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Abstract: This study had two objectives: first, to propose an instrument  
to identify the major dimensions used in evaluating e-government websites.  
A model is proposed for the evaluation of e-government websites from users’ 
perspective. The second objective was to measure the influence of these 
dimensions on the intention to use Jordan’s e-government website. A sample of 
300 Jordanian students conducted an experiential test, where they performed 
specific tasks and answered questions related to these tasks. Usability, 
accessibility and privacy/security were significant factors in predicting the 
adoption of e-government website. Conclusions, contributions, and future work 
are reported at the end. 
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1 Introduction 

E-government is becoming a global phenomenon attracting the attention of politicians, 
policy makers and ordinary citizens (Abd Ellatif, 2006). A recent trend in the provision of 
public services has been to develop internet websites that provide easier access to 
government information and services (Awan, 2007). Its main objectives can be 
categorised according to the promising benefits each government provides to citizens, 
businesses and other governmental agencies (Al-Omari, 2006). 

Using web technologies is providing governments with enormous chances to improve 
their offerings to their citizens, and thus boosting the expectations of citizens towards 
public services (Barnes and Vidgen, 2003). So governments must continue to improve 
their portals to comply with citizens’ demands towards more information, better  
services and improved options. It is critical for governments to know what aspects  
of e-government websites are important to citizens. Many e-government applications and 
tools would be left behind if their countries did not maintain the constant pressure for 
more online applications (UNDP Report, 2008). Furthermore, successful understanding 
of citizens’ expectations and feelings about websites is becoming very important. Finally, 
delighted citizens are more effective and cheaper advertisers than all the paid 
advertisements placed in the media (Kotler, 1994). 

Jordan is paying much attention to e-government initiative, especially since the last 
few years. The Jordanian position in e-government readiness index improved from the 
68th position in 2005 to the 50th position in 2008, which is considered the highest leap in 
the region (UNDP Report, 2008). The same report indicated that Jordan has the highest 
jump in the world from the 90th position in 2005 to the 15th position in 2008 in the  
e-participation index, which indicates the high interest of the government in the success 
of such initiative. 

Based on that, it is important to build portals that meet the objectives of governments, 
citizens, and businesses, and to maintain the required level of service through the 
continuous evaluation of these portals. It is evident from research that evaluation of  
e-government websites might be influenced substantially by the nature of the website, 
where the same set of indicators might yield different results when applied to a different 
website (Van den Haak et al., 2009). However, Bertot et al. (2008) claim that satisfying 
users’ needs when designing and maintaining e-government websites means an extra 
cost, as the user-centred perspective might shift governments from efficiency and 
increase their cost, but will bridge the gap between what the governments offer and users 
want. For such important reasons this study tries to answer the following question: 

RQ: What are the major dimensions that can be used to evaluate government portals? 

It is worth considering that there is no standard method for evaluating public portals, 
even though many studies covered the evaluation methods of portals. This study 
reviewed the literature to extract common dimensions and develop a comprehensive tool 
that can be used to evaluate e-government websites using Arabic language. The second 
objective of this study was to empirically test the tool and identify what dimensions are 
influencing Jordanians’ intention to use e-government portal. The following section will 
review the literature related to Jordan’s e-government initiative and a comprehensive 
review of studies related to various indicators and measures of e-government website 
evaluation. The Section 3 will describe the research methodology, the sample details and 
instrument used. Section 4 will depict data analysis and results, followed by a discussion 



   

 

   

   
 

   

   

 

   

    Evaluating Jordan’s e-government website: a case study 273    
 

    
 
 

   

   
 

   

   

 

   

       
 

and conclusions in Section 5. Finally, research contributions, limitations and future work 
are explored in the last section. 

2 Literature review 

2.1 Jordan’s e-government project 

The Jordanian government started its e-government national program in the year  
2000 and launched Jordan’s e-government website in the year 2006 (Abu-Shanab and  
Al-Radaideh, 2009). The Ministry of Information and Communications Technologies 
(MoICT) in Jordan, supported by the USAID in 2002, started an e-government  
program towards achieving the e-government vision by 2005. The vision implies that  
e-government would be a major contributor to Jordan’s economic and social development 
by delivering services to people across the society, irrespective of location, economic 
status, education level or ICT usage ability (Jordan E-Government Strategy, 2006). 

The Jordanian Government has 95% of its national ministries online, posting related 
information to services, but limited interaction with the government except via e-mail. 
Therefore, Jordan can be positioned between the interaction and transaction stages  
of e-government maturity. To this end, Jordan’s e-government website does not offer 
substantial transactions online (Elsheikh et al., 2008). The same result was confirmed by 
the UNDP Report (2008), where Jordan had 67% utilisation of information offering, 78% 
in interacting with citizens, but 19% in conducting transactions, and 9% only in the 
integration of services. The home page offers three major links related to citizens, 
businesses and government agencies. The website offers more than 250 services (as of 
April 2009) and offers a language option, privacy statement, a search field and an FAQ 
section (www.jordan.gov.jo). Appendix A show more details of the Jordanian website. 

E-government initiatives in developing countries might not be able to satisfy citizens 
based on the cost of internet and Information Technology (IT) infrastructure (Mofleh  
et al., 2008). There are some challenges facing the e-government initiative in Jordan like 
infrastructure and low penetration of internet services, privacy/security concerns, limited 
IT skills, limited public sector reform efforts and lack of awareness and legal framework 
(Al-Omari, 2006).  

2.2 Research model 

The electronic website is the users’ navigation tool. Users will be satisfied when it is easy 
to navigate the website and obtain the required information and services. Therefore, 
website owners are always concerned about the quality of their websites and how to 
increase their attractiveness. The literature includes several studies that discussed the 
evaluation methods of website quality in general (Barnes and Vidgen, 2000; Zhang and 
Von Dran, 2001; Loiacono et al., 2002; Hasan and Abu Elrub, 2008). Other studies were 
more specific and discussed the evaluation of e-government websites (Sakowicz, 2003; 
Kokkinaki et al., 2005; Garcia et al., 2005; Henriksson et al., 2006; Economides and 
Terzis, 2008; Wangpipatwong et al., 2009; Van den Haak et al., 2009; Shareef et al., 
2009). 
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Research in the e-government area is fragmented and does not depend on a 
comprehensive framework or major theory (Heeks and Bailur, 2007). Trkman and Turk 
(2009) proposed that e-government usage is influenced by e-readiness and e-government 
service development, which will influence the government internal benefits and then 
users’ benefits. Verdegem and Verleye (2009) explored a long list of variables and 
concluded that the following are the most important: infrastructure, availability, 
awareness, cost, technical aspects, customer friendliness, content, privacy/security and 
usability. Moreover, in an attempt to design a new approach for benchmarking usability 
measures, Baker (2009) suggested using triangulation to set some benchmarks for 
measuring the dimensions of usability. He proposed 37 measures classified under 
common dimensions mentioned in the literature. The dimensions are online services  
(11 measures), user help (7 measures), navigation (5 measures), legitimacy (6 measures), 
information architecture (6 measures) and accessibility accommodations (2 measures). 

Based on that, it is obvious that a common classification is not available in the 
literature and no foundation for a typology of measures is leading research in  
e-government. This study tried to sum all items in the literature in a concise list that 
removed the commonalities between dimensions and concluded to a list that 
comprehensively measures the dimensions of e-government websites. The research 
model proposed here (see Figure 1) consists of one dependent variable (intention to use  
e-government websites, ITU) seven predictors: content, service, ease of use, 
functionality, usability, accessibility, and privacy/security. 

Figure 1 The research model 

 

2.2.1 Content 

One of the key benefits of e-government is facilitating greater access to public 
information that encompasses the functions, duties, organisational structure, 
administrative procedures and governments’ regulations (Lollar, 2006). Many diverse 
factors influence the accessibility of public information like researchers’ skills, subject 
interests, learning styles and technological proficiency (Burroughs, 2009), so information 
should be presented in a good quality, to satisfy all demands and needs of the intended 
user. Research indicated that more developed cities with well-established infrastructure 
provide better content for their citizens (Tsai et al., 2009). According to the literature, 
many researchers studied the factors affecting content quality. The main characteristics 
are shown in Table 1, with their related literature. 
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Table 1 Content dimension 

No. Item description Resource 

1 Website contains up-to-date 
information 

Hasan and Abu Elrub (2008), Kokkinaki et al. (2005), 
Verdegem and Verleye (2009), Huang and Shyu 
(2008), Korsten and Bothma (2005) 

2 Website supports more than one 
language 

Kokkinaki et al. (2005), Hasan and Abu Elrub (2008), 
Baker (2009) 

3 Website information is accurate Wangpipatwong et al. (2009), Hasan and Abu Elrub 
(2008), Huang and Shyu (2008) 

4 The information available is of good 
quality and relativity 

Kokkinaki et al. (2005), Barnes and Vidgen (2000) 

5 Content presented in an appropriate 
level of detail  

Barnes and Vidgen (2000) 

6 Content demonstrate horizontal 
integration between government 
agencies by providing links to other 
government agencies 

Henriksson et al. (2006), Verdegem and Verleye 
(2009), Baker (2009) 

7 Website is presented to different 
cultures 

Hasan and Abu Elrub (2008) 

8 Content presented in an appropriate 
format  

Barnes and Vidgen (2000), Abu-Shanab and  
Al-Radaideh (2009) 

9 Citizen can access to the newest 
information about government 

Hasan and Abu Elrub (2008), Verdegem and Verleye 
(2009) 

2.2.2 Service 

Online service delivery benefits both governments and their citizens, as it can lower the 
cost of service delivery and make services more widely accessible to the general public 
(Lollar, 2006). Service quality refers to the quality of personal support services provided 
to citizens through e-government websites, such as answering questions, taking requests, 
and providing sophisticated solutions to citizen’s problems (Wangpipatwong et al. 2009, 
p.24). Rotchanakitumnuai (2008) conducted a set of interviews with taxpayers and 
concluded that service quality is the major determinant of perceived e-government 
service, which includes the following: service design, website design, technical support 
and customer support quality. Factors related to service quality in the literature are shown 
in Table 2  

Table 2 Service dimension 

No. Item description Resource 
1 The website provide services to citizens 

and businesses: Using e-government 
website can cut travelling expense 

Henriksson et al. (2006), Verdegem and Verleye 
(2009) and Kumar et al. (2007) 

2 The website has electronic delivery of 
services: All or most processes can be 
completed online 

Sakowicz (2003) and Henriksson et al. (2006),  

3 Convenience electronic delivery of 
services: Using this website tasks are 
accomplished more quickly 

Sakowicz (2003), Rotchanakitumnuai (2008) and 
Kumar et al. (2007) 
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Table 2 Service dimension (continued) 

No. Item description Resource 
4 Assurance: This website is well known 

and has a good reputation 
Wangpipatwong et al. (2009) 

5 Interactive services: This website creates 
a sense of personalisation 

Kokkinaki et al. (2005), Verdegem and Verleye 
(2009), Huang and Shyu (2008) 

6 Value added services: This website 
conveys a sense of community 

Kokkinaki et al. (2005) 

2.2.3 Ease of use 

Ease of use reflects the perception that the use of a system does not require  
additional effort (Davis, 1989). This concept is related to features of the system  
such as the ease of understanding functions and contents and the ease of learning or 
simplicity of use. Abu-Shanab and Al-Radaideh (2009) explored the Jordanian  
e-government website adoption using the Technology Acceptance Model (TAM, Davis, 
1989). Results indicated that ease of use significantly influenced the intention to  
use Jordanian e-government website. Table 3 summarises the literature related to ease  
of use. 

Table 3 Ease of use dimension 

No. Item description Resource 

1 Website is easy to read and 
understand 

Loiacono (2000), Verdegem and Verleye (2009), Huang 
and Shyu (2008), Colesca (2009), Kumar et al. (2007), 
Abu-Shanab and Al-Radaideh (2009) 

2 Website is easy to operate and 
navigate 

Loiacono (2000), Zhang and (2001), Verdegem and 
Verleye (2009), Kumar et al. (2007), Abu-Shanab and 
Al-Radaideh (2009) 

3 The ability to get around a site 
and find things 

Barnes and Vidgen (2000), Verdegem and Verleye 
(2009), Colesca (2009), and Abu-Shanab and  
Al-Radaideh (2009) 

4 Consistent with users’ 
expectations such as a search box 

Kokkinaki et al. (2005), Huang and Shyu (2008),  
Baker (2009), Abu-Shanab and Al-Radaideh (2009) 

2.2.4 Functionality 

The baseline functionality expected from the final system is provided by the functional 
requirements. These requirements should be maintained throughout system development 
to ensure that the agreed-upon functionality of a system is provided through 
implementation (Lightner, 2004). 

To measure the effectiveness of these requirements, many factors can be used to test 
how workable is the website. According to the literature, the most common factors that 
represent the functionality dimension are shown in Table 4. 
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Table 4 Functionality dimension 

No. Item description Resource 

1 Website links are all workable Hasan and Abu Elrub (2008), Rotchanakitumnuai 
(2008) and Yen et al. (2007) 

2 Graphics in this website download 
quickly 

Hasan and Abu Elrub (2008), Rotchanakitumnuai 
(2008) and Yen et al. (2007) 

3 Alternative text is available when the 
website is heavy and over loaded 

Hasan and Abu Elrub (2008) 

4 Website has Short download speed Kokkinaki et al. (2005), Hasan and Abu Elrub 
(2008), Yen et al. (2007) 

5 Availability of the website Hasan and Abu Elrub (2008), Huang and Shyu 
(2008) and Rotchanakitumnuai (2008) 

2.2.5 Usability 

Usability is related to the ease with which the user can learn how to manage the system, 
the ease of memorising its basic functions, the degree of efficiency with which the site 
has been designed, the grade of error avoidance and the general satisfaction of the user in 
terms of manageability (Nielsen, 1994; Akpinar and Ondin, 2008). It has been suggested 
that website usability assesses how easy user interfaces with e-government website 
(Nielsen, 2003). Thus, usability has a direct and positive relationship on the degree of 
consumer trust and satisfaction (Flavián et al., 2006). Some authors considered usability  
a more comprehensive concept that includes other measures mentioned in this paper 
(Schedler and Summermatter, 2007; Baker, 2009). This research focused on four factors 
to measure how usable is e-government website and are listed in Table 5. 

Table 5 Usability quality dimension 

No. Item description Resource 

1 Use and implementation of common 
features such as information about the 
government: The website contains easy 
and clear contact information 

Kokkinaki et al. (2005), Baker (2009), Verdegem 
and Verleye (2009), and Abu-Shanab and  
Al-Radaideh (2009) 

2 User friendliness: There is an easy and 
effective way to give feedback 

Henriksson et al. (2006) and Baker (2009) 

3 The website style of design is 
appropriate for this type of sites 

Rotchanakitumnuai (2008), Henriksson et al. (2006) 
and Korsten and Bothma (2005) 

4 The website has an attractive 
appearance 

Rotchanakitumnuai (2008), Kokkinaki et al. (2005) 
and Haak et al. (2009) 

2.2.6 Accessibility 

Government websites should be easy to use for all citizens, including those with 
disabilities (W3C, 2004). Web accessibility is generally referred to accessibility for 
disabled user groups, where governments should acknowledge and protect the rights of 
citizens with disabilities (Shi, 2007). Accessibility features are extremely important for 
persons with disabilities (Jaeger and Bowman, 2005). An accessible website should 
provide equivalent access to all users and offer assistive features such as narrators, screen 
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enlargement and other tools that persons with disabilities may use to navigate the 
internet. Non-accessible websites may limit or prevent persons with disabilities from 
using them (Jaeger, 2006). Table 6 lists three factors used to measure accessibility. 

Table 6 Accessibility quality dimension 

No. Item description Resource 

1 There are high contrast between text 
and backgrounds to facilitate users with 
visual problems 

Henriksson et al. (2006), Yen et al. (2007), 
Panopoulou et al. (2008) and Lee et al. (2007) 

2 Image links and image maps have a text 
alternative 

Henriksson et al. (2006), Yen et al. (2007), 
Panopoulou et al. (2008) and Lee et al. (2007) 

3 There is an option of larger fonts Henriksson et al. (2006), Panopoulou et al. (2008) 
and Lee et al. (2007) 

2.2.7 Privacy/security 

Earlier stages of e-government maturity typically do not involve exchanging important 
personal and sensitive information. It is not until the ‘transactional’ stage, when an 
explicit request to exchange personally identifiable and significant information.  
The reason behind that is the start of citizens’ request of services or pay for a product 
(Holden and Millett, 2005). Users would use e-government if they feel safe and secured 
and their information is protected. This is because using e-government involves sending 
sensitive personal data across the internet (Hamner and Al-Qahtani, 2009). Thus, 
governments must pay attention to important issues such as security and privacy. 

Rotchanakitumnuai (2008) indicated that users perceive three dimensions of risk, 
namely performance, privacy and financial audit risk. In addition, Colesca (2009) 
explored the determinants of trust in e-government services and concluded to four major 
factors influencing the level of trust: organisational and technological trustworthiness 
perception, usefulness of service, experience and trust propensity. On the contrary, age 
and privacy concerns were negatively related to trust. Table 7 summarises the literature 
related to privacy and security. 

Table 7 Privacy/security dimension 

No. Item description Resource 

1 Secure communication with 
government through the website 

Hasan and Abu Elrub (2008), Loiacono (2000), 
Barnes and Vidgen (2000) and Garcia et al. (2005) 

2 Data are stored in a secure server Henriksson et al. (2006) 
3 Trust government personal 

information use 
Loiacono (2000), Colesca (2009), Rotchanakitumnuai 
(2008), Kumar et al. (2007) and Verdegem and 
Verleye (2009) 

4 Observance of information privacy Rotchanakitumnuai (2008), Hasan and Abu Elrub 
(2008), Baker (2009), Colesca (2009), Kumar et al. 
(2007) and Verdegem and Verleye (2009) 
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2.3 Research questions and hypotheses 

This study proposes a model that aims for predicting the adoption of e-government 
websites. The model is shown in Figure 1 and consists of seven predictors and one 
dependent variable. The following is the research question followed by the hypotheses. 

RQ: What are the major dimensions that can be used to evaluate government portals? 

H1: Content will have a positive influence on ITU e-government websites. 

H2: Service will have a positive influence on ITU e-government websites. 

H3: Ease of use will have a positive influence on ITU e-government websites. 

H4: Functionality will have a positive influence on ITU e-government websites. 

H5: Usability will have a positive influence on ITU e-government websites. 

H6: Accessibility will have a positive influence on ITU e-government websites. 

H7: Privacy/security will have a positive influence on ITU e-government websites. 

3 Research methodology 

3.1 Sample 

A convenient sample of 300 students studying in the area of information technology at 
Yarmouk University (YU) in Jordan was recruited to participate in this study. The reason 
for selecting this sample group was the authors’ belief that their knowledge of web 
technology and its applications and their experience in using the internet would enable 
them to give valuable insights. Such sample would be of great importance for achieving 
the first objective: identifying the major factors and accurately presenting them in Arabic 
language. Students in master and bachelor degree are a good surrogate of Jordanian 
citizens as they represent a convenient representation of Jordanian citizen. 

The researchers visited a few classes and explained the purpose of the study and the 
process of conducting the experiment. Students who participated in the experiment were 
given two extra grades in their corresponding courses to motivate more students to 
participate in the study. 

3.2 Instrument used 

A questionnaire was used as an instrument to gather data from participants.  
The instrument was written in Arabic language to make it easy for students to understand 
the items. This questionnaire contained three main sections: the first section included an 
introduction that explains the purpose of research. The second section included questions 
related to the demographic information of the sample (gender, age, study major, 
awareness and previous visits to the e-government website). 

The third and last section included measurement items for website evaluation for 
content, functionality, service, ease of use, accessibility, privacy/security, usability and 
intention to use. ‘Intention to use’ construct was used as a surrogate of usage and its 
items were extracted from the TAM to measure users’ acceptance of using government 
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websites. A 5-point Likert scale was used for measuring the variables with 1 = Very 
Poor; 2 = Poor; 3 = Good; 4 = Very Good; 5 = Excellent. Based on social sciences 
research, a mean of 3.5 and above is considered high, 2.5 to less than 3.5 is considered 
moderate, and finally less than 2.5 is considered low. This questionnaire fulfils the needs 
of this research because it contains simple and easy to understand questions.  
The instrument was two pages long and took 20–25 min to finish by respondents. 

Content validity of the instrument was achieved through an extensive review of the 
literature and then was subject to a thorough review by 6 faculty members who evaluated 
not only the content validity of the instrument, but also the translation of the instrument. 
The English and Arabic version of the instrument were given to instructors to critique and 
yielded satisfactory results. After modifying the instrument according to reviewers’ 
comments, the survey was pilot tested on a group of master students, were feedback was 
collected on how to improve the instrument further. 

3.3 Data collection procedure 

This research adopted an experiential approach, where each student was scheduled  
to visit a designated computer lab in Yarmouk University where the Jordanian  
e-government website was loaded on computers. The researcher explained the purpose of 
the study and its importance to participants, and then students started a directed website 
navigation to answer the questions in the questionnaire. Subjects were asked to perform a 
task on the website and then answer a few questions. Three research assistants helped in 
data collection procedure. They were trained by the researchers for consistency and to 
avoid researcher’s bias. 

4 Data analysis and results 

After keying data into a statistical tool, it was examined for data entry errors and 
excessive missing data, where 5 surveys were excluded. The total number of used 
surveys was exactly 300 surveys. Chi-Square test was used to test the relationship 
between age and e-government website visit. Descriptive statistics (such as means, 
standard deviations, and percentages) were used to summarise the website evaluation of 
the model indicators. A stepwise multiple regression analysis was used to examine if the 
claimed predictors are significantly related to intention to use Jordan e-government 
website. Pearson correlations were used to investigate the relationships between each one 
of predictors and the dependent variable. Finally, Cronbach’s alpha was used to indicate 
the level of internal consistency of all constructs’ measurements. 

Demographic characteristics of the overall participants are summarised in Table 8. 
The dominance of female participants in the sample is obvious (62.3%), and this is 
consistent with students’ distribution in YU. Moreover, data show a dominance of certain 
age category, which is expected because most students are in their bachelor degree (less 
than or equal to 22 years, 75.7%). Finally, as indicated previously nearly all students 
were of IT disciplines as the study was targeting this category of students (97.7%). 

Jordan e-government awareness was measured using an item statement: Have you 
heard about Jordan’s e-government project? A high percentage of students indicated that  
 
 



   

 

   

   
 

   

   

 

   

    Evaluating Jordan’s e-government website: a case study 281    
 

    
 
 

   

   
 

   

   

 

   

       
 

they know about the project (90.7%). Despite the high awareness level, participants 
seemed to have little contact with the e-government website, as only (35.7%) have visited 
the website before. 

Table 8 Sample demographic characteristics 

Sample categories Frequency Percent 

Male 113 37.7 Gender 
Female 187 62.3 
≤22 years 227 75.7 Age 
>22 years 73 24.3 
Management Information Systems (MIS) 97 32.3 
Computer Information Systems (CIS) 122 40.7 
Computer Science (CS) 74 24.7 

Study major 

Others 7 2.3 
Yes (knew about e-government project) 272 90.7 Awareness level 
No (did not know about e-government project) 28 9.3 
Yes (visited e-government website) 107 35.7 Visit frequency 
No (did not visit e-government website) 193 64.3 

Based on Chi-Square test, there is a significant relationship between e-government 
website visit and participants’ age category as shown in Tables 9 and 10. Chi-Square 
significant value is 0.002 (p < 0.05). Table 11 shows some descriptive statistics related to 
the research variables. 

Table 9 Age category * visit 

 Visit  

Age category Yes No Total 

≤22 70 157 227 
>22 37 36 73 
Total 107 193 300 

Table 10 Chi-square tests 

 Value df Sig. 

Pearson Chi-square 9.483a 1 0.002 
Continuity correction 8.638 1 0.003 
Likelihood ratio 9.223 1 0.002 
Linear-by-linear association 9.452 1 0.002 

The means of the variables were all high (means > 3.5) except for functionality that 
yielded moderate level (mean = 3.3376). 
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When regressing all variables on ITU, results indicated that content, functionality, 
service and EOU are not significantly related to ITU (p = 0.105, p = 0.744, p = 0.174, 
p = 0.118, respectively). However, usability, accessibility, and privacy/security were 
significant factors in predicting ITU. These factors were the ones that were retained in the 
model after running the stepwise multiple regression analysis (coefficient of 
determination of the model R² = 0.137; F8,292 = 15.602; p < 0.05). The total ITU variance 
that was explained by the significant independent variables was 14%. Regression results 
are shown in Table 12. 

Table 11 Descriptive statistics related to research variables 

Variable Minimum Maximum Mean Std. Deviation 

Content 1.56 4.89 3.9812 0.49433 
Functionality 1.40 9.00 3.2376 0.80416 
Service 1.50 10.83 3.7034 0.80558 
Usability 1.75 5.00 3.8767 0.67209 
EOU 1.75 17.50 3.9022 1.03982 
Accessibility 1.00 5.00 3.5368 0.82634 
Privacy/security 1.25 17.00 4.1894 1.02393 
ITU 1.00 5.00 3.7756 0.97268 

– N = 300. 

Table 12 Multiple regression analysis, coefficient results 

Unstandardised coefficients  Standardised coefficients 
 B  SE β t p 

Usability 0.249 0.091 0.172 2.745 0.006 
Accessibility 0.205 0.070 0.174 2.911 0.004 
Privacy/security 0.137 0.056 0.145 2.467 0.014 

– Dependent variable: ITU, R = 0.370, R² = 0.137, adjusted R² = 0.128, N = 300. 

Pearson correlations were used to investigate the bivariate relationships between the 
variables. Table 13 shows that all bivariate relationships were significant at the 0.05 
level. Cronbach’s alphas were used to measure the internal consistency or average 
correlation of items in a survey instrument to gauge its reliability. Internal reliability 
measures the extent to which the items are measuring the dimensions they are included 
in. As observed from Table 14, in the reliability analysis (service, ease of use, 
privacy/security, ITU) gave alpha coefficients exceeding 0.70, which is regarded as an 
acceptable reliability coefficient (Litwin, 1995; Nunnaly, 1978); while (content, 
functionality, accessibility, usability) are slightly lower than 0.70. However, the lower 
limit of acceptability may decrease to 0.60 in exploratory research (Hair et al., 1998). 
Therefore, the items measuring the constructs were acceptable and reliable. Moreover, 
the validity measures shown in the table indicate that the validity of the measurement to 
test its self to be high. 
 



   

 

   

   
 

   

   

 

   

    Evaluating Jordan’s e-government website: a case study 283    
 

    
 
 

   

   
 

   

   

 

   

       
 

Table 13 Pearson bivariate correlations between variable 

Variable C F S U EOU A P ITU 

Content – C 1        
Functionality – F 0.181** 1       
Service – S 0.406** 0.306** 1      
Usability – U 0.478** 0.265** 0.399** 1     
EOU  0.372** 0.240** 0.358** 0.467** 1    
Accessibility – A 0.244** 0.150** 0.342** 0.421** 0.290** 1   
Privacy/security – P 0.256** 0.199** 0.268** 0.378** 0.299** 0.237** 1  
ITU 0.238** 0.117* 0.232** 0.300** 0.247** 0.284** 0.251** 1 

*Correlation is significant at the 0.05 level (2-tailed). 
**Correlation is significant at the 0.01 level (2-tailed). 

Table 14 Reliability and validity of the evaluation criteria measurements 

Variable No. of items Reliability Validity 
Content 9 0.695 0.83 
Functionality 5 0.691 0.83 
Service 6 0.710 0.84 
Usability 4 0.664 0.81 
Ease of Use 4 0.710 0.84 
Accessibility 3 0.635 0.80 
Privacy/security 4 0.763 0.87 
ITU 3 0.822 0.91 
Total 38   

– Validity is calculated by the square root of reliability. 

5 Discussion and conclusion 

This study had two main objectives: the first was to identify the set of measures used in 
the literature for evaluating e-government websites, and build an instrument in Arabic 
that reliably measure such dimensions. This study proposed a model, where seven 
predictors were hypothesised to influence intention to use e-government websites. These 
predictors are measured using 35 items as follows: Content (9 items), Service (6 items), 
Ease of use (4 items), Usability (4 items), Functionality (5 items), Accessibility (3 item), 
and Privacy/Security (4 items). Using a sample of students, who study at Yarmouk 
University in Jordan, and an experiential approach, where students performed structured 
and specified tasks on the Jordanian e-government website, this study tried to predict 
their intention to use such type of systems. Although e-government project’s success 
depends on many factors, this study focused on its website design and the interface that 
users needed to interact with. Data collected was analysed to measure the reliability of 
the instrument and concluded to an acceptable level of Cronbach’s alpha values (all more 
than 0.80). Reasons for not attaining high levels of alpha values might be because of the 
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Arabic language factor and as the instrument is tested for the first time. Such conclusion 
is supported by the high value of ITU Cronbach’s alpha as it is tested more than one time 
and its reliability is higher than other variables.  

Despite the high level of awareness of Jordan e-government project (90.7%), subjects 
had little contact with the website (35.7%). This might be because of their area of study 
as they study issues related to e-commerce and e-government in some courses.  
In addition, they might have received messages from the e-government project 
administration regarding services available through mobile government. This might have 
increased the awareness levels but did not increase usage levels of the website because 
students might not be in a needy situation to interact with e-government websites.  
In addition, the Jordanian website is still at the second stage, and the transactional stage is 
not fully utilised, where full service completion is not available on the website. Finally, 
the Chi-Square test supports our explanation with respect to differences attributed to age 
and related to visiting e-government website.  

The second major objective of this study was to investigate the effect of these seven 
factors used in the research model on the adoption of Jordanian citizens of e-government 
website. When looking at the previous results related to the usage rate among the subjects 
of this study, the experiential approach used would appear as an excellent technique as 
subjects used and surfed the website for real, and reported their perceptions accordingly. 
Students showed that usability, accessibility, and privacy/security were significant factors 
in predicting their adoption with Jordan e-government website. Therefore, only H5, H6 
and H7 were supported.  

The means of the seven variables were all high (>3.5) except functionality (3.24), 
which indicates the importance of each dimension proposed in this model. Moreover, 
inspection of the correlation matrix emphasises the significance of the one-to-one 
relationships between each predictor and ITU. Such result supports the model for future 
testing, where different variables might be significant when regressed on ITU in various 
environments and samples. Such result indicates the competition on the variance and the 
instrument reliability. Results of the regression model explained only 14% of the variance 
in intention to use. 

6 Contributions, limitations and future work 

The major contribution of this work is the thorough review of the literature, where seven 
predictors are hypothesised to influence citizens’ perceptions of e-government website 
adoption. The predictors are major dimensions in the literature that were anticipated to 
influence intention to use a website. 

This work is an improvement on previous research, where it used an acceptable 
sample size and an experiential approach, where subjects were asked to perform specific 
tasks before answering the questionnaire. This procedure might be more realistic and 
accurate than depending on the memory of subjects. In addition, the instrument used was 
in Arabic and it is the first instrument that sums these factors in one study. Results 
indicated a good explanation of variance of the dependent variable and acceptable 
reliability results of the instrument. 

However, this study suffered from the insignificant result of 4 major variables 
extracted from the literature (content, functionality, service and ease of use). This 
requires for two directions of research: the first is to replicate the study to verify the 
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results and second to improve instrument reliability. One of the limitations of this study is 
the instrument used as it is used for the first time and in Arabic language; a more rigorous 
translation method need to be used to improve the reliability of the instrument. Future 
work is urgently needed to test the validity and reliability of this instrument again. 
Moreover, future work is required to come up with more predictors that are related to 
website evaluation. Finally, using students is still a barrier towards the generalisability of 
results. More research is needed to improve the instrument and use it in a different 
context and with real e-government website users. 
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Appendix A 

The Jordanian e-government project aims to drive the nation’s transformation into a 
knowledge society founded on a competitive, dynamic economy. The major project aims 
are to deliver high-quality services, improve government performance and efficiency and 
ensure public sector transparency and accountability.  

E-government Vision: 

E-Government in Jordan is dedicated to delivering services to people across society, 
irrespective of location, economic status, education or ICT ability. With its commitment 
to a customer-centric approach, e-government will transform government and contribute 
to the Kingdom’s economic and social development. 

E-government Mission: 

To manage the transformation of the government towards a more ‘customer-centric’ 
approach in the delivery of services by means of appropriate technology, knowledge 
management and skilled staff to implement e-Government initiatives and programs that 
are relevant and affordable to the citizens of Jordan. E-Government Program is a major 
contributor to the Government of Jordan’s administrative reform. 

Jordan e-government Program Objectives: 

• Achieve e-services applications 

• Identify and build a technological Infrastructure for the government 

• Promote and develop needed Legal Framework and regulations 

• Accomplish effectives Business Process re-engineering 

• Arrange Knowledge transfer and needed training for the public sector 

• Promote and achieve organisation’s restructuring and change management 
acceptance. 

E-government pillar: 

• Institutional Framework 

• Legal Framework 

• ICT Infrastructure 

• Business Level. 

Description of the Website: 

The Official site for the Hashemite Kingdom of Jordan consists of the ‘Home’ page.  
The page has links for: About Jordan, Help, About Us, Privacy Policy, Terms of Use, 
FAQ, ASK, Site Map, e-Government Program, Royal Family, SMS Gateway,  
e-Government News, Jordanian Embassies and Search. 
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In addition, the website revolves around three major links: Services for Businesses  
(9 links), Services for Citizens (50 links) and Services for Government Ministries & 
Entities (115 links). A long list of services is available on each page and further on other 
entities websites. 

Source: www.jordan.gov.jo 


