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Abstract 

In this research study, the author seeks to discover the predecessors of e-government services 

adoption among the citizen of Pakistan. To study the e-government adoption, researcher 

integrates extended TAM and theory of planned behaviour. Cross-sectional research 

technique was used and in total data was collected from 240 citizens of Pakistan. Results 

depict that facilitating conditions, performance expectancy, effort expectancy positively 

impact the citizen attitude towards adoption of e-government facilities. As well as, facilitating 

conditions as a positive impact on society and individual computer self-efficacy which helps 

in building citizen attitude. 

Furthermore, the researcher studies the impact of government trust as a moderator to test the 

relationship between attitude and adoption of e-government services. Results show that 

government trust dampens down the relationship between attitude and e-government adoption. 

To the conclude results SEM technique was used using AMOS-21. 

Keywords: Performance expectancy, Effort expectancy, Facilitating condition, Trust in 

government 

1. Introduction 

The e-Government is the usage of IT tools and applications to increase liability and 

pellucidity of government departments by refining public service. Also, e-government gives 

citizen access to information regarding services provided by the government 

(Panagiotopoulos, Al-Debei, Fitzgerald, & Elliman, 2012). E-government enhances 

governance which helps improve accountability and transparency. Benefits embedded in 

e-government are the main reasons which encourage governments to participate in e-services 

scheme developments (Chatfield & Alanazi, 2015; Chen, Jubilado, Capistrano, & Yen, 2015). 

E-government introduces the new IT system to automatically process the tradition of public 

services or add new channels to online. Therefore, it can help the government function to 

improve and create new values for businesses and citizens. In order to achieve these goals 

citizen involvement, participation and engagement are necessary for e-government services. 

Nevertheless, regardless of significant efforts by the government to implement e-services, 

governments face challenges due to the low-level e-services provided to citizens (Rana & 

Dwivedi, 2015; Batara, Nurmandi, Warsito, & Pribadi, 2017). The immediate problems 

require the urgent attention of scientists since the e-government success mainly be governed 

by acceptance and use of its services by citizens(Carter & Weerakkody, 2008). The 

importance and understanding of elements that affect the acceptance of citizens towards 

e-services by the government. Although technology-oriented users widely considered in 

environments such as e-commerce and the Internet (Beldad, Jong, & Steehouder, 2011), these 

users are relatively less research in e-government services(Gupta, S. Dasgupta, & Gupta, 

2008). Use of software and information technology in public and private organizations is 

needed so that citizens voluntarily and socially use e-services which assist the government in 

the implementation and execution of e-services in the country. 

Chaotic policies, such as a change in policies, political leadership, and cuts in budget cuts are 
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the factor which helps the government to retrieve information. E-government services issues 

are analysed not only from the technological viewpoint but need to analysed broadly by 

integrating political, social and cultural perspectives in order to understand and develop 

knowledge (Carter, Shaupp, Hobbs, & Campbell, 2012). In the absence of a clear and 

consistent understanding of the uses and benefits of e-government services, people will be 

reluctant to use e-services. As well the government will not be able to make strategic 

decisions which increase acceptance and use of e-services (Ahmad, Markkula, & Oivo, 2012). 

Previous research primarily focuses on the execution of e-government services in developed 

countries. 

For this reason, less attention has paid by researchers in analysing the acceptance, execution, 

and use of e-government services in developing countries, especially in Asia countries. It is 

essential to study developing countries because of their social and cognitive characteristics 

which including Asian countries, which are very different from developed Western countries 

(Osmani, 2015). These differences, the factors affecting the Acceptance of technology by 

people in Asian countries are utterly different from industrialized and well-developed 

countries. 

2. E-adoption in Pakistan 

In Pakistan, a particular unit was established named as Electronic Government Directorate, 

under the administration of the ministry of science and technology. The purpose of this unit is 

to provide technical and managerial guidelines to the ministry for the execution of 

e-government services in the country. National Electronic Government Directorate present 

five years plan in 2005, which propose and design standards for the execution of 

e-government services and applications for citizens. The plan presented by the unit is to 

enhance awareness and recognition of e-government services among citizens. According to 

Shah, Khan, & Khalil (2011)to report the main objective of e-government initiation is 

Pakistan is to increase transparency, efficiency, and accountability also, the delivery the 

cost-effective and reliable services to people who assist them in making a decision. In 

developing countries, low-level adoption of e-government services among citizen is due to 

the ignorance of the government towards citizen needs and requirements. It is the need of the 

time that governments should focus on developing instruments and determine influential 

factors which assist them in attracting potential and encourage them to use e-government 

services. 

2.1 Purpose 

E-government services adoption among citizen is key for the effective implementation of 

e-government plans (Liu, et al., 2014). Rehman, Mariam, Esichaikul, & Vatcharaporn (2011) 

urged that there is a need to study e-government services and transfer of such ideas to Asia 

regions. Reddick, (2005) explains the flow of the first government issues from a wider 

perspective is an indication of essential points when describing and selling public services 

(for example, a country, a state, a state, or a state). By today, the factors affecting and 

influencing the acceptance and implementation of government agencies for e-government 

services (Norris & Reddick, 2013). Examples include systematic planning, IT health and 
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skilled workers. 

On the other hand, the second threat of government issues is to welcomed from the 

consumer's demands for public participation (for example, citizens). Some experts use some 

talking about the economic work of residents of analysis by the government. However, when 

there are research is on the need for e-government acceptance, there is little to know about 

the cause and use of public e-services. 

Therefore, the purpose of this research paper is to investigate intrinsic and extrinsic factors 

that influence the adoption of the citizen towards e-government service and to provide the 

solution to problems faced by the government while launching and execution of 

e-government services. To examine the e-government adoption; extended Technology 

acceptance model (TAM) using facilitate condition, performance expectancy and effort 

expectancy is used and Theory of planned behaviour (TPB) social influence, computer 

self-efficacy is incorporated to measure attitude and intention of youth towards 

e-government(Davis, 1989; Ajzen & Fishbein, 1980). Then trust on e-government is used as a 

moderator which measure the relationship between attitude and intention of the youth of 

developing countries like Pakistan towards e-government services. 

2.2 Theoretical Framework 

Technology Acceptance Model (TAM) was presented by (Davis, 1989), and researchers used 

this theory to study the technology acceptance. TAM is originated from the Theory of 

Reasoned Action (TRA), which validates the transformational behaviour of the citizen 

towards technology adoption (Ajzen & Fishbein, 1980). Two basic and essential constructs 

are used to measure the individual behaviour towards technology that is perceived ease of 

use/effort expectancy and perceived usefulness/performance expectancy. To come up with the 

solution that people adopt e-government services, extended TAM is used with new construct: 

facilitating condition that can be explained as resources and support that is given by the 

environment in shaping up particular behaviour value. In this research study, facilitating 

conditions, expected expectancy and effort expectancy factors are used to examine 

technology impacts on computer self-efficacy and society that impacts and develop the 

attitude of the citizen towards the adoption of e-government services. To acutely understand 

the phenomena theory of planned behaviour and technology acceptance is integrated. 

Zulfiqar, Sarwar, Aziz, Chandia, & Khan(2018), Benbasat & Barki (2007)and Chen (2016) 

used TAM and TPB integrated model to investigate the influence of technology used on the 

attitude and adoption of technology. In prior studies, researchers use (TAM) to forecast and 

predict the intent of the individual to adopt the technology(Wang, Rau, & Salvendy, 2011). 

Benbasat & Barki (2007) and Chen (2016)used an extended TAM model in developing 

countries to investigate the intention of the user to adopt the latest technology. However, from 

the previous literature review and researches, the researcher concluded that no research 

adopted extended TAM and integrate it with the theory of planned behaviour to investigate 

the intention of the citizen towards e-government services. 
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2.3 Performance Expectancy and Effort Expectancy 

Effort expectancy is the degree to which the user finds the ICT system easy to operate 

(Venkatesh, Thong, & Xu, 2012). According to Carter & Bélanger, (2005) attitude and 

intention of the citizen will enhance if they perceive e-services provided by 

government-friendly and easy to use. Effort expectancy is an important determinant and 

influential interpreter of e-government adoption. In general, individual is more inclined to 

adopt technology that they find easy to understand, in a friendly way and use. 

Performance expectancy referred to as the degree to which technology enables the user to 

improve its capabilities to accomplish and complete their jobs efficiently. Performance 

expectancy is an important determinant that assists in predicting the attitude and intention of 

the user towards e-services adoption. According to Alryalat, Rana, & Dwivedi (2015) 

performance expectancy is the extent to which people believe that ICT system assists the user 

in shaping their attitude and behaviour and also assist in improving their job performance.  

2.4 Facilitating Condition 

Facilitating condition is the perception of individuals about the resources and support that is 

given by the environment in shaping up particular behaviour (Rana, Williams, Dwivedi, & 

Williams, 2011). In the context of e-government service adoption, facilitating conditions are 

the grade to which citizen perceives that sufficient resources provided by the government 

which assists and facilitates them in using e-services provided by the government. According 

to Venkatesh, Thong, & Xu (2012)facilitating facility has a significant effect on the 

behavioural intention of the citizen towards adopting e-services. Kurfali, Arifoglu, Tokdemir, 

& Pacin maintained the point of view that degree to which respondents believe that 

infrastructure and facilitates are supporting new ICT needs to be provided by the government 

are sufficient that may impact their attitude and intention towards the adoption of 

e-government services. 

2.5 Attitude 

Kinicki & Kreitner (2009)define attitude as the tendency of an individual to express his/her 

thoughts in favour and disfavour while assessing a specific situation. Harjer & Habib (2013) 

responsive reaction of an individual after having experience with ICT (Zimmerman, 

2008)attitude would influence the individual intentional behavior towards ICT adoption. 

Expectations of individuals while indulging with e-government services can either positive or 

negative depends upon the performance expectancy, effort expectancy and facility condition 

provided by the government. This attitude can consequently be transformed into an intention 

(Ajzen & Fishbein, 1980). 

2.6 Social Influence 

Cialdini et al. (1991)social influence is the faith that society will admire specific behaviour 

for a while using a given technology. Social influence is people‟s opinion from whom the 

individual is inspired to behave when interacting with technology (Elster, 1989). Ajzen & 

Driver (1991); Zhao et al. referred to social influence is the referents that pressurized and 
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influencer in making technology-related decision i-e parents, friends, teachers. A social 

influencer is the one who motivates, encourage and approve and inclined individual attitude 

towards technology. 

3. Computer Self-Efficacy 

Computer Self-Efficacy is the capability of an individual to practice computer technology and 

perform duties and task (Solesvick, 2012). (Icek Ajzen 2002) stated that the self-efficacy is 

that individuals ability to control their behaviours or actions (Rotter, 1966)& computer 

self-efficacy as the predecessor of intention to adopt e-government services, if the individual 

is self-motivated and has a strong intention towards e-government services. Computer 

self-efficacy is that an individual can utilize cognitive resources and have the motivation 

ability to access e-government. In other words, computer self-efficacy is the strength of an 

individual‟s belief that he/she is capable of performing all the duties and task using computer 

(Chen, Greene, & Crick., 1998). Computer self-efficacy is the predecessor of intention, and it 

has been examining that computer self-efficacy influence‟s intention-behavior of the 

individual to adopt e-government services. 

3.1 Moderator: Trust in Government 

Trust on e-government is “the use of government technology to transform the relationship 

with people, business firms and other government agencies” (World Bank Group, 2007). It 

can also be defined as “the ability of the government to ensure the security of its people‟s 

data in online transactions.” Therefore it is essential to have trust in government regulation 

and policies to ensure the success of new technology like e-government services because if 

the government is credible and competent, then it is likely that people will adopt its services 

(Adel Al Khattab1, 2014). Tan and Theon (2001), argues that there is a link between trust and 

e-government. Trust acts as a medium that encourages people to trust in government agencies 

providing services, but it is the belief that hinges upon that government agencies if they are 

capable of providing those services without any security threat and sensitive information 

leaked ensuring the protection of its citizens (Lemuria Carter , 2008). In the last decade, the 

modernization of the government institutions and the vast potential of information and 

communication technology can play a significant part in forming trust among citizen towards 

e-government services. As new topics such as electronic administration, democracy and 

e-government emerged, as an important tool for the improvement of public sectors and to 

create the impact on the environment to transform the mind-set of people towards 

government developments processes(Sofia Elena Colesca , 2009). 

Another study on e-government and trust reveals that people‟s trust in government reduces 

the risk of using e-government services respectively (Beldard, jong, & Streehouder, 2011). 

When a person trusts in government, he expects the same honour and trust of the government. 

Thus the level of trust defines government credibility, and there is a large amount of literature 

on online trust, the impact of felt trust and adoption of electronic business or government 

services in particular and one should investigate those factors to improve their service so that 

they can improve (Dashti, Benbasat, & Burton-Jones, 2010). Researchers believe that trust in 

the internet and the government are two of the most significant variables that impact people‟s 



Business and Economic Research 

ISSN 2162-4860 

2019, Vol. 9, No. 2 

http://ber.macrothink.org 78 

aims to use e-government services (Esichaikul, 2012). 

3.2 Research Context 

Pakistan is a developing the country and is working for the development of e-government 

services since 2002. The aim and objective of the government are to enhance the efficiency 

and effectiveness of the public administrative and legislative institutes.  Government is 

providing funds to institutes to encompass e-government services not only at national as well 

as at the provincial level. However, due to poor ICT infrastructure, computer facilities, 

Pakistan is facing numerous threats and problems and challenges in this sector. Due to weak 

interconnectivity between government institutes and educational system, people are unwilling 

to consume e-government services. However, due to the full availability of internet services 

at significant cities allow the user to adopt e-services. 

The aim and objective of this study are to study the factor affecting citizen adoption towards 

e-government services. As most of the government institute is encouraging citizen to apt 

e-government services to get access to information and knowledge using e-services like 

applying for a new passport, visa application, online payment for renewal of passport, using 

national testing services for hiring of new employees but still, the citizen is facing a 

significant number of challenges. 

3.3 Research methodology 

Quantitative method approach is used in this research paper and data is collected from 

respondents; self-administrated questionnaire and online survey techniques were used to 

measure the factor affecting acceptance of e-government services. A closed-ended 

questionnaire was used in order to have a better and clear understanding of result and 

interpretation. For this research paper, secure and cost-effective data collection methodology 

was used to collect data from the youth of Pakistan. These techniques included data online 

survey software i-e survey monkey. 

Furthermore, questionnaires were circulated through mobile application messengers like 

WHATSAPP and WECHAT. This questionnaire includes facilitating condition, performance 

expectancy, effort expectancy, computer self-efficacy and adoption of e-government services. 

The current study is apprehensive, and it examines the factors affecting the citizen attitude 

and their adoption towards e-government services. 

A pilot study was run before collecting data from respondents. The main purpose of the pilot 

study was to refine the questionnaire so that respondents can easily understand the 

questionnaire and also assist the researcher in solving problems like coding and decoding of 

data collected. After designing the questionnaire, a pilot study was conducted, and 

questionnaires were dispersed among youth who are the primary user of e-government 

services. Respondents were requested to give feedback regarding questionnaire wording, 

phrasing and format. After getting feedback changes were made so that youth can easily 

understand the concept and phrases of the questionnaire. It increases the reliability and 

validity of the questionnaire. 
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3.4 Measures 

5-point Likert scales were used to measure the responses of the respondent, ordered as 1, 

strongly disagree, 3, neutral, and 5, strongly agree. The questionnaire was modified from with 

slight adjustments of words in order to confirm the validity of constructs. Facility condition 

(Lallmahomed, Lallmahomed, & Lallmahomed, 2017) and attitude (Zulfiqar, Sarwar, Aziz, 

Chandia, & Khan, 2018; Kuo, Wub, & Deng, 2009), Effort Expectancy, performance 

expectancy (Miloševic, Zivkovic, Manasijevic, & Nikolic, 2015; Lallmahomed, 

Lallmahomed, & Lallmahomed, 2017); attitude towards e-government services (Al-Shafi & 

Weerakkody, 2009); Trust on government(Meuter, Ostrom, Bitner, & Roundtree, 2003). 

Demographic information of the respondents includes age, gender, education, and experience 

with e-government services are shown in Table 1. 

Table 1. Demographics Information 

Demographic information Frequency  Percentage  

Age 

18-22 

23-27 

28-32 

33- 40 

 

91 

98 

54 

7 

 

36.4 

39.2 

21.6 

2.8 

Gender 

Male 

Female 

 

135 

115 

 

54 

46 

Education 

High School  

Graduate 

Post-graduate 

Ph.D. 

 

39 

19 

119 

73 

 

15.7 

7.80 

47.50 

29 

3.5 Data Analysis 

Structural Equation Modelling (SEM) employed using AMOS version 21 aimed at 

establishing a model and data analysis. AMOS is important structural equation model 

software that helps researchers to support their research by using multivariate analysis 

methods including factor analysis, correlation, and variance and regression analysis (Hair, 

Black, Basin, & Anderson, 2010; Pituch & Stevens, 2016). The quantitative analysis method 

is used to understand the relationship between variables. Items used to test hypotheses were 

first to validate by using factor loading and Cronbach alpha tests. Then discriminant validate 

test was conducted to further validate the data before moving towards testing hypotheses 

using multiple regression analysis using structural equation method. Multiple regression 

analysis using SEM authorizes researchers to classify incremental and control variables that 

explain the observed variable to test hypotheses.  

A three-step approach was used to analyse the statistical data. In the first step, EFA was done 

to measure the appropriateness of data for factor loadings and factor reduction. Second step 

Confirmatory factor analysis was done to verify the validity and reliability of constructs. 

Third step SEM, executed to analyse measurement and structural model which depicts that 

observed variables are suitable for further analysis. 
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Before testing measurement and structural model; EFA was executed to measure the 

convergent validity of the constructs which can be examined by performing factor loading, 

Composite reliability (CR), Cronbach Alpha and Average Variance Extracted (AVE) values 

test. Benchmark values of factor loadings are 0.5, Cronbach Alpha is 0.6, AVE is 0.5 and CR 

are 0.7(Hair, Anderson, Tatham, & Black, 1998). As shown in Table 2 of Factor Loadings, 

Cronbach Alpha, CR values are above 0.7, and AVE values for all constructs are above 0.5. 

Hence, results showed good convergent validity and valid measure.  

Table 2. Reliability and confirmatory analysis 

Reliability and confirmatory analysis 

Constructs Items Loadings Cronbach Alpha CR AVE 

Attitude AT 1 .856 .885 0.886 0.722 

 AT 2 .801    

 AT 3 .823    

Performance Expectancy PRE 1 .844 .789 0.796 0.568 

 PRE 2 .760    

 PRE 3 .791    

Facilitate condition PVM1 .900 0.932 0.933 0.776 

 PVM2 .861    

 PVM3 .866    

 PVM4 .885    

Government trust TA1 .815 0.794 0.795 0.565 

 TA2 .768    

 TA3 .733    

E-government Adoption I1 .805 0.823 0.825 0.612 

 I2 .762    

 I3 .794    

Effort Expectancy EF1 .761 .804 0.807 0.512 

 EF2 .826    

 EF3 .771    

 EF4 .801    

Social Influence ESE1 .772 0.778 0.784 0.554 

 ESE2 .827    

 ESE3 .720    

Computer Self-efficacy SF1 .863 0.809 0.890 0.619 

 SF2 .828    

 SF3 .832    

 SF4 .821    

Discriminate validity test was conducted to ensure the validity of data, for this researcher 

compares the correlation of all values with the calculated AVE square root values of 

constructs. If calculated AVE square root values stand greater than the calculated constructs 

correlation, then results depict that good discriminate validity. Results shown in Table 3 
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describes good discriminate validity. 

Table 3. Mean, standard deviation, Correlation and the square root of AVE 

 Construct M(SD) 1 2 3 4 5 6 7 

1 Performance Expectancy 4.36(1.22) 0.751       

2 Facilitate condition 4.62(1.25) 0.181 0.818      

3 Effort Expectancy 5.15(1.49) 0.087 0.060 0.792     

4 Attitude 4.43(1.01) 0.158 0.098 -0.004 0.770    

5 E-government Adoption 4.69(1.29) 0.474 0.300 -0.023 0.300 0.846   

6 Government Trust 4.46(1.20) 0.412 0.430 0.020 0.007 0.458 0.771  

7 Social Influence 4.26(1.45) 0.368 0.241 -0.011 0.146 0.500 0.471 0.741 

8 Computer Self-efficacy 4.79(1.16) 0.389 0.435 0.082 0.150 0.430 0.420 0.531 

4. Results 

According to Anderson and Gerbing, SEM is two steps analysis to measure the hypothesized 

model results shown in Figure 1. In the first phase, confirmatory factor analysis (CFA) was 

executed to test the measurement model, and in the second phase structural model using SEM 

was used to test the proposed model fit indices. SEM is a useful technique that can validate 

research results. To estimate the fitness of the model, researchers examine fitness indices like 

chi-square, Tucker-Lewis Index (TLI), Comparative Fit Index (CFI), Normative fit Index 

(NFI) and Root mean square error of approximation (RMSEA). According to Hu & Bentler 

(1999), the accepted value for chi-square should be less than 5.0 depending on the sample 

size. Value of RMSEA less than 0.07, it is considered to have good fitness indices. According 

to Arbuckle, CFI and TLI values should be above 0.90 whereas NFI values should be equal to 

or above 0.95  

4.1 Measurement Model Analysis 

According to above define benchmark values of indices, it was found that values of 

chi-square 1.803, TLI .946, IFI .955, CFI .954, NFI .904, and RMSEA. 053 which shows the 

goodness-of-fit model and results provided the evidence for further examination of the 

structural model. 

4.2 Structural model Analysis 

Structural model indices indicate that values of chi-square 2.521, TLI 0.882, IFI 0.941, CFI 

0.939, NFI 0.906 and RMSEA 0.065 which shows goodness-of-fit model. 
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Figure 1. Results of Structural Modeling with Moderation 

Hypotheses  Coefficient  Results 

Effort Expectancy  Attitude .441*** Supported 

Facilitate condition social influence .196*** Supported 

Facilitate condition computer self-efficacy .350*** Supported 

Facilitate conditionAttitude .241*** Supported 

Performace ExpectancyAttitude .350*** Supported 

Social influenceAttitud .225*** Supported 

Computer Self-efficacyAttitude .433*** Supported 

Attitude Intention to adopt e-government .521*** Supported 

5. Discussion 

The outcome of the statistical analysis showed that effort expectancy, facilitating condition 

and performance expectancy significantly impacts its relationship with attitude (β= .441, 

p<.001), (β=..241,) and (β=.350, p<.001) respectively. Whereas, facilitate condition also have 

a significant relationship with social influence and computer self-efficacy (β=.196, p<.01) 

and (β=.169, p<.001) respectively. Social influence has a positive impact on the attitude of 

the citizen towards e-government services (β=.225, p<.001) and computer self-efficacy has a 

positive impact on the attitude of the citizen (β=.433, p<.01). The attitude of the citizen 

towards the adoption of e-government services is positive with (β=.521, p<.001). 

5.1 Hierarchical Multiple Regression Analysis 

Hierarchical multiple regression results summarize in Table 4. Figure 2 represents the plot 

that suggests that government trust has an impact on the relationship between attitudes and 

adoption of e-government services, outcome directs that it dampen down the relationship 

between attitudes and adoption, due to the presence of government trust. 

Table 4. Hierarchical Multiple Regression Analysis 

Variables Model 1 Model 2 Model 3 
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Age .541*** .369*** .332*** 

Gender -.069 -.021 -.018 

Education .39 .019 .032 

Attitude  .109*** .159*** 

Government trust   .175*** 

Attitude X government trust   -.169*** 

𝑅2 .453 .538 .589 

F 61.84*** 59.05*** 55.76*** 

 

 

Figure 2. Moderating Effect of Government Trust on Attitude and intention relationship 

The determination behind this study is to review determinants that influence Pakistani‟s 

citizen e-government services adoption. For this, the author uses an integrated model to study 

e-government services adoption among the citizen of Pakistan. The factors which researchers 

used to measure the attitude and intention of the citizen are performance expectancy, 

facilitating condition, effort expectancy, computer self-efficacy, and social influence.  The 

above study literature depicts that in developing countries like Pakistan there is less adoption 

of e-government services among citizen because of less facilitating conditions and lack of 

knowledge about the services. Results depict that facilitating condition an important factor 

that influence of e-government services adoption. Facilitating conditions exhibit that it 

significantly affect the behavioural intention of the citizen. Other than awareness about the 

technology, facilitating conditions, provided by the government can be defined as facilitation 

and easy access to ICT. Facilitate conditions include the infrastructure and awareness of 

services the citizen of Pakistan. Awareness can be created by introducing computer services 

related to subjects in educational subjects plus through advertisements and awareness 

programs. User manual in written and audio in different languages should be available on 

websites that citizen can understand the website. Plus 24 hours‟ online chats which let the 
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citizens communicate with experts to get information regarding e-government services of 

Pakistan.  

Results show that performance expectancy emphases on the effectiveness and utility of 

e-government services. It was witnessed that citizen‟s attitude access e-government services 

if they considered them to be beneficial and constructive. Government organizations need to 

focus on public campaigns that emphasize the use of e-government services and how a citizen 

can be benefited through e-services. Outcomes of the research depict that designers and 

developers of e-government websites should make it easy and user-friendly. Effort 

expectancy is among the essential factor which depicts the citizen attitude and intention to 

adopt e-services. Social influence which include friends, family, and colleagues that motivate 

and influence citizen‟s attitude and intention towards e-government services. Government 

organizations should encourage their staffs and workers to endorse e-government services at 

their networks as this inspire and motivate others to use services(Lallmahomed, 

Lallmahomed, & Lallmahomed, 2017). Governments should use today‟s most influential and 

powerful tool that is social media to stimulate e-government services. 

Pakistan is a developing country, and there is a need to implement policies and device 

strategies that emphasize e-government services benefits. E-services is at an early stage; the 

government of Pakistan needs to understand the factors that assist them in improving and 

developing user-friendly and useful services for citizens. On the other, trust in government is 

also a key determinant which assists a citizen in making adoption decision, as Pakistan is a 

developing the country as the policies are not long term. There are unstable governments and 

economic situation which leads to short-term policies. Due to the reason citizen does not trust 

governmental institutes and they are reluctant to use e-services provided by the government. 

Tan and Theon (2001) argues the link between trust and e-government where trust acts as a 

medium that encourages people to trust in government agencies providing services, but it is 

the belief that hinges upon that government agencies if they are capable of providing those 

services without any security threat and sensitive information leaked ensuring the protection 

of its citizens (Lemuria Carter , 2008). 

In the last decade, the modernization of government institutions and the vast potential of 

information and communication technology play a vibrant role in establishing the trust of 

people towards e-government processes. As new topics such as e-administration, 

e-democracy, and e-government emerged, they have become an essential tool for the 

improvement of public sectors and to create the impact on the environment to transform the 

mind-set of people towards government developments processes(Sofia Elena Colesca , 2009). 

Colesca argues that trust in technology and propensity are important factors for e-government 

services adoption whereas Alsaghiar in his study used the components of trust disposition and 

institution-based trust in this context. Some scholars investigated other components of trust 

like personality, cognition, institutional or concept that influences the trust in e-government. 

However, with the dynamic research on this topic, it has been recognized that observing trust 

as various components and categories rather than a single component is an advancement in 

the research in the trust and e-government research(Cigdem Akkaya, 2011). Lee and Levy 

further argue the advantages of e-government services like timeliness, responsiveness and 
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cost efficient and also in keeping the citizens up to date with the laws, rules, and regulations 

with services and also increases the degree and quality of people participation in government 

policies (Levy, 2014). 

E-government and trust reveal that people‟s trust in government reduces the risk of using 

e-government services respectively. When a person trusts in government, he expects the same 

honour and trust of the government. Thus the level of trust defines government credibility, 

and there is a large amount of literature on online trust, the impact of felt trust and adoption 

of electronic business or government services in particular and one should investigate those 

factors to improve their service so that they can improve (Dashti, Benbasat, & Burton-Jones, 

2010). However, as the trust is a very broad term and involves different categories of 

components, there is still more research needed to gain a clearer understanding of the 

relationship between trust and e-government service adoption and also to understand how 

cultural differences may have an impact on trust on e-government. Moreover, it has been 

found that e-government services improve the perception and attitudes of people towards 

government performance, and also it helps to decrease corruption and helps to increase trust 

in public institutions (Celene Navarrete , 2010). Therefore, the government should take 

serious steps towards e-government to build peoples trust in them.  
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