Abstract

In the modern world, developing a successful e-government program is considered one of the biggest challenges for developed and developing countries. This research study attempts to identify factors that are necessary in the acceptance of e-government service in Oman. E-government is intended to improve service levels. It is also made for the type and quality of information shared between the government and citizens which has been an important aspect of good governance. Factors like performance expectancy, facilitating conditions, effort expectancy and citizen-centricity are considerations towards the successful implementation of e-government. This research study is being undertaken to acquire a clear understanding of e-government, its benefits, its challenges, technical issues, strategies, and policies that can make the service acceptable to all potential and actual users. This dissertation addresses all issues that fall under these categories to determine the likelihood of acceptance and full integration of the service. Thus, a closer scrutiny of the topic is made through the use of primary and secondary data sources as to which they are derived from interviews and surveys, case studies, and prior researches, as well as all other pertinent data relevant to the subject matter. By gaining understanding and evaluating all the aforementioned factors, this research may be able to point out factors that may increase the levels of confidence among the users of e-government in Oman that can predict full integration and wide acceptance.
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Chapter 1:- Introduction

In the recent years, Information and Communications Technology (ICT) has been one of the important aspects in the management of organizations. However, the global society has experienced challenges in formulating ways on how to make use of ICTs so as to assist developing countries to improve their governance; help the countries serve their citizens, and finally help their people improve their living conditions (AlAwadhi, 2009). In Geneva 2003 action plan, the World Summit made a declaration that all countries should purposely strive on connecting the local and other central government departments as well as establishing their websites and email addresses (WSIS 2005). The E-government concept not only involves the setting up of new computers but also involves a complimentary change of business processes and other administrative practices (Aladwani, 2003).

Internet accessibility has become a significant factor in easing online services through its availability to everyone. In the past, the Internet was mainly used purposely for education, communication and a means of providing information. Now, the Internet has become part of our daily activities and has drawn interest of the global communities to learn more about electronically-driven services and the benefits it can provide (AlAwadhi, 2009). One of the most important uses of the Internet is the creation of an electronic government (e-Government) system where governments use computers and the Internet to facilitate communication and interaction across different agencies and departments, business and citizens, as a whole (AlAwadhi, 2009). It provides better access to information through electronic services. Governments that employ different ICT methods, such as mobile computing and wide area networks have been advised to adapt the use of electronic services (The World Bank Group, 2012). Governments, especially those from developed countries, manifest a strong inclination towards the utilization of the Internet to deliver their services. The United States, for example, which has the largest e-government network than any other country, utilizes e-Government in a wide array of functions like e-voting, data collection, e-procurement, and all other inter and intra agency collaboration and communication that are not only designed for public offices but for all citizens.

Different definitions have been used to define E-government. The main definition used by the Sultanate of Oman is: e-Government is “a tool for transforming public sector relationships internally or externally by the use of Information and Communications Technology (ICT) for the purpose of improving service delivery to its citizens” (Aladwani, 2003). The society that is well-advanced in the adoption and the integration of digital technology in its day to day life can be termed as Digital Society. E-government has a wide array of functions that include e-voting, e-procurement, inter-agency collaborations, intra- and inter-agency communication, e-learning for public officials and employees.

The Sultanate of Oman has also gone ahead to define E-governance as a method of development, deployment and enforcement of policies, rules and regulations that will support the bringing in of knowledge to society and also enforce the use of an e-government (AlAwadhi, 2009) system. The Omani government has been emphasizing the use of ICT to meet its goals and objectives as well as provide better services to citizens. International organizations in Oman have installed computer systems to carry out their business with ease and efficiency. The implementation of an e-government system in the Omani society has cost the government a significant amount of taxpayers’ money particularly in the installation of ICT infrastructure. This is since e-government can provide a number of benefits that include enhanced transparency, increased efficiency, reduced costs and increased productivity. It has also greatly impacted the relationship between businesses, citizens, employees and government agencies by easing the conduct of their transactions. Another added advantage of e-government is its contribution in enhancing marketing and distribution of products and services, increasing revenues and the competitive positions of business firms.

In general, the term e-government is an emerging area of interest where it mainly employs the use of ICT so as to provide access and delivery of information and services to citizens. The implementation of e-Government is aimed to enhance convenience, accessibility, and the quality of the interactions among its different users or stakeholders.

Under these circumstances, the flow of information and government processes helped improve policy development and enhanced the coordination and enforcement of these policies efficiently and effectively.

This technology has provided the government with two main opportunities which are; reduction of costs and growing productivity by increasing operational effectiveness and the provision of better services by government agencies. Emergence of e-government in the last decade presented a number of interests to governments. It is due to the set of theoretical possibilities that e-government would deliver a new kind of service (AlAwadhi, 2009). This led to the desire of governments to revolutionize services delivery and enhance its relationship with their customers through the emergence of the web based technology supported by the encouragements of public administrators, academicians and technologists to invest on it. 

In order to determine the acceptance level of e-government services in a society, there are two major aspects that require to be analyzed; that is whether information systems is of great importance in the business sector and profit organizations, and how they can be extended to the government and private organizations (Kašubienė, 2015). A clear distinction between the public and the private sector entities has to be made. An example is where the government has more complex constraint for information systems, with more legal and formal constraints and has less market exposure. The second element is where there is a deficient and useful empirical research that provides for the status of e-governance acceptance in society. Therefore, this provides enough reason as to why there is a need to understand the e-government services and their effectiveness in improving the services delivered by a developing country like Oman. Developing countries tend to suffer more from technical factors than the developed countries (Ebrahim, 2005). There have been no specific researches however, on the study of technical factors that could affect the adoption of e-government in developing countries like Oman. Certainly, one could not simply set aside technical problems such as, downtime and accessibility, to affect the delivery of e-service transactions as to which such delays can lead to a loss of trust on the part of its citizens (United Nations, 2010). Governments, on the other hand, try to catch up with the predicament by investing more money and committing in their resources to be able to deliver more efficient e-services to citizens despite the difficulties they encounter (Chen et al., 2006). Notwithstanding the increased spending in ICT infrastructures, reluctance on the part of citizens are still eminent as they find it more safer to use traditional methods in handling information rather than to utilize the Internet.
The Research Problem
Implementing a successful e-government program has been the focus of governments in order to increase efficiency in the delivery of services that can ensure information quality, generate more interactions, reduce costs, and save time in the performance of their duties. As a tool to attain these objectives, the government has been utilizing ICT to achieve their strategic goals. It is founded on the need to improve its processes and carry out its functions efficiently. The governments have continuosly tried to think of ways on how to build a long-standing and efficient e-government. Through different phases, countries have tried to developed their e-government structures and allowed modifications along the way. This depends on their current and growing needs.  Similarly, Oman also has its own initiatives in utilizing ICT to complement and meet its strategic economic goals and objectives. Businesses and large organizations in Oman have also provided support to these initiatives. It is by spending vast amounts of money in setting up their computer systems aimed to provide support to their business activities and processes. (Sarrayrih & Sriram, 2015;  Parker & Castelman, 2007).

The concept of e-Government may be relatively new to GCC countries but in the case of Oman, the country has continously implemented intiatives to further strengthen its e-government services. These initiatives are aimed to enhance citizens’ trust in using electronic online transactions. Aside from its basic services on catalouguing and providing public information, the government needs to have more awareness on the fact that better accessibility, efficiency and availability of government websites is a serious matter that its policy makers. Those involved in ICT and ITA must primarily be considered in order to align new strategies and initiatives to the country’s economic vision. Thus, a better understanding of how it can be implemented and diffused to its users is necessary to become a Digital Socierty.

Whilst Oman has its own e-government strategy that can be linked to its economic vision, there is still a great possibility that its adoption could not be equated with acceptance despite the government’s efforts to promote digital literacy amd comptency in the country. It is evident that there is still a need to conduct more studies to achieve its desired outputs towards the acceptance of the technology it currently utilizes to implement a successful e-government system. Further, since the e- government has been implmented in Oman for over 10 years, it has become essential to find out about reasons that hinders the adoption and acceptance of an e-government. Such may include the behaviors of its users as well as the technological infrstructures that are built for its purpose. 

Whilst there are similar researches conducted on the acceptance of e-government systems, this research on the other hand will find out the degree of acceptance and adoption of e-commerce in Oman and how much has the government achieved in to promote acceptance of the system within the backdrop of its e-governance strategy. With its many areas still left to be uncovered, this research utilizes different variables to determine their impacts on ‘acceptance’while recognizing its own limitations and difficulties. It ranges from searching and locating information, availability of computers, internet access, and the like (Singh & Sahu, 2008). Conversely, with the growth of more commercialized sites with innovative services can be another concern that accounts for the decreasing interest and satisfaction over government websites. 

While there has been a widespread adoption of the technology, it does not follow that acceptance has also permeated all over Oman. This is since the users’ behaviors and attitudes may vary from one individual to another that can influence adoption. In so doing, this research study may be able to identify acceptance of e-government service by measuring these levels. It can determine the challenges and current status that would enhance acceptance of the service as it is aligned to the country’s economic vision.

Rationale and Purpose of the Study

Information and communication technology has become a very important aspect in the modern age. It is noticeble in almost every country around the world becoming more dependent towards it the formation of a knowledge society which has changed how citizens interact among themselves and their governments.

As earlier mentioned, there may have been many researches conducted on e-government adoption and acceptance, yet this research differentiates itself within the synthesis of adoption and acceptance. This is directed with a more concrete focus on user’s acceptance of e-government services specifically in Oman. While striving to establish a Digital society, it is apparent that the implementation of ICT initiatives indicates an awareness and recognition of the importance of  having effective ICT systems. This is in order to support business and government processes. With this in mind, this study attempts to uncover the challenges that e-government may encounter. Such could affect the user acceptance which forms as the basis for implementing government initatives that are aimed to improve the country’s ICT structures and enable it to achieve a successful e-government service that are tailored towards the country’s economic vision and goals. 

Further, this research study takes cognizance of the fact that despite the various researches and investments made to establishing a successful e-government, knowing people’s acceptance is also integral to the successful implementation of an e-government system. In other words, acceptance can be treated as equally important to adoption. The challenges and opportunities may be identified for the government of Oman. This is to successfully implement e-government service that would be satisfying for its users. It can lead towards complete acceptance, ease of use and greater flexibility not only for the government but for all types of stakeholders, i.e., business, citizens, employees, other governments and local units and other government systems.
Objectives
This research study has set forth the following objectives:

· To investigate the adoption and acceptance of the electronic governance system in Oman.

· To determine the factors affecting the adoption and acceptance of the e-government system in Oman.

· To evaluate the challenges of adopting e-government in Oman.

· To suggest improvements in the structure and usage of e-government in Oman.

From the above objectives, several research questions were formulated as framework for this study. These are the following:
(1) How are the Omani people familiar with e-government services?

(2) What is the most common e-services used in Oman?

(3) What are the different perceptions of Omanis towards the country’s adoption of an e-government?

(4) What are the key acceptance factors for e-government service?

(5) What are the possible challenges in e-government for Oman?

(6) How important is an e-government for Oman?
(7) What is the future of adoption of e-government services in Oman? 
Chapter 2: - Literature Review

Introduction
Since the introduction of the internet, the world is becoming a society connected by information and communication technology. In the 1990s, there was the revolution of electronic commerce (e-commerce) within organizations. This has initiated a change in the manner on how business transactions have been facilitated. However, in the recent past; the electronic business (e-business) revolution has changed public governance with the introduction of electronic government systems.

The 21st century has ushered in a new technological era (Kumar, et al., 2006) where technology continues to evolve. It found varied ways of employing better and more efficient methods of carrying out tasks (AlAwadhi, 2009). The technology has dramatically transformed all the aspects of human life. It affects how people and companies do business, how people live, and how the people are served by their governments. E-government is an approach by governments to apply technology and its principles. Service was enhanced by making it more accessible to its stakeholders. The traditional and bureaucratic models of governments are changing and shifting into current e-governments by the help of ICTs whereby it is now possible to serve the people according to their needs (AlAwadhi, 2009). It has become critical for countries to adopt the use of modern technology in their activities because this is what is used to measure the level of a countries progress in the modern world. Every aspect of an organization is influenced by the adoption of E-government that affects human resources, the government itself and adoption of the technology. According to Basu (2004), E-government is said to have four main principles. These principles are (a) make use of information (b) Deliver better services to the people by providing alternatives from which they can comfortably choose from, (c) Ensure that the government and its services are readily available and reachable, and lastly, (d) Build a mutual relationship with the citizens and spread social activities (Basu, 2004). 

This chapter recognizes that the government needs to deal with all barriers and risks to ensure successful implementation of an e-government system. Below is a diagram representation of an e-government system illustrating how government utilizes ICT as a means to execute its processes and deliver the desired services of its ‘customers’ (i.e., citizens, organizations and businesses).  

Figure 1:- Diagrammatic Representation of E-government system 
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Emergence of E-government and its functions
The emergence of E-government has been a result of the need to improve the operations and process efficiencies of the government and to ensure that they are easily accessible to the citizens (Basu, 2004). The concept of e-Government is in a continuous state of growth and development. In the recent years, the organizations have realized that it is important to make the services they offer more accessible, efficient and effective. As a result, they have revolutionized their interaction with other stakeholders and the government (Kumar, et al., 2006). With this, several citizens have been exposed to great experiences from the private sector as they use the e-services and hence expect the same from the government organizations. Studies show that the government is trying to imitate the private sector by providing services that are more efficient, accessible and transparent. This helps to create a relationship built on trust, integrity, openness and transparency that has now become an imperative and an overarching goal for governments. This is in order to be more effective and efficient in delivering its services that is more performance-driven. As such, emphasis is veered towards the leadership and innovation. A good leadership implies to have the strategic capacity to come up with innovative ideas, the ability to coordinate and create partnerships. This is to implement significant transformations that could enable it to attain its economic and sustainability goals through improved performance of its system. 

While associated to political power and good governance, the clamor for transparency cuts across all functional areas of the government and the private sector. (Florini, 1999) Through the use of technologies, the public sector now becomes more capable of providing services efficiently. It simplifies the processes, become more transparent, and has a more enhance quality of human capital. It can acquire people who have greater competencies and expertise that have the capacity to become more creative both for the private and the public sectors. With an open and transparent system, a greater engagement and enhanced trust comes that could provide adequate support to its reforms while reaffirming its core values making the whole country more prepared to meet future challenges and withstand social and economic pressures. Thus, transparency becomes a gauge of good governance where public information is communicated to the public. It can result into better accountability and less corruption in the government (Armstrong, 2011).

Literature highlights E-government as a system based on technology. For example; using ICT to deliver its services to the people electronically and citizens focus where the government aims at meeting the needs of the citizens (Fang, 2002). These stated functions are the focal view point process e.g. the process of transforming and transacting the services of e-government; the benefits realized after serving the citizens electronically; phenomenon that sees e-government as the best alternative method of serving the public and access from a single point e.g. the government services are delivered electronically and can be accessed by anyone from a single point. ICT development is being promoted in various countries by the government. They also invest in technological resources sector. This made use of electronic sites that can benefit the service delivery (Kumar, et al., 2006). The world maximizes the use of internet and growing systems of e-government as the main system to service its people. As a way to further improve the means to serve people better, the government acknowledged the use of e-government programs. This way, they can also be able to compete with other first world countries (Fang 2002):-
i. Procurement which includes bidding, purchasing and making payments

The private sector is able to significantly benefit through application of electronic commerce as this allows the agencies of the government to utilize this opportunity (Fang, 2002). When the government agencies make use of electronic transactions, Government-to-Government (G2G) needs are fulfilled together with other requirements of the private sector.

A significant return on investment in e-procurement can be obtained by both government and businesses which may cover both direct and indirect benefits aside from intangibles that may not be financially measured but beneficial to these entities. It can also provide an opportunity to further enhance value-adding structures. It at the same time guarantees that the spending made is to meet the required standards whilst providing visibility on supplier performance (Eakin, 2016).
Figure 2:- Interdependency of savings drivers of e-procurement
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ii. Access of government information to citizens

All over the world, huge efforts are spent by government to achieve openness and transparency. It can be manifested through the creation of legislations aimed to facilitate access to information, improve the public sector’s processes, provides access to information that all enable the efficacy and effectiveness of governance. At same time, it is an indication of good governance and ensures that integrity in public life is also maintained as access to information is considered a basic human right (Durrant, 2006). According to Janet Mather (1997), the need for practical measures to provide adequate access to information; its cleaness or transparency of its meaning on why decisions are to made, and empowering individual by giving them the opportunity to get involve in the decision making are the three dimensions of transparency. 
iii. Facilitating overall compliance 

Digital governments are able to provide access to rules and regulations so as to facilitate compliance. They are also able to provide access to any new amendment and the constitutional laws which give the public a chance to be constantly updated (Fang, 2002). With the use of ICT and other related technologies, government agencies and institutions are able to share centralized information and simplify its processes while generating cooperation and coordination. As such, regulatory compliance is ensured along with Government to Government (G2G) with time and cost savings, as well as finding potential areas for possible improvements in its processes (Gregory, 2007). 
iv. Participation of the citizens

Digital governments give a chance to any interested members of the public to participate in the process of decision making by sharing their views and suggestions. This can be done through e-voting and other discussion forums held online (Kumar, et al., 2006).This makes it possible for any citizen to reach the government and thus the whole community is served and represented. Government to customers (G2C) is better served any time and geographical barriers are removed thereby increasing the involvement of citizens in the government (Alshehri & Drew, 2010).

v. Service integration and Government-to-Government information

Integration and sharing of electronic information requires the programs of service delivery be integrated between various levels of government and other government agencies (Fang, 2002). Like what was mentioned earlier, overall compliance is achieved in activities and processes. These are executed with ease and coordination among the different government levels and agencies.

Classification/ Dimensions of E-Government

The numerous changes in the World Wide Web have greatly contributed to the development of new methods by which the government interacts with businesses and its citizens and with other government agencies (Kumar, et al., 2006). The activities of the government can be classified according to how the government of a country interacts with its citizens, different government sectors, employees of the government and businesses. There are different forms of e-governments which are characterized depending on the relationship between the government, the user and groups (Carter, 2005). The following are the classifications of the dimensions:- 
a) Government to citizen (G2C)

This is a system that involves a mutual relationship between the government and the citizens wherein they are able to exchange information with each other electronically. This is as to which citizens are able to benefit from the information that the government puts online e.g. applications without the need to visit the government offices (Fang, 2002). 
b) Government to Business (G2B)

This comprises an electronic market place where the government makes its purchases.  It consists of electronic transactions and e-procurements dealings with the private sector and other agencies. The businesses can easily access tax rules and regulations, environment, safety and employment and other types of information. G2B has made almost everything related to government and business faster and cheaper (Carter, 2005).

c) Government to Government 

G2G focuses on improving the efficiency of business functions and transactions within the government and other governments. It promotes and facilitates the exchange of commodities and information within the government (Carter, 2005).

d) Government to Employees (G2E)

This system improves the relationship between the employees and the government. It aims at improving the civil service administration and effective communication with the employees. G2E brings the employees of the government together, provides e-learning, encourages them to participate in certain activities and helps to increase their efficiency (Kumar, et al., 2006). The employees are able to access the policies that affect them and any applications through the internet. It acts as an e-office. 

Figure 3:- Triangular Relationship among E-government, Business and Citizens (Fang, 2002)
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Applicable Theories

Diffusion of Innovation
Diffusion of innovations seeks to find out and explain how innovations (i.e. idea, behavior, or object) are perceived by its audience. It takes place by means of different approaches and evolves through reinvention of products that would fit the needs of individuals and groups.  In other words, change does not occur in people rather change occurs in innovations to fit their needs. According to Everett Rogers, diffusion is known as the method where innovation communicates to the social system members by means of various channels. Innovation can be linked to the practice, objective or idea seen novel by a person and other adoption unit. To achieve diffusion, participants need to share information to be able to have harmonious understanding.

At some point, diffusion can be considered as a means for success or failure. To know the success of innovation, five qualities should be present. First is relative advantage where innovation is viewed better than idea that it surpasses by users. It can be measured by means of how it works for the users like in convenience, social prestige, economic benefit, satisfaction, etc. The next is compatibility in line with the current practices and values where the innovative degree is exhibited as consistent to the values, prior experiences and the needs of the users”. Third, is its “Simplicity or ease of use” or the varying perceptions of adopters whether an innovation is difficult to understand and use. Fourth, is ‘trial-ability” to which the innovation can be experimented on a limited basis and represents only minimum risk to the individual who considers the use of innovation. Lastly, observable results where the individuals are able to witness the results of the innovation and discuss them among other adopters.

Behind diffusion of innovations is the principle of reinvention wherein the innovation evolves to meet the demands and needs of risk-averse individuals in a population. Often, users are made as partners in a continuous process of redevelopment or enhancement of an innovation.

The Theory of Acceptance Model and the Theory of Reasoned Action

One useful theory that can be used in gauging acceptance of a technology is the Theory Acceptance Model. The theory addresses the concern of how users will accept and utilize a specific technology within a range of variables that could influence their decisions, how they use, and where to use the technology. The theory, which is an expansion of the Theory of Reasoned Action (TRA), was introduced in 1986 by Fred Davis. TRA can be seen when an individual’s belief leads to certain outcome and an evaluation of the outcome of that behavior. The outcome may or may not be beneficial. If it is beneficial, the individual may have the intention to manifest the behavior or actually participates in it along with his own concept of the subjective norm or the behavior that is expected from him by people surrounding him (Ajzen & Fishbein, 1980).

The Theory of Acceptance Model stated that two variables can be seen beneficial and easy to use are recognized with basic user acceptance determinants (Suki & Ramayah, 2010). The apparent benefits would give great effects on the services of e-Government. As for the ease of use, this is related to the evaluation of person on metal effort linked on the use of technology or innovation. The attitude of a person towards e-government may be affected by this factor. If there will be improvement on ease of use, it may also lead to better performance. Better performance once achieved can lead to greater benefits along the way of which tradeoffs can be made in between ease of use and external intervention effects towards the determinants internal behavior.

The Theory of Acceptance model can also be integrated with the Diffusion of Innovation theory. This is where an innovation can be communicated over different channels over time among members of a social system. Factors like compatibility, relative advantage, Complexity, Trial-ability, Observe-ability are utilized to determine adoption of an innovation. Compatibility is a significant determinant in the acceptance of e-government service to which e-government services must be compatible with the manner of how its users normally work.

As illustrated in Figure 1, perceived usefulness can be directly linked to attitude and intention of use. Perceived Ease of Use directly affects an individual’s attitude to use it before he can have the intention to use and increased the possibility of actually using the service.
Figure 4:- Technology Acceptance Model
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From among the different e-government services, providing information is used in making transactions, communications or any two way service. Most users utilized e-government services to derive basic information by downloading forms, providing personal information to the government, paying for services using credit cards or bank deposits, and making consultations with the government. In developed countries like the United States, simple information like recreation and tourism is popular. These include information of road closures, health, and voting records of elected representatives. Another acceptable service is to make changes in their addresses, responding to summons, renewal of licenses, obtaining visas, permits, financial aid, and filing taxes. The acceptance and adoption of e-government must always ensure that online services meet the citizens’ expectations and their individual needs (Al-Busaidy & Weerakkody, 2009).

Al-Busaidy & Weerakkody (2009) article stated 10 performance indicators for the e-government service of Oman. It includes accessibility, security, privacy, efficiency, confidence, trust, availability, private sector partnerships, IT worker skills and information exchange. 
The Benefits, Risks and Barriers of Implementing E-Government

Benefits of implementing E-Government

The main aim of implementing an e-Government system is to enhance transparency and increase efficiency. Through e-Government, the state benefits from increased effectiveness, improved mechanisms of interaction, efficiency in governance, quality information and citizens are able to benefit from a government that is more responsible. Through the use of ICT, the government is able to offer more efficient, convenient services and cost effective (Kumar, et al., 2006). When the government adopts the system of e-Government, it is able to increase transparency in its services, reduce cases of corruption, reduce the cost of operations and thus increase revenue and create convenience. These benefits arise from the relationship the government has with its citizens, businesses and other departments of the government. Also, flexibility and discretion of the civil servants is reduced and accountability is altered (Ndou, 2004). 
Barriers of implementing E-government

Just like in any other systems, e-Government faced many challenges in its implementation. Successful adoption and implementation of e-Government requires skilled personnel and expertise. According to Ndou (2004) some of the barriers include: resistance to change, policy issues, lack of web staff or technology, ICT infrastructure, lack of finance, need to upgrade current IT system and issues of security and the role of leadership. The challenges are classified into; Technological, Trust and security, Financial resources, IT skills and Literacy and organizational/operational challenges. Other factors that prevent or hinder deployment of –government include the size of the developing countries, hierarchy in government, and public fund is misused by some political context, slow economic growth, wars and threats by terrorism.

A number of technical and non-technical obstacles are likely to be faced while adopting and disseminating e-government systems regardless of the advances in technology (Kašubienė, 2015).The most technical inhibitors are in the development and dissemination of e-government is the infrastructure issue. This is of great importance in the developing countries. Aladwani (2003) made a research and found that the internet cost is high in the Arab world. An example is the cost of internet services in Oman where you can get dial up connection per hour at the rate of AUS $ 0.78 or AUS $ 18.72 each day. The possible user adoption to use services of e-government was identified from the previous researches. This is through the use of UTAUT or Unified Theory of Acceptance and Use of Technology model (amended version) (AlAwadhi & Morris, 2008). 

Because of the insufficient observed studies, determination of user acceptance towards e-government may be required. This is in connection with the support provided by the public and private organizations in Oman. This is why; the research was based on the efforts to make an evaluation of the entire acceptance of the users within the country. 

Risks facing implementation of E-Government

Despite the many benefits that arise from the implementation of e-Government, there are some risks associated with its implementation. These risks are usually embedded in the economic, social and political principles of some organizations (Ndou, 2004). Research shows that people who benefit from corruption are likely to resist and may frustrate the adoption of e-government in the country. They will do their best to try and fight the use of paperless documentation and transactions so as to continue benefiting from their illicit conducts. Implementation of E-government may fully depend on foreign help in case the locals do not have the technical know-how of operating the E-Systems (Bélanger et al., 2008). In event of instability in the country, the foreigners may depart the country which may greatly bring many government operations to a standstill. There is also the risk of similar services being duplicated across the department and also the risk of failure if the new technology fails. Countries which have been depending on a lot of manpower could face the challenge of unemployment since they would be forced to cut down extra manpower resulting in unemployment. The risk of cyber-attacks due to lack of security in the systems is another concern.

E-Government in developing countries in comparison to developed countries

Developing or developed countries are the main terms used to categorize different countries in terms of the status of their economy. It is based on factors such as, rate of literacy, standards of living, development and per capita income etc (Kašubienė, 2015). E-Government of developing countries differs from that of developed countries in terms of performance. Today, it is clear that e-government is not only meant for the developed countries but for the whole world. Developing countries are now adopting some of the most advanced ICT systems and utilizing them in their governance. According to Graham and Aurigi (1997), many government organizations in developed countries have taken full advantage of ICT in their operations. It enlarged the abilities and access of the locals to the services. On the other hand, the developing countries have not yet fully exploited e-government system in their operations. Studies have shown that a lot of government websites in developing countries have occasionally failed due to the lack of human resources and funds (Kašubienė, 2015). There will always be a challenge for the developing countries when using some of the e-government systems because they are mostly intended for developed countries to be transferred to developing countries. Gupta et al., (2008) asserts that the gap between the developing and developed countries in terms of ICT infrastructure is widening instead of narrowing. 
Figure 5:- Development of E-government in GCC countries (UN, 2010)
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Why are developing countries implementing E-Government

The quest for E-government implementation is being driven by the citizens’ demand for efficient services from the government. E-government has contributed greatly towards the positive changes as to how services are delivered, passing of information and public sector administration (Kašubienė, 2015).  As a result, the developing countries are looking to take full advantage of the growing ICT in their countries which will enable them to efficiently deliver what the people need. The developing countries have an agenda to effectively reform how they deliver services. Thus, E-government is seen as a better tool to facilitate the government reforms. The government wants to increase transparency in its agencies, fight corruption and offer enhanced quality services to the people. Also, the developing countries want to keep up with the developed countries. For them, this is a source of pride.  They also want to attract the attention of foreign investors through enhanced online presence. 
Success factors for the adoption and implementation of E-government

Altameem et al (2006) suggested the three factors of success in the adoption and implementation of E-government include user factors, technical factors and organizational factors. The organizational factors include: clear vision, effective leadership, sufficient funding, change of culture when shifting to electronic transactions, effective planning and support from top management. Technical factors that contribute to the success of E-Government implementation depend on whether the ICT infrastructure is secure, flexible, useable and accessible. User factors relate to whether there is efficient human resource with enough training and computer literacy needed for the project.  Also, e-government implementation success factors can be classified into four categories: technological, social-cultural, organizational and technological (Ziemba et al 2016).  His research showed that these factors have a crucial role in accelerating the willingness and the ability of the country to successfully implement the e-government system. On the other hand, other researchers such as Gil-García et al, (2005) argued that the success of e-government implementation is majorly influenced by the intentions of the users and whether they are satisfied.  This depends on the system quality, quality of information and the quality of the service delivered. Other success factors were proposed by Wood-Harper et al. (2004). He suggested that the success of e-government adoption is influenced by: people- awareness, knowledge and their skills (b) systems- reliability, security and accessibility and (c) processes- how they show trust and transparency (Kašubienė, 2015).The success of implementing e-government is also influenced by the perception of the citizens concerning the value of the system as measured by efficiency, ease of access, social awareness and the services to the people (Park, 2008).

World e-government rankings

Since 2001, the United Nations has come up with its own survey of measuring how public administrations across the world provide electronic and mobile services. The survey is basically aimed to benchmark successful e-government strategies. It is also to breakthrough practices that would enable the creation of administrative reforms and sustainable development among its member-countries surveyed. 

Using its own E-Government Development Index (EGDI), the United Nations survey represents a holistic assessment that consists of three important dimensions in e-government. Such include the provision of online services, telecommunications connectivity and human capacity. Components of the survey are adjusted from time to time to realistically reflect and update knowledge of the best practices in e-government and supporting ICT infrastructures, human capacity development, as well as online service improvements. Global rankings based on EGDI are not representative of absolute e-government development. Rather, it is a performance rating of different countries utilizing e-government related to one another (United Nations, 2014).

In the 2014 UN e-government survey of 25 countries, comprising 13% of the aggregate groupings, showed a ‘very high EGDI”, while 32% falls on those with “high EGDI”, and 38% of the countries surveyed were those ranked as “middle EGDI. Seventeen percent were those countries ranked with low-EGDI (complete list on Appendix A)

The results of the survey also showed that all GCC countries within the top 10 in Western Asia have ‘Very High” and “High” indices; with Bahrain ranked with “Very High EGDI” and all remaining five countries, including Oman, have “High EGDI”.  GCC countries’ rankings were attributed to their high Gross Domestic Product (GDP), high literacy rates, small populations and their government’s desire and willingness to invest and develop their own national portals to facilitate advanced e-servicing and make information readily accessible to its customers. 
Figure 6:- GCC e-Government EGDI ranking (2014)
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The greatest challenges for these governments however were on developing their ICT infrastructures and human capacity.  It is especially for those governments with rated with low EGDI where their limitations lie on their public resources.  It was particularly useful for these countries to turn into intermediary channels (e.g. kiosks, postal offices) to facilitate access and usage of e-government services. Another challenge also lies in educating citizens especially for low-EGDI and middle-EGDI countries that have low adult literacy rates along with those that have little education and low average years of schooling.
Chapter 3: - Methodology
This chapter of the dissertation will discuss the methods that are employed in the study to determine user acceptance of e-government in Oman. To achieve this goal, the Mixed Method approach was adopted. This is where quantitative and qualitative techniques were applied to come up with an analysis on the subject matter utilizing both primary and secondary data sources. These are deemed to address the research problem from a theoretical perspective whilst making interpretations on based on relevant data and information that pertains to the research study. Further, both inductive and deductive reasoning were found to be valuable in the analysis in order to arrive at a clear measure and description of user acceptance of e-government in the Sultanate of Oman. 

Giving emphasis to the deductive approach, the deduction of a suitable theory is deemed to provide a background for the study. This encompasses literature evidence and the general concept of e-government that supports questions formulated in this research. Consequently, the research also necessitates the use of the inductive approach to draw out an alternative theory that may result from any changes in the research environment. As a result, this can affect the objective of the study (Al-Busaidy&Weerakkody, 2009). The concept of e-government is further expanded when inference is made on how it can be utilized thereby influencing the collection of data to provide explanations on any unplanned relationships occurring between the variables and the selected samples.

Within the given premise, the research combines exploratory and explanatory studies as it takes into consideration prior researches on the topic under varying circumstances and environments. It must also be noted that various studies in line with the topic have involved different types of sample respondents.
Research design

This dissertation utilized a Mixed Method Research design to investigate on the problem presented.  As such, the mixed method approach was chosen to provide a more factual and comprehensive analysis of the subject matter being studied. This is wherein qualitative and quantitative approaches are employed to provide the researches with an intuitive approach in seeking answers to the questions that are relevant to the study (Johnson & Onwnegbuzie, 2004). This way, relationships among the different variables in the study can be drawn using the approach and provide rationalizations on the findings made. In deploying the mixed method, it allows the use of both qualitative and quantitative data where both forms can draw support each other (Creswell, 2003).

In using the mixed-method approach, the research collects both narrative and numerical data and combines them into a single research to draw out specific conclusions regarding the problem.  The method entails the task of gathering primary data whenever required that a survey is made on users or stakeholders of e-government service. Primary focus of the research will be on the G2C dimension of e-government; that is the “General Citizens” using the e-government services and employees/staff employed or working in ICT. Hence, it was necessary for the research to conduct a random survey on the topic. A sample size of nineteen (n=19) was drawn for general users of the service, while there were n=17 participants on the government side. Further, a guided interview was found necessary to support any findings of the survey.

Further, from the generalizations made based on the analysis, possible recommendations may come up with the premise that the current e-government service in Oman can still be enhanced to go well with the country’s growing needs. Research findings present themselves as practical evidences on different levels, i.e., abstracting, theorizing and generalizing at different points of the study as supported by past researches and case studies as they are complimentary (Creswell & Plano Clark, 2007;  Tashakkori & Teddlie, 1998). While being a detached observer, the researcher can lay down his own discourse based on the data gathered while taking into account theoretical frameworks utilized  in the study. In addition to this, his own personal experiences and perspectives and from there establish a theory based on the investigation conducted and validate them with findings taken from the primary data gathered  (Bryman, 2008; 2006).
Data Sources

Data utilized in this research used primary and secondary sources from a random survey and a guided interview. Primary data was obtained from two groups; the general users of e-government services and employees or starff invovled in ICT. Primary data findings are utilized in the research to support generalizations and any other theoretical frameworks established by secondary data sources gathered. A set of questions was prepared for the random survey and guided interview to which all the answers of the participants were typed by the interviewee themselves to ensure authenticity and treated with confidentiality as their own interpretations are utilized as a basis of the analysis solely for this research study. 

Qualitative research based on collected data on the subject matter were given a thorough analysis until a theoretical saturation of all concepts is reached to describe the users’ acceptance of e-government services in Oman. Secondary data provided ample knowledge that augments primary data sources combined with the personal observations of the researcher thereby validating earlier claims made for the research. 
Sampling techniques 

The sample size of the research was determined from different directory and industry listings, employment databases and referrals wherein a random selection was made to determine the exact sample. A large and undetermined population size of e-government service users would require more assistance and funding, the choice of respondents was trimmed down through random sampling. With the mixed method approach, the use of a stratified simple random sampling technique was chosen to be appropriate where demographics were considered to classify the sample.

Data analysis and interpretation

With the mixed method approach, the researcher was able to collect both narrative and numerical data to fuse them into a single research through a random survey and interview. Using a qualitative approach, the research was enabled to present the study in a contextualized manner. The quantitative approach separated the information derived from secondary sources from the context of what is “actual”, or the real world, thereby making the two approaches complementary with each other.

Within the context of the mixed method approach, three aspects of the research are uncovered. These include the conceptualization for combining the approaches, the mixed research question and its implementation. Conceptualization of the research encompasses research goals, its objectives, its purpose or rationale and the reasons why it has been chosen as an appropriate method for the topic.  The researcher also acknowledges the importance of possessing analytical skills in evaluating both qualitative and quantitative data and combine results to present it coherently and meaningfully.

The use of descriptive statistics was also essential for this research so as to present finding in a tabular, graphical and numerical manner. With a sample of 19 respondents for set (1), and 17 respondents for set (2) of questionnaire, the data has been classified and there frequency distributions were determined. Other statistical measures were also necessary in this research, such as the measure of central tendency, variability, proportional representations of the mean and variance, and the like. All of which were done through the frequency groupings for each corresponding question found in the questionnaire. As such, interpretations were also made in an objective fashion as the occurrence of an event is always assumed to be independent from the judgment of the researcher.
The Questionnaire
There were two sets of questionnaires that have been prepared for the survey. Part A Questionnaire was designed for the use of general citizens using (e-government) service, while Part B Questionnaire was specifically designed to be answered by employees or staff working in ICT and ITA. Focus of the questions was directed towards government to citizens’ e-government services. Questionnaire 1 had a total of 10 questions while Questionnaire 2 had a total of 5 questions. A copy of the two questionnaires and their corresponding responses can be found in the Appendices section of this dissertation.
The questions were divided into four categories to address the research questions. The categories as the following: -
Category (1): - Demography 

Purpose: - For statistical purpose and some demography such as gender, age and education considered as factors could influence the acceptance and adoption of the e-government

Category (2): -Familiarity, Usage extent, Area of Operation

Purpose: - To investigate the adoption and acceptance of e-government by knowing how familiar the users are, to what extent they use the e-government services, and what operation area they benefit from.

Category (3):- Different variables that could influence the acceptance and adoption of e-government such as user perception, skills, access, regulations, finance, etc.

Purpose: -To determine the factors that influence the acceptance and adoption of e-government and challenges.
Category (4):- Future of e-government

Purpose: -To determine and evaluate the future of the acceptance and adoption of e-government services.

Chapter 4: - Discussion /Findings and Analysis
The findings presented in this chapter relate to the results of the survey and the answers to the interview questions with the ITA official.

For the first Questionnaire, background information of respondents was gathered for the study. That includes their Gender and Age demographics, educational attainment. Respondents were also asked about their level of familiarity with e-government services, area of operations they are frequently use, and questions regarding their perceptions towards e-government websites.
Questionnaire 1: Findings of E-government Questionnaire of User Perception and Attitudes

The first two questions in the survey asked about the demographic profile of the respondents. These are presented in the tables that are shown below (Tables 1, 2, 3). For the first questionnaire there were n=19 responses that were gathered; representing general users of e-government service. 
1. Gender and Age Demographics

Gender

Based on survey results, 63% (n=12) of the respondents are females, while 37% of (n=7) the sample are males. The results are shown in Table 1 below.
Table 1:- Respondents Composition by Gender 
	Gender
	Frequency
	%

	Female
	12
	63

	Male
	7
	37

	Total
	19
	100


Illustration 1:- Respondents Composition by Gender 
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Age

Gender, age and education are the three demographic factors that have been surveyed in this research. These three factors are conceived to affect the acceptance of e-government services in Oman as knowing them could also point out to facilitating conditions that could influence the use of e-government services. Gender is one of the factors that is deemed to affect the adoption of technology. Men and women have different sets of attributes that affect their perception of technology (AlShihi, 2006). Age can also be considered to have the ability to forecast the acceptance of the service along with other constructs to have an influence on the use of e-government service, that is, on the behavioral intentions and the acceptance of technology. While it is expected that younger citizens or users are more skilled and motivated to use new technology, it also follows that they are likely to use e-government websites, utilize its services, etc. more than older citizens do. This is why the implementation of e-government services places much emphasis on the role of the government and government agencies to be able to entice or attract all citizens irrespective of their ages, toward the use and acceptance of e-government services.
Table 2 shows the age distribution of the respondents. The results of the survey revealed that the age distributions of the respondents showed that there are 3 respondents who belong to the age group of 25-29 representing 16% of the total sample. Majority of the respondents belong to the age group of 30-34(53%); while there are 5 respondents between the ages of 40-44 which represents 26 percent of the sample, and only 1 respondent belongs to the age group of 45-49. 

From this result, we assume that most of them have familiarity of e-government service and how it works in their transactions with the government.  To seek confirmation to this assumption, the educational attainment of survey respondents were also asked in the questionnaire and findings are shown in Table 3 of this dissertation.
Table 2:- Age Distribution of Respondents 
	Age Group
	Frequency
	%

	18-24
	0
	0

	25-29
	3
	16

	30-34
	10
	53

	35-39
	0
	0

	40-44
	5
	26

	45-49
	1
	5

	Total
	19
	100


Illustration 2:- Age Distribution of Respondents 
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2. Education

As this research study tries to draw out the determinants of user acceptance for e-government services in Oman, questions pertaining to the demographic profile of participants include education that could influence the acceptance of e-government services in Oman. 
Table 3 shows the educational attainment of the survey respondents. The results revealed that those surveyed were educated with 47% (n=9) having earned a Bachelor’s degree and 53% (n=10) are equipped with a Master’s degree. From among the demographic variables, this research views education as the most significant.  Highly educated people like the respondents of this research study would normally turn to government websites to look for answers to their queries regarding government or government-related information. Perceptibly, highly educated people in Oman are likely to be employed; most of them in government service and therefore, they have more access to government websites than other citizens who are not within same level of educational attainment. The results further signified that the perceived usefulness and ease of use for e-government services could be higher for educated people than with those who are less educated. In other words, users who are better educated are expected to use more of e-government services than those who are not. 
Table 3:- Educational Attainment of Respondents
	Education
	Frequency
	%

	Below high school
	-
	-

	High school
	-
	-

	Diploma
	-
	-

	Bachelor degree
	9
	47

	Master degree
	10
	53

	Total
	19
	100


Illustration 3:- Educational Attainment of Respondents 
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The results further implies that the sample being surveyed have more or less gained better understanding on e-government services and know how to assess them based on the benefits that they could derive from it. To these types of respondents, the use of e-government services was based on their own skill levels, values, and different motivations. The findings further signified that these respondents can have better access to e-government services as they are assumed to be employed. Their acceptance rests beyond doing the usual transactions such as payment of taxes, licenses, and also gaining more information regarding government processes. This only proves that despite of not having full control in the availability of e-government services, education provides these types of respondents to be more familiar with it. They have more interest towards the adoption and acceptance of the service. Acceptance would be easier for users who have more access to e-government services. It also implies that the success and acceptance of any e-Government initiatives are conditional and depends on the citizens’ willingness to adopt and accept the innovation. At this point, the results indicates that with all the respondents being educated they tend to be more and are aware of the necessity of using e-government services to serve their functions well.
3. Familiarity
Citizens’ trust in the use of e-government services can have an impact on their acceptance towards the service as there is application of their experiences and interactions which enables them to understand what it is all about, how to use the service, where to find and why they should use it. According to Luhmann (1979), trust occurs in a world where it can affect the development of trust in all human relations despite the fact that such circumstances can change any time. Based on the results found below, most Omani citizens have already gained familiarity with the use of the service and are likewise capable of evaluating them. In one way or another, they may preclude acceptance depending on the manner on how it satisfies their expectations on what an ideal e-government service should be and how the government strives to satisfy their expectations. Although trust occurs in uncertain times and environments, government plays an important role in reducing the complexities and uncertainties associated with the use of the service.

The table below shows the extent of familiarity with e-government service of the respondents. Results showed that a majority of the sample at 58% are familiar with the use of e-government service; twenty-one percent are ‘Fairly Familiar” and another 21% answered that they are “Somewhat familiar”. Within a transparent and accountable manner of providing the service, individuals learn about the use and benefits of e-government and gain familiarity, which is also critical factor for acceptance. The results demonstrated that familiarity with the service and e-government literacy can influence users’ attitudes towards it as they can also be compatible with the way they are utilized at work. Also, they are likely to adopt e-government services as the service can be used for their personal and official uses.
Table 4:- Extent of Familiarity of Respondents
	Extent of Familiarity
	 Frequency
	           %

	Very familiar
	11
	58

	Fairly familiar
	4
	21

	Somewhat familiar
	4
	21

	Not familiar
	-
	-

	Not sure
	-
	-

	Total
	19
	100


Illustration 4:- Extent of Familiarity of Respondents
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4. Operational Area where e-government service is used

The next question in the survey asked the respondents about the particular area of government operations they used and/or how applicable is it to them. The answers to these questions will further substantiate the earlier claims found in the literature review of this dissertation. It will also point out the benefits of cost-efficiency and time savings in the use of e-government services. E-government service covers many functions like procurement, data and information gathering, inter-agency collaborations, as well as intra- and inter-agency communications; as an avenue for learning, developing human resource, etc. Generally, people nowadays would look at e-government service as a medium or a tool where interactions between the government, its agencies, and its citizens can take place.  It is thus, important to look into the issue of acceptance, to also determine or assess the current needs of citizens when it comes to e-government services for the government to plan and make initiatives in meeting their needs.
Table 5:- Area of Operations Where E-government is used

	Area of Operation
	F
	%

	Procurement such as bidding, purchasing and making payments
	3
	16

	Access of government information
	13
	68

	Access to rules and regulations to facilitate compliance
	1
	5

	Participation in the process of decision making and giving their views and suggestions including e-voting and other discussion forums held online
	1
	5

	Service integration and Government-to-Government information
	1
	5

	Total
	19
	100


Illustration 5:- Area of Operation
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In this survey question, the participants allowed to choose more than one option to present their area of operation. The results shown on the table indicates that there is a high usage of e-government services for getting access to government information (68%); sixteen percent of the sample use e-government service for procurement activities that includes bidding, purchasing and making payments. A small percentage of the sample use e-government service to participate in the process of decision making and giving their views and suggestions. This includes e-voting and other discussions forums held online and service integration and government-to-government information. 
E-government can transform its processes, structure, as well as a country’s culture the use of ICT enables the government. This is to deliver not only its services but also reforms that are need by its constituents by simplifying its administrative processes, deliver government services to be delivered in more efficient ways. It can make these processes transparent to citizens and achieve a unified government. Determining the area of operation to which e-government service is being utilized can enable the government to determine levels of engagement necessary for the establishment of trust between the citizens and the government as citizens. It may have the opportunity to participate in policy processes, prevent corruption and promote openness and accountability. 
5. Priorities for Government Websites
E-government’s main objective is to ensure that there is access and efficient delivery of its government services to citizens.  Knowing the different perspectives of e-government users towards the government websites and what it needs to be prioritized can ensure the efficient delivery of e-government service. To know the users’ perspectives towards current government websites will assist the Omani government in identifying any potential gaps and challenges in its current e-government service. In other words, identification of these priorities from the point of view of its users could provide government a blueprint in implementing e-government initiatives that could add more value, interoperability and maximization of public resources through an open government platform with its good governance objectives. Apparently, websites provide an avenue for participation and promotes synergy among different government agencies and users. Policy makers can look into these different areas and find out how user preferred areas of usage can have the implications on current governance policies as a whole. When taken seriously, these priorities presumably may achieve a transformative e-government that can be aligned to economic and development goals of the country. This is through operational efficiency, greater transparency and accountability while improving engagement among its users to deliver public services effectively through e-government.
Table 6:- Priorities in creating Government Websites

	Priorities
	F
	%

	Ensure they are easy to understand and use
	11
	58

	Ensure they are safe while conducting businesses
	7
	37

	Ensure easy accessibility of the required website 
	1
	5

	Expansion of websites to hold more information and services
	-
	

	Total
	19
	100


Illustration 6:- Priorities in Creating Websites
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Findings on table 6 shows that a majority of its users (58%) wants to ensure that websites are easier to understand and use. Thirty-seven percent of the respondents agreed that government websites must ensure that it is safe to use them while conducting business. Five percent of the respondents find it a necessity for government’s websites to ensure accessibility to its users. None of the respondents believe that expansion of websites to hold more information and services is a priority for the government at the moment.

Majority of the sample wants government websites to be “easier to understand and use”. We can find that there is among the use of e-government services could be largely influenced by the perceived usefulness and perceived ease of use. The intention to utilize such service increases if it is presented to citizens in a more organize fashion where users can find the information they need quickly and effortlessly. Or the service provided by government websites is compatible with the way they would like to interact with others and has consistency on the manner of how government services are delivered by the government or how they deal with citizens.  For instance, providing access to government forms that bears a semblance of hard copies’ or boundaries set by government websites is standardized and familiar to citizens. At the same, perceived ease of use can be closely associated with having a high response rate for any inquiries made by citizens. In other word, citizens expect e-government services to relate to how the technology can be responsive to their needs and how such services can help them in the performance of their duties  where it could save them time and money, given the convenience it can provide than by physically going to a government office to effect their transactions.
The second priority for respondents was for the government to ensure that websites are safe to use while they conduct their business. Acceptance of e-government service may be hindered without the guarantee of the user’s safety and security while using the Internet. Safety has been a main concern for Internet users and malicious users (e.g. spam, phishing, fraud, etc.) may enter websites and destroy personal information of users. Government must ensure that safety measures are employed to ensure the security of its website. Such would include the need to have a digital certificate, a web address with “https:// where “s” means “secure”. Other measures may also include anti-spyware programs and cookies.
Last priority is for the government’s websites to ensure easy accessibility. Users of e-government services cover the whole citizenry as to which they also have to include citizens that have disabilities. Thus, the government must ensure equal access to all users and provide the necessary learning through assistive technologies that facilitate usage. This can eventually build up on acceptance of the service.

6. Priorities of Websites (User Perspective)

The next question in the survey asked respondents about the priorities for government websites from a user’s perspective or what users would expect from the service.

A key to the delivery of electronic government services, government portals and websites are essential in the adoption and acceptance of e-government services. In this question, respondents were given four choices to select as their top priority. The survey came up with the results found on Table 7 wherein those choices ranked #1 by the respondents were tallied.

According to the results of the survey, respondents feel that protection of their privacy should be the top priority in the development of e-government websites. More than half of the sample at n=12 or 63% of them selected this choice as their top priority that should be considered by the government websites. This was followed by 21% (n=4) of the respondents who perceives that a provision of a direct link to public servants should be given priority by the government. Correspondingly, the other two choices in the questionnaire, that is, “provision of access for disabled users’ (n=3; 16%), and “provision of information and services in other languages other than English” (n=0) 
Table 7:- Priorities of Websites from a User Perspective
	Priorities
	F
	%

	Protection of Privacy
	12
	63

	Provision of a direct link to public servants
	4
	21

	Provision of access for disabled users
	3
	16

	Provision of information and services in other languages other than English
	
	

	Total
	19
	100


Illustration 7:- Priorities for Websites
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7. Potential positive things that may result from e-government

Respondents were also asked on perceptions towards possible positive outcome that may result from e-government adoption.
Table 8:- Potential Positive Outcomes

	Potential Positive Outcomes
	F of most important (1)
	F of second level of importance (2)
	F of third level of importance (3)
	F of least level of importance (4)
	Total

	Access of information be greater to the public
	5
	2
	8
	4
	19

	Government services to be more convenient 
	10
	2
	6
	1
	19

	More accountability of the government to the citizens
	5


	11
	2
	1
	19

	Government to be cost-effective more efficient
	8
	5
	4
	2
	19


Illustration 8:- Potential Outcomes of e-Government adoption
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The table shown above suggests that respondents, who were e-government users themselves, are aware of the transformational potential of e-government that could pave the way for its general acceptance to society. Respondents see that certain conditions brought about by e-government encourage transparency and creates trust in the government by making public information more accessible, convenient, with greater accountability to its people, while at the same time maintaining cost-effective operations with increase efficiency. Overall, the factors being considered in this question describes the evolutionary nature and transformational potentials of e-government services.

In the questionnaire clearly mentioned to the participant, to not assign similar values to any of the priorities in this question, but due to the limitation of google forms, it allowed the participant to assign similar values to different priorities which cause the results to show in this manner.  Based on the survey results, the (53%) of the respondents believe that the primary positive outcome of e-government is to be more convenient. (58%) of the respondents believe that the second positive outcome is more accountability of the government. (26%) believe that positive outcome of e-government enables citizens to have greater access to public information and (42%) believe that positive outcome of e-government will be cost-effective and more efficient.

8. Overall Effect of e-Government Operations

User perceptions on the overall effect of e-government operations were also gathered to determine likelihood of its acceptance. The survey revealed that 47% of the respondents find e-government operations in Oman “Very Positive”, another 47% of the sample say it is “Somewhat Positive”; and only one respondent was on the “Somewhat negative” side. These results suggest that majority of e-government users in Oman have a positive attitude and evaluation towards e-government service in Oman. With this, the understanding of user acceptance toward e-government services is uncovered with such results found to be valuable in terms of assessing forces behind individuals; action, thoughts, or behaviors leading to acceptance and full integration of e-government.
Table 9:- Overall Effect of E-government Operations

	Overall Effect
	   F
	  %

	Very positive
	9
	47

	Somewhat positive
	9
	47

	Neutral
	-
	

	Somewhat negative
	1
	5

	Very negative
	-
	-

	Not sure
	-
	-

	Total
	19
	100


Illustration 9:- Overall Effect of E-government Operations
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Measuring the overall impact of e-Government service operations could be done in different ways. Basically, the value chain may be rated with such indicators as level of satisfaction, complaints about the service, perceived improvements, savings, access; which can all be derived from surveys such as this one made for the dissertation. All of which can be used as benchmark solutions for future e-government service initiatives.
9. Overall Effect of e-Government to Government Operations in the Next 3-5 years

Table 10:- Overall Effect of e-Government to Government Operations in the Next 3-5 years
	Overall Effect in 3-5 

Years to Come
	f
	%

	Very positive
	13
	68

	Somewhat positive
	4
	16

	Neutral 
	2
	11

	Somewhat negative
	1
	5

	Very negative
	0
	0

	Not sure
	0
	0

	Total
	19
	100


Illustration 10:- Overall Effect of e-Government (3-5 years)
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The likelihood of user acceptance for e-government service in Oman is also signified by their perceptions towards it in the next five years. Their degree of acceptance always emanates from the perspective of the users to which can be a basis for the government to introduce new initiatives that can better enhance the current e-government services and promote greater acceptance. With the majority of respondents with a ‘very positive’ outlook towards e-government in Oman (68%), this suggests that users have trust in how the government will carry out its goals to achieve it and intention to have full acceptance of the users in the next 3-5 years.  From the above table, sixteen percent of the respondents say that they are ‘somewhat positive’ towards the future of e-government in the next 3-5 years. Only eleven percent of the sample has a neutral stand on Oman’s e-government services. It can be noted that these evaluations coming from e-government users may be influenced by their experiences and perceptions and how the government answers their concerns towards the use of e-government services; i.e., privacy, security, and risk to which there is satisfaction in the use of the technology (i.e., internet and e-government infrastructure) and the service providers.

10. Recommending/opposing e-government to be the main source of obtaining information and services from the government.
Table 11:- Recommending/Opposing E-government for Public Information and Services

	 Recommend/Oppose
	f
	%

	Strongly recommend
	14
	74

	Fairly recommend
	5
	26

	Fairly oppose
	0
	0

	Strongly oppose
	0
	0

	Not sure
	0
	0

	Total
	19
	100


Illustration 11:- Recommending/Opposing E-government for Public Information and Services
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Based on the results shown in Table 11, it suggests that most users of e-government services in Oman has acquired positive experiences and are willing to recommend the service to anyone who wants to obtain government information and services. It also showed 74% of the respondents indicated their willingness to strongly recommend e-government for Oman.  From these results, we can see a clear glimpse on the successful implementation of e-government service for Oman. Based on these answers, we may be able to build a premise that acceptance of the service is apparent as it rests on customer-centric and demand-driven foundation. Apparently, respondents have a positive perception towards e-government service as indicted by their wiliness to strongly recommend its use to access public information and services. 
Questionnaire 2: Findings of government officials
Questionnaire 2 was prepared for another set of respondents (n=-17) who are government officials whose functions are related to ICT and have greater familiarity with how e-government works
A) Services Most Used in the Delivery of e-Government
The first question in Questionnaire 2 asked respondents the kind of services mostly used in the delivery of e-government service. Respondents’ answers were found in Table 12 below suggested that e-government services are mostly used in obtaining access to government information, 53% of the sample had chosen this selection. 35% of the sample says that procurement activities that include bidding, purchasing and making payments. On the other hand, there is 18% of the sample observes that e-government services is mostly used to gain access to rules and regulations to facilitate compliance. (12%) or (n=2) of the sample said that e-government service is utilized mostly in user participation in decision making wherein they provide their views and suggestions through online forums. 

(53%) of the sample says that e-government services are mostly utilized for service integration and G2G information. The sharing of information may be in the form of acquiring them from government websites or disseminating information from the end of the government agency to which the respondent may be employed in.
With the wide range of uses for e-government services, it will be relatively easy to gain wide acceptance of the service to which it is not only the citizens who benefitted from it, but those working for the government too. The government and the country stand to benefit from the use of e-government services as a tool in supporting its economic goals and vision, as well as the goals of good governance.

Table 12:- Services Most Used in the Delivery of e-Government

	Service
	F
	%

	Procurement which includes bidding, purchasing and making payments
	6
	35

	Access of government information
	9
	53

	Access to rules and regulations to facilitate compliance
	3
	18

	Participate in the process of decision making and giving their views and suggestions including e-voting and other discussion forums held online
	2
	12

	Service integration and Government-to-Government information
	9
	53

	Others 
	0
	0


Illustration 12:- Services Most Used in the Delivery of e-Government
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B) To what extent do you find the public using e-government services?

Knowing the public’s extent of use of e-government service in Oman is also essential to determine its acceptance. As shown in Table 13 below, majority of the public (47%) utilizes e-government service only “To some extent”. This means that they only find e-government services whenever they make transactions with the government. In other words, they are not regular users of the service unless they find a necessity to do so. Tasks would include making payments and filing of papers required by the government. Few respondents (12%) said the public use e-government to a large extent and another 35% of the sample said the public use it at a moderate extent. This could mean only basic services usage where users would need to have access to public information where they are readily available from a kiosk or at home or at the office. 6% of respondents indicated that they use e-government services to a little extent. None of the respondents (0%) indicated non-usage of e-government services.
Table 13:- Extent of Use

	Extent of Use
	F
	%

	To a large extent
	2
	12

	To a Moderate extent
	6
	35

	To some extent
	8
	47

	To little extent
	1
	6

	Not at all
	0
	0

	Total
	17
	100


Illustration 13:- Extent of Use
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C) How do you find the Financial Implication / effect e-government in services provision 

Illustration 14:- Financial Implication of e-Government on services
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While e-government can be a cost-effective way for exchanging information between the government and its users, there are challenges that are only an important to government itself. Being aware that these challenges exist manifests the government’s effort to further enhance the services while considering the impact of costs on its economic and financial standing.  Upholding a citizen-centric view, the government continues to make its own judgments on possible transformations of ICT structures and how they could provide e-government service efficiently. E-government projects are information-intensive. Hence, it carries a large amount of data-sharing requiring insights on how it can affect the economy and the financial status of the government.  Innovative e-government solutions are always considered necessary strategic investment priorities for the government to encourage and sustain acceptance over the use of e-government services. This could support its long-time long term economic growth goals. Thus, to a large extent, transformative plans in e-government may be a challenge to any government depending on its economic and financial circumstances. 

Based on survey results, a great percentage of the sample finds development costs (53%), provision costs (58%), as very important and important challenge to that could impact the economy and its financial status. Compliance to existing rules and regulations related to e-government services has been considered as an important concern by a majority of the respondents (47%). Based on the judgments made by these respondents, it can be inferred that the government of Oman and those involved in ICTs have awareness on investments made in e-government to implement its strategic activities while improving the quality of services it offers. The awareness of government officials towards the making of investments by the government on ICTs and e-government only proves that ICT development plans are important challenges that have been part of the government’s strategic activities. It pursues its objective to provide high quality service to encourage acceptance. Government’s investments does not only include the building of efficient ICT infrastructures. It also includes investments in human capital where building of skills, competencies and capacities necessary to partnerships with the private sector is a feasible strategic competitive advantage for Oman.
D) How do you find the Access, Usage and Skill of e-government users

The next question in the survey pertains to access, usage, and skill of e-government users to which they can affect its acceptability. Implementing e-government makes use of ICT in its application to the government agency to provide information and service to citizens. As such, government officials perceived that  users ‘acceptance of e-government would depend on how they are provided access, and requires a responsive and efficient dissemination and information management in the delivery of the service. The respondents further believed that gaining access to such information and giving them the opportunity to participate in decision making is empowering for citizens. Hence, it can be a very important challenge for the government to encourage users’ acceptance and encourage continues support of the service. As a consequence, the use of electronic media enables e-governance to which it covers a wide dimension of networks and relationships linking the government to citizens. That is also manifested in the usage and application of ICTs. Its effect can be empowering to citizens as they participate in government activities. Yet, having the right skills to develop and manage ICT structures and services to deliver e-government to the public is also another important challenge. This is apart from that falling short of the expectations of its users that could also have a major impact on their acceptance. Within the same thought, other factors like maintaining trust and the ability to face the risks of potential theft and online transactions also have a strong influence on e-government acceptance.

Illustration 15:- Access, Usage and Skills of Government Users
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Results of the survey showed that respondents perceive the criteria of access, usage and skills as a very important and important challenge. (n=8) of respondents perceive citizen groups having low level of internet usage as a very important challenge. Citizens skills on ICT perceived as an important challenge by (n=8) which is (53%). The Government Officials ICT Skills is considered as an important challenge for (n=6) and as a very important challenge for (n=3).
The Majority of the respondents considered public perception of risks to privacy and civil liberties and concerns of the public for online theft and fraud potential as very important and important challenge. 
It is also remarkable that there is still a percentage of the sample population perceive that these factors are “not a challenge”. Being in the government service, those surveyed could have signified more keenness on factors that could affect e-government service acceptance in the country. The results of the survey is an indication that the government must look into these three basic factors of access, usage and skill as strong determinants for the acceptance of e-government service in Oman.
E) How do you find the effect of Regulating IT usage 
Acceptance of e-government may also be affected by regulations pertaining to IT to which there may be standard protocols to follow that will limit access and usage. As government officials in ICT and ITA are more informed on regulations in IT, the survey has attempted to seek information from them regarding the application of laws and regulations, the adequacy of policies on information freedom, and the existence of public private partnerships. The results shows that (n=9) of the respondents found Effective application of Authentication/ Identification of Laws and Regulations as an important challenge. This could be a legal concern for establishing ICT infrastructures.
Table 14:- Effects of Regulating IT usage
	
	
	Not a Challenge (F)
	A Minor Challenge (F)
	An Important Challenge (F)
	A Very Important Challenge(F) 
	Don’t Know (F)

	1.
	Effective application of Authentication/ Identification of Laws and Regulations
	3
	2
	9
	2
	

	2.
	Inadequate policies on information freedom
	4
	5
	3
	4
	1

	3.
	Public Private Partnership legal concern for Infrastructure
	2
	3
	4
	4
	1


Illustration 16:- Effects of Regulating IT usage
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Confirmations were sought on the answers provided by the survey respondents consisting of ITA and MOP officials, based on the answers on the interview conducted. This is found on Appendix B of this research report.

Answers of the interviewees have revealed that the government has taken aggressive measures to overcome the challenges towards the fulfillment of its responsibility in the implementation and adoption of e-services in Oman. While the interviewee from the ITA made reference on the government’s e-government Transformation Plan, the Director of Information Systems and Internet Applications of the Ministry of Manpower (MOP) has provided specific measures to assist the government in the adoption of an e-Government system. This is in line with the use of focused-group methodology, reforming bureaucracy. It took into consideration the cultural and social influences, gender issues, and creating awareness on the use of e-services.

In terms of marketing e-government services to the public, ITA has launched intensive visual marketing campaigns through videos and ads channeled through social networks. Initially, it has produced two promotional clips to market electronic payment of traffic fines, and the “invest easy” program of Oman. This is with the Royal Oman Police and the Ministry of Commerce and Industry. The same campaigns were also extended to local televisions in Oman. On the other hand, the other interviewee suggests addressing the challenge through websites that are designed to serve specific target markets. These websites would carry applications that are design to create greater awareness on its targets and to draw in more users while being linked to other relevant websites. All other suggestions were directed to the entire functionality of the website such as optimizing the use of search engines in the same website while choosing an intuitive URL. Increased engagement of users and integration with other agencies and organizations were also suggested. This will cover any other promotion initiatives, as well as ensuring easy return of users to the site.

In giving support to organizations to ensure adoption of the service, ITA points out two initiatives that are extended by the agency. This includes consultancy, building capacity and promoting the service during local events. The other interviewee pointed out several barriers to ensure adoption of e-government services such ease of access, creating awareness, increasing awareness and literacy in using the service. This is along with the implementation of policies and regulations for the use of e-government service, running campaigns and to ensure that skilled and trained personnel are tasked to assist users in their queries.

When asked about the challenges faced by the government in the adoption of e-government services, ITA official pointed out to a recent study by Ernst & Young focusing in this area with the collaboration of other government agencies. The other interviewee from the Ministry of Manpower has enumerated five important challenges. These are the environment issue, design science research, knowledge base challenges, moving towards opens systems and reinforcing and transforming institutional structures.

With regards to the recommendations to improve the adoption of e-government services, MOP interviewee was more specific, i.e. the use of market research, utilization of website evaluations, online and offline consultations, and testing of the service. Addressing access and equity issues of users from diverse backgrounds and developing mechanism to evaluate marketing strategies. The other interviewee was not able to provide an answer to the question but his possible answer may be linked to his answers to the preceding question (Q4).
Analysis
The research findings have provided practical insights and implications on factors that could affect acceptance of e-government services. Significant factors have been identified in the survey to determine acceptance of e-government services in Oman. The usefulness of the service, ease of use, safety, privacy, advantages or benefits derived, and other facilitating conditions were seen in the study. 

The findings also revealed the challenges faced by the government. E-government services development costs, e-government services provision costs, access, citizen skills, ICT official skills, trust and effective application of authentication, and identification of law and regulations, all are important challenges faced by the government. 

These factors are significant and any gaps that have been identifies must be taken seriously by the government. They must be considered for the formulation of new initiatives that would ensure a successful implementation of e-government in Oman. Attention to these factors can be very enabling to the Sultanate of Oman as it has the capacity to make significant investments in electronic government. 

The findings have revealed the most common operation used by Omanis in e-government. It indicates that there is a high usage of e-government services for “getting access to government information” more than any other e-service in government. It is important to look into the most common service used, to determine or assess the current needs of citizens when it comes to e-government services for the government to plan and make initiatives in meeting their needs.
The research findings have provided practical insights on the extent of familiarity Omani citizens have. Gaining more familiarity on how to use the technology and the benefits that could be derived from it will be an added factor for gaining acceptance. From this study, users may be able to gain a better understanding of e-government and its practical implications.
The observations made reveal that while the country has made significant investments into becoming a digital government. There are still some gaps that have limited its progress. The first is to ensure that full acceptance is reached. The country has to ensure that the service itself is always fully functional and could serve many aspects on good governance. 

The key factors of accessibility, availability, and efficiency of the service must always be ensured to gain high levels of confidence from among all its users. Trust is a very important factor for user acceptance. Accessibility for instance, is a key driver for gaining acceptance of e-government, where it is inclusive of all potential users of the service regardless of their demographics. Even those who are physically incapable should be assisted with other technologies like scanners, voice-activated technologies and other related devices. Not to mention the awareness and capability regarding the service of government officials in ICT and ITA.   

The findings helped in visualizing the future of e- government acceptance and adoption in Oman. Respondents have a positive perception towards e-government service as indicted by their willingness to strongly recommend its use to access public information and services.

Chapter 5: - Conclusion/ Recommendation
Conclusion
The study has identified factors that could influence acceptance of e-government in Oman. It has utilized both primary and secondary data sources to help understand potential and actual users’ of the technology towards acceptance of e-government services. Findings of the others prior and related researches on e-government acceptance have been confirmed in the survey findings presented in this dissertation. With a focus on government to citizens’ usage and benefits, the dissertation has further expanded the composition of e-government service users. This is with regards to all citizens regardless of their demographics, and government officials that are involved in ITA. In other words, the perspectives of these two sets of respondents provides a more comprehensive view on what could influence acceptance of e-government services in Oman. With a focus on establishing a digital economy in the country, the findings of this research can guide the government to focus on strategies that could transform current e-government services. This is in order to deliver high performance to its user to influence the diffusion and total acceptance of e-government in Oman. Thus, when improvements and transformations are made in one or more of the factors tested, they are likely to change or improve the other factors. 

Recommendations

This research study has focused on the views of potential users of e-government service and of government officials/employees in ITC and ITA to which their opinions are drawn from their own experiences, background, and attitudes towards the use of e-government service. This research could however, still be extended to other types of e-government service users and other government officials from other government agencies in Oman. It is further recommended that more researches should be conducted in line with acceptability where their findings can be used to upgrade e-government services in Oman. An improved human capacity development program must be made subject to a policy making that will focus more on education, knowledge sharing, and promoting local content and applications.
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Appendix A Countries grouped by EGDI (in alphabetical order)
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Appendix B Interview with government officials


Interviewee: - ITA official

1. What are the steps taken by the government to help in adoption of e-government services?

You can find all these details here

http://www.ita.gov.om/ITAPortal/Pages/Page.aspx?NID=820&PID=3330&LID=163
2. How do you introduce and market for e-government services to the public?

ITA seeks cooperation with relevant government institutions to market their electronic services through a campaign called # اختصرها_أحسن, that rely on innovative visual marketing in terms of producing videos and ads that represent aspect of Omani culture, so it is marketing these advertising materials via electronic intensive campaign on the social networks within the hashtag (#اختصرها_أحسن).

Two promotional clips were produced within this campaign; the first is about payment of traffic fines electronically in cooperation with the Royal Oman Police. 
The second was about the gate “invest easy” to start business in collaboration with the Ministry of Commerce and Industry. This campaign was met with great demand by the public, especially after the extended marketing of these materials to the local television in Oman.

3. What kind of support was provided to different government organizations and to public in order to ensure the adoption of e-government services?
ITA is providing two different services to government organization:

· Consultancy and Building Capacity training to government agencies.

· Promoting the eService for public through the local events like Muscat and Salalah Festival, etc. 

4. What are the challenges faced by the government in adopting e-government services? 

There is a recent study conducted by EY focusing in this area through their work with government agencies.

5. What do you recommend to improve the adoption of the e-government services?

Not able to answer it but it depends in Q4.

Appendix C Interview with government officials
Interviewee: - Director of the Information Systems and Internet Applications Department in ministry of manpower 

1. What are the steps taken by the government to help in adoption of e-government services?

Please consider below step while will help to government to help in adoption of e-government Services:

a.  Focus group Methodology ( Reference PMI)

b. Reforming Bureaucracy

c. Cultural and social influences

d. Gender issues

e. Awareness of , use of e-services

2. How do you introduce and market for e-government services to the public?

“E-Government refers to the delivery of [government] information and services online through the Internet or other digital means. It is about delivering improved services to citizens, businesses, and other members of the society through drastically changing the way governments manage information. Please consider below strategy to introduce e-government service for public:

a. Web Site Design :A website is a key component of the online marketing strategy; this means that great care is required in designing it to serve the target market effectively and efficiently

b. Identify a popular, high-profile application to draw users to the service: The availability of an application with widespread appeal to the target group can help encourage clients to use the website, and may result in greater awareness and use of other online services. This application can also be used to increase the number of users who return.
c. Encourage other websites to link to the website
d. Optimize the extent to which search engines will list the site in search results
e. Choose an intuitive URL (Uniform Resource Locator) for the website
f. Ensure that users can easily return to the website
g. Investigate any scope for collaborative promotion initiatives
h. Engage people throughout the agency, and in other agencies and organizations, to help promote the service
3. What kind of support provided to different government organizations and public in order to ensure the adoption of e-government services.

There are very numerous type of support for ensure the adoption of e-government services, some are mentioned below

a. There should be no technical barrier while accessing the services

b. There should be no organization barrier for end users and it should be ease of use. 

c. E-government service functionality and advantage should be self-explanatory

d.  E-service should be aligned with organization strategy  and business case should be there

e. There should be skilled and trained person in staff to assist organization , if they have any query

f.  There should be  enough training as per various types  of stakeholders level

g. There should be policy and regulation for e-usage of e-government service.

h. Run campaign to promote e-government service benefits and advantages

4. What are the challenges faced by the government in adopting e-government services? 

Please consider below facts which are the faced by the organization, to adopting e-government services.

4.1 Environment Issue:
4.1.1 Application domain: people, Organization System, technical System and Problem & opportunity.

4.2 Design Science research:
Build design Articraft & processes, evaluate

4.3 Knowledge Base: Scientific Theories & Methods, Experience & expertise, Meta Artifacts (Design Services & Design Processes)

4.4 Moving from closed to open systems

4.5 Reinforcing and transforming institutional structures

5. What do you recommend to improve the adoption of the e-government services?

5.1 Use market research to shape the development of the service

5.2 Use the results of website evaluation to provide market research information

5.3 Use online and offline consultation mechanisms as appropriate

 5.4 Test the service with user groups throughout the development process

5.5 Use online and offline consultation mechanisms as appropriate

5.6 Consider access and equity issues for people from culturally and linguistically diverse backgrounds

5.7 Develop mechanisms to evaluate the effectiveness of marketing strategies

Appendix D Questionnaire 1
Questionnaire 1:- For User perception and attitudes
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Questionnaire 1
E-Government Questionnaire of User Perception and Attitudes

The purpose of this questionnaire is to evaluate the acceptance and adoption of e-government services in Oman.
1. Please identify which gender and age group that you belong to for statistical purposes. Mark with an (x)
Gender
	Female
	

	Male
	


Age group
	18-24
	

	25-29
	

	30-34
	

	35-39
	

	40-44
	

	45-49
	

	50-54
	

	55-59
	

	60-64
	

	65-69
	

	70-74
	

	75 and over
	


2. What is your level of education?

	Below high school
	

	High school
	

	Diploma
	

	Bachelor degree
	

	Master degree
	


3. To what extent are you familiar with the “e-government”?

	Very familiar
	

	Fairly familiar
	

	Somewhat familiar
	

	Not familiar
	

	Not sure
	


4. What operation area do you use the in E-government?

	Procurement which includes bidding, purchasing and making payments
	

	Access of government information
	

	Access to rules and regulations to facilitate compliance
	

	Participate in the process of decision making and giving their views and suggestions including e-voting and other discussion forums held online  
	

	Service integration and Government-to-Government information
	

	Others 
	


5. Rank the priorities listed below for the government websites in order of importance with 1 being the most important and 4 the least important. Do not assign similar values to any of the priorities. 

	Ensure they are easier to understand and use
	

	Ensure they are safe while conducting businesses
	

	Ensure easy accessibility of the website required
	

	Expansion of websites to hold more information and services
	


6. Rank the priorities listed below for the government websites in order of importance with 1 being the most important and 4 the least important. Do not assign similar values to any of the priorities. 

	Protect privacy of the user
	

	Provision of access for disabled users
	

	Provision of information and services in other languages other than English 
	

	Provision of a direct link to public servants
	


7. Rank the list below of the potential positive things that may come as a result of the e-government on a scale of 1 to 4 where 1 is the most important and 4 the least. 

	Access of information be greater to the public
	

	Government services to be more convenient 
	

	More accountability of the government to the citizens
	

	Government to be cost-effective more efficient
	


8. What is the overall effect of the e-government on the government operations?

	Very positive
	

	Somewhat positive
	

	Neutral 
	

	Somewhat negative
	

	Very negative
	

	Not sure
	


9. What will be the overall effect of the e-government to the government operations three to five years to come?

	Very positive
	

	Somewhat positive
	

	Neutral 
	

	Somewhat negative
	

	Very negative
	

	Not sure
	


10. Would you recommend or oppose e-government to be the main primary source of obtaining information and services from the government?

	Strongly recommend
	

	Fairly recommend
	

	Fairly oppose
	

	Strongly oppose
	

	Not sure
	


Appendix E Questionnaire 2
Questionnaire 2:- For government officials
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Questionnaire 2

E-Government questionnaire of government officials
The purpose of this questionnaire is to evaluate the acceptance and adoption of e-government services in Oman.
A) What kind of services are most used in delivering of e-government?

	Procurement which includes bidding, purchasing and making payments
	

	Access of government information
	

	Access to rules and regulations to facilitate compliance
	

	Participate in the process of decision making and giving their views and suggestions including e-voting and other discussion forums held online  
	

	Service integration and Government-to-Government information
	

	Others 
	


B) To what extent do you find the public using e-government services?

	To a large extent
	

	To a Moderate extent
	

	To some extent
	

	To little extent
	

	Not at all
	


C)  How do you find the effect of  Economic and Finance on e-government services
	
	
	Not a Challenge
	A Minor Challenge
	An Important Challenge
	A Very Important Challenge
	Don’t Know

	1. 
	e-Government Services development cost 
	
	
	
	
	

	2.
	e-Government Services provision cost
	
	
	
	
	

	3.
	Incurred cost by the governments in meeting laws and regulations related to e-Government
	
	
	
	
	


D)  How do you find the Access, Usage and Skill of e-government users
	
	
	Not a Challenge
	A Minor Challenge
	An Important Challenge
	A Very Important Challenge
	Don’t Know

	1. 
	Citizen groups having low level of internet usage (e.g.: relating to age, education, literacy,income, etc.
	
	
	
	
	

	2. 
	Citizens skills on ICT
	
	
	
	
	

	3.
	Government Officials ICT Skills
	
	
	
	
	

	4.
	Public perception of risks to privacy and civil liberties
	
	
	
	
	

	5.
	Concerns of the public for online theft and fraud potential
	
	
	
	
	


E)  How do you find the effect of Regulatory of IT on usage of e-government
	
	
	Not a Challenge
	A Minor Challenge
	An Important Challenge
	A Very Important Challenge
	Don’t Know

	1.
	Effective application of Authentication/ Identification of Laws and Regulations
	
	
	
	
	

	2.
	Inadequate policies on information freedom
	
	
	
	
	

	3.
	Public Private Partnership legal concern for Infrastructure
	
	
	
	
	


Appendix F Emails to citizens
Emails sent to request for participating in the survey  

Appendix G Email to government officials
Request for an interview from government officials
Appendix H Confirmation of answering the questions of the interview from MOP official.
Appendix I Confirmation of answering the questions of the interview from MOP official.
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