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Abstract 

The main purpose of this paper is to study the mediating effect of employee‟s trust between 

e-government and good governance in the public sector of the developing countries. In 

addition, it presents a conceptual research framework to understand these relationships 

supported by literature review from recent studies. The main findings indicate that 

empowering public sector employees through practicing e-government creates trustworthy 

behaviors which are necessary to promote effectiveness, efficiency, transparency and 

innovativeness as means of good governance. Implications and limitations of the study are 

also discussed where future studies are recommended to extend the research empirically and 

highlight more on governments of developing countries which are in need to such kind of 

transformation for an effective economic reform. 
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1.  Introduction  

The deteriorate performance of governments in developing countries is mainly evidenced by 

the high level of corruption and the decline of service quality delivered by the public sector. 

In addition to the limited infrastructure and financial capabilities such poor performance is as 

result of the irresponsible actions taken by decision makers, the lack of employee‟s trust, 

work ethics and commitment toward the tasks they should proceed (Phang, 2008). The 

widely spread corruption that is striking the public sector in developing countries is not only 

reflecting the poor strategies and policies in these countries, but also revealing the failure of 

good governance implementation (siddiquee, 2009). Any act of corruption such as not being 

transparent and not providing the service efficiently and effectively is seriously considered as 

a kind of abusing the government resources to an extent that would lead to reflecting a bad 

image about the government. Hence, there is a need for transparent and accountable 

governments that are able through their employees to use the resources efficiently and 

responsibly to deliver quality services for the public benefits. 

UNESCAP (2012) defines governance as how to make the decision and by which process it is 

implemented, where it generates valuable outcomes that match the needs of the community 

through the efficient use of the resources. Also, Khan (2013) related the term of good 

governance to the contribution of public administration and polices and the development of 

strategies at the level of efficient administration. Thus, good governance is a combination of 

high-order actions which stand in context with the administrative and managerial activities at 

the organization. Such actions including innovativeness, legitimacy, transparency, efficiency, 

openness, accountability, fairness, commitment, security, regulation and others were 

discussed by several researches (UNESCAP, 2012; Iwu-Egwuonwu, 2011; Ruhanen et al., 

2010; Rachagan, 2010; Shean, 2010; UNDP, 2008; Jalaluddin & Azmizam, 2009; pillay, 

2004). However, pillay (2004) identified accountability, transparency, high standard of 

professional ethics and openness as the main principles of good public sector governance.  

Based on different studies, governance is defined as corporate and political science based 

categories. It is corporate governance when it is related to the internal environment of the 

organization at private sector particularly, while political science based governance is more 

influenced by the external environment of the organization (Ruhanen et al., 2010). As 

governments in developing countries tend to adapt organizational trends from private sector, 

corporate governance principles were employed through the public sector organizations to 

perform more effectively and efficiently (kluvers & Tippett, 2010). Thus, governance applied 

by government is called public sector governance (ANAO, 2003). Moreover, when 

employees of public sector perform their tasks and utilize the optimum level of resources 

effectively and efficiently in producing the desired outcomes, then governance is called good 

governance. It plays a significant role in providing stability and growth at the macro-level of 

the economy (Rachagam, 2010).  

Therefore, the governments of developing countries have taken the initiative in implementing 

new strategies and providing supportive environment for the diffusion of incremental 

innovations, such as the electronic government (e-government) to increase and sustain good 
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performance among the public sector. E-government refers to “the utilization of Information 

and Communication Technologies (ICTs) and other web-based telecommunication 

technologies to improve and enhance the efficiency and effectiveness of service delivery in 

the public sector” (Jeong, 2007). Hence, the aim of this paper is to focus more on the internal 

side of public sector particularly at the level of employees, who are the concerned parties for 

the successful implementation of e-government practices and good governance outcomes.  

In general, trust has been perceived differently through interpersonal and organizational 

constructs, where it is based on three main elements, namely fairness, confidence and risk 

taking (Erturk, 2008). Previously, trust was expressed in terms of expectation level, 

confidence, willingness and dependency (Rousseau et al., 1998). However, several studies 

(Ho et al., 2012;; Auh, 2005; Gillespie& Mann, 2004; Dirks & Ferrin, 2002; Davis et al., 

2000) have found that the performance outcomes of organizations, including efficiency, 

effectiveness, transparency, openness and knowledge sharing are highly influenced by the 

trust. Moreover, some researchers found that good governance is a reflection of the good 

impact of trust on the organizational outcomes (Gillespie & Mann, 2004; Bijlsma & 

Koopman, 2003). For instance, Ellonen et al. (2008) discussed the role of trust on 

organizational innovativeness which is considered an essential element of good governance. 

Therefore, when employees trust their organization‟s abilities, they can come out with 

innovative ideas to make the service quality delivered by the public sector more effective, 

efficient and cost saving for both government and customers.  

According to Smith (2011), employee‟s trust can be conceptualized as institutional trust. Thus, 

when employees trust the organization‟s regulations, rules and norms, they will be motivated 

to perform their tasks in a more appropriate mode. 

Hence, the objective of this study is to develop a conceptual framework that can serve as a 

base for future theoretical and empirical researches based on reviewing the previous literature 

and through the combination of different theories and models related to the implementation 

of e-government and its impact on employee‟s trust and good governance.  

2. Theoretical Background  

To provide a useful model for studying the influence of e-government practices on the 

employee‟s trust and good governance, different theoretical perspectives were deployed as a 

foundation for this research. In particular, these perspectives are the diffusion of innovations 

(DOI) theory, the ICT and Relationship Transformation Model and 

technology-organization-environment (TOE) framework. 

As suggested through the DOI theory, diffusion occurs when individuals, groups and 

organizations accept innovative ideas or technologies and start to use it (Lippert & Forman, 

2005). Since innovation is broadly defined as an object or idea perceived to be new (Rogers, 

2003), the concept of e-government with its novelty can be conceptualized as innovations, 

where several previous studies such as Sang et al. (2009) and Lean et al. (2009) investigated 

the adoption of e-government through the DOI theory. 

While DOI considers the organizational and the technological factors (Alzuabi, 2012), it was 
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suggested by Rogers (1995) that innovation diffusion is based on the perception of the 

characteristics of the technology and the user‟s perception of the system. Thus, DOI theory 

presumes that the decision of adoption is undertaken by the user to improve the operational 

efficiency (Ramdani et al., 2009; Lippert & Govindarajulu, 2006). Organizations substitute an 

exciting process by a new one through diffusion of innovation as a strategy to improve the 

effectiveness and efficiency of the overall organizational performance. However, the 

diffusion of e-government through organizations may also be influenced by other factors. 

Thus combining the two models of ICT and Relationship Transformation Model and TOE 

could explain this relationship more specifically.  

The TOE model was initially developed by Tornatzky and Fleischer (1990), and used as a 

theoretical model by Ramdani et al. (2013) who recommended it for future studies to explain 

how the TOE factors can facilitate the diffusion of applications through organizations, 

including information and communication technology (ICT). In addition to the technological 

and environmental factors, the organizational factors including human resource development 

showed that organizations adopting new innovation have more management commitment. 

Also, utilizing such technologies would change the way businesses are operated in a 

significant and efficient manner (Ramdani et al., 2013). 

Ritchie and Brindley (2005) explained the three complementary perspectives of the ICT and 

Relationship Transformation Model namely technology, application and relationship 

perspectives. Technology potential represents the technical capabilities of organization, while 

application perspective is more concerned with the effective development of human resource 

at the organization. However, for innovation diffusions to be sustainable, trust among 

employees and systems should be developed at both internal and external levels.   

3. Literature Review  

Several previous studies have found that e-government practices had a significant impact on 

promoting good governance among employees while others have failed to associate trust as a 

mediating effect to enhance good governance (Reychav & sharkie, 2010; Politis, 2003). 

According to Smith (2011), it is challenging to develop institutional trustworthiness through 

the implementation of e-government. Hence, many studies (Wu, 2012; Crawshaw & 

Brodbeck, 2011;) examined trust as a mediator between different variables but the role of 

employees‟ trust is still not studied empirically as a mediating variable between e-government 

practices and good governance in the public sector.  

Therefore, this paper tends to highlight the relationships among e-government, employee‟s 

trust and good governance as have been discussed in the previous literature 

3.1 Relationship between E-government and Employee’s Trust 

The transformation of traditional governments into e-government organizations depends on 

the capability of the public sector to adapt and take advantage of the emerging information 

technology. This diffusion has to empower the employees of public sector while using the 

suitable resources. For instance, Alraja and Alomiam (2013) found a significant relationship 

between information technology and empowerment of Jordanian public sector as a strategy to 
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realize higher economic gains for Jordanian governments.  Such empowerment has to build 

the employee‟s trust and commitments towards the government, where e-government is 

claimed to establish trustworthy institutions (Smith, 2011). The relationship between 

e-government and trust was discussed in literature (Tolbert & Mossberger, 2006; West, 2005; 

Parent et al., 2004; West, 2004; Moon, 2003). Most of them were macro-level surveys limited 

to citizens‟ perceptions towards governments, but not related to the internal institutional 

dynamics which contribute to a trustworthy public sector (Smith, 2011). 

However, Tolbert and Mossberger (2006) suggested that e-government enhances 

process-based trust through the improvement of people‟s interactions and perceptions of 

responsiveness. This kind of interactions can be at the internal as well as the external level of 

public sectors.  

3.2 Relationship between E-government and Good Governance 

Recently, governments worldwide have worked to increase the level of openness and 

transparency as principles of good governance in their performance, where ICTs are 

considered as suitable means to support openness, efficiency, commitment and transparency 

and to reduce corruption (Bertot et al., 2010). Conceptually, several studies (Haque & 

Pathrannarakul, 2013; Rana et al., 2011; Kettani et al., 2008; Tolbert & Mossberger, 2006; 

IOS Press, 2005; Mucavele, 2003; ADB, 2001)  state that e-government is a tool developed 

by the governments to achieve the principles of good and transparent governance such as 

accountability, responsiveness, efficiency, effectiveness, openness, commitment and 

transparency. Emperically, Rotchanakitumnuai (2013) and Zoubi et al. (2011) found a 

positive relationship between e-government and good governance among Thai and Jordanian 

public organizations respectively.  

Also, Navarro et al. (2012) argue that e-government has become essential for the reform of 

public sector where it assures a transparent and accountable government based on better 

communication between local and national administrations. 

3.3 Relationship between Employee’s Trust and Good Governance 

The relationship between employee‟s trust and good governance was addressed by several 

previous studies. Reychav and sharkie (2010) stated that employees‟ trust within the 

government authorities in Australia is expressed in the form of interpersonal trust and 

impersonal trust where it enhance employees‟ behaviors in terms of participation, decision 

making and sharing knowledge which are in line to good governance practices. According to 

Salz (2012), high levels of employee‟s trust create a more positive working environment 

through reducing turnover, increasing employee productivity and motivating employees to be 

committed and caring about the organization. Memiyanty et al. (2010) also claim that both 

trust and employee‟s corporation are crucial pillars for reducing governance failure in 

organizations. 

In addition, Kim (2005) found in his study that employee‟s attributes such as trust and 

commitment are important factors for any organization to gain the expected outcomes. 

Employee‟s trust is built through efficient communication channels and strengthened by the 
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accumulated shared information. Smith (2011) considered trust as an essential factor for 

developing countries, where governments are being transformed and strengthened to obtain 

their democratic forms of governance. Thus, trustworthy organizations with good governance 

are essential components of healthy democracies.  

Moreover, Semerciöz et al. (2011) explored the effects of both interpersonal and institutional 

trust on the organizational innovativeness in Pakistan and Turkey. The results indicate that 

employee‟s trust was positively related to the strategic innovativeness which is considered an 

essential element of good governance (Ruhanen et al., 2010; Ellonen et al., 2008). Similarly, 

Bijlsma and Koopman (2003) claimed that trust plays important role in making the smooth of 

wide spectrum of organizational process which indicates the effectiveness and efficiency in 

organizational good governance. 

3.4 Mediating Effect of Employee’s Trust between E-government and Good Governance 

Although the implementation of e-government and other ICTs increase efficiency, 

effectiveness and transparency of public sector services, there are some limitations regarding 

the improvement of institutional trustworthiness through technological interventions (Smith, 

2011). According to Roman-Velazquez (2004), adoption of information technology tools is 

essential to deliver the best available knowledge to the employees while performing their 

work. ICT such e-government practices support the efforts of public sector to generate, 

integrate and transfer knowledge among agency networks (Kim & Lee, 2006). Moreover, 

trust and openness in organizational culture encourage such knowledge sharing and enhance 

communication speed by empowering employees (Ho et al., 2012; Kim & Lee, 2006). Trust 

is considered a key for organizations to attain its goals because it enables voluntary 

employees‟ cooperation (Bijlsma & Koopman, 2003).  

In addition, Ho et al. (2012) found in his study that social identification and trust at 

administrative level have a significant mediating effect on the online knowledge sharing 

among Taiwan organizations. Thus, trust has the potential to assist the public sector and 

increase effectiveness, efficiency and innovativeness among employees (Mannie et al., 2013; 

Semerciöz et al., 2011). 

On the other hand, Alder et al. (2006) recognized the importance of trust as a mediator 

between implementation of internet monitoring and employees‟ job attitudes. Freund (2014) 

also revealed a strong positive correlation between employees‟ trust and their total 

organizational commitment in high technology organizations. The results explain how trust 

creates a trustworthy environment that encourage employees to corporate and assist others 

beyond one‟s work role and with no direct reward. Thus, as trust decreases, employees will 

be more likely to engage in counterproductive behaviors (Chami & Fullenkamp, 2002). 

Based on the above discussion, a conceptual framework is developed to study the mediating 

effect of employee‟s trust between e-government and good governance in public sector as 

illustrated in Figure1.  
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Figure1: Conceptual Research Framework 

 

4. Conclusion  

This paper has provided a conceptual framework that can serve as a base for further research 

in the field of e-government, employee‟s trust and good governance. It is evident that 

employee‟s trust aims to promote good governance especially by creating an efficient, 

effective and transparent working environment through the public sector. Such environment 

is supported by the e-government practices which ensure a room of innovation and 

corporation among employees of public sector.  

This research was limited to the conceptual literature, thus it would be useful for future 

studies to focus more on other organizational attitudes such as trust for successful 

implementation of e-government practices within the public sector. Extending the research to 

empirical surveys would also contribute to the literature, especially at the level of public 

sector in the developing countries.  
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