
Journal of Theoretical and Applied Information Technology 
31st May 2018. Vol.96. No 10 

  © 2005 – ongoing  JATIT & LLS   

 

ISSN: 1992-8645                                                         www.jatit.org                                                        E-ISSN: 1817-3195  

 
2954 

 

THE IMPORTANT OF SERVICE QUALITY AND THE TRUST 
IN TECHNOLOGY ON USERS PERSPECTIVES TO 

CONTINUES USE Of MOBILE SERVICES   

Assistant Professor Dr. IBRAHIM ALMARASHDEH 

Department of Management Information Systems, Imam Abdulrahman Bin Faisal University 
Email:ibramars@gmail.com  

 
ABSTRACT 

 
Delivering government services through the mobile applications is popular in developed countries, which 
benefit the citizens and governments. However, the user’s acceptance of services via mobile applications still 
challenging for the government. The purpose of this research is to investigate the factors that influence 
citizens acceptance of mobile government services, based on the relative variables to help government to 
maintain the services and fulfill the citizen’s needs. A sample of 536 participants has shared their thought 
and participate in the online survey. Structural equation modeling (AMOS) implemented is conducted to 
validate the research model and test the research hypotheses. This research provides evidences to show that 
mobile governments can facilitate and assist citizens to access government services. In general, user 
acceptance can be viewed as the intention of user to use a new technology, together with an understanding 
of how to find it and how to use it. Citizens acceptance should be investigated based on major factors such 
as self-efficacy, trust in technology and service quality. The results of this research contribute to the user 
acceptance theory and to the marketing of mobile services by providing a clear picture and more 
understanding of the user perspective of using mobile services.   
Keywords:  Perceived Self-Efficacy, Perceived Ease Of Use, Perceived Usefulness, Service Quality, Trust In 

Technology, Cost Of Service, Behavioral Intention. 
 
1 INTRODUCTION  

Today, the mobile phones and its applications 
become one of the most common technology in our 
daily life.  With the development of new 
technologies and the demand for more efficient and 
more effective government, the governments needed  
mobile government initiatives to offer more services 
to reach more citizens [1]. But the Efficient and 
effective management is considered the crucial 
factor that decides the success or failure of any 
mobile service [2].  
Mobile government aims to modernizing and 
enhancing service delivery by enhancing the 
accessibility, convenience, and interactions 
channels with the public and businesses sectors. 
Concurrently, it was expected to improve 
information flow and processes between the 
government and citizens, improve the quality and 
speed of policy development, and improve 
enforcement and coordination. This would enable 
the government to be more responsive to the needs 
of its citizens [3]. 
Mobile governments is an important issue for the 
future success of the government services because it 
has the potential to improve the user interaction with 
the government services and liberate users from the 

constraints of traditional service of delivery. Mobile 
government would change the public services to a 
better way and to be accessible to users any time and 
anywhere to almost everyone [4]. As Mobile devices 
are significantly changing learning activities and 
communication, and play important rule in human–
computer interaction, [5]. Also, mobile government 
increases the participations of the governments 
activities by reaching the citizens through a more 
friendly, personal and familiar device [6]. 
Mobile technology has great potential to improve 
state government’s service provision and capacity 
for communication. With the use of wireless 
networks and various mobile devices, governments 
are better able to share information within and 
between agencies as well as to provide citizens with 
efficient public services such as emergency 
management. [1]. Hence, since it has the potential, 
we expected more from mobile government, 
however, mobile government still a need to be based 
on social use, and administrative efficacy not only 
on technological research [7]. Although, mobile 
governments has a technology challenges, but also 
has organizational and cultural changes/adaptations 
which need to be considered when developing the 
services [7]. Adopting mobile government to deliver 
services instate of traditional services require a huge 
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changes such as fear of the unknown, security 
related concerns, habits and economic factors, 
which would be a reasons why people might resist 
accepting new approaches [8]. 
Although the success of some mobile governments 
stories, however, it is important highlighting some 
of the barriers that may hinder user acceptance of 
government services. Governments faced a huge 
risk by investing significant resources in providing 
services and technologies, while the users 
acceptance is not granted. Governments need to look 
into targeted users who will use mobile government 
services. The failure of those users to accept mobile 
government services, will lead to a failure of mobile 
government programs in the long term [8] 
As one of the critical success factors of mobile 
government is the user acceptance [9], achieving 
high user acceptance is a big challenge. Improving 
the user acceptance is depends on the 
implementation and design services by giving the 
citizens appropriate and value services to become a 
part of their daily life [10]. In addition, the mobile 
devices is a perfect technology for enhancing the 
interaction between users and governments services. 
Hence, content should be relevant, targeted and 
short [11]. Also, support, resources and knowledge 
should be provided to various users in society. This 
would increase the users intention to use the 
provided services [12]. 
Government can propose many new services but 
should first understand the users perspective [13]. 
Thus, we to improve the mobile government 
services we need to know how to measure it. This 
study aim to measures the users acceptance of 
mobile governments based on the important factors 
that play main role in the citizens perspective. The 
main objective of this study was to answer the 
research question: which factor is the most predictor 
of citizens behavioral intention to use mobile 
governments services?  
 
2 CURRENT ISSUES IN MOBILE 

GOVERNMENT  

Mobile government involve impotently in 
enhancing the interactions between users and 
government or the processes of government services 
[4]. Mobile government is using ICTs to improve the 
activities of public sector organizations and offer the 
anywhere, anytime functionality to citizens and 
public agencies [9]. The evolution of technology and 
using the mobile services to access online content 
has been increased rapidly. In 2014, the 
International Telecommunication Union (ITU) 
reported  there were a 7 billion mobile users and this 

number is equivalent to 95% of the world’s 
population [14] and still increasing [15]. 
Usability of mobile portal is one of the biggest 
challenged faced mobile government 
implementation[11]. The most important factor to 
predict the success if service implementation is 
measuring the user intention [16]. Therefore, to 
increase the user acceptance, it is important to 
satisfy their needs and provide them with advanced 
technology. Despite the availability of advanced 
technology for mobile devices previous research 
claimed that advanced mobile services which run on 
mobile devices have not been widely adopted [17]. 
The current publicity of mobile technologies is a 
great chance to encourage citizens to use mobile 
government services. However, government 
agencies should be aware that a user needs and 
requirements is the key success factors for a long-
term of user’s acceptance of services [18]. 
The m-governments still have some important 
theoretical and practical limitations [19]. In term of 
practical limitation, mobile government must be 
compatible across many platform and fit into the 
user’s expectation and expertise. Government adopt 
new technology in order to improve the quality of 
services and meet users expectation and needs. Even 
though the mobile government has been used 
widely, however, some major issues remain 
uncleared, such as privacy, and lack of resources, 
risks and security [1]. 
In term on theoretical limitations, many researchers 
still updating and extending the original IS success 
model [20] and the acceptance model (TAM) [21]. 
But none of the proposed models has achieved the 
complete understanding of every factors that would 
influences the user acceptance, because every day 
we have new technology and on another hand the 
user’s expectation and needs is keep changing. Thus, 
there is a need to explain the use processes and the 
adoption of mobile government services by 
providing a complete framework including all 
related factors to the user acceptance of mobile 
governments services  [19]. Furthermore, 
determining the users acceptance of new services in 
a long term by considering all predicting factors [3].  
As mobile government is the new generation of e-
governments, previous researchers claimed that 
there is a need for more studies to address the core 
factors that influence citizens’ adoption of e-
Services.[22, 23]. Also, the latest study in mobile 
governments claimed that only few studies been 
conducted to explored the citizen’s adoption to the 
mobile government services. Although the 
importance of understanding the benefits and 
limitations of mobile government, there is still one 
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important issue which needs to draw great attention 
towards which is the end user behavior regarding 
adopting and using mobile government services 
[24]. 

3 TECHNOLOGY ADOPTION FACTORS 
AMONG EMPIRICAL STUDIES 

The user acceptance and adoption of mobile 
technology in empirical studies mostly applied 
models based on the use of, the Unified Theory of 
Acceptance and Use of Technology (UTAUT) [25] 
or the Technology Acceptance Model  (TAM) [26]. 
Each of the above models has contributed to the 
literature on technology acceptance [17]. 
In UTAUT, the four key components that affect 
behavioral intention to use are effort expectancy, 
performance expectancy, facilitating conditions and 
social influence. This theory did not take into 
account the effect of important factors such as 
perceived risk, perceived trust in technology and 
more importantly didn’t pay intention to the cost of 
services which is one of the important factor of the 
mobile services. In another hand, this theory used 
voluntariness of use, gender, age, experience factors 
as moderating factors, but service quality is the main 
factor of the mobile services did not used as 
moderator. In another hand, experience used instate 
of self-efficacy, but it did not predict the user 
confidence of using the new technology while self-
efficacy do.   
In TAM, perceived ease of use and perceived 
usfuleness is the predictors of behavioural intention 
to use new technology. But today, because is many 
new technology has been developed and the users 
has many options, several factors chould be 
important to attract users or to hinder them from 
using the new technlogies such as perceived trust in 
technology and service quality.  
Different researchers considers different factor to 
measure the users acceptance [27, 28]. For example, 
some researcher claimed that privacy, security, 
perceived ease of use and usefulness as important 
factors that influence users’ acceptance [29]. Were 
AlShihi (2007) indicated that trust has a wide impact 
on m-government acceptance [30]. Moreover, Lee et 
al. (2002) found that perceived usefulness and 
perceived ease of use significantly affected by self-
efficacy and social influence [31]. Moreover, 
Kaasinen (2007), found that perceived trust, ease of 

use  and perceived value are important factors that 
influence user acceptance [32]. Almarashdeh and 
Alsmadi (2017) study found that perceived 
usefulness, perceived trust, cost of service, social 
influence and perceived ease of use has significantly 
effect the user acceptance of mobile governments 
[16]. Tassabehji and Elliman (2006) claimed that 
security and trust are the major variables influence 
the  e-government adoption [33]. Alhussain & Drew 
(2012) used factors namely: perceived ease of use, 
trust, advantage, compatibility, observability and 
trialability as the major predictors to measure the 
mobile government users acceptance. Thus, highly 
similar acceptance factors appear under various 
theories and models covering innovation acceptance 
and adoption [28]. The latest study in mobile 
government adoption claimed that perceived ease of 
use, perceived compatibility. Perceived empathy, 
percived security, perceived usfuleness and 
percieved reliability are the main factors to predict 
mobile governments adoption cross cultural [34]. 
However, in this study we will concentrate on 
critical factors for the acceptance framework of 
mobile government. We going to focus more in the 
users perceptive and related issues. The users 
perspectives of using mobile government could be 
different, depend on the levels of service they using 
and depends on the pre perspective and post 
perspective of using the mobile government 
services. The success implementation of mobile 
government intertwined with different explanatory 
variables. These variables could effect the user 
perspectives before using or after using the services. 
For example, users would be prevented to use the 
service because they do not trust the technology 
itself or because they feel using the service will be 
risky. In another hand, variables like perceived ease 
of use, perceived usefulness and service quality 
would hinder the users to use the service again.  
Many researchers used different variables to 
measure the user acceptance or adoption of mobile 
government services (Table 1). However, there is a 
limitation in measuring a complete model using 
service quality trust and risk along with perceived 
cost of services, although these variables are the 
main indicators for mobile government acceptance. 
Consequently, a new model is developed to 
overcome these limitations, including the variables 
in Table 1 below. The next section we will describe 
the important factors will used in this study. 
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Table 1: compression between proposed variables  
Dimensions 

                          
References  

[3] [35] [36] [34] [37] [38] 

Cost of Service (CS) X X X X X √ 
Trust in Technology 
( PTT) 

X √ √ X √ √ 

Perceived Risk (PR) X X √ X X X 

Perceived Usefulness 
(PU) 

√ √ √ √ X √ 

Facilitating 
Conditions 

√ √ X X √ X 

Perceived Ease of 
Use (PEOU) 

√ √ √ √ X √ 

Service Quality (SQ) X X √ X X X 

Perceived Self-
efficacy (SE) 

√ √ X X √ X 

 

3.1 Cost of Service (CS) 

The cost of service has been missing from most of 
previous research models in user acceptance. 
Although, it’s very important variables in the in the 
citizen behaviour context.  It’s not easy to compare 
cost of service between different service operators 
and providers, because doing that will require more 
information about services priced based on time, 
which will be depend on the amount of transferred 
data. The cost of service is not limited to price alone, 
it is also the based on the content provided by the 
mobile government services. There are a varies type 
of services and each service could deliver different 
type of content. In order to create and initiate 
belongingness to the mobile user, the content must 
be relevant to the language, region and culture [2]. 
In this assumption we assume that cost of service 
will have a correlation effect on the service quality 
of mobile services and its contents. 

The behavioural decision theory claimed 
that perceived cost of service has a significant to 
effect on use of service. Furthermore, unsatisfying 
experiences, such as out-of-date content, slow 
connections, poor quality, errors and missing links 
have infuriated online users [39]. This shows that 
cost of service might have a significant impact on 
self-efficacy. Furthermore, researchers have 
suggested that mobile services  cost should be 
reduced to give the opportunity to more citizens to 
use the service [40], [41].. Now, in many countries 
we can find the cost of mobile governments services 
is free of charge but the value of time using the 

service still very costly. So, service providers should 
enhance the service quality to reduce the cost of time 
consuming in using the service. In this regard, we 
have suggested the following hypothesis: 

Hypothesis 1a: Cost of services has a significant 
impact on user behavioural intention to use mobile 
government services. 

Hypothesis 1b: Cost of services has a significant 
impact on perceived Self-efficiency of using mobile 
government services. 

Hypothesis 1c: Cost of services has a significant 
impact on mobile government service quality 

3.2 Trust in Technology (PTT)  

Trust and belief have been used in the literature to 
illustrate how consumers can overcome perceived 
risk in online transactions. Because mobile 
governments still in the initial stage, many citizens 
still not clear about certain issues such as reliability, 
security and  technical capability of the service 
provider that carry their government data [42]. 

The institutional view of trust has been widely 
adopted by e-commerce and e-Government research 
[2]. In term of mobile government, trust has two 
types composed of the traditional view. The first is 
trust in government which refers to the specific 
entity or department. The second type is trust in 
technology which refers to trust in the technology 
reliability [43].  
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Perceived Trust in technology (PTT) is consistently 
identified as a key predictor of mobile service 
acceptance. Mobile government acceptance is 
contingent upon citizens’ belief that the mobile 
government services is a dependable medium, 
capable of providing secured transactions and 
accurate information. Trust has been known as a 
critical success factor of electronic and mobile 
services. In this regard, we have suggested the 
following hypothesis 

Hypothesis 2a: Perceived trust in technology 
positively impacts user behavioural intention to use 
mobile government services. 

Hypothesis 2b: Perceived trust in technology 
positively impacts perceived user’s Self-efficiency 
of using mobile government services. 

Hypothesis 2c: Perceived trust in technology 
positively impacts perceived mobile government 
service quality. 

3.3 Perceived Risk (PR) 

The mobile governments not yet fully explored by 
citizens, perceiving risk of using the service would 
hinder the users from using the mobile government 
services [42]. Perceived risk is composed of 
behavioral and environmental uncertainty. 
Behavioral uncertainty exists because, online 
service providers may behave in an opportunistic 
manner by taking advantage of the impersonal 
nature of the electronic environment, while 
environmental uncertainty arises due to the 
unpredictable nature of Internet-based technology 
that is beyond the control of the consumer [43]. In 
mobile government, perceived risk reduces users’ 
intentions to use the services. Perceived risk will 
have a negative effect on consumers' behavioral 
intention to adopt mobile governments. Hence the 
following hypothesis is derived:  

Hypothesis 3a: Perceived risk has a significant 
impact on behavioural intention to use of mobile 
government services. 

Hypothesis 3b: Perceived risk has a significant 
impact on perceived Self-efficiency of using mobile 
government services. 

Hypothesis 3c: Perceived risk has a significant 
impact on mobile government service quality. 

 

 

3.4 Perceived Usefulness (PU) 

Perceived usefulness concentrate on the 
unstableness and importance of the information [44, 
45]. It is defined as the extent to which a person 
believes that the technology will enhance his/her job 
performance or productivity (Davis et al. 1989). It is 
primarily connected with perceptions of the 
outcome as a result of technology usage. A 
significant body of TAM research has provided 
evidence, that PU is a strong determinant of user 
acceptance, adoption, and usage behaviour[26, 46-
48]. In fact, perceived usefulness has been found to 
be the most significant factor to predict the user 
behaviour in using new technology [26, 49, 50]. 
Hence, this research proposes the flowing 
hypotheses:  
Hypothesis 4a: Perceived usefulness positively 
impacts user’s behavioural intention to use mobile 
government services.   

Hypothesis 4b: Perceived usefulness positively 
impacts user’s perceived Self-efficiency of using 
mobile government services. 

Hypothesis 4c: Perceived usefulness positively 
impacts user’s mobile government service quality 

3.5 Facilitating Conditions 

Facilitating conditions means that users have 
necessary resources such as money, knowledge and 
expertise, to accept the services. Mobile government 
as a new concept makes it necessary for users to 
have some basic knowledge on operation ability and 
mobile technology on service terminals. 
Furthermore, mobile government users will bear 
internet usage costs by themselves, including 
information and fees communication, which is can 
be effected by perceived cost of services. When 
these fees are high, it will abandon the users from 
accessing the mobile government services, even if 
the provided services van bring more benefit for the 
users. 
Facilitating conditions refer to the range of support 
offered to individuals such as provision of support 
and availability of training, which effected the 
technology usage. Many technology acceptance 
studies has tested this variable, and found an effect 
on the user behavioural intention to use new 
technology [46, 51, 52]. Hence, we have proposed 
the following hypotheses: 
Hypothesis 5a: Facilitating Conditions positively 
impacts user’s perceived usefulness of mobile 
government services. 
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Hypothesis 5b: Facilitating Conditions positively 
impacts user’s perceived Self-efficiency of using 
mobile government services. 

 

Hypothesis 5c: Facilitating Conditions positively 
impacts mobile government service quality. 

3.6 Perceived Ease of Use (PEOU)  

This construct is explained the individuals believes 
of the how simple is using the technology. PEOU 
give an advantage to early acceptance of an 
innovation and is necessary for subsequent diffusion 
of technological innovations and adoption [26]. 
PEOU has been used popularly in many studies 
regarding the acceptance of new technology [53, 
54]. Yet, the effect of perceived ease of use on user 
acceptance not very clear. In some cases, perceived 
ease of use has shown to have a direct effect on 
technology use and in some most cases it shows 
indirect effect by using perceived usefulness as 
moderator to predict the user behavioural intention 
to use new technology  [53, 55-57]. Since it not clear 
yet the amount of direct effect we will try in our 
study to measure the amount of direct and indirect 
effect of using perceived ease of use to predict the 
behavioural intention to use using different 
moderator such as self-efficacy and service quality. 
Thus, the following hypotheses are formulated:  

Hypothesis 6a: Perceived ease of use positively 
impacts user’s behavioural intention to use mobile 
government services.   

Hypothesis 6b: Perceived ease of use positively 
impacts user’s perceived Self-efficiency of using 
mobile government services. 

Hypothesis 6c: Perceived ease of use positively 
impacts mobile government service quality. 

3.7 Service Quality (SQ) 

The mobile government should provide the basic set 
of requirements of service quality. The definition of 
service quality varies and depend on the use 
perspective. In term of mobile services user 
perspective, service quality refers to the degree of 
goodness of the mobile government services.  
Service quality is important especially in the context 
of information system (IS), that many people are 
similar in terms of reluctance to use the system when 
they experience frequent reduction in frequent 
disconnection, response, lack of reliability and 
accessibility [20, 50, 58, 59].  

There is a need to measure the mobile service quality 
[60] and consensually, we need to keep measuring 
the service quality. The reason of the difficulty of 
measuring the service quality, because every service 
is different specially in the context of technology. 
For example, few years ago we measured the service 
quality of websites providing the government 
services, today we are measuring mobile services 
because its carrying the government services.  

Service quality is a good predictor to measure the 
user acceptance of new technology, and it could be 
correlated by many other variables that effect the 
service quality such is how simple is the service, cost 
of service, trust in technology and perceived risk of 
using the new technology. In this study we will use 
perceived service quality as a mediator factor to 
predict the users behavioural intention to use mobile 
government services. In this regard, we have 
suggested the following hypothesis: 

Hypothesis 7: Perceived service quality positively 
impacts user’s behavioural intention to use mobile 
government services. 

3.8 Perceived Self-efficacy (SE) 

Self-efficacy explain the user belief of how he/she 
capable to perform a particular function [61, 62]. In 
the mobile government context, we can define self-
efficacy as the extent of how confidence the user 
belief when accessing and using the government 
services. 
According to self-efficacy theory, self-efficacy 
explain and enhance the user confidence and lead to 
a positive attitude [62]. Self-efficacy has a 
significant positive influence on behavioural 
intention to use information system [61, 63]. Hence, 
user behavioural intention to use mobile government 
services can be enhanced if the users have the 
confidence to use the services. On another hand, 
self-efficacy influence on perceived ease of use and 
perceived usefulness of mobile services. Citizens are 
likely to accept mobile government when they are 
capable and confidence to use it [34, 61]. Yet, no 
studies found to measure self-efficacy as mediator to 
predict the user behavioral intention to use mobile 
government services. In this study we going to 
measure the effect of self-efficacy as mediator and 
as a direct predictor of user behavioral intention to 
use to indicate the user acceptance of mobile 
government services.  Thus, the following 
hypotheses formulated by this research may hold in 
the context of mobile government: 
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Hypothesis 8:  Perceived self-efficacy positively 
impacts user’s behavioural intention to use mobile 
government services 

3.9 Behavioral Intention (BI) 

Behavioural intention is defined as the user 
willingness to use the technology again in the future 
or could represent the user loyalty in some aspect. 
Its an important indicator of the ultimate user 
acceptance decision [64]. According to Ajzen 

(1991), behavioural intention to use the technology 
is a predictor of the user preference of how actually 
the users use the system [65]. From psychological 
theories perspective, the individual behaviour is 
predictable by individual intention [25, 66]. 
However,  in the context of mobile government, 
there is still a limitation and need for a complete 
framework to  explore the factors influence the 
individual intention to use mobile government 
services [34]. Figure 1 below surmised the research 
framework and its hypothesis.  

 
Figure 1: Proposed research model 

 

4 DATA COLLECTION AND ITEMS 
GENERATIONS  

The data collection for this study started with a 
comprehensive literature review to identify all 
potential issues and variables that associate with 
mobile governments. After identifying the construct 
that considered to be important and has an influence 
in the user acceptance of mobile government, the 
items generation started. In the item generation 
process for the survey questionnaire we started by 
creating a list of items that would help to indicate the 
right response from the participants for each 
construct. Once the first draft of survey is ready, we 

conducted a review panel to check the items and 
ensure the validity of each items along with 
checking if there is any errors or unclear 
information. The survey questionnaire contained 44 
adopted items to measure 9 constructs for mobile 
government acceptance, as shown in Table 2 below.  

 
Table 2: Items source used in this study 

Construct No Reference  

Perceived cost of services 3 [16, 38, 67] 

Perceived Trust in technology 7 [16, 38, 68] 
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Perceived risk 7 [68, 69] 

Perceived ease of use  4 [16, 38, 70] 

Perceived usefulness 4 [16, 38, 70] 

Facilitating Condition  4 [3, 71] 

Self-efficacy   3 [3, 71] 

Services quality  8 [36, 69] 

Behavioural Intention  4 [16, 38, 70] 

 
4.1 SAMPLE INFORMATION  

This study used convenience sampling comprised 
of 563 adults. Most of the sample age were 
between 25 - 29 years old (41%) and 26% from the 
age 30 - 39. A 55.2 % of the sample were males 
and 44.8 were females. Most of the Participants 
income were low, less than 4000 a month (48.5%) 
and the highest income were 6%.  Table 3 below 
describe the sample information. 

TABLE 3: DEMOGRAPHIC INFORMATION  
  N % 

Age  18-24 51 9.1 
25-29 235 41.7 
30-39 148 26.3 
40-49 101 17.9 
Above 50 28 5.0 

Gender  Male    252 44.8 
 Female 311 55.2 
Income/month Less than 4,000  273 48.5 
 5,000–9,000  152 27.0 
 10,000 - 14,000  104 18.5 
 15,000 and above 34 6.0 
Total  563 100 

In figure 2 below the results shows that 62.7% of the 
participants used mobile phone to access online 
contents and 17.8% never used mobile phone to 
access online contents. This results in the line with 
the latest report of mobile usage over the globe 
which shows that 49.74% of the total browsing of 
online content come from mobile devices [15].  
 

 
Figure 2: Accessing mobile contents from mobile 

phone 
 

Figure 3 describe how long the participants were 
using mobile government. Its clearly showing that 
38.4% of the participants use it for less than 5 
months and 1.6% use mobile government more 
than 2 years. 

 
Figure 3: experience on using mobile governments. 

 
 
4.2 RELIABILITY TEST   

To Measure the internal reliability Cronbach’s 
coefficient alpha test is conducted. A  Cronbach's 
Alpha value of 0.70 or more recommended to be an 
indicator for a good reliability [72].  All variables 
have passed the reliability test and all of them above 
α = 0.70 (Table 4) which indicate a good consistency 
and scales used in this study. The highest coefficient 
alpha value was service quality which is α = 0.801 
and the lowest coefficient alpha value were 
Perceived usefulness which is α = 0.709.   

TABLE 4: MEASUREMENT MODEL VALUES 



Journal of Theoretical and Applied Information Technology 
31st May 2018. Vol.96. No 10 

  © 2005 – ongoing  JATIT & LLS   

 

ISSN: 1992-8645                                                         www.jatit.org                                                        E-ISSN: 1817-3195  

 
2962 

 

Construct Cronbac
h alpha 

Mea
n   

SD 

Cost of service  .712 3.90 0.834 
Perceived trust on 
technology  

.734 3.49 0.893 

Perceived risk  .716 3.23 0.953 
Perceived ease of use  .742 3.68 0.904 
Perceived usefulness  .709 3.82 0.875 
Facilitating conditions  .710 3.78 0.826 
Self-efficiency  .749 3.29 0.955 
Service quality  .801 3.26 0.978 
Behavioral intention to 
use  

.753 3.42 0.822 

 

4.3  VALIDITY TEST   

Structural equation model (SEM) used in this study 
to test the research hypothesis and validate the 
research model. The first step we take in data 
analysis is to validate the research model and ensure 
the data id fitted to the required measurement. The 
first measures in the model validation was testing 
the CMIN, normed chi-square (CMIN/DF) which 
can give the first indication if the model fit into the 
data or not [73-75]  and the most reported measure 
[76]. The CMIN/DF value for the research model is 
2.776 and P vale 0.96. This value means the sample 
data and the hypothetical model has an acceptable fit 
[77]. This result indicates the discrepancy of the 
research model not significant. Furthermore, the 
results indicated that the structural model had a 
reasonable error of approximation (value= 0.056) by 
measuring RMSEA (Root Mean-Square Error of 
Approximation) [78]. The TLI (Tucker-Lewis 
Index) value is 0.968 and CFI (Comparative Fit 
Index) value is 0.999 which indicate a fitted model 
as the values close to 1 indicate a very good fit [79, 
80].  Table 5 conclude the validity of the research 
model. 

 
Table 5: Fit Indices Summary  

Fit Indices Values in 
this study 

Indicator 

CMIN/DF  2.776 Pass 

RMSEA 0.056 Pass 

TLI 0.968 Pass 

CFI 0.999 Pass 

PCFI 0.28 Pass 

 

5 RESULTS  

In the date analysis we used different test to analyze 
the data. First we used correlation test to to check if 
the variables has a significant association together or 
not. Because this will give first indication about the 
scope of this study. In the second test we used 
regression analysis to test the research hypothesis. 
Using SEM Amos path diagram is the right way at 
this stage to give a clear picture on the direct and 
indirect effect. 

5.1 CORRELATION TEST  

Conducting a correlation test could be helpful to 
discover how the independent variables could 
associate together. According to Lee and Peters 
(2015), a correlation value (r) of -1.0 to -0.5 or 1.0 
to 0.5 considered as a strong correlation, r value of -
0.5 to -0.3 or 0.3 to 0.5 considered as moderate, and 
r value of -0.3 to -0.1 or 0.1 to 0.3 considered as 
weak, and r value of -0.1 to 0.1indicate a none or 
very weak relation [81]. In table 6 below, it can be 
seen clearly there are significant correlation between 
all independent variables. The weakest correlation is 
between PR and FC (r= 0.204). The strongest 
correlation were between PEOU and FC (r= 0.555). 
The correlation results show how one factor value 
can be affected positively or negatively if the 
associated factors are weak or strong. For example, 
FC explain what if the users have necessary 
resources such as expertise, knowledge and money 
to accept information technology and POEU explain 
how simple is the technology used to access the 
content, the correlation results show that if the users 
did not have enough resources to use the system 
he/she will perceived the system is not simple. 

Table 6: Correlations Analysis 
No Factor – 

factor 
correlation 

r 
value 

Indicator  

1 PU CS .337 Moderate 

2 PU PR .295 Weak 
3 PU PTT .398 Moderate 
4 CS PR .322 Moderate 
5 PR PTT .385 Moderate 
6 CS PTT .523 Strong 
7 PEOU PU .490 Moderate 
8 PEOU CS .333 Moderate 
9 PEOU PR .341 Moderate 
10 PEOU PTT .520 Strong 
11 PEOU FC .555 Strong 
12 PU FC .398 Moderate 
13 CS FC .245 Weak 
14 PR FC .204 Weak 
15 PTT FC .511 Strong 
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16 PTT SQ .565 Strong 
17 SE PTT .518 Strong 
18 SE SQ .437 Moderate 

 
5.2 REGRESSION TEST 

Using the path diagram to test the research 
hypothesis is the best way to give a clear idea on 
every interaction between the model variables using 
SEM.  Table 7 describe the finding of the tested 

research hypothesis using SEM. Except hypothesis 
H1a, H1b, H3a and H5b all other hypothesis has 
significant effect. H1a indicate that cost of services 
and Perceived risk did not affect the user intention 
to use the service and did not service quality (H1c 
and H3a). Also, cost of services and facilitating 
condition did not have significant effect on 
perceived self-efficacy to use of m-government 
services (H1b and H5b).  

 
Table 7: Analyzing the research hypothesis using regression test 

No Hypothesis 
t P 

Indicator 
 

H1a Cost of services has a significant impact on user behavioural intention to use 
mobile government services. 

-.073 .053 
Rejected  

H1b Cost of services has a significant impact on perceived Self-efficiency of using 
mobile government services. 

-.053 .276 
Rejected 

H1c Cost of services has a significant impact on mobile government service quality -.116 *** Accepted 

H2a Perceived trust in technology positively impacts user behavioural intention to use 
mobile government services. 

.507 *** 
Accepted 

H2b Perceived trust in technology positively impacts perceived user’s Self-efficiency of 
using mobile government services. 

.537 *** 
Accepted 

H2c Perceived trust in technology positively impacts perceived mobile government 
service quality. 

.116 *** 
Accepted 

H3a Perceived risk has a significant impact on behavioural intention to use of mobile 
government services. 

-.076 .108 
Rejected 

H3b Perceived risk has a significant impact on perceived Self-efficiency of using 
mobile government services. -.120 .038 

Accepted 

H3c Perceived risk has a significant impact on mobile government service quality. -.254 *** Accepted 

H4a Perceived usefulness positively impacts user’s behavioural intention to use mobile 
government services.   .187 *** 

Accepted 

H4b Perceived usefulness positively impacts user’s perceived Self-efficiency of using 
mobile government services. 

.194 *** 
Accepted 

H4c Perceived usefulness positively impacts user’s mobile government service quality .056 .042 Accepted 

H5a Facilitating Conditions positively impacts user’s perceived usefulness of mobile 
government services. .128 *** 

Accepted 

H5b Facilitating Conditions positively impacts user’s perceived Self-efficiency of using 
mobile government services. 

.052 .280 
Rejected 

H5c Facilitating Conditions positively impacts mobile government service quality. .175 *** Accepted 

H6a Perceived ease of use positively impacts user’s behavioural intention to use mobile 
government services.   .115 .011 

Accepted 

H6b Perceived ease of use positively impacts user’s perceived Self-efficiency of using 
mobile government services. 

.212 *** 
Accepted 

H6c Perceived ease of use positively impacts mobile government service quality. 
.075 .021 

Accepted 

H7 Perceived service quality positively impacts user’s behavioural intention to use 
mobile government services. .294 *** 

Accepted 

H8 Perceived self-efficacy positively impacts user’s behavioural intention to use 
mobile government services 

.124 *** 
Accepted 
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6 DISCUSSION   

With the rapid advancements of mobile network 
technologies, provision of various kinds of services 
by mobile government. Mobile technology is the 
most popular technology available in the market 
today, which covering every part in our daily life, 
including media, studying, mapping, scheduling, 
booking, podcasting, and even using a smart phone 
as a key or as cash card. From here, it's important to 
include every service the users need to be applicable 
and accessible by them through mobile technology. 
On the other hand, these services must be acceptable 
by the users. Investing significant resources in 
providing technologies and services whose 
acceptance is uncertain is a huge risk [8].  

The main objective of this study was to answer the 
research question: which factor is the most predictor 
of citizens behavioral intention to use mobile 
governments? Taking a multi-dimensional approach 
with reference concepts from studies on mobile 
services and user behavior, a research model was 
proposed and empirically tested against data 
collected from over 563 mobile services users.  

The results generally support the model and most of 
the hypotheses. Out of 20 hypotheses only 4 
hypotheses found not having significant effect were 
rejected. The insignificant effect of cost of service on 
self-efficacy and behavioral intention because users 
can access all mobile government services free of 
charge which explain why cost of service did not has 
a significant effect. Also, perceived risk has 
insignificant effect on behavioral intention and that 
related to users maybe did not feel risky when 
accessing government services because the services 
is provided by the governments and not by 
commercial provider. On the other hand, measuring 
the correlation between cost of service and perceived 
risk indicate a moderate significant correlation (r= 
0.322, p< .05) which shows that any change of both 
variables can change the other, for example if cost of 
services decreased the citizens perceived risk of 
using the services will be decreased as well.  
To answer the research question, we compared all 
supported hypothesis to find the highest effect on 
behavioral intention. The highest effect on citizens 
behavioral intention to use mobile government is 
perceived trust in technology (t = 0.507, p< .05) 
which considered to be high influence. This finding 
illustrates that trust in technology is effect the 
citizens intention 4 times more than the effect of 
perceived ease of use (t = 0.115, p< .05) which is the 
weakest significant effect on citizens intention to use 
mobile government. The second highest influencer 

factor on the citizens intention is service quality (t= 
0.294, p< .05). This indication illustrate that citizens 
looks deep inside the services and required high 
service quality and need to trust the technology 
provided by the government. Those two factors can 
change the citizens acceptance of mobile 
governments more than other factors. To ensure this 
effect, we conducted a correlation test and we find 
there is a strong significant correlation (r = 0.565, p< 
.05) between perceived trust in technology and 
service quality. This results in the line with the resent 
research on perceived trust in technology and service 
quality [82]. This indication can show that both 
factor are associate together and if any of them 
increased or decreased positively or negatively, can 
make a significant change on the user behavior. This 
indication illustrates that citizens perception did not 
effected much by the how simple or expensive the 
service or how experience is the user but its indicted 
that to attract citizens intention to use the services the 
first factors that government should take into account 
is perceived trust in technology and service quality. 
Trust in technology can be improved by training 
people on how to use technology and to show them 
the right way to differentiate between trusted and not 
trusted technology. On the other hand, perceived 
trust in technology can be improved if the citizens 
find justice fairness if they faced any issues during 
accessing the mobile government services. For 
example, if citizens find a good recovery plan that 
can safe them when system failure accrued that will 
increase their trust in technology and they will use it 
more and that will increase the citizens intention to 
use the services. 

Service quality is the second strongest predictor of 
citizens intention to use mobile government (t= 0.294 
with p< .05).  This indication illustrate that citizens 
are similar in terms of reluctance to use the system 
when they experience frequent reduction in response, 
frequent disconnection, lack of access, and unreliable 
security [58, 59]. Measuring the effect of 
independent variables on mediators (self-efficacy 
and service quality) would illustrates the individual 
effect of each variables on the mediating factors. 
Perceived trust in technology has the highest effect 
on the perceived self-efficacy (t= 0.537) This finding 
indicates that if citizens perceived high trust in 
technology their perceived self-efficacy will increase 
as the trust in technology is a strongest predictor of 
self-efficacy. On the other hand, the best predictor of 
service quality is perceived risk. The effect of 
perceived risk on service quality is -0.254. This 
indication shows that if perceived risk goes up by 1 
the service quality will go down by 0.254. This 
negative perception can frustrate the citizens use of 
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service because if they feel the risk of using the 
service is high they will predict the service quality is 
bad. The second predictor of service quality is 
perceived trust in technology with t= 0.209. This 
result illustrates if citizens perceived trust on 
technology, that will increase their judgment of the 
quality of services provided by the governments. The 
weakest is cost of service (.053). As discussed before 
cost of services didn’t show strong effect because 

most of the mobile governments services are free of 
charge so users behavior did not effected by the cost 
of service.   

To prove the important effect of mediation factor 
(Service quality and Self-efficacy) on the relation 
between the independent variables and behavioral 
intention to use, Figure 4 illustrate the different in 
effect with/without using the mediation variables. 

 
Figure 4: Mediating Effect 

Collecting the results on the indirect effect shown in 
the figure, indicate that a mediating variables Service 
quality and Self-efficacy has a significant mediating 
effect on the relation between the independent and 
dependent variables. All relation between the 
independent and dependents variables has been 
increased when this relation is mediated by the 
Service quality and Self-efficacy. This finding 
illustrates using the mediators would improve the 
value of the predictors effect on the citizens intention 
to use mobile government. The weakest mediation 
effect was cost of service effect on citizens intention 
to use mobile government which increased 0.04 and 
perceived risk increased 0.09. The highest mediation 
effect is perceived trust in technology which initially 
has a direct effect on citizens intention to use mobile 
government (t= 0.507), this effect has increased 
0.128 after the mediators included to control this 
relation and the total effect of PTT on BI became 
0.635.  This finding illustrates using the mediators 
would improve the value of the predictors effect on 
the citizens intention to use mobile government. 
High service quality and high self-efficacy would 

improve how users can perceive (risk, trust in 
technology, usefulness, ease of use, facilitating 
condition, cost of service) and that will lead to 
increase the citizens behavioral intention to use 
mobile government services.  

In general rule of user acceptance of mobile 
technology and intention to use the new technology 
in a working place depends on three main factors: the 
perceived availability of resources from the service, 
perceived ease of use, perceived usefulness of the 
service [8]. But in this study, we found that perceived 
trust in technology and perceived service quality is 
the most effected factors on the citizens intention to 
use m-government. Citizens whom perceived high 
trust on the technology and high service quality they 
are using will be intended to use the mobile 
governments more. As a result of this study, we 
believe that our literature review conducted in this 
study will contribute to the existing user acceptance 
theory. Also, the finding of this study explored many 
variables and discovered many relations and 
influences between the proposed constructs. These 



Journal of Theoretical and Applied Information Technology 
31st May 2018. Vol.96. No 10 

  © 2005 – ongoing  JATIT & LLS   

 

ISSN: 1992-8645                                                         www.jatit.org                                                        E-ISSN: 1817-3195  

 
2966 

 

results include the influence of variables such as 
service quality, perceived trust in technology, self-
efficacy and perceived risk, facilitating conditions 
and cost of services behavioral intention to use 
mobile government services. 
  The proposed research model aims to help on the 
governments understanding to measure and indicates 
the user behavioral intention to use mobile 
government services which will lead for better 
understating of the success of service 
implementation. In addition, based on the several 
variables used in this study, we recommend 
enhancing the user acceptance of mobile government 
services, providers should study the user acceptance 
jointly from many perspectives not only 
technological perspective including economic 
perspective, social perspective and psychological 
perspectives. In another hand, the services should be 
implemented and designed based on marketing, user 
behavior, and psychology and usability theories. 
Before developing a mobile services, governments 
need to realize that services  provided by mobile 
applications are different from other technologies  
[83]. Designing a mobile governments services 
should provide recovery plans and 24/7 help disk in 
order to make the citizens perceived a trust in the 
services and reducing the feeling of risk when using 
such services. which we argued affect the behavioral 
intention to use the services.  
According to the results, majority of participants 
interest to continuously use and recommends mobile 
government services to others in the future (Mean 
Value for BI = 3.42). Therefore, the mobile 
government services provide opportunities for 
citizens to access the government services based on 
their experience and needs. Additionally, 
governments can share their services with more 
citizens in any place at any time. Still, interesting 
opportunities can be seen with m-government [7, 
80], but managers should understand how to evaluate 
the end user perspective first [13]. To understand the 
implied barriers that will frustrate users from 
adopting mobile government services, a deeper 
insight into factors influencing user acceptance of 
mobile government is vital. For example, taking a 
social networks as main topic to the future research 
is needed to reveal the interesting cultural 
differences. The proposed model might be used by 
future researcher to measure the user acceptance of 
the any new mobile services or applications in 
general. Furthermore, the finding will contribute to 
the existing knowledge by exploring the factors that 
significantly influenced the user acceptance of 
mobile services, by using the validated research 
model which summarize an important variable to 

ensure the acceptance of mobile services. Moreover, 
this study recommends before measuring the effect 
between independent variables and dependent 
variables, the correlation between independent 
variables should tested. This indication will ensure 
the chosen variables are applicable to represent the 
research area or not. 

 
7 LIMITATIONS 

This study, like any empirical study has several 
limitations.  Initially, the data were collected from 
online survey only. Therefore, the 25 to 39 age group 
(68%) is the primary group using reached on this 
survey, this sample could be extended to bigger and 
different user population. Second, as illustrated in 
previous literature, there are many other factors 
which might influencing citizens acceptance, such as  
social influence which we tested in previous study 
[16], value of time and money, expectation, 
information and content quality, customer care, trust 
in government that’s still need to be tested to bring 
us more clear picture an overall factors influencing 
user acceptance in general.  

8 CONCLUSION  

Initially, this study began with the premise that the 
successful practice of mobile government depends 
on the extent to which potential users adopt and use 
mobile technology to carry out various interact with 
the agency or government. Hence, finding the factors 
that might influence the citizens decisions to adopt 
the mobile government service. In order to enhance 
the user acceptance, this study recommends the 
system designers and government agencies to 
support the target citizens behavioral intention to use 
the services by improving perceived service quality, 
perceived risk, perceived trust in technology and 
perceived self-efficacy as the direct determinants of 
behavioral intention to use.  

We find that the citizens behavioral intention to use 
the mobile government services not depends on level 
of simplicity or the usefulness of the services only, it 
is more based on the level of trust on technology and 
service quality provided by the government. 
Perceived trust in technology play important rule in 
mobile users behavior and the effect of this factor is 
more than three time than the effect of perceived ease 
of use. Also, service quality as a high significant 
effect on user behavior intention to use mobile 
governments.   

This research contributes to the existing literature 
and practices in the field of mobile technology in 
general and mobile government in specific. The 
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study findings imply that service quality and 
perceived trust in technology can increase intention 
to use mobile government more than any other 
factors. The technology itself is not enough for the 
successful implementation of the government's 
mobile service, instead, high quality service and 
reliable use of services with high trust and without 
risk of using the services must be presented in order 
to ensure the acceptance mobile government 
services. 
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Appendix A     
Construct  Item Question  M SD 
Cost of service CS1 I think the equipment (e.g., mobile device) for 

M Government services cost is expensive.  
3.95 .760 

CS2  I think the access cost for M-Government 
services is expensive.  

3.89 .900 

CS3  I think the transaction fee for M-Government 
services is expensive. 

3.87 .843 

Perceived trust 
on technology  
 

PTT1 I would not have to give away personal 
information to use the M-Government service. 

3.58 .882 

PTT2 I would be able to control the costs of M-
Government service. 

3.64 .957 

PTT3 I trust in the technology M-Government 
services is using. 

3.58 .876 

PTT4 I trust in the ability of M-Government services 
to protect my privacy. 

3.49 .871 

PTT5 Using M-Government services is financially 
secure. 

3.50 .896 

PTT6 I would expect that the quality of the M-
Government service would be good. 

3.31 .885 

PTT7 I am not worried about the security of M-
Government services. 

3.39 .887 

Perceived risk PR1 The M-Government services might not perform 
well and create problems with my privacy 
information or money. 

3.43 .978 

PR2 The security systems built into the M-
Government services are not strong enough to 
protect my privacy information or money. 

3.17 .993 

PR3 Internet hackers (criminals) might take control 
of my personal information or money if I used 
M-Government services. 

3.41 .945 

PR4 The decision of whether to use a m-government 
service is risky 

3.36 .966 

PR5 It would take me lots of time to learn how to use 
M-Government services 

3.12 .933 

PR6 I’m sure that if I decided to use M-Government 
services and something went wrong with mobile 
transactions, my friends, family and colleagues 
would think less of me. 

3.00 .907 

PR7 In general, I believe using M-Government 
services over the mobile network is risky 

3.13 .950 

Perceived ease of 
use 

PEOU1 I found M-Government services easy to use. 3.78 .803 
PEOU2 Learning to use M-Government services would 

be easy for me.  
3.75 .825 

PEOU3 M -Government services would be clear and 
understandable to use.  

3.59 .997 

PEOU4 It would be easy for me to get services I need 
from M-Government services    

3.63 .994 

Perceived 
usefulness 

PU1 Using M-Government services would help me 
accomplish things more quickly. 

3.93 .788 

PU2 Using M-Government services would make my 
life easier. 

3.95 .767 
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PU3 I find M-Government services would be useful 
in my life. 

3.69 .989 

PU4 Using the M-Government services would 
increase my productivity. 

3.74 .958 

Facilitating 
conditions 

FC1 I have the resources necessary to use the M-
Government services.  

3.92 .771 

FC2  I have the knowledge necessary to use the M 
Government services.  

3.77 .878 

FC3 The M-Government services are compatible 
with other e-government services I use 

3.92 .845 

FC4 A specific person (or group) is available for 
assistance with M-Government services 
difficulties 

3.87 .811 

 Self-efficiency  SE1  I feel capable of using the M-Government 
services for getting services  

3.38 .952 

SE2 I feel capable of doing transaction on the M-
Government services  

3.17 .924 

SE3 I feel comfortable using M-Government 
services 

3.34 .991 

 Service quality SQ1         For M-Government services to be effective it is 
important for the service to be accurate (error 
free). 

3.47 .993 

SQ2 For M-Government services to be effective it is 
important for the service to be reliable (always 
available). 

3.34 .998 

SQ3 For M-Government services to be effective it is 
important for the service to be adequately fast 
(fast download). 

3.45 .994 

SQ4 For M-Government services to be effective it is 
important for the content to be easy to navigate. 

3.36 .985 

SQ5 For M-Government services to be effective it is 
important for the content to be understandable. 

3.24 .959 

SQ6 For M-Government services to be effective it is 
important for the content to be current (up to 
date). 

3.03 .972 

SQ7 It is important that M-Government services are 
personalized to understand my needs. 

3.14 .951 

SQ8 Overall, the service quality of the M-
Government services is high. 

3.09 .976 

Behavioral 
intention to use 

BI 1 I intend to use M-Government services to do my 
work 

3.54 .807 

BI2 I will return to M-Government services often 3.41 .814 
BI3 I intent to use M-Government services 

frequently to get services from government. 
3.36 .852 

BI4 Given the opportunity, I will use M-government 
services 

3.38 .815 


