intelligence Unit 2010). Ihe studies are accessilae
http://www.economist.com/topics/economistelligenceunit.

3.6.2.6 E-Government Monitor

E-Government MonitofKrcmar et al. 2016Krcmar et al. 2014Krcmar et al. 20112012
Krcmar et al. 2013Krcmar et al. 2015TNS Infratest 201Pprovides a focused benchmark
study on selectecountrieswhich deliversdetailed findings on success factors and barteers
e-government adoption.Since 2010, he study has been conducted by ipima
(http://www.fortiss.org/en/séars/publicadministratiof, Initiative D21
(http://www.initiatived21.dand TNS Infratesthttp://www.tnsinfratest.comannually.

Compared to other benchmaiudksscibed above, Esovernment Monitor focuses orsmaller
number of countries. The most recent verspublished in 20&, analyzed Germany, Austria
and Sweden(Krcmar et al. 2016 Rather than aiming to deliver a broad overview of e
government addn in numerous countries, the study provides a detailed screening of
underlying determinantsf, and barrierdo e-government diffusion as well as usage of mobile
devices andpen government servic@s the selected nations. Most of the survey questions
remain the same over the years in order to enable comparability of the survey hesults.
addition the study has beerpntinuouslyenhancedo reflectthe increasing demands and
expectations useisaveof e-governmentFurthermore, this study distinguishes itdajfthe
utilization of representative samples, which provides reswith high external validityThe
studies are accessibletdtp://www.egovernmentonitor.ce.

The above analysis reveals that there are several benchmark studges/emenent. Yet, there

is a cleatack of consistency between different benchméyks nt ar / No pBammigterk 2 0 1 (
2007 Jansen 2005Most countries have widely varying scores on the rankingdfsdgferent

studies Indeed, this is quite normal, becaugenerally studies cannot beneaningfully

compared with each othethey all have different scopescales objectives,methodologies,
budgets,and data sourcesBased on a comprehensive analysis of variog®vwernmat
benchmarks, Bannisst€200Aconcl uded that gl ob ddblethckforc hmar k
measuringreallg over nment pr ldeqamueed thabie ahglysis ol &&denumber

of countries demand standardizatiavhich is nearlympossible and the attempt to enforce it

can lead to loss of quality in information. As apible remedy, he suggesasingin-depth case

studies of the selected countriemther than analyzing hundreds of countries. One such
benchmarking study ithe E-Government Monitgrwhich forms the empirical basis of this

thesis
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3.7 Government 2.0

As discussed previously-government is an evolutionary phenomenon involving various

stages of implementation. The initial stages are characterized by low complexity and low level

of integration. Egovernment at this stage is commonly referred tGagenment 1.0Most
Government 1.0 projects were in information or communication stages of maturity, failing to
reach the final sges of egovernment.They were governmententric emphasizing the
automation of current administrative processes and governperatmns. However, with such
projects government agencies often failed to

As governments progress towards higher stages of growth, systems are integrated across
different functions which results in higher efficiency and effegtass in using information
technology. Indeed, at higher stages @ogernment, citizen demands push governments to
become more service orienteditizens expect their voices to be heard and their requests
implemented in governmental decisions and pdicienplementation of such a revolution
towards citizen participation and collaboration requires utilization of more advanced
technologies than in Government 1.0. This new generation-gdvernment initiatives
encompasses a broader perspective on puhbtigréstration, which is known aSovernment
2.0(Chun et al. 2010

Government 2.0 pjects aim for higher stages of maturity promoting shared governance to
transform how the government operates, in terms of seamless information flow, high levels of
transparency and collaborative decision maki@hun et al. 2010 Hence, although
Government 2.0 involves the new technology of Web 2.0, it is much more than just a higher
stage of egovernment in terms of technolodgymbracing the values of Web 2.0 applications,
governments become more transparent, accountable, participatory and indilakieg
government more accessible, participatory and transparent requires substangakdo the
status quandgovernance

One important lesson from failure of Government 1.0 projects was the examination and, if
necessary, reorganization of administrative processes before transferring them to a digital
environment rather than automatihgh e exi sting processes (also
bef ore t echn@éckegey al. 2D After dealing with various challenges and

partial failures, governments worldwide have recognized the necessity of delivering more
citizencentric e-government gwices in a more effective and responsive way, with higher
transparency, participation and collaboration. These requirements lead to a fundamental shift
in e.government implementations, which become a global trend in the public sector.

3.7.1 Open Government

The concept obpen governmerfsee

Figure 3.3 below) constitutes an essential part of Government 2.0 initiatives. Fougzid)
defines open governmens &ghe governing doctrine in whidhtizensare allowed to access
documents and policies of governneefdr the sake of arffective public oversightOpen
government is based on tf@lowing three principles:

1. Transparency
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Government should be transparent. Transparency in government through ICT (also
known as e-transparency promotes increased accountability amliscourages
corruptionby providing information to citizens about whéae government is doing.
Public authorities should conduct their work more openly; disclose information about
their operations and decisions including administrative policies as wellinadliens

to meet their legal inforation dissemination obligatis(McDermott 2010. Public
information should be easily accessible, searchable and integratezhhance
transparencyChun et al. 2010

Facilitating transparency requiregbstantiveehangs within governmen{especially in
cultureswhich do not promote openness and transpar@geytot et al. 2010f), but
many goernments have claimed succ@sseducing public sector corruption through
the adoption of ICT{Shim/Eom 2008

. Participation

Government should be participatory. Participation in government through ICT (also
known ase-participation) encourages citizen engagement by providing opportunities
for the public to participate in the political, technical and administrative deciiahs
affect them. Transparency and citizen participatoeregarded as cornerstones of
democracyn the technological ag@lso known ag-democracy (Bertot et al. 2010b

Public authorities shad provide feedback mechanisms as@rch for innovative tools
and practicedo promote highetevels of citizen participatiofMcDermott 2010.
Furthermore, governments should sssmemethods (e.g.collaborative tagging) to
determine which data is useful and relevant for their operations and deutigkimg
(Chun et al. 2010

TRANSPARENCY

b 4
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Figure 3.3. Three Principles of Open Government
Source: Own lllustration based ¢@hun et al. 2010

Some regimes are ambivalent about citizens directly participating in goveenin
decisions(Roberts 200% Proponents argue thdte collective knowledge, ideasd
ability of the populatoncane nhance governmentods effecti
quality of itsdecisionsOn the other hand, direct citizen participatioay be countered

by skepticism andesistance. For instance, civil servants may not be siagtic about

direct citizen participation in political processesurthermore, citizens lack the
technical, political and administrative expertigdich is another issue that needs to be
consideredRoberts 200y

. Collaboration

Government should be collaborative. Collaborasbould be implemented internally
and externally. Internally thidemands cooperation among governtragencies across
all levels External collaboratiomctively engages citizerend businesses to improve
the effectiveness dheir government.

Public authoritieshould e technology platforms twork together with stakeholders
within and outside the public organizatiopspvidedescriptiors of websites where the
public can learn about existimgllabordive efforts,andsearch foinnovative methods
to increase collaboration witthe public (McDermott 201). Governments should
promote collaboration at all levels. Yetrfthis o be successfubtlata integration and
interoperability need to be achieved through semantic mediation so tipaiiicdata
is meaningfully integratedChun et al. 2010 As in the case of participation,
governments should usg@propriatenethodg(e.g, collaborative taggingo filter and
extract valuable information.

Research has showthat increasing transparency and providiggeater access to
government information through the use of ICT increases trust among citizens
(Shim/Eom 2008Bertot et al. 2010band this improveditizen trustis one of the main
benefits of open government

Within the last decade, open government has beeopnierity of several governments.
President Barack Obamaissued a Memorandum on Transparency and Open
Governmentunderlying the ensurementpidiblic trust and establisfent ofa system of
transparency, p#cipation and collaboratiomn the U.S.(The White House 2009
Within the Europeparticipation and democratic decisiomaking have been set as
explicit goals set ireGovernment Action Plarof the European Commissiq2016a
2005. These documentstatethe objectives and expectation$ European public
organizationswhich shouldbe adopted ithenational IT strategies and programs of the
individual European countries. The use of Web 2.0 technologebd®n mplicitly
listed in these plans. Aie newEU eGovernment Action Plan 202620 (European
Commission 2015kand theDigital Agenda for EuropéEuropean Commission 201)6a
support further the provision of a new generatibre-government serviceand aim
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towardsiia knowledgebased, sustainable and inclusive economy for the European
Union as set forth in thEurope 2020 Strate@yEuropean Commission 2016b

3.7.2 Tools and Practices ofWeb 2.0for the Public Sector

Social media tools and Web 2.0 applicatiaffer the potentialto takethe evolutim of e
government in new directions by enhancing transparency and promepiagi@pation. A
particular set ofveb-basedechnologies have received considerable amount of emphasis in the
context of Government 2.0:

1 Weblogs Blog)

A welog is a wekbasednteractive applicatiomn which the content ipresentedn a
structured format of information, often displayed in a chronological ¢BREtot etal.

20103. Blogs can be used for a variety of purposes but most are focused towards
expressing opinionsind sharing informationon specific topicswith others.Blogs
typically consist of text, imageaudio, video or @ombinationof these

1 Microblogs

A micro-blog is a wekbased platform that is used ghare information about current
events or personal opinior@mimarily through mobile devicefChun et al. 2010
Microbloggingis a combination of social networking and bloggirgwell-known
example is Twitte(https://twitter.con.

1 Wikis
A wiki is a web-basedtool that allowscollaborative authoring and editing cbntent
dynamically via a web browser A well-known example is Wikipedia
(https://www.wikipedia.orly The process ofutilizing fia group of people or a
community to accomplish a specific taskten collaborativelywith the aim of having
easier access to a wide variety of skills and experigi@iéveira et al. 201Pis known
ascrowd sourcing

1 Mashups

A mashup is an application that uses contents from two or mtgmal data sources,
combines, integrates and highlights hidden connections between them and thus creates
new valueadded informatioiChun et al. 2010 Structured data i.e. extensible markup
language (XML) and application programming interfaces (API) are two essential
prerequisites for mashugBertot et al. 2010a

1 Social Networking and Medigharing
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Social networking sites are wdilased services to build online communities
promoting interactionwith other usershaving similar interests.There are general
platforms (e.g. Facebook https://www.facebook.cojn mobile applications (e.g.,
https://web.whatsapp.com as well as professional netwsr (e.g, XING
http:/Avww.xing.conj.

Media sharing platforms includeéhpto sharingvideo sharingdocument sharing and
slide sharing. Most of these platforms enaaeial netwrking including functionality
for evaluaion andmakingcommentsFlickr (https://www.flickr.con) is awell-known
example of image hosting website@hereas YouTube (http://www.youtube.comis
popular for video sharing.DocStoc fttp://www.docstoc.comis being increasingly
used for sharing documents and SlideShaié:(/www.slideshare.ngffor sharing
presentations.

1 Conten Syndication

Content syndication refersto makipgar t or al | o favailblelweubes i t e 0 s
by other servicesas web feed¢gHammersley 2003 By using content syndication,
information can bérequently updated and pushidsubscribersvith contentbased on

their preselectednteress (e.g, thelatest newy Really Simple Syndication (RSS) and

Atom syndication are two commonly used XMilased formats for web feeds.

Government could actively use these technologies to increase transparency, participation and
collaboration with the puld; for instance by generatirsgFacebook page, a Youlie channel

and/or a Twitter account for an open dialogue with the public. Creating blogs where individual
citizens have the opportunity to publisbmments would increase collaboratibmformation

coud be syndicated oofficial websites (e.gRSS) enablingonstantly updated information to

be made available to tipaiblic.

Web 2.0 technologies catso serve indirectly tpromote openness and reduce corruption in a
country. In such a case, contastnot likely tobe providedby the governmentRather,
individuals share secret data and documauitls political significanceto reveal corruption.
Wikileaks (https://wikileaks.oryy is an international organization which disseminates
documents, photos and videtusreveal unethical behavior in governments arsditutions
Wikileaks publiskesdata on a wiki, microblog and social mediaanotherpolitical example
Facebook, Twitteand Yol ubeenabled an instant sharing watleos, audios and transcripts
related toa massive corruption scandalolving the TurkishPrime MinisterErdogan who
banned these platforms temporarily to avoid the further distribution of nfiedrall/Kotsev
2014).

3.7.3 Opportunities and Threats of Web 2.0 Technologies in the Public Sector

Theexploitation of Web 2.0 technologiédy public administrations looks quite promisizgd
governments worldwide comntib strategic plans for Government 2.0. Y#teir adoption by

1 Although there are some discussions about the rise of Web 3.0 and the semantic web technologies, its
applications in the public sector remain quite rare and goes beyond the scope of this thesis.
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governments is still in its initial stages aadonsiderable amount of research is required to
reach maturity.Such a significant evolutignrequiring a change of perspectivérom
governmententeredhinking to usercentered orientation cannot be expectedajgpen from

one day to the next. Furthermore, the use of Web 2.0 technologies may eatlimvely
beneftial. Although societies around the world seem to be enthusiastic about the frequently
statedbenefitsof Web 2.0 potential risks oftheseapplications shdd also be taken into
account.De Kool and van Wamelef2008 sunmarize the opportunities and threats of Web
2.0 in the public sectas follows(p. 6):

1. Social interaction versus isolation

Web 2.0enablsonlinefisocial interactions and communicatiogtween people all over
the world (de Kool/van Wamelen 2008At the same time, the number of people who
isolate themselves from the real world is increagitegKool/van Wamelen 2008

2. Participation versus exclusion

Web 2.0 stimulate people ¢ participate in society and democrae Kool/van
Wamelen 2008 This is however only true for people who are actively ushrey
Internet. The lelerly, handicapped peopéed peoplevith limited financialor technical
skills may become excludéde Kool/van Wamelen 2008

3. Quantity versus quality data

Web 2.0 offers the possibility to sha@ge amounts of information for increasing
transparency. However, such an infotima-overload is not always beneficial. It raises
concerns about the reliability and the accuracy of the information provided.

4. Information sharing grsusinformation protection

Web 2.0 makes it easy to share informafide Kool/van Wamelen 2008Sharing and
distribution of information may lead to violation of copyrights or privacy concerns.
Fur t h e ossible abusdiop personal information, the risk of hackidg Kool/van
Wamelen 200Band unwanted messages (spam) are among the possible concerns.

5. Unlimited ambitionsrersudimited possibilities

Web 2.0 canncreaseexpectations and lead to high ambitigde Kool/van Wamelen
2008. Nevertheless, different barriers can hinthex introduction ohew applications
lack of qualified employees, cultural resistaagainstchanggde Kool/van Wamelen
2008, andlack of financial resources may limitetpotential use of these technologies.

As seen above,-governmentpromises greater efficiency and effectiveness of public sector
operations as well as increased transparency, participation and collabdktihongh many
e-government projects are being implemented, the majority of projectsBisides the
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financial and opportunity costfilure of early e-government initiativegncreases barriers for
future egovernment projects by creating frustration in govemsyandloss of credibility and
trustamongthe public. Hence, it is essential to understand thenpial barriers to it and look

for ways to reduce risk¥he next section aims to increase awareness of barriers to a successful
e-government implementatio

3.8 Barriers to E-Government

Challengedo egovernment can be categorized unsg@pplyside barriersand demaneside
barriers. Supplyside barriers anglentified and synthesizdxy Ebrahim and Irar(009 based

on a critical examination and analysis of studwesich examineifficulties and barriers that
have been experienced in public sedayanizationsTheir classification defines four main
categories of barriersechnological, organizational, operational, and personal related barriers
(seeTable3-2 below).

Not all barriers to @overnment development come from within public authorities. There may

be an inevitable resistance in societytmu3i gover nment 6s online ser
online public services depends largely on how well the citizens make use dikiherar et al.

2007. The EGovernment Survey conducted by United Natig@®12 summarizes the

following demaneside barriers:

1. Accessibility lrriers (Digital Divide)

Governments should ensure the digital inclusion of all citizens to allow their
participation through ICT. Social exclusion is caused by unequal access to the Internet.
The Organization for Economic Cosption and Development (OEQRIefines the
term fAdigital (OEGDR00dA, &0 as f ol | ows

ADi gital divide refers to the gap betw
businesses and geographic areas at different secomomic levels with
regard both to their opportunities to access information and communication
technologies (ICTs) and to their use of the Internet for a wide variety of
activitieso

This definition seems to focus on tieehnologyaspect. Culle001) defines the digital

divide as the gap that exists betweéedividualswho have access to information and
communication technologies and those without such access or skills. This broader
definition, which includes access to technology as well askltis required to use ICT,

IS more appropriate, as having mere access to technology is not enough to ensure digital
inclusion; individuals need relevant skills to use online technologies, eép&dih

regards to protecting their privacy and security.
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Barriers

Operationabarriers

Shortage of reliable networks and communicatidrastructure

Lack of standards and common architecture policies

Incompatibility andcomplexity of the risting systems

Restrictions of thexsting internal systems regarding their integrating capabilities
Lack of integration across government systems

Lack of enterprise architecture

Lack of documentation especially in case of custom myste

Personnelelatedbarriers

Lack of IT trainingprogramsn government

Shortage of weltrained IT staff in market

Lack ofknowledgeregarding egovernment interoperability
Unqualified project managers

Shortage of salaries and benefits in public sector
Turnoverof IT specialist staff

High cost of external IT consultants

(0]

be

contii

nued

on the next pageé
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Barriers

Security related &rriers

Threats from hackers and intruders

Threats from viruses, worms and Trojans

High cost of security applications and solutions

Unauthorizedexternal and internal access to systems and information
Lack of knowledge for security risks and consequences

Need forreassurancthat transaction is legally valid

Lack of security rules, policies and privacy laws

Inadequate security of government hardware and software infrastructure
Lack of risk managemeipblicies

Unsecured physical accessptablic building

Organizationabarriers

Lack of coordination and cooperation between departments

Lack of effective leadership support and commitment among senior public officials

Unclear vision and management strategy

Complexity of business processaxl concerns related to effort involved in process reengineering
Changes in government apdlitics

Resistance to change all levelg(status quo)

Shortage of financial resources in public seorganizations

Table 3-2. Supply Side Barriers toE-Government
Source: Own lllustration based ¢Bbrahim/Irani 2005
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The older generation, individuals with lower education and poorer citizens are
frequently discussed as being socially excluded from online technologies. Evidence
from studies which analyze the influence of sed#mographic facts including age,
gender, income and education in creating a digital difleNiehaves et al. 20)2
suggest that gender (specifically male), income and education have a positive influence
on egovernment adoption, whereas age has a negative influence.

Countries are increasingly considerimglti-channel service delivemnechaisms to
complementheir standard Internet baseejevernment servicg®wivedi et al. 2011
Besides the Internet, communication with citizens should be extendeobite-based
channels such as mobile web and mobile applications, digital television, free access to
public services through kiosks or wireless devices. Access through digital TV is
especially important for reaching older people or people who do not eideténet.

The government in the UK successfully reaches this segment of the population by using
digital television. According to the latest survey of United Nati@®2, 57 percent

of the digital TV users in the UK are over 45 years old, 67 percent are not wbrking
hence do not have Internet access at woand 48 percent of them rarely or never use
the Internet.

Lack of benefits

There must be clear citizen bengffor using egovernment services rather than the
more traditional means of communication or transaction. Governments can even provide
incentivesto encourage usage of online services, which can help citizens to overcome
natural resistance to change.

Conwenience is found to be a stronger incentive than meresagstigg United Nations
2012 or privacy, when the benefits of an online transaction outweigh the value of
privacy (Beldad et al. 2009 The number and maturity of available services in a
g o v e r n nservide postfolie also impact convenience. Many countries have only a
limited portfolio of eserviceqUnited Nations 2012 which leads to low usage figures.
Another issue is thenaturity level of the available services. Higher stages of e
government maturity result in more people willing to use online tools, wAsiér\aces

in the earlier stages of maturity can make citizens meduetant to enter into electronic
transactions with public authorities.

. Concerns over trust, security, privacy

Concerns of individuals regarding security and privacy haveriking negative

i nfl uence on Cc i t engagenimefectromic Icdmmungatiens sith t o
government(Hoffman et al. 1999 Indeed, thesurvey by theJnited Nations(2012
clearly underlines h a't At hey aaa majomreasdrior aameasdge of e
government serviceso (p. 105) .

Unlike traditional environments in the physical world, perceptions concerning privacy
and securityn online environments hinder use of online transactions. The facelessness
and intangibility of online transactions heighten perceptions of online risks. Individuals
lose control over their personal data when they decide to transmit them online



61

(Hoffmann/van Kaenel 20)0In a lage-scale empirical study, Akkaya et §2011)
identified the factors of inadequate security of transferred data, fear of becaming
At ranspar e dack otconfidentiad hrarddling af sensitive data as the specific
concerns of cizens regarding data protection and security. These three aspects were
considered as importably more than 5(@ercentof the respondents, independent of
their gender, age and degree of education.

As mentioned in the report of United Natio(®014), trust in using egovernment
services is also criticaln addition to privacy and securityPrevious experiences,
existing relationships and beliefs of citizeabout governmenbrganizationswill
obviously affect their approach to online public services. If individuals bam#ict
proneand inflexible relationships with public authorities, their trust in government is
likely to be low. If citizens do not trush the ability and technical capacity of
governments to provide high quality services in a secure environmenargiiggly to
have lowexpectationsand continue using traditional methods. Similarlycitizens
believe that government is trying to aadt information for othepurposesthey will be

less willing tosendinformation electronically due to privacy concerns.

Trust inthe Internet is related to privacy and security conceimgarticular, firsttime

users have greater concerns regardirgirsty and privacy of online transactions and
may rely heavily on web site cu@soufaris/HamptorSosa2004). Hence, clear policy
statements on privacy regarding any information that may be collected as well as
security assurances should be provided. Accordittgetdnited Nations EGovernment
Survey(2012, only 41percentof the member states publish a privacy statement and
only 20percenbf themihave a visible security policy with a secure link feature clearly
indicated on their government website ( p . 105)

It is important to note that transparency leads to greater(tmited Nations 2012
Therefore, the global effort towards more transparency in public authorities is likely to
foster citizesd t im goertnment, helping to eliminatieis barrier.

. Usability Barriers

Usability refers to the intuitive design of technologies that enable users to eniglage
the content embedded within the technol@Bgrtot et al. 2010b It is a broad term
encompassing ease ofsey aailability of support, ease of understanding and
searchability.

Usability barriers work against citizen benefits from online services and impede the
uptake of egovernment serviceg-services should be easyftod, understandable in
terms of language and intuitive to help get things done qui@dyvey et al. 2011
Some people are concerned about making mistakes due to unfanoligiigyelectronic
medium. Some others cannot find the information they are lookinguerto poor
technical design of the porta{&rcmar et al. 2013Krcmar et al. 201p Evidence
suggests that reading levels of government web sites hageer than those
recommended, which makes it too difficult for eldeplgopleto read(Davey et al.
2011). Providingsearch engines is particularly importdiats they are the most common
entry point for government website interactiorfg/nited Nations 2012, 1060nline
and offline support should be provideshich has been stated as a barrier to use of e
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governmat services(Krcmar et al. 2015Krcmar et al. 2013Krcmar et al. 2014
Moreover it is critical for governmentrganizationgo keep their websites tp-date
well maintainecand robust

Studies reveal that usability ofgpvernment portals needo be improvedOnly 15
percentof the national portals in United Nations member states provide a glossary of
words and 2percenpf them provide a tutoriab guideusersan accesmg their service
(United Nations 2012 Within the EU, 41 percentof individuals reported having
problemswhen using egovernment portal@urostat 2013c About 24percentof them

had experienced technical problemsp28cenfound the information to be insudfent,

and 13percentexperienced lack of support to obtain the right informafeurostat
20139. According to the same statistics, dércenof e-government users were mostly
dissatisfied with the ease of using and finding servicesgovernmenportals(eurostat
20139.

. Lack of Citizen Centricity and Focus on User Needs

A recentsurvey reveals thaovernment services are not tailored to meet the specific

needs and priorities aheir diversausergKrcmar et al. 201p This is quite challenging

for citizens because government is composed of several administrative levels with
different task and competencieBo remove tis barrier an increasing number of
governments all over the world implememte stop government porsalvhich implies

a single portal of gover.Citeensbhavefasiogapdinh e c i
of contact with the government rather than searching for responsible authGrities.
services are grouped ar ointerohs oflife-everssuchs 6 ne e
as getting married, travelling abroad or havirghéd (known adife-event concept)

Citizen satisfaction and feedback incorporation are closely related to citizen centric
design.If citizens are satisfied with-gervices, ltey are likely to use them again and
suggest them to other individua®overnment should continuously improve its services
based on feedback. Research in similar contbxtsonstrated that appropriate feedback
mechanisms indudeustin online transactios(Ba/Pavlou 200R Therefore, feedback
incorporation (i.e. concerning improvement of thesegvices) can promote citizéns
trug in public authoritiesHowever, most governments do not monitor and incorporate
feedback by citizendAs an e xnby aBpéreentof theoUnited Nations member
states provide outcome on feedback received from citizens concerning the improvement
of their serviceg (United Nations 2012, 107Only in9 percentf these nations enable
citizens tofitag, assess and rank content on their web@iteited Nations 2012, 107

Citizen-centric approach indicag@ shiftiifrom what services governments can provide

to what citizens really neédUnited Nations 2012, 106 The need for @hange of
perspectivefrom governmententeredthinking to usefcentered orientatiorwas
underlinedoy Wolf and Krcmaf2007) almost a decade ago. Yet, this is a complex issue
with technological, perational andorganizationalperspectiveslts implementation
requires a complex framework of thrkzgers(Tambouris/Spar® 2003: fithe front

office, which includes a portal where services are provided in terms of life events, the
mid-office where composite services are credtedcorrelate life events with core
processesand their execution is coordinated; dhd backoffice where core processes
are performed ( p .Such & franework becomes much marmbersomén federal
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countries with varying tasks and competencies at federal, state ahautwority levels.
Besides technological and operationargpectives, sn a radical change may be
hindered bythebureaucratic culture of organizatioesnsideration oivhich should not
be neglected.

Nowadays, an increasing number of governments around the globe use the Internet as a
medium of communication and transactioithwcitizens.Even though @overnment

has been recognized as a catalyst for better sgmasgsion its successful acceptance

by citizens remains a challenge. Every country el different pace, which may be
influenced by various suppkideor danandside barriersThe same barriers may have
different impacts in different country situatiomdifferent national characteristics and
historical experiences make it even more difficult to predict the adoption behaviors of
nations.Therefore, policymakers should identify significant barriers that are valid in
their countries with empirical studies and develop a concrete operational strategy to

minimize negative usage factors.

The rext section provides an overview e-government deelopment levelsin the two
countries, which have been empirically analyzed in this thesis

3.9 E-Government Development inthe Countries of Analysis

This thesis is focused on understanding salient factors influencing adoptiegpeémment
services based dour largescale empirical studie§sermany is analyzed due to the lack of
research regardinggovernment adoption for this natidbweden waselectedor comparison
with Germanydue to the differences in cultural values, differences -government
dewelopment levels and similarity of theeonomicgrowth levels between the two countries
which will beelaboratedurtherin Section5.1.2

E-government and ICT based rankingsGd#rmany and Swedeén international benchmarks
and survey (which are discussed fBection3.6.2 abovehave been used in the analy&@se
Table 3-3 below). As discussed previously, some rankings vsignificantly. This can be
explained by thalifferences irobjectives, available budggsample groupanalyzed survey
guestions and research methodology as well as the yearpificalanalysis.

3.9.1 E-Government in Sweden

The Swedish government utilizes ICT to the full extent in orolenake public administration
public-oriented. Besides its welkinown global leadership in mobile innovations and e
healthcare servicggemalto 201)) Sweden enjoykigh recognitionn various egovernment
rankings. Although egovernment projects challenged the traditional Swedish model of

governance, the high level of determination shown by the government has enabled the public
oriented strategy vision to become a reality. The Swedish model of governance was a highly
decentralized one, in which public agencies and authorities enjoy large autonomy, according to

the Swedish constitution. But to be pubtigented, this model had to be adapted and evolved,
which meant changes to governmental practices that were laidadiowst three hundred years
ago(CAIMED 2003.
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The project 60The 24/ 7 Agency6 was a Swedi sh
online services round the clock, seven days a (Ee# Swedish Cabinet Office 201®ne of

the main objectives of this project was to provide a single point of access to citizens regardless

of how the responsibility is distributed among different public authorilies. project contains
ambitious goals such as fAall government seryv
be delivered electronically, provided that this is technically feasible and economically

d ef e n §CAIMEDe 2003, 5. Furthermore, itizens should be able to choose between
different service channel$&ervices should be designed anway that facilitatesccess for

everyone Citizens should be able to use single points of access which necessieteal

changes in pulbtiadministrations such as bagKice integration and more collaboration.

The Swedish government continuously adapts public services to the needs of citizens and
businesses. The Swedish Open Government Data p@sdhunched in 2018ith various data

sets that are reusable for commercial andecmmmercial purposes. Furthermore, citizens can
access to information on government laws, regulations and policies online via the portals of
http://www.regeringen.sehttp://www.government.sand http://www.sweden.sdt should be
particularly mentioned that the first two portalstéid above can be displayed in sixteen
languag@s whereas the latter provides information in seven langudgesmprove user
satisfaction in the future-government initiatives, citizens are asked about what they think of
the services availabl@he Swedish Cabinet Office 2013 Februay 2014, the Government
launched thénttp://www.psidatakollen.sportal which displays to which extent the Swedish
authorties comply with the eGovernment Delegation guidelines in open (Eat@pean
Commission 2015aln order to present a clear picture of the currentidagion of the country,

the online portal digitatttp://digitalasverige.s&as developed which enables anyone to search,
and share data as well as compare the progression of the nation with other cfitunosan
Commission 2015a

The taxreturn service in Sweden is one of the most advanggu/ernment services in the
world. The groundwork for this service was laid several years ago when the tax authority
collected information about ndi vi du g ltai paymentscassaei® possessed, bank
statements and otheglevantinformation(gemalto 201 Since hen, citizens only report their
personal identity numbers via telephone, by mobile short message service or simply by ticking
a box on the tax authorityés website. InThe fI
order to make sure thdtd privay regarding use of personal data is protectieel Swedish

Data Inspection Board was tasked in addition to Personal Data Act, which came into force in
1998 (European Commission 20158 he Data Inspection Boatdve a history of being very

strict regarding threats to privaeythout complicating the use of new technolodi@sdnlund

20103.

TheSwedish Government has long concentrated its efforts on simplifying administration for its
popul ation. The m@aownerommnertt i Aet iodn thleam&E was
as possibleo for peopl e t o accahieve flexblebel i ¢ aoc
gover nment b as @lk SwealishilCabinet Oftice POgRraviding citizens with
multi-channel access and making sure thgbeernment is available to everyone have been

among the main goals of this pldlectronic signatwes were legally introduced in 2000 as a

valid instrument for citizen government interact{@ronlund 2010p Sweden was one of the

first countries to introduce mobile signatures, which provided considerable convenience when
interacting with public serviceggemalto 201D Foreigners living in Sweden can access
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information in insixteenlanguages in order to reach residents who might otherwise experience
language difficultiegThe Swedish Tax Agency 20116

Besides ioreased convenience and multichannel delivery, the Swedish Government has taken
efforts to eliminate accessibility problems for disabled people. It has improved its national
website with accessibility features such as reading content aloud for indiwdtialgisual
disabilities, added video in sign language for people with hearing problems and provided the
option of configuring font size, font type and background color for visually challenged and
elderly usergUnited Nations 201

Benchmark studies ongovernment reveal that the government is on the right track. The take

up of egovernment services by citizens is very higithieving excellence and constantly
improving up on it requires bt of effort and determination. The national Digital Agenda
strategy reflects the fact that the Swedi sh
lives and maintaining high standards of excellence in a changing enviro(ithenBwedish

Cabinet Office2014).
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SWEDEN GERMANY
E-government ranking E-government rankig
- 14in 2014 - 21in 2014
- 7in 2012 - 17 in 2012

United Nations E
Government Survey

Online service ranking
- 17 in 2012

Online service ranking
- 25in 2012

(United Nations 201,2
20149

Infrastructure ranking
- 9in 2012

Infrastructure ranking
- 13in 2012

Human capital ranking
- 24in 2012

Human capital ranking
- 35in 2012

E-participationranking
- 7in 2012

E-participation ranking
- 5in 2012

OECD(OECD 201%

- Approximately 79 % of the population interacted w

public authorities within the last 12 months

- Approximately 50 % of the population sent filled
forms within the last 12 months

- Approximately 52 % of th population interacted
with public authorities within the last 12 months

- Approximately 17 % of the population sent filled
forms within the last 12 months

The European Commissio

eGovernment Benchmark

(CapGeminiYCap Gemini
2015

- Categorized in the
the highest level of penetran and a high level of
digitization

6 Ma t

- Categorized in
characterized by a low level of penetoatiand a
medium level of digitiation

to be conti

nued on the next pageeé
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SWEDEN

GERMANY

The European Commissio

66 % of the respondents useda/ernment for at
least one life event in the past 12 months

45 % of the respondents useda/ernment for at
least one life event in the past 12 months

eGovernment Benchmark
(CapGeminiYEuropean

47 % of the respondés are eggovernment believers

21 % of the respondents argi@vernment believers

Commission 2013

29 % of the respondents arg@vernment non
believers

50 % of the respondents arg@vernment non
believers

78 % of individuals have usedgevernment within
the last 12 months

49 % of individuals have usedgevernment within
the last 12 months

Eurostatleurostat 2013c
2013p*?

Only 4 % of the population have never used the
Internet

Only 13 % of the population have never used the
Internet

92 % of the population use the Internet at least on
week

80 % of the population use the Internet at least or
a week

93 % of the households have internet access at ha

88 % of the households havedrnet access at hom

ITU® (United Nations ITU

89.6 % of the households have internet access at

89.5 % of the households have Internet access at

2015 home home
93.3 % of the households have a computer at hom 87.1 % of the householdimve a computer at home
to be continued on the next pageé

2The most recent usage statistics provided by Eurostat referage imns2013.
BTU is an institution of the United Nations which is responsible for conducting research and publishing global rankiogaation and communication technologies
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SWEDEN

GERMANY

Ac c e n Digitale 6
GovernmenReport
(Accerture 2014

- This country was not analyzed in this report

- In Citizen Service Experience, Germany was rank
the last among ten countries

- Only 28 %of the respondentare fairly satisfied
with the quality of public services, whereas 08196
percent are very satisfied

- According to43 % of the respondentsaistomization
of the services should be the first priority of the
government

E-Government Monitor

Use of EGovernment Services

(Krcmar et al. 202Krcmar| - 75 % in 2015

et al. 2013Krcmar et al.
20149

- 71 %in 2014
- 53% in 2013

Lack of Trust in Governmeras a Barrier to £
Government Adoption

- 25%in 2015

- 27 % in 2014

- 29 %in 2013

Privacy and Security concerns as a Barridg-to
Government Adoption

- 25 % in 2015

- 32%in 2014

- 34 % in 2013

Use of EGovernment Services
- 39 % in 2015
- 45%in 2014
- 36 % in 2013

Lack of Trust in Governmeras a Barrier to £
Government Adoption

- 50 % in 2015

- 57 % in 2014

- 49 % in 2013

Privacy andSecurity concerns as a Barrier to E
Government Adoption

- 51 % in 2015

- 66 % in 2014

- 57 % in 2013

Table 3-3. Comparisons of the Countries analyzed in this Thesis in various Benchmarkiglies

Source: Own lllustration based time sources listed in the table
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3.9.2 E-Government in Germany

3.9.2.1 Historical Development of EGovernment in Germany

Germany is thdourth largest economy in terms of total GDP in the wd(fisternatonal
Monetary Fund 201)2andis also known for its weltleveloped national telecommunication
infrastructure E-government strategies and initiatives have been part of the political agenda
over the last decadethe Fe@ral Governmenis dedicated t@nablingGermanyto becone
one of the to-governmenplayers in EuropeThe Government set theidespread adoption
of e-government serviceas part of itsnational strategyThe Federal Government 2005
However, the imprtance of egovenment variesat the federal, state and municipal levels
(Fetzer 200% Thereis a certain degree afoncernthat egovernmentrequires a significant
investmentn infrastructure and knowiow, therefore egovernment develops slowly in states
and municipalities which lack financial me&hgFetzer 2006 Resistance to-government
among civil servantsvho may be afraid of losing their jobs or pleges,is another issue in
Germany(PUBLICUS 2010.

An overall moderni zation of public administr
Statei Moder n Admi ni st r at itoocanhtevea neaoke mmodern amdh efficiént a i ms
administrative structure with a strong focus on new public manage(i&et Federal
Government 2001 The first-gereration egovernment initiatve6 Bund Onl iwae 2005
announced in 2000 with the aim of bringing 376 federal services online by Pld®%ederal
government reached this g@dinost six months ahead of schedskyying citizens around life
eventghrough the portabund.de(http:/Avww.bund.dé (Fetzer 2005

Over the years, the contentmind.de portal has changéalits current versiorthe portallists

job offerings in the public sector, real estate owned by the Federal Government and public
tenders rather thangovernment services for citizens and businesses. The contact details of
public authorities on the federal level distedin a documentOnline services are restricted to
providing information and downloading forms rather tlzany transactioal services. Back

office integration of public authoritiess still lacking. For example, th@nline service
OAppl i cati on fdioects tlerusevaatbmaticaligtime twebpagedof the Federal
Police Citizens are asketb leave their feedbacks and improvement suggestittsough

there is an English vsion ofthe portal it is far from beng a translation of the conteintto
English.It barely consists athree paragraphs of text stating the English version only gives a
general information about Germany.

T h 8undOnline2 0 OiAitiative was the firstadministrative modernization projeittat was
focused on federal levelgencies and their servicésoweverbased on the German basic law
(Grundgesetz)federalism is a strong principle which assigns legislative and administrative
competencies not only the nationalgovernmenbut also to thestates and local authorities

Due to different tasks and competencies at thiegarchicallevels, citizens are faced with
different administrative unitS herefore, additional projects besides modernizing federal level
agencies were necessdrRgcognizing this need, the Federal Government has started three more

14 Actually, egovernment initiatives lead to enormous cost savings andatorbenefits for public authorities
(Wolf/Krcmar 2009whi ch can be calcuicatedl|ay oudi dreavnediedlpGaGOyY |
2005.
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initiatives. The 0 MED I A(@®2003)projectandits successodMEDIA@Komm-

T r a n §£200420@6) projectscoordinated @overnment efforts on a municipal level, while

t hPeutschland Online i ni ti ati ve aimed to intensify cc
different levels of German governandene first two projects were initiated by the Feade

Ministry for Economic Affairs and Energy (German: Bundesministerium fur Wirtschaft und
Technologie), while the latter was a project of the Federal Ministry of the IntAttbough

these three projectsre accepted as milestone projects in moderpizaftipublic administration

in Germanythey have notsuccessfully tappetthefull potential of egovernment in Germany.

The followu p i ni tGoateir vname intro@uced fr the inse period of 20@®10
encouraged bthe European i2010 progra@@ommission of the European Communities 2005

howeverit hasalsof al | en wel | short of its objective
theegover nment | e gld Plansing €dunciEaf the lpedeval Ministry of the

Interior 2010).

Currently, egovernment development in Germany is ghiéterogonousThere is a diversity

of pilot projects and applications at different levdlsh e A Di gi t al Admini str
been announced in 2014 for administrative modernization at the féelegb(The Federal
Government 2016aln contrastto sophisticatedransactionaservices suclasElectronic Tax
Declaration (German: Elektronische SteuererklarunglELSTER) on the federal levelg-
government development varies enormouslyatesand locahuthoritylevels. Although there

is no onestop federal portakitizens can search and find information about the responsible
authorities for their specific issues, whiealne displayed based on the provided keywords
(http://www.behoerdenfinder.jleFurthermore the gvernment offers a single government
service telephone number 115 at the local |éwetleral Ministry of the Imtrior 2016. By using

this telephone service, citizens can contact their local government without having to search for
the responsible authority. Heterogenatgistsespecially in terms afhe state portalsSome

states have developed quite advancgdwernment portals in several languages whereas others
only offer basic services-or instancethe state oBavariaprovidesonline service through its

portal categorized under life events in German and in iBhgl
(http://www.verwaltungsservice.bayern)d€he design of the site allows configuration of font

size and background color. The site also offers a service to read the content of pages aloud via
spe&er. Services can be searched alphabetically or by life events. Users can receive support
via e-mail and by phone. However, due to lack of baffice integration, citizens arill re-

directed tahe separate/eb sites of responsible authorities (gfgr example for the online tax

filing service of ELSTER).

The servicebw portal of BadefWirttemberg(http://www.servicebw.de is one of the most
developed state portals in Germany. Users can filter services éyngntheir postcodes or

town rames so that the portal contents are displayed for a specific town. There is an option of
storing personal documents in a virtual document safe securelynaencryptedformat
Servicesarecategorized underariouslife events. Detailed information on procedures, forms,
points of contact and online services are displagpetiree language@serman, English and
French) Citizens can give feedback and comment on the policies and services of the Regional
Administrative Officesof BadenWirttemberg. In contiast, the state portal ofHessen
(http://www.egovernment.hessen)de designed relatively simpleith general information

about egovernment strateggf Germany, announcements about IT argbeernmenevents

anda few federal level serviceshe portal is only accessible in German.
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Since 2010, the Federal Government in Germany has announced a number of strategies and
taken considerable steps to prding egovernment at all levels. The first step was determining
strategiesd overcome the economic, social and technological challenges oftoergiiry In

201Q the IT Planning Councitf the Federal Ministry of the InterioGermaniT Planungsrat

- Bundesinnenmnisterium) announcedtht eder al , state a@nNdtiooaal ¢
Go v er n me n t(NESS$)desighedg guide egovernment development in Germg(iy-

Planungsrat 2001t was part of the broad ICT strategy of the German Federal Goverfiment

ADi gital e Age nDhigital Geemany 201 whiah d/a aligned with the goals

of the Digital Agenda for Eurog&uropean Commission 20J))6&urthermoreGerman cabinet

mi ni sters gave their app20Vad, twhithle &DMmgy it e
broadband Interneaicross the country including theral and urban areahe Federal
Government 2019b

The NEGSsets out specific gémand prioritiesn the eegovernmentarea The main goals of

the strategy are delivering useentric, innovative, cost effective and efficient services with
increased transparency, data protection and security. Promotion of participation by citizens and
businesses and higher utilization of IT in public administration should also be achibeed.
NEGS isa joint strategy aiming to eliminate the differences in the online sophistication of
services offered by the states and local governméhte. -GoEernme t  Mrtps &wwiv.e
governmemandkarte.d launched by the IT PlanninG@ouncil provides a transparent
overview of the ongoing projects tdderal, state and local levels. Each propgescription
includes information on project partners and target user grsuptegic and operational goals,
project timelineand specific contribution to NEGS targets

As a second stepGermanyachieved a new legal basis 2013 to facilitate electronic
communicationdetweenrcitizens and businesmdpublic administrationwhich is known as
AESover nment A cQowernrieB@eseatzpla achidke thiseveral changesere
necessaryo public administrationsA secure email communication serviceDe-Mail, was
introduced in 2010 to encrypt digital communications between citizens, businesses and
administrations online. Besidescemmerce and online banking, IMail promises various
benefits for egovernment. Similarly, new pergnal ID cards (NPA)(German: Neuer
Personalausweishtroduced in 2010 have an optionalle functionality, whichcan be used

for online identificationn e-governmentHowever, most publidepartmentsio not offer De

Mail as a communication channeldPA for online identificationLack of usage scenarios for
citizens as well as security and privacy concerns during transmission of sensitive data hinder
acceptance of DMail and elD functionality of the NPA: aly 8 percentof the German
population have a DMail accountKrcmar et al. 201 47 percent of the population have the
new personal ID card, of which only3 percenthave activated-éD function of their identity
cards(Krcmar et al. 2016

The fE-Government Acdi and t he ADi gi t-2010 siGegyurgenpyblic2 01 4
administrationsat the federal levelto open up a digital channelprovide De-Mail
communication and online identification throughDe of the NPA, provide file documents
digitally, promote electronic payme in administrative procedures arglipply machine
readable data files to the public (open datdjhough only federallevel authoritiesare
obligated to offer Déviail communication and identification thugh NPAI not state and local

public authorities' it would enable secure electronic communications between government
agencies and individual citizens.


https://www.e-government-landkarte.de/
https://www.e-government-landkarte.de/
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3.9.2.2 Electronic Tax Declaration Project (ELSTER)

The online tax filingserviceis theone of the mosadvanced egovernment servigavailable

in Germany(Akkaya et al. 2012a ELSTER (German: Elektronische Steuererklarunggs
introduced as a pilot projefiin 1999by the Ministry of Finance for electronic transmission of
income tax declarations nationwia@kkaya et al. 2012a, 2533According tathe law, hcome

tax declaratiomnd wages tax return falhder the responsibility of the Federal Government but
the administration is handled by thelividual states.The nationwide projectcoordinabr of

this service ighe BavariarBStateMinistry of Hhancein Munich.

Besides tax payers, companies and tax advisors are other potential user groupskgrgeted
ELSTER. Indeed, its usage is compulsory for businesses sincel2p@@vides considerable
advantagesampared to manual tax filinghe state tax authoriti@mnounced tégive priority

to processing the tax declarations thed submittedthrough ELSTER (Akkaya et al. 2023,
2533, in order to support its adoptigBavarian State Ministry of Finance 2Q1@his is
especially beneficial for individuals who are expecting tax refuAddetailedweb portal
(http://www.elster.de has keendesigned targeting seven user groups including employees,
employersandtax advisors. Besides detallexplanations on use scenaripsject flyers and
shortvideo manualsre providedA specialsupporthotline (telephone and-mail) has been
providedfor this egovernment servicevhich is available during thentire week including
weekends and national holiday$ere is a twittethttps://twitter.com/eliaselsteand blog link
(http://blog.elster.de/wordprgsen the ELSTER online portab enhance participation of
citizens and receive their feedbathe Governmenprovidesfree software for preparation and
online transmissionof income tax declarati@n which fichecks for the completeness and
plausibility of the data entered in the fartAkkaya et al. 2012a, 2533A calculation of
approxmate tax refunds also provideavhichwould be paid on the basis of the declared data
The softwaras updatedoeriodicallyto guarantee state of the art security technology.

Personal signature is assentiabspect ofitax statemernn GermanyAlthough ELSTERhas
supporédsubmission of forms electronicakbynce itsinitiation; digital signatures available on
the market were expensive and complicatéd.the other hand, printing summary of the
declaration, signing it manually and sending it to the responsible Ministry of Fibgipmest
required achange in mediaOne of the milestones of ELSREwas the introduction of the
online authenticationin 2006. Since thentax returns carbe completed fully online. AHe
necessity ofa paperbased signatures replaced by the free downloadable personal digital
certificate 0ELé&abeR sedira sdensifizatiomurtihemmiore,additional
assistance is provided through step by sigytemations and videos on the ELSTER portal.

In 2012 theMinistry of Finance annowed a freeadditional feature to increase convenience
After successful registration on tB&STERportal selected fields on the tax declaration form
will be automaticallyrefilledd@ This feature remains optional. Although it brings time
savingsgitizens in Germangeem to beoncerned about the collection of data by government
and the possible difficulty of editing the automatically-filed fields (Krcmar et al. 2013

The hformation on wage tax returns for employggsrfmaniohnsteuerbescheinigungsdaten)
is transmitted digitally etninating the change imediabetweeronlineand papebased forms.
Since 2013, citizens can use thdDefunction of their new personal carderfa secure
authentication to ELSTERvhich enhances its conveniencéet, its adoptionrate remains
relatively low compared to otheations(Akkaya etal. 20124 In order to foster acceptance


http://www.elster.de/
https://twitter.com/eliaselster
http://blog.elster.de/wordpress
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theonline tax initiativethe government has even initiated a lottery to win a brae@ sports
car and expensive hotel vouch@savarian State Mistry of Finance 2011

3.9.2.3 Barriers to E-Government Adoption in Germany

In contrast to Sweden; Germany continues to reraaiongthe middle ranks in European e
government benchmarkBeing a relatively large country with the division of authority and
execution, one of the main challenges is offering homogenegisvernment services at all

levels of governancdn fact, thecomplexityof the German government structure presents a

real challenge to success Hgevernment. Yet,itizens in Germany demandtber service from

their Government:8percenbfthe citizensar e ei t her Afairly dissati ¢
about the quality of public services in GermdAgcenture 2014

Germany has one of the most advanced ICT infrastructures in Europe but there is still much to
be done in terms of the service portfolio and delivAtthough Germany has been recognized

as one of the top performers in terms of full online availaligp Gemini 201)) best practice
services are mostly offered at the federal level. @hiene sophistication of servicesiffers
especially at state and local levels. There is a clear neeestawieesat high maturity levels

which promisegreaterbenefits for all stakeholders. F66 percentof citizens, not being able

to complete an-government transactidinlly onlineis a barrier to uséKrcmar et al. 201p

and54 percentstate that thg cannot find what they are looking fon e-government portals
(Krcmar & al. 2015.

Lack of awarenessf the existing eggovernment services is another cause of low adoption in
Germany. For instancé( percentof citizens are not aware of the open government services
(Krcmar et al. 201pand 73 percent of the respondents have never used an open government
service(Krcmar et al. 201p Since the government does not provide a single point of access to
all senices, citizens do not have any channel to be informed adimaittisnew.

Another problenis lack of enthusiasmon the demand sidg-etzer 2006PUBLICUS 2010.
Studies reveal that individuals, who actively use other online platf@raseluctantto use
online methods to interact with public authoritigskkaya et al. 2012a In 2015 only 39
percentof citizens hd used egovernment servicewithin the last twelve month@&rcmar et
al. 2019. In fact, lack of citizen acceptance has beaspecial challenge in most of theevious
largescale initiatives such athe Hectronic Health Insurance Carthe Electronic Wage
Verification Systemandthe New Identity Cardswhich will be further elaborated in the next
section Thisproblem applies specifically sewvices offered by theayernment, and in contrast
Germany is a frequent user of other online technologies and online social networksvéreere
are twentythreemillion users of Facebook in Germa(statista 2016 The household Internet
penetration i¥8 percentof the whole populatiofiinitiative D21 2015. Among online users,
64 percentuse Internet bankingegularly (Initiative D21 201% and about64 percentshop
online(Initiative D21 2015.

Even the most advancedgevernment serviGeELSTER is used byonly 36 percentof the
online populationn Germany, in contrast t63 percentin Austria andé0 percentin Sweden
(Krcmar et al. 2016 As explicitly stated by the Federal Minister of the Interior Dr. Thomas de
Maizerethe Federal Government is awardlgd resistancetvards egovernmenamong both

the general public angublic authorities(PUBLICUS 2010. Yet, the continuing efforte
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Germanyare mostly focused on the supply side. Although this is indispertsedliecessful-e
government, a better understanding of the demand side is crucial.

The willingness of the German nation to disclose private information to others through online
social networks might sound contradictory with the elevated privacy conecethe society
(Akkaya et al. 2012b However, a study on Facebook showed that Germans present less
personal information aboutémselves and are more worried about privacy is@(resnar et

al. 2011h. Moreover, willingness of an imddual to disclose personal information in one
contextdoes not imply his or her consent to share personal information in another. Rather, the
privacy expectations of citizens should be appraised for each specific context separately. One
may value privacyess in online social networks contéxbr may not be even aware about the
massive amount of seffisclosure due to other benefitdbout expect a high privacy level in
other contexts such as online shopping-goeernmen{Meckel et al. 201)1 Previous research
shows that privacy concerns do not have a significant negative effect on intention to use of
online social networkglung et al. 203 von Stetten et al. 20),.while being one of the highest
concerns in online bankir(@nitiative D21 201% and egovernment{Krcmar et al. 201p This

may be explained by the differences of motivations and received benefits in using different
online platforms. People use online social platforms mainly for hedonic and social benefits.
Indeed, Krasnovateal. (20100 foundusers of online social platforms disclose information due

to fithe convenience ahaintaining and developing relatiomgsand platform enjoyment (p.

109) Thus, their privacy concerns may not inhibit them to expose personal information in
online social platforms. Online banking, online shopping argbwernment services are
probably used only for functional benefits. Té#re, the role of privacy as a barrier to use of
these systems is not comparable with each other.

3.9.2.4 Sensitivity of the German nation towards data protection and privacy

As discussed irfAkkaya et al. 2012ain detail, it is known thatthe perceptions of citizens
regarding the risks involveth online transactions arene of the major barriefsindering
adoption of online technologi¢Schaupp/Carter 2010 n f iizerts are ificeeasingly aware
that technology can be used to collect sensitiveodatiekaya et al. 2012a, 2532In a recent
survey, 53 percent of the German respondemibo stated being concerned about data
protection, is particularly worrgeabout collection of data by government for tracking purposes
(Krcmar etal. 2015. It is widely acceptethat national culture facilitates or impedes adoption
of technologiebys hapi ng ci t i @GefenfHéart ROEGThedow tisk prapensity
of theGerman populatiohasalreadybeen empirically shown in other stud{&asnova et al.
2009 Munchner Krei2013 The Lauder Institute 200@nd recogized in cultural frameworks
(e.g., Hofstede et al. 19p1

Indeed,the high risk aversiorof the German nation is a part of everyday, lde discussed in
(Akkaya et al. 2012an detail A c | os e anal BGamasy hasoneofdldtrctest h a t
data protection laws in the European UridAkkaya et al. 2012a, 2534According to the
German constitutiofin German: Grundgeset®very individual has the right to decide the use

of his own personal datay any third partyThe Federal Republic of Germany 198&kaya

etal. 2012n

In 2006, the European Union announced regulaboretaintelecommunications data fan
effective contribution to the fight against international terroridkaya et al. 2012aShortly
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after the pass of laimm Germany in 2008, feamsereraised over abuse dfata retentiorand

misuse of personalata(Akkaya et al. 2012aDue to heavy protesttielaw was suspended

in 2010 by theGerman Fderal Constitutional Courd s i t Aposed a seriou.
personal privacy that c o (TherFederal CenstitutGralrCouatn y 0 s
2010.

As discussed in Akkaya, Wolf, Krcm@012g, hdisensitivity of citizens towards storaayed

useof personal dathad an important negative influence on adoption and continued use of
online public servicas ( p . . MAny rBadohwide initiatives involving transfer of sensitive

personal dats uch as the OEl ectronic Wage Veri ficeze
OElreonti ¢ Health I nsur afasspPpoojie®Prdj eeGB) (ePh
|l dent ity Car dserePheavijyeriticizedl by(thé Rodbjic, nongovernmental
organizationsand political parties due to direct infringement to personal priyglease see

(Akkaya et al. 2012dor a more detailed discussion)

3.10Summary

Chagper3delivered a broad overview of the relevant conceptual framework in the research field
of egovernment. Beforelefining the concept ofe-government in Sectio.2, the series of
reforms to improve thefficiency of public sector organizationsom the 1980s onwards
(known as New Public Management)dimeenpresentedand thisconstituteghe basis ofhee-
government concept.

Various subcategories ofgovernment such as G2C and G2B were presented in S8c3ion
Section 3.4 discussed tineotivatiors for public administrations to implemesfgovernment
initiatives including political, economic, social, tectogical and managerial forceBeing a
relatively immature field of research, it is common for researdbeesttheories and concepts
in e-government which have been validated in other IS contexis.fil@quently used domain
is that ofe-commerceAlthough these two types of servicave some common characteristics,
e-governments distinguished by specificharacteristics which need be taken into account.
These characteristics as well as the comparisofgofernment and-eommerce services were
presented in Sectio8.5 The ongoing progress in online service delivdry public
administrations all over the world $iaaised questions about the assessmenliffgrent e
government service initiativefn order to compare and evaluate the progressgoizernment
development from different perspectives, a number of maturity models have been proposed
which were reviewed in SectioB.6. This setion also includes various benchmark studies,
which analyze theevelopmental stages ofgevernment services arle individual progress

of different countries

Most first generation @overnment projects wedesigned agovernmenientric,thesehave

failed to meet the expectations citizéresse ofonline services. This has led to an increasing
emphasis ordesigning and offeringitizencentric servicesby public authoritiesCitizens
requirements for greatéransparency, participation and @lbrationhave opened up new

era in egovernment research, known as Government 2.0. The principles of Open Government,
tools and practices of the Web 2.0 for the public sector andseciatedpportunitiesand
benefits of these technologies for govaents were summarized in Secti®n?. Section3.8

gave an overview obarriers to egovernment which included supptyde barriers (such as
operational and personal related barriers in governmental agencies) and -detedvatriers
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(such as the Digital DivideAnother important demarside barier was related to concerns
over trust, security and privacy, whielneempirically analyzedn this thesis (see Chapsds
and 6). Finally, Section 3.9 was dedicated t@resentthe stateof-the-art e-government
development irtountries of analysis dhis thesis

The following chapter (Chaptet) providesdiscussion of thdoundations of technology
adoptionwhich forms theheoretical base of this thesis.
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4 TheoreticalTdaohmaldogy yRiesre ar ch

Havingintroduced the conceptual framework, a clear picture of the theoretical basis underlying
this thesiswill now be presentedThis thesis can béroadly categorizedas Technology
Adoption ResearchMore preciselya theoretical frameworto examine théactors influencing
adoption of G2C @overnment services has been derived from a synthesmmgionentof
Technology Adoption research, trust research and-cudsgral research

As seen in the previous chapterg@ernment initiatives up to now haweostly focused on
supply. The needs, expectations and desires of citizens remain relativelyresesached
which is reflected in the low adoption rate ej@vernment globallyThe main ainof this thesis
is to understand the citizen perspective by smegdlight ont a r g e tdecisisnenakim@
mechanisms ithe contexts of usingnline public services. One special focus of this thissis
how citizens perceive riswith respect tqrivacy and security related concerii$is thesis
argues that national kkure influences perceptions of individuals, as well as their beliefs and
values which in turn affect theibehaviorsregarding IS innovationsAs a result, thisvork
combines various concepfsom different streams of literature to develaptheoretical
framework for the analysis d62C egovernment adoptionyhich will be presented and
discussedan this chapter.

4.1 Introduction

As defined byBacharacl{1989, atheoryisastatement of relationships among concepts within

a set of assumptions and constraints. Assumptions and conssgects/ boundaries which

definethe limitations in applying the theoryheoryattempst o answer t he quest
(De Vaus 2001, ;8Bacharach 198XKaplan 1964Merton 1968. Ratherthan just describing or
predictingphenomena, aeory should explain why things happ@&heory explains behavior,

events, structure or phenomenane wi (l98%f a mous st at ement of finot
as a good t heor y everGsodtheorieBadvarecgnowledge inra sceentific a s
discipline, guide research towardrucial questions and enliten the profession of
managemet(Van de Ven 1989, 486

According to Bhattacherjg2012), fiscientific research proceeds along two plangisearetical
plane and anempirical plan® ( p (seeHig2re 4.1 below). In particular,ficonstructs are
conceptualizedat the theoretical(abstract)plane while variables areoperationalizedand
measuredat the empiricalobservationallplane (Bhattacherjee 2012, 12The heoretical
plane is more abstract, whikhe empirical plane is measurabl¥ariables areobjective
representations of abstract construdtsstated by Bachara¢h989, onstructs are related to
each ther by propositionsand the variables are related to each otherhjgyotheses
Propositions arelogically deduced implicationgdrawn from a theory They postulate
associations between constrydigically with acauseeffect relationship (e.g., if X oacs,
then Y follows). Hypotheses are empirical formulation of propositions which are empirically
testable.
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Theoretical Plane

[ CONSTRUCT AJ [ Proposition > [('()XSTR('('T B ]

INDEPENDENT - DEPENDENT
VARIABLE | Hypothesis VARIABLE

Empirical Plane

Figure 4.1. Theoretical and Empirical Planes of Scientific Research
Source: Own lllustration based ¢(Bhattacherjee 2012, 27

There are two main approaches to empirical research: thestigg and theorpuilding. As
explained in sectio.2, theorytesting begins with a theory and uses deductive reasoning to
derive a set of propositions from it. In contrastiuctive reasoning is uséd derive a theory
from observationg a theorytesting approach

4.1.1 Attributes of a Good Theory and Criteria for E valuation

Although pevious researchas proposed different criterian defining thecharacteristics of a
good theory, in particular how andhw one theory is better than an alternative theory
(Bacharach 1989Vhetten 1989Dubin 1978 Kaplan 1964 Merton 196§, there is a lack of
consensus on what constitutes strong versus weak theory in social s(tentegStaw 1995

Bacharach1989 discussedwo main criteria for the evaluation of theori¢aisifiability and
utility. Falsifiability refers to theefutability of a theoryScientifictheories can never be proven,
only disprovef® (Popper 959. There is always the possibility that one negative instance will
conflict with a longstanding theory and disprove it. Researchers cannot exdihunstances.
The secondriterionrefers to the usefulness of theotyuseful theory shoulboth explain and
predict phenomenalf a theory is often used to make predictions but do not provide
explanations, it is regarded as an incomplete th@agharach 1989

15 Even though most philosophers of science would agree, some aliSamsedLakatos 1968
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According to(Dubin 1978 in (Whetten 1988 a compéte theory mustontainWhat How,
Why, When WhereandWho elements (se€able4-1 below). WhatandHow elements describe

a theory, whileWhy elements explain a thgorDescription and explanation are essential
ingredients of a theoryWwha Whereand Whenelementsplace limiting conditionson the
propositionsderivedfrom a theoretical model. As stated by Whet{@®89 in Fisher(2012),

fi ese are temporal and contextuatdes set as the boundaries of generalizability( p. 49 2)
Elements of &heory Description Building Blocks of a Theory
What The essential, aonstituent Constructs or variables
(What concepts are importan elemer;]ts of a behavioral
for explaining a phenomenon phenomenon
How The relationship between th Propositions
(How are these concepts constructs
related to each other?)
Why The underlying assumption| The logic underlying the model
(Why are these concepts
related?)
When, Where, and Who The boundaries of Boundary conditions and
(Underwhich circumstances d generalizability limitations
these concepts and
relationships work?)

Table 4-1. Building Blocks of a Theory
Source: Own lllustration based Whetten 1989Bhattacherjee 201Dubin 1979

The limiting conditions of a theoryW{hg Where Wher) are typicallyfound outthrough
subsequent tests dheoretical statementdMhat How, Why). Testing theories in various
settings reveals the inherent limiting conditions, which make the theory even strohger.
theorist, who constructed the theory, cannot be expected to be awarthefalsible limiting
conditions They tend to consider the theory only in familiar surroundings and at one point in
time (Whetten 1989 Thus, caution is advised assuminghe applicability ofatheory in the
absence of such experimental evidence.

4.1.2 How to Build a Theory?

Constructing a good and strong the@yime consuming and difficuliut astrong tleoretical
contribution is essential farontribution into prior literatre Having a weak theoretical basis
or providing an inadequate theoretical contributionar®ngcommon reason®r rejectionin
well-established journalSutton/Staw 195).
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On the other hand, new theories are often subject to measuremendwerrtr absence of
experimental evidence in various settings discussed abovéimitations andboundary
conditions of a theory are typically set after a wide range of experiments in various settings.
This is a serious thre&b the applicability and generalizability of reew theory ashie core
propositions generated from such a theoretical modelnoilye correct in an untested context.
Most researchers, therefore, use the s\@stablished theories in IS rather than trying to build

up their own. As a result, IS literature contains enormous amount of empirical data on a set of
well-known theories imifferent contexts.

Sutton and Stayl1995 claim that the problem with theosyuilding lies inthe gapsn social
science education and lack of talent. Accordin§utton and Staw, social science faculties do
not train students adequately in theory construction. Moreover, not many researchéng have
talent to become a good theoristorder to motivate researchers to come up with new theories,
previous researchrgvide some guidelines on thedwilding. Establishedtheorybuilding
guidelines(Kaplan 1964 Dubin 1978 are however criticized for being too standardized for
application in manyopical areas in manageméitn de Ven 1980 Steinfeld and Fulk1990

in (Bhattacherjee 2012, 268iscusdourapproachew theory buildinghatcan be pplied in all
areas of research:

1. i b u itheodes inductively based on observed patterns of events or bebaviors
(Bhattacherjee 2012, 2@grounded theory building)

2. i ¢ o nabhottotaup conceptual analysis to identify differeetsof predictorgelevant
to thephenomenon of interes(Bhattacherjee 2012, 2finductive approach)

3. A e x toemmodify existing theories to explain a new contéBhattacherjee 2012, 29
(deductive approach)

4. fapply existing theories in entirely new contexts by drawing upon the structural
similarities between the two contea{8hattacherjee 2012, €deductive approach)

Not all of the aboveapproaches are considered as a substantive contribution in recognized
journals of IS. Whetterf1989 discusses set of criteriaupon which to judgevalueadced
contribution to theory developmem his highly cited paperThough simply adding or
subtractingonstructgrom an existing modéi/pically does not changts core logi¢ important
changes irthefactors or relationshipaithin the model an resultm theoretical contributions.

The most creative, but also the most difficult approach is applying a perspective from other
contexts andieldsto a new area of study

4.2 Theoretical Foundations of Technology Adoption

As discussed in the previous section, vestablished theories of IS are commonly used by
researchers due to the diffiaels involved in constructing new theories. This section provides
the theoretical foundations of technology adopfpoedicting individual acceptance behavior

It is a broad aa including sociology,aial psychologyand technologyFirst, behavioral
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theories fromsociology and social psychology are presen®wn model¥ of IS adoption
based on beavioral theories are discussed

4.2.1 Social Psychological Theories

4.2.1.1 The Diffusion of Innovations Theory (DOI)

Ro g er s 0 Diffisieroof Ignovationgaso known aghe Innovation Diffusion Theoryis

one of the mostvidely used theoretical framewabf technologyadoption andliffusion. It

explains how innovations are adopted within a population of poterstgas Thediffusion of
innovation conceptcan be traced back tBrench sociologist Gabriel Tardd903), who
attempted to explain why some innovations are adopted and spread throughout a society, while
others are ignoredde has not specified the key diffusion concepts but provided valuable
insights for future researchers. In 1962, Everett M. Rdgasdefined key diffusion concepts

and developedthe Diffusion of Innovations Theorypased on observations of 508 diffusion
studies(1962. Roges ftheory can be applied to both individuals and organizations.

Diffusion of innovations refers to the tendency of new ideas, products, technologies, and
practices to spread within a social systé&onges (1995 defines diffusion & fithe process
through which an innovation mommunicated through certamommunicatiorchannels over

time among the members of a social systém5).

The diffusion of new ideas, according to Rogers, is mainly affected by four key elements: (1)

the innovation itself(2) communication channel§3) time and (4)the social systerfRogers

1995. Rogerg2003 defines annnovationas fan i dea, practice or o
new by an individual (mnn2) miovatons mayinctude méw a d op
technologies, practices, or idg&hattacherjee 20)2t should be renarked that an innovation,

which have been invented a long time dga@n innovation for individuals, if it is perceived as

new by themAccording to Roger§l995, communication i$i t praxess in which participants
create and share information with one anothe
Communication channelsn the otherhandar e fit he means by whi ch me
individual to another o throughRogemsd395 BB di a a
Roger®model includes themedimension in diffusion research, whibk arguessi one of the

strengths of his mod@Rogers 2008 This aspect is mostly ignored in other diffusion research.

The fourth el ement of docillkystenHedefinesociaRsysggrar 6 s m
asfa set of interrel ated usolving® adcdmplish aiceanmenn g a g e
goab (Rogers 1995, 23According to Rogergl 995, fi te members of units in a social system

may consist ofindividuals, informal groups, organizations, and/or subsysi¢m23)

The main focus of th®iffusion of Innovations heory is thecertain channel®y which
information about an innovation is communica@uong the participantaithin a social
system Communication occurs through channels between individuals or institutions that
originates a messagklass media channels include TV, radio aravsleters Interpersonal
channels refer to the communications between individigsnbers of a social system have
different preferencesfor relying on mass medieor interpersonal contacts when making
decisiongegarding adoption or rejection ah innovationRogers(1999 argues that diffusion

16 Similar toDubin (1978 and Whetter{1989, this thesis does ndiistinguistesbetween a model and a theory.
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is a social process that involves interpersamoahmunication. Mass media channels are more
effective in creating initial knowledgaboutinnovations whilst interpersonal communication
channels are more effective in changing attitufiRsgers 1995, 19Brancheau/Wetherbe
1990.

Diffusion of innovations is essentially a procescommunication. According to Rogers, the
innovationdiffusion process is divided into following stages: khpwledge (2) persuasion,

(3) decision (4) implementatiorand (5)confirmation(Rogers 2008 At the knowledgestage,

a persons exposed to the inmation and seeks information about it. Whenpgbkesonforms a
negative or positive attitude towards the innovation, he or she is jpetheasiorstage. At the
decisionstage, thennovation is either adopted or rejected by the individdalor sheputsthe
innovation into practice at themplementatiorstage at which pointhe innovation decision has

been madeThe final decision about continuing to use the innovation is nadéhe
confirmationstage. Te decision of innovationanbe reversedf the personi s fiex pos ed
conflicting mess ag(Ragersdalbd) 189. Typidaly, thesdivestagedfi o n 0
innovationfollow each other im sequence

Another main contribution othe DOI theoryis in the Gadopted categories of innovation
diffusion. Rogers classifieive adopter categorigéa his innovationadoption framework(1)
innovators,(2) early adopters(3) early majority, (4) late majorityand(5) laggardsbased on
their time of adoptionAs explained by Roger&002, hié tategorization is badeon the
percentage of individual®r organizationsyinder each portion of the normal curve, marked off
by standard deviations from the mean ( p (seeBigu&4.2 below).

Innovatorsare the firsigroup ofindividuals(2,5 percent)n a system to adopt an innovation.
This group requires a shorter adoption period thanoémgradoption grougbecause they are
willing to take risk.The next 13,5 percent of the individuals in a system aregittye adopters
Innovators andaly adopters are usually have a better education and a greater knowledge about
technology.They tend to rely more on mass media for infaroraabout the innovatioricarly
majority are the next 3percentof the individuals in a system to adopt an innovatibims

group of adopters interafrequently with peers and conscious in terms of adopting a new
idea.They weigh the pros and cons of an innovation before deciding to adopt or réjbet it.
next 34percenof the individuals in a systeare referred to date majority They are skeptical

and risk averseAs they depend mainly on word of mouth commundizatather than on the
mass media, the individuals in this groaghopt an innovatiotecause most of their friends
have already adopted iThe last 16 percent are theggards Theytend to besuspicious of
changeand require certainty that a new idealwibt fail before they can adopt Bimilar to

late majority, laggardeely more on interpersonal sources rather than the mass media as their
primary source of iformation about the innovatio®y the time they adopt an innovation, it

can possibly be alegly outmodedThe DOI theorysuggests thahe distribution of individuals,

on the basis of their time of adoption of an innovafmiows aclassicalnormaldistribution

curve when plotted over tim@ogers 199p It is important to note that not everyone in a
population adopt an innovation. The adopter categories refer to the ones, wheentiliadly

adopt an innovatigmather tharthe entire population.
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relative %
of adopters

Innovators  Early Adopters  Early Majority Late Majority Laggards time
(Technologists)  (Visionaries) (Pragmatists) (Conservatives) (Skeptics)

Figure 4.2 The Diffusion of Innovations Theory
Source: Own lllustration based ¢Rogers 196

Rogers has also attempted to explain wbsneinnovations spread more quickly than others.

The attributesof an innovatiorand its perceptionsy i ndi vi dual s, det er mi |
rate of adoption. According to Rogd003, fithe decision to adopt or reject a technological
innovation is essential |l yp. 232) The oharactetistics that y r e

shape adoptersdé i nnov arelatie advantdgep) commatbilitd,(8)c i si on
complexity(4) trialability and (5)observabilityof the innovation

Relative advantagis the degree which an innovation is perceiasbeing superior to existing
substituteslt is important to note than innovationmay not havea considerabl®bjective
advantageinstead, the perception of potential adopters and their personal judgrhéms o
expected benefits of the innovatioraisthatmatters Compatibilityrefers tathe extenthat the
innovation isperceived as being consistent withaist eperiencescurrent needs angaluesof

the potential adopteComplexityrefers to the extent of difficulty involved in understanding
and using the innovatiofrialability is the extent to which the innovation can be experimented
with on a trial basisObservabilityis the extent to which theenefits and otheesults ofusing
theinnovation are visible to others.

Complexity is negatively correlated tioe adoption of amnovation, while theemainingfour
factors are positively correlated with théopton rate Consequentlyinnovations perceived as
having greater relative advantage, compatibility, trialability, observability and less complexity
will likely to spread more quicklyhan the othersBased ona metaanalysis of studies,
Tornatzky and Kleirf1982 foundrelative advantagecompatibilityandcomplexityas the most
significant predictors of innovation adoption. These three attributes are consistently identified
as critical adoption factors in IS resea(shvon/Zmud1987h.

ResearcherBom awide rangeof disciplines hae usedthe DOlas a frameworkiMahler and
Rogers (1999 studied diffusion of interactive communication innovatidresedon the
example of the adoption of telecommunication services by German Faeks in whichof

the DOltheory has been applied in orderstudy prediction of diffusion include health service
organizations (Lee 2004, agriculture (Adesina/Zinnah 1993 and school education
(McCormick et al. 199p Besides studying individual adoption, there are also successful
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examples of its applicath to study factors of organizational innovatighlustoner,
Ollila/Lyytinen 2003. In IS context, thddOl theorywas tested in several settings suclihas
adoption of spreadsheet softwg@rancheau/Wetherbe 19090Celectronic data interchange
(Premkumar et al. 1994enduser computingBrancheau/Wetherbe 1988nd Internet banking
(Tan/Teo 2001

Sultan and Wher (1993 challengethe DOI theory, in particular theprofile of adopters

proposed by Roger§hey argue thagn 6 i n nregardirtgane irinovationmay well be a

6l aggarddé for anot her, suggesting that i nn
phenomenon. Lyytinen and Damsgaé200]) argue thathe DOItheoryis not suitable for

studying the diffusion of@mplex technologies as it does not offer adequate constructs to deal

with collective adoption behaviors in the case aiost diffusion researchhe DOIltheory

has al so been cr i-itnmo za tdwhicle asbuinadstdalingovatiosi p r o
are beneficial and should be adopted by every individithin the populationThisdoes not

allow for inefficient innovations to die bfuickly without beinguniversallyadopted or being

replaced by better innovatio(Bhattacherjee 2012, 34

The DOIltheoryhas a considerable positive impact on IS reseant ®me authors have
proposed modification of the theoretical framework by adding new constBiciacheau
1987 Green et al. 19970ne of the widely recognized extensions to the DOI mageby
Moore and Benbas&t991). Theyselected and refined a set of constructs frieenDOItheory
andextendedt by includingconceptof resultdemonstrability, imagand voluntarinessf use
to study technology aghion by individuals

4.2.1.2 The Theory of Reasoned Action (TRA)

Developed by Martin Fishbein and Icek Ajzg®8Q 1979, the Theory of Reasoned Actid

one of the most extensively referenced theerto predict and understand motivational
influences onhumanbehavior.As implied by the name, therheory of Reasoned dkion
assumethat individuals behae in a sensible manner by taking account of available information
and consider the consequences of their actwiniée making decisions about engaging in
behaviorqAjzen 1985, 1»

Drawn from social psychology, thiedory of reasoned action assumes that the behavior is under

thei n di v wvotitiorallcénsol (also known asolitional behaviord’). Ajzen and Fishbein
(1980assert that behavioral i ntentions are a f
in nature and the ot her:(lattifudemwardithe behavicacdi a | i n
(2) subgctive norm(seeFigure 4.3 below). These two constructs are assumed jointly to
determine behavioral intentioim other wordsintention of a persois determined biis or her

attitude toward performing the behavior ahdsocial influence associated with this behavior.

All other variablesare assumed tafluence intentionsndirectly, through their effect osither

attitudes or subjective normamd behaviorgFishbein/Ajzen 1976

Attitudeis personakvaluation of the behavior (e.gvhetherit is agood or badehaviorand
whether the actolikes or dislikes the behavior) TRA is concerned with attitudes toward
behaviors and not witthe more traditional attides toward objects, peopte institutions

17 volitional Behavior is a behavior which does notuieg skills, abilities, opportunities and the cooperation of
others(Fishbein/Ajzen 1976
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(Ajzen 1985, 12 Thesubjective norm st hfe per sonds perception th
important to him think he should or should not perform the weha r i n guest
(Fishbein/Ajzen 1975, 302 Although a p e ritemtio® ® perform a behavior is the
immediate determinant of the actipimtentions can change over time therefore the longer the

time interval between measurement of intention and observation of behavior is, the greater the
likelihood that unforeseervents will produce changes in intentiqszen 1985, 12 The TRA

has the following three boundary conditidisshbein/Ajzen 1976

(1) the degree to which thistention and the behavicorrespond with respect to their levels
of specificityincluding action, target, context and tifl@shbein/Ajzen 1975

(2) the stability of intentions betwedhe assessment of intention and observation of the
behavior(Fishbein/Ajzen 1976

(3) the degree to whictihe behavior is under completely volitional contbthe individual
(Fishbein/Ajzen 1976

The third boundary condition implies that the TRA can only applied if the person can akecide
will if he or she wats to perform the behaviofhe theory has strong predictive utilityfor
voluntary behavios (Madden et al. 1992 Contrary toexpectationsthe model performed well
even in studies in which the initial boundary conditions were violg@béppard et al. 1988
However,by definition, TRA should not be applied if the behavior is not completely under
subj ect s contrelorlifthé sitiatioaihvolves a choice probléheppard et al.9B8).

TRA cannot explain spontaneous, impulsive or habitual beha{@stler/Speckart 1979
because engaging in such behaviors may not be due to a consciowmdsdise individual.

The TRA also excludes behaviors that may require special skills, unique opportandies
resources, or the cooperation of others to be perfofbiglda 1984. To increase its explanatory

scope, modification to theTRA have been proposed. Sheppard, Hartwicld aWarschaw

(1988 suggestd modifying the TRA to account for gdaintentions, choice situationsnd
differences between intention and estimation measures. Other authors have proposed expansion
of the theory with additional variables (e.mclusion of moral obligation§Gorsuch/Ortberg

1983, habit(Towler/Shepherd 199nd competing attitudé®avidson/Morrison 1983.
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Attitude towards
Behavior

Intention ————P Behavior

Subjective Norms

Figure 4.3 The Theory of Reasoned Action
Source: Own lllustration based Ohjzen/Fishbein 1980

The TRA has been examined empirically in a variety of situatiespecially in social
psychologyEagly/Chaiken 1993 heppard et al. 198&tudies of variousalitional behaviors
that haveprovided test contexts for the TRA includiligiting sun exposuréHoffmann Il et
al. 1999, coupon usagéshimp/Kavas 1984and using condom@lbarracin et al. 200l TRA
has only beetestedn a few contextsvithin the IS field (e.g.online grocery shoppin@iansen
et al. 2004

The Theory of ReasonedAction provides a solid and coherent theoretizde which can be
used to understand and predict human behavior within the defined constyahtior
circumstancesin which behavior is not under volitional control, the mere formation of an
intention is not sufficient to predict behavigvinderlich 2009 Criticisms of the Theory of
Reasoned Actiomostly focus onits limited applicability While defining the explanatory
framework of the TRAFishbein and Ajzepointed outhat most behavior of interest to social
scientists is under volitional contr@ishbein/Ajzen 1976 There are, however, a wide variety
of behaviors that require abilitieskills and social cooperation which would be of considerable
interest to social scientistsiska 1984 Sheppard et al. 1938

Another question raised about the TRA is dionoy of behaviors as volitionabr non
volitional. Liska (1984 argues thamost behavior is neither volitional noonvolitional, but
ranges from behavior which requiree specialskills, resourcesr cooperation of other®
behavior which requires consideraldenount of skills, resources or cooperation of others
(Crawley/Koballa 199% Most behavias, which seem to be under complete volitional control
(e.g, voting), involve some skills and the cooperation of othgliska 1984 Eagly/Chaiken

1993. Moreover,the TRA posits that attitudes and subjective norms have separate influences
on behavioral intentionsHowever, studies show that attitudes and subjective norms are
positively correlatedMiniard/Cohen 198 1Warshaw 198D

Finally, Eagly and Chaike(1993 questionedvhether attitudes andiljective norms are the
only meaningfulinfluences on behavioral intentions for volitional behayidale et al. 2002
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They proposed thahe TRA can be improved by adding predictors to the ma8ighilarly,
Sheppard, Hawick and Warshaw1988 discuss modification of the modelaacount for gola
intentions, choice situatiorand differences between intention and estimation measiirele
Fishbein and Ajze(1975 1980 initially asserdthat the TRAwas a sufficient explanation of
volitional behaviors, Ajze(iL991]) acceptec decade latehe possibility that some other factors
(e.g, moral obligation, dect and past behaviors) may also predict intentions and behaviors
(Hale et al. 200

TheTRA applies to only a limited range béhaviorsAjzen (1985 expanded the explanatory
domain of the TRAy adding perceived behavioral contfBBC)as an additionanteceden
of behavioral intentionsThe Theory of Planned Behaviowhich additionally attempts to
predict nonvolitional behaviorsis discussed next.

4.2.1.3 The Theory of Planned Behavior (TPB)

The Theory of Planned BehavigAjzen 1985 1991]) is awidely acceptedsocial theoryto
predict both volitional and norvolitional behaviors As the extension ofhe TRA; a main
assumption of the TPB is the¢opleusually behave in a sensible manner by taking account of
available information anthe implications of their action&jzen 199).

Besides the attributes of attitude and subjective norm as key drivers of ineefifoedin the

TRA, perceived behavioral contro® was added to account for circatances wherthe

behavior in question is not under completditional control (seé-igure4.4 below). Perceived
behavior al control I's defined as fAoneds perec
b e h a RaglyGhaiken 1993, 185The inclusion ofperceptions of antrol extends the
applicability of theory from simple volitional behaviors to achievement of goals yeeght

loss) which is dependent upon performance of a complex series of other behaviors
(Conner/Armitage 19981 t i s s i mi (1882 sdlfefficyeanstruct i thesocial

Cognitive Theory (see Sectioh.2.2.4 beloy. Seltefficacy describes the judgments of
individuals regarding their capabilities to perform certain actions required to deal with
prospective situationdBandura 198p Selfefficacy influences the selext ativities,

preparation for therand the amount of effort that is exhaudi@dtheir completon Bandur ad s
(1997, 1982 research shows people prefer to engage in behaviors that are believed to be
achievable.

18 The measure of perceived behavioral control hes r@ceived a great deal of attention in explaining the relation
between health related beliefs and behavjarmitage/Conner 2001
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Attitude towards
Behavior

Subjective Norms

Perceived -
Behavioral Control

Intention

> Behavior

Figure 4.4 The Theory of Planned Behavior(Original Version)
Source: Own Illustration based Ohjzen 199)

Ajzen (1991) argues that the PBC and sefficacy construct€an be used interchangeably
(Armitage/Conner 2001 However, Bandurél986 does not agreestatingthat BC and self
efficacy representquite different concepts. Numerowsholarshave provided empirical
evidence for a distinmin between seléfficacy and BC (Armitage/Conner 1999
Terry/O'Leary 1995 Manstead/van Eekelen 1998Accordingly, self-efficacy refers to
cognitive perceptions of control based on internal control factorde WABC is related to
external factorgArmitage/Conner 2001 The study of Dzewaltowski, Nobend Shaw{1990

found that sekefficacypredicts behavior much bettitran BBC.

Ajzen(199) st at es t hat

it he r el

at.i

ve I mportance

behavioral control in the prediction oftémtion is expected to vary across behaviors and

situationso (p.

188). PBC

i s

assumed to hav

situations wherehe attitude ofan individual is strong, or where social horms are dominant,
PBC maynot be a sbng predictor of intentions(Armitage/Conner 2001 In such cases,
intention predicts behavior alRBC should not exert any influence on the intenbehavior
relationship. The addition of PBC becomes especially useful as volitional control over behavior
decrease$Ajzen 1991, 18k In caseswhere behavioral intention would ontgsult insmall
amounts of the variance in behavior, PBC should be an independent predictive of behavior.
Having said that, it is important to keep in mind that the effects of PBC on behavior are based
on theassumption that PB&presentsolitional controlaccuratelyArmitage/Conner 2001

Belief concept were discussed ithe original work of Ajzen, but were not included in the

model as separate constru@dgzen 199). In his later workAjzen (2009 st at e d

AfACCOT ¢

to the Theory of PlannedeBavior, the major determinants of intentions and behavior follow
reasonablyrom i and can be understood in termsiobehavioral, normative and cuwal

bel i ef so

( @ to exttedsdoh of thd HPB svith Ithe addition of beliddehavioral

beliefs, normative belieEndcontrol beliefyseeFigure4.5 below) (Ajzen 20035.
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Figure 4.5. The Theory of Planned Behavior (Updated Version)
Source: Own lllustration based ¢jzen 2005

Several variables ay influence the beliefs of individuatich as age, gender rpenality and
past experiences. Ajzemgaies that all these factors can influencae d i v bellefisand @sa
result,his or herintentions and behaviorEven though Ajzen does not mention the influence
of culture explicitly, he acceptts effect on individuals implicitlAjzen 2005, 13%

fiClearly, people growing up in different social environments can acquire
differentinformation about a variety of issues, information that provides the
basis for their beliefs about the consequences of a behavior, about the
normative &pectations of important otheamd about th@bstacleghat may
prevent them from performing a behawvior

The TPB has been widely appligd predicting behavioral intentioria areas as diverse as

doing regular exercisg$lausenblas et al. 1997complying withspeed limits(Elliott et al.

2003 Conner et al. 2003and committing parasuicid® 6 Connor / Ar)nnthedgye 200
context, it was tested icontexts includinginternet purchasingGeorge 200%and electronic

commerce adoptioacross culture@Pavlou/Chai 2002

TPB is essentially an extension of the TRA developed to overcome the limitations of the TRA.
Empirical evidence reveathatthe extended theonyerformsbetter han TRA for predicting

and explaining intentions and behaviorseveral domaingSheeran/Taylor 199%ausenblas

et al. 1997Hansen et al. 200Madden et al. 199Ajzen/Madden 1986

There aralsosome criticisms of theAB. Eagly and Chaike(L993 criticize the TPB for not
providing a sufficient understanding of the relation between intentidaaviorMoreover,





















































































































































































































































































































































































































































































































































































































































































































































































































