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Abstract: The study aimed to identify the impact of E-government success factors on citizen satisfaction in 

the UAE from the point of view of target citizens. The study sample consisted of a random sample from (380) in 

customer happiness centers in UAE. The questionnaire was developed in light of previous studies and the 

theoretical framework information, used the main tool in collecting data and information, and was analyzed using 

descriptive and inferential statistics methods. The results revealed that the degree of E-Government success 

implementation from the point of view of target citizens was high. Furthermore, the degree of citizen satisfaction 

from the point of view of target citizens was also high. There was an impact of E-Government success on citizen 

satisfaction from the point of view of target citizens. The results also showed there is an impact of E-Government 

Success Factors and its variables (E-Government resources, Access to Information, E-government systems’ quality) 

on the Citizen Satisfaction and its variables (Responsiveness, Technical Support, Service Quality) at α ≤ 0.05. The 

scientific novelty can be described as the results of this study filling a knowledge gap about citizens' satisfaction 

with and loyalty to e-government services. The study also contributes to the existing literature by presenting the 

available resources factor as a strong determinant of the e-government quality dimensions. 
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电子政务成功因素对公民满意度的影响：阿联酋的背景 

摘要：该研究旨在从目标公民的角度确定电子政务成功因素对阿联酋公民满意度的影响

。研究样本由来自阿联酋客户幸福中心 (380) 的随机样本组成。本问卷是根据以往研究和理

论框架信息编制而成，以收集数据和信息的主要工具为基础，采用描述性和推理性统计方法

进行分析。结果表明，从目标公民的角度来看，电子政务的成功实施程度较高。此外，从目

标市民的角度来看，市民的满意度也很高。从目标公民的角度来看，电子政务成功对公民满

意度有影响。结果还表明，电子政务成功因素及其变量（电子政务资源、信息获取、电子政

务系统质量）对公民满意度及其变量（响应性、技术支持、服务质量）有影响在 α ≤ 0.05 时

。科学新颖性可以被描述为这项研究的结果填补了有关公民对电子政务服务的满意度和忠诚

度的知识空白。该研究还通过将可用资源因素作为电子政务质量维度的重要决定因素来对现

有文献做出贡献。 

关键词：电子政务，公民满意度，阿联酋。 

1. Introduction
At the end of the twentieth century, with the

popularization of the Internet and the movement of 

government re-engineering, the development of e-

government achieved rapid progress in many countries 

[1]. Many governments worldwide have implemented 
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programs to create a form of e-government to provide 

information to the general public, expand and improve 

public services, reduce social inequality, and strengthen 

democracy [2]. 

The performance of e-government arises from two 

methods: objective factors and subjective factors. 

Objective factors refer to the government environment, 

such as economy, politics, and culture. While the 

subjective factors mainly refer to the government's 

efforts in building e-government. Mensah, Zeng & Luo 

[3] believe that assessing government efforts' extent 

has a better motivating effect on establishing e-

government. The e-government assessment spends 

much effort in guiding and inspecting e-government 

constructions. Many research organizations and 

governments have practiced e-government evaluation 

domestically and abroad and obtained beneficial results 

[4]. 

The e-government allows citizens to be connected 

to all services provided by the government without the 

traditional waiting lines and services that do not need 

services [5]. According to Gounopoulos, Kontogiannis, 

Kazanidis & Valsamidis [6], most government has 

implemented online services to reduce costs, reform 

services provided, reduce resource management, 

reduce tangible overheads, achieve sustainable growth, 

and improve performance. The government invests 

huge budgets in information and communication 

technology because it plays a central role that will help 

reduce costs, benefit from government performance 

and increase productivity. However, no attention is paid 

to building and implementing integrated directed 

systems used jointly throughout the government. 

Entities to manage services provided to business 

partners such as suppliers [7]. 

The e-government satisfaction measure aims to 

provide the theory and methods for measuring e-

government performance to assess the state of e-

government establishment [5]. The government portal 

is currently one of the basic functions of e-government. 

The local and foreign government services provided by 

portal sites are divided into information, transaction 

processing, and interactive elements. In real life, UAE 

internet users are becoming more practical, and the 

need for e-government services is extending [8]. 

Lately, citizens are looking forward to opening media 

for society and government affairs. The demand is 

increasing for offices and interactive services over the 

Internet. At the same time, the current portal services 

and the level of service cannot meet the citizens' 

demands [9]. 

In recent years, the application of e-government in 

the UAE has received the attention of the authorities 

and policymakers while recognizing the necessity of 

using new electronics, information, and communication 

technologies [10]. The UAE was among the first Arab 

countries to adopt advanced technologies to improve 

governance efficiency. The central government of the 

United Arab Emirates has launched several e-

government programs, and the main focus is on 

improving government services and bringing them in 

line with international standards, with a special focus 

on education, health care, judicial, and government 

services [11]. 

This study offers practical value. Spending on e-

government projects has increased dramatically 

worldwide over the past decade. However, the rate of 

citizens 'reluctance to use e-government services 

remains high in developed and developing countries 

[12]. This study aims to provide valuable insights for 

developing effective and successful e-government 

strategies in the United Arab Emirates to improve e-

government resources and help policymakers deal with 

the low e-government absorption rate by increasing 

their awareness of the importance of e-government in 

improving the services provided to citizens and 

achieving them faster. 

The next section focuses on a comprehensive 

review of e-government and its implementation in the 

United Arab Emirates. Then the paper discusses the 

research methodology used in data collection and 

analysis and presents and discusses the research results. 

The last sections discuss the implications of our 

findings for developing a theory of e-government 

adoption, looking at study limitations and areas for 

future research. 

In this paper, we raise the following research questions: 

1. What is the degree of implementation of E-

Government success from the point of view of target 

citizens? 

2. What is the degree of citizen satisfaction from 

the point of view of target citizens? 

3. What is the impact of E-Government success 

on citizen satisfaction from the point of view of target 

citizens? 
 

2. Literature Review 
 

2.1. E-Government 

Most countries of the world have begun to develop 

their policies in line with the requirements of the 

modern era to ensure the performance of their functions 

with the highest possible efficiency, especially in the 

government sector with many complications in 

procedures. Many countries started to use information 

technology to provide electronic government services 

to citizens [13]. Technology improves serving citizens 

and provides access to information self-service through 

the Internet and automated phone systems even outside 

official working hours. Providing electronic services 

helps raise performance and the quality of services [14]. 

The e-government revolves around providing 

services that help increase the interaction and 

communication between the government and citizens, 
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between government and business institutions, and 

carry out internal government operations electronically 

to simplify and improve government transactions 

provided to citizens and businesses alike [15]. The e-

government depends on advanced technology, 

especially computers, to provide citizens and private 

sector institutions [16]. 

E-government can be defined as the ability of 

various government departments and sectors to provide 

services, transactions, and government procedures 

using electronic means for individuals and business 

enterprises or government agencies and departments 

easily [17]. E-government can also be defined as the 

ability of government sectors to exchange information 

and provide services to the citizen and the business 

sector, with high speed and accuracy, and at the lowest 

costs via the Internet while ensuring the confidentiality 

and security of information exchanged at any time and 

place [18]. 

 

2.1.1. The Emergence of E-Government 

The traditional government is the organizational 

entity that the state is working to form, intending to 

manage its affairs and make strategic political, 

economic, and social decisions [19]. Moreover, with 

the technological development and the emergence of 

the Internet, e-government appeared, as the provision 

of e-government services via the Internet worked to 

save money, time, and effort [20].  

Political reasons such as globalization and the 

competition of politicians to gain public approval and 

support are among the most important reasons for the 

emergence of e-government [21]. The technical reasons 

represented by the emergence of the Internet and the 

low prices, the development of high levels of data 

encryption methods, and the innovation of electronic 

signature technology have contributed to e-government 

in most countries of the world [22]. At the same time, 

the low costs of technology contributed to the success 

of e- governments and their use to serve the citizens 

[23]. 

 

2.1.2. E-Government Goals 

Rapid technological developments have led to the 

emergence of new strategies used to facilitate complex 

government procedures, emphasizing the importance of 

using e-government as the e-government is based on 

accountability, flexibility, and good governance. The e-

government aims to improve the quality of services, 

take preventive remedies from the spread of 

administrative and financial corruption, and provide 

effective communication between citizens and 

decision-makers, the importance of e-government can 

be summarized as follows [24]: 

 Increase the effectiveness and efficiency of 

government sector procedures using information 

technologies, reduce time and increase accuracy in 

completing government transactions. 

 Reduce government costs by developing business 

procedures transparent and easy, reducing redundant 

procedures, and achieving integration and exchange 

between government data. 

 Increase the satisfaction of the beneficiaries of 

government services by reducing the time spent in 

completing transactions; to get services and data in the 

least possible time [25]. 

 Improve the productivity and efficiency of 

government agencies, increase the productivity of 

government employees, and reduce public expenditures 

by reducing the number of offices and paper 

consumption. 

 Improving the standard of living of individuals in 

societies that need care, as modern communication 

technologies allow the government to reach and 

empower marginalized groups, involve them in the 

political process, and provide them with goods and 

services [26]. 

 

2.1.3. E-Government Benefits 

E-government enhances trust between governments 

and citizens by using internet-related strategies to 

engage citizens in the political process [27]. It also 

reduces the waste of resources, uses technical means to 

exchange information and ideas between government 

agencies, and facilitates interaction between citizens 

and the government, as e-government grants all citizens 

the right to access information. The e-government 

helps provide information and electronic services that 

can help attract new citizens and investors looking for 

suitable opportunities. The e-government provides 

direct media and newspapers, radio, and television to 

promote government business [4]. 

The e-government can improve the way citizens are 

served by providing access to information through self-

service through the Internet or automated phone 

systems even outside the official working hours [28]. 

The e-government can also automate responses to 

requests for licenses or information to save time and 

energy for employees to provide better services to 

auditors who contact directly or attend by themselves 

to complete some exceptional government transactions 

[29]. 

 

2.1.4. The UAE E-Government 

The United Arab Emirates is one of the leading 

countries in e-government implementation. The UAE 

sought to implement e-government because of its great 

importance in saving time and effort, not adhering to 

official dates and government holidays, and reducing 

official bureaucratic procedures. The e-government in 

the UAE included ministries and civil defense bodies 

Safety and emergency [30]. It also includes economic 

services departments, such as economic departments 
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and consumer protection applications, educational and 

health services departments, as well as services for the 

environment, infrastructure, transportation and 

transportation, and social and religious services 

departments [10]. 

The United Arab Emirates achieved a distinguished 

position that qualified it to be one of the world leaders 

implementing e-government. It ranked 28 in the list of 

countries that excel in the application of e-government 

in the global classification adopted by the United 

Nations in 2012. At the same time, it ranked first at the 

level of the Middle East and African countries and 

ranked in fifth place among Asian countries. A set of 

factors qualified the UAE to assume this position. 

Perhaps the most important of them are The Emirati 

leadership's keenness to adopt modern technological 

developments in information and communication 

systems and implement them according to the internal 

environment and international standards. In addition to 

serious work in many axes related to infrastructure and 

human resources, developing laws and legislations to 

create an appropriate climate for investment and 

business in the field of communication and information 

technology to use this technology in sustainable 

economic and social development [11]. 

The UAE has provided several requirements for the 

success of e-government, such as the Internet, by 

providing it at reasonable prices in all places in the 

UAE and providing phones with operating systems 

with standard specifications that support the security of 

government networks. In addition, the UAE sought to 

provide government applications, raise the degree of 

their security, and educate citizens about safety and 

security standards for users to achieve the highest 

personal safety standards [31]. 

 
Fig. 1 Model of the study 

 

3. Research Methodology 
 

3.1. The Research Hypothesis 

The hypotheses can be presented as follows: 

Main Hypothesis (H01): There is no impact of E-

Government Success Factors and its variables (E-

Government resources, Access to Information, E-

government systems’ quality) on the Citizen 

Satisfaction and its variables (Responsiveness, 

Technical Support, Service Quality) at α ≤ 0.05.  

This hypothesis is divided into three sub-

hypotheses: 

H01.1: There is no impact of E-Government 

Success Factors and its variables (E-Government 

resources, Access to Information, E-government 

systems' quality) on the responsiveness at α ≤ 0.05. 

H01.2: There is no impact of E-Government 

Success Factors and its variables (E-Government 

resources, Access to Information, E-government 

systems’ quality) on the Technical Support at α ≤ 0.05.  

H01.3: There is no impact of E-Government 

Success Factors and its variables (E-Government 

resources, Access to Information, E-government 

systems’ quality) on the Service Quality at α ≤ 0.05. 

 

3.2. The Research Method  

The current research is based on the quantitative 

approach as it fits the purpose of the study. The 

quantitative approach is concerned with gathering and 

examining information in numeric shape from the 

chosen sample. 

 

3.3. The Research Instrument 

The instrument contains 15 questions measuring the 

impact of E-government success factors on citizen 

satisfaction in the UAE. The questionnaire was 

distributed by hand. 

The questionnaire contains 3 demographic variables 

and 15 questions represent study variables (the 

evaluation of E-government success) as the following: 

it is formulated into benchmarks or objectives to reach 

into 3) fields with a total of 15 questions: 

 E-Government resources: contains 5 questions. 

 E-Government IT: contains 5 questions. 

 Dependent Variable (Citizen Satisfaction): it is 

formulated into 12 questions. 

 

3.4. Data Analysis and Interpretation 

The evaluation of E-government success in the 

UAE was examined. Statistical Package for Social 

Sciences (SPSS) was used in processing the following 

statistical techniques and tests in data analysis. 

 

3.4.1. Reliability Test 

Frequencies and percentages were figured out by 

descriptive statistical techniques and linear regression.  

Respondents were asked to read each item and 

select one of the choices as follows: 

- Score 5: For the Strongly Agree Answer 

- Score 4: For the Agree Answer  

- Score 3: For the Neutral Answer   

- Score 2: For the Disagree Answer   

- Score 1: For the Strongly Disagree Answer   
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For this study, means were divided into three stages 

as (1.33) is the length of each stage: 

- low: For means 1-2.33  

- Moderate: For means 2.34-3.67 

- High: For means 3.68-5  

 

 

3.5. Study Sample 

The study population consisted of a random sample 

from 380 a random sample from the workers in 

customer happiness centers in UAE. As it is classified 

into its demographic characteristics in the table below: 

 
Table 1 Demographic characteristics for the study sample 

Sample 
Groups Demographic 

Percentage Frequency 

53.4 203 Male 

Gender 46.6 177 Female 

100% 380 Total 
69.7 265 Bachelor’s Degree 

Job Description 
 

16.8 64 Master’s Degree 
13.4 51 Doctorate Degree 

100.0 380 Total 

12.6 48 Less than 1 year 

Years of Experience 

13.4 51 1-3 years 

64.7 246 3-5 years 

9.2 35 More than 5 years 
100.0% 380 Total 

 

Table 1 shows that the percentage of males from the 

sample was 53.4% meanwhile, it was 46.6% for 

females. 

For the variable Academic Level, it seems that the 

Bachelor's Degree achieved 69.7 %, Master's Degree 

achieved 16.8%, and Doctorate Degree achieved 13.4%. 

For the variable Years of Experience, it seems that 

the Less than 1 year rank achieved 12.6 %, and 1–3 

years rank achieved 13.4 % and 3–5 years rank 

achieved 64.7 % and finally (More than 5 years) rank 

achieved 9.2 %. 

 

3.6. Validity and Reliability of the Instruments 

The test gave experts to judge the extent to which 

the test is valid and reliable. For this reason, the test 

would be designed to meet such requirements of the 

validity of the test. The experts will be chosen 

according to their broad experiences in teaching 

translation. 

To reach the reliability of the test and achieve the 

research goal (the evaluation of E-government success 

at the example of the UAE), the researcher used the 

Reliability Test. For measurement Instruments, the 

reliability of a measure highlights the stability of 

consistency. The instrument measures the concept and 

helps assess the 'goodness' of a measure to detect 

students achieving stability. 

 
Table 2 Cronbach's alpha for the study fields   

Value of (α) Field Field number 

Independent Variables: E-Government Success 

0.808 E-Government resources F1-1 

0.874 Access To Information F1-2 

0.793 E-government systems’ quality F1-3 

Dependent Variable: Citizen Satisfaction 

0.826 Responsiveness F2-1 

0.714 Technical Support F2-2 

0.776 Service Quality F2-3 

 

As shown in the table above, the total Cronbach's 

alpha for the study fields was above 0.60, leading to the 

stability of the study results.  

 

3. Study Results 
To analyze the data, to explore the evaluation of E-

government success; the case of UAE, simple 

regression, is used as it is shown. 

 

3.1. Main Hypothesis (H01).  

There is no impact of E-Government Success 

Factors and its variables (E-Government resources, 

Access to Information, E-government systems’ quality) 

on the Citizen Satisfaction and its variables 

(Responsiveness, Technical Support, Service Quality) 

at α ≤ 0.05.  

To test this hypothesis, the researcher uses the 

multiple regression analysis to check the impact of the 

E-Government Success Factors and its variables (E-

Government resources, Access to Information, E-

government systems' quality) on the Citizen 

Satisfaction and its variables (Responsiveness, 

Technical Support, Service Quality), as shown in table 

3. 

Table 3 Multiple regression test to check the direct effect for E-government success factors and its variables on the citizen satisfaction 

Sig* 
T 

Calculate 
Β Sig* DF 

F 

Calculate 
(R2) (R) 

Dependent 

Variable 

.0 7.802 .260 

E-

Government 

resources 

0.0 

3 

113.047 0.474 0.689 
Citizen’s 

Satisfaction 

.0 7.320 .278 
Access to 

Information 
376 

.0 9.592 .348 

E-

government 

systems’ 

quality 

379 

* The impact is significant at level (  0.05) 
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Table 3 illustrates the impact of E-Government 

Success Factors and their variables on Citizen 

Satisfaction. It shows a significant impact for E-

Government Success Factors and their variables on the 

Citizen Satisfaction because the significant value was 

0.000 less than 0.05. The value of R is the square root 

of R-Squared. The correlation between the observed 

and predicted values of the dependent variable was 

0.689. Therefore, the coefficient of determination R
2
 

0.474 is about 47.4% of the variation in Citizen's 

Satisfaction explained by E-Government Success 

Factors in UAE. Restriction Parameter F was 113.047 

of the Citizen's Satisfaction will be caused from for E-

Government Success Factors. 

 

3.2. Hypothesis H01.1 

There is no impact of E-Government Success 

Factors and its variables (E-Government resources, 

Access to Information, E-government systems' quality) 

on the responsiveness at α ≤ 0.05. 

To test this hypothesis, the researcher uses the 

multiple regression analysis to check the impact of the 

E-Government Success Factors and its variables (E-

Government resources, Access to Information, E-

government systems' quality) on the responsiveness 

shown in table 4. 

 

Table 4 Multiple regression test to check the direct effect for E-government success factors and its variables on the responsiveness 

Sig* 
T 

Calculate 
Β Sig* DF 

F 

Calculate 
(R2) (R) Dependent Variable 

.000 22.572 .420 E-Government resources 

0.000 

3 

608.052 0.829 0.911 Responsiveness .000 19.844 .421 Access To Information 376 

.000 16.504 .335 E-government systems’ quality 379 

* The impact is significant at level (  0.05) 

 

Table 4 illustrates the significant impact of E-

Government Success Factors and their variables on 

responsiveness because the significant value was 0.000 

less than 0.05. The value of R is the square root of R-

Squared, and is the correlation between the observed 

predicted values of the dependent variable was 0.911. 

The coefficient of determination R
2
 is 0.829; therefore, 

about 82.9% of the variation in responsiveness is 

explained by E-Government Success Factors in UAE. 

Restriction Parameter F was 608.052 of the 

responsiveness will be caused from for E-Government 

Success Factors. 

 

3.3. Hypothesis H01.2 

There is no impact of E-Government Success 

Factors and its variables (E-Government resources, 

Access to Information, E-government systems’ quality) 

on the Technical Support at α ≤ 0.05. 

To test this hypothesis, the researcher uses the 

multiple regression analysis to check the impact of the 

E-Government Success Factors and its variables (E-

Government resources, Access to Information, E-

government systems' quality) on the Technical Support, 

as shown in table 5. 
Table 5 Multiple regression test to check the direct effect for E-government success factors and its variables on the technical support 

Sig* 
T 

Calculate 
Β Sig* DF 

F 

Calculate 
(R2) (R) Dependent Variable 

.187 1.322 .094 E-Government resources 

0.000 

3 

9.060 0.067 0.260 Technical Support .059 1.897 .153 Access To Information 376 

.001 3.257 .251 E-government systems’ quality 379 

* The impact is significant at level (  0.05) 

 

Table 5 illustrates a significant impact for E-

Government Success Factors and its variables on the 

Technical Support because the significant value was 

0.000 less than 0.05. The value of R is the square root 

of R-Squared, and is the correlation between the 

observed and predicted values of the dependent 

variable was 0.260. Therefore, the coefficient of 

determination R
2
 0.067 is about 6.7% of the variation 

in Technical Support explained by E-Government 

Success Factors in UAE. Restriction Parameter F was 

9.060 of the technical support caused by E-Government 

Success Factors from E-government systems' quality. 

All other fields do not impact technical support. 

 

3.4. Hypothesis H01.3 

There is no impact of E-Government Success 

Factors and its variables (E-Government resources, 

Access to Information, E-government systems' quality) 

on the Service Quality at α ≤ 0.05. 

To test this hypothesis, the researcher uses the 

multiple regression analysis to check the impact of the 

E-Government Success Factors and its variables (E-

Government resources, Access to Information, E-

government systems' quality) on the Service Quality, as 

shown in table 6. 

 
Table 6 Multiple Regression test to check the direct effect for E-

Government Success Factors and its variables on the Service 

Quality 

Sig* 
T 

Calculate 
Β Sig* DF 

F 

Calculate 
(R

2
) (R) 

Dependent 

Variable 

.031 2.170 .112 

E-

Government 

resources 

0.000 3 12.626 0.092 0.303 
Service 

Quality 
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.084 1.735 .102 
Access to 

Information 
376 

.000 4.001 .225 

E-

government 

systems’ 

quality 

379 

* The impact is significant at level (  0.05) 
 

Table 6 illustrates the impact of E-Government 

Success Factors and their variables on Service Quality. 

The result shows a significant impact for E-

Government Success Factors and its variables on the 

Service Quality. Because the significant value was 

0.000 less than 0.05, the value of R is the square root of 

R-Squared, and is the correlation between the observed 

and predicted values of the dependent variable was 

0.303. Therefore, the coefficient of determination R
2
 

0.092 is about 9.2% of the variation in Service Quality 

explained by E-Government Success Factors in UAE. 

Restriction Parameter F was 12.626 of the Service 

Quality will be caused from for E-Government Success 

Factor E-government systems’ quality, all other field 

does not impact on Service Quality. 

 

5. Discussion and Conclusion  
 

5.1. Discussion 

The current study aims to measure the impact of the 

success factors of e-government on the satisfaction of 

citizens in the United Arab Emirates. This paper 

focuses on implementing e-government and the extent 

of customer satisfaction with the services provided by 

e-government in customer happiness centers. 

The results revealed the high degree of 

implementation of E-Government success from the 

point of view of target citizens.  It indicates that the 

higher departments of the Customer Happiness Centre 

are interested in supporting the infrastructure and 

strategies that drive UAE government agencies' smart 

transformation. Implementing smart government plans 

in line with the government strategy helps achieve 

important national indicators and provides conditions 

of reaching first place in smart services globally.  

This result is consistent with the majority of 

previous studies. It together supports the view that 

applying e-government implementation in the UAE 

was highly rated. For example, Sawalha [32] concluded 

that the activation of e-government contributes to the 

reduction of paperwork and the speed in responding to 

customers. Ma & Zheng [33] found that e-government 

is positively and statistically related to improving 

organizational performance in government institutions. 

The results also showed a high degree of citizen 

satisfaction from the point of view of target citizens. 

That indicates the keenness of the Customer Happiness 

Center senior departments to keep pace with modern 

trends and enhance the user experience through 

interaction by heading towards direct marketing 

through electronic means to complete their government 

transactions quickly and accurately. 

It is often argued that e-government implementation 

improves customer satisfaction [34]. Our study proved 

this result. The results showed a statistically significant 

effect of the application of e-government on customer 

satisfaction. It has been observed that customers prefer 

electronic transactions to traditional ones. The UAE 

government has invested in making great 

improvements to its services to increase citizen 

satisfaction [35]. Some of those efforts included the 

provision of electronic voting devices and rechargeable 

cards to facilitate payment of government fees and the 

creation of a government award for the best solutions 

for technology-based services [36]. To ensure the 

speedy and efficient implementation of these changes, 

leaders must begin by removing government 

restrictions, unifying different bodies, and requiring 

groups to act collectively. 

 

5.2. Implication of the Study 

This study has investigated the impact of e-

government success factors on citizen satisfaction in 

the UAE. The system quality and the quality of the 

information provided by the e-government affect its 

users' level of trust. Therefore, this study helps e-

government researchers in understanding trust and its 

aspects. In addition, it shows the importance of 

investing in building citizens' trust, which will help 

operate all services of the e-government.  

Another implication of this study understands the 

cost of using e-government, which enables researchers 

to realize the significant effect of time and money put 

into using e-government. An easy experience that does 

not stress the user while using e-government is a 

significant aspect to satisfy its users [14]. Also, 

understanding that reasonable fees are one the most 

crucial aspects to ensure citizens' satisfaction. 

Understanding e-government will allow citizens 

from all segments of society to use it efficiently with a 

high level of satisfaction [37]. Emirati citizens will 

realize that making e-government services part of their 

daily life will relieve them from the redundant journeys 

to government buildings to get their work done.  

Adopting this study in providing e-government 

services will help Emirati governmental planners 

enhance citizens' trust in the e-government services. 

This study helps in boosting citizens' trust level in 

government as it enhances the quality of the e-

government system. The findings show that citizens 

trust systems more when they know that their 

information in that system is safe and protected. 

Therefore, securing the personal information of citizens, 

who use the services of Emirati e-government, will 

build their trust in e-government, leaving them satisfied 

with the experience they had. In addition, e-

governments should make their services easily 

accessible, without any complications or restrictions. 
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That includes up-to-date information and services on 

the used system.  

Governmental planners should make their best 

possible effort to optimize the time and money spent to 

access e-government services [36], [38], [39], [40]. 

Providing efficient websites with reasonable fees for 

the e-government services will enhance the experience 

of citizens serviced by the e-government. Assuring 

citizens a simple experience of e-government will 

encourage them to use it continuously.  

 

5.3. Conclusion 

The UAE e-government strategy is part of an 

integrated, comprehensive system that includes all 

government agencies to improve government services 

to reach customer satisfaction. It is a developed 

program with innovative technological dimensions that 

help customers complete their transactions less quickly 

and more accurately. However, it faces new challenges 

such as the increase in the number of cybercrime and 

the social threats that come from the increase in the 

number of mobile devices used by citizens, providing 

an incentive to switch from the Internet to SMS. The 

successful implementation of e-government requires 

constant evaluation, as the external and internal 

environments are dynamic, and some factors change 

dramatically over time, which calls for continuous 

keeping up with the best technologies that contribute to 

the implementation of e-government in a better way. 

The practical contribution of the research is that it 

can be of great value to those in charge of customer 

happiness centers, given the extent to which customers 

depend on these services and the barriers to further 

adoption. The results of this study on the extent of 

application of e-government services in the UAE can 

help assess success in achieving current strategies and 

action plans, as well as helping to formulate new 

guidelines, strategies, and goals for future e-

government development in wider larger-scale 

environments. An important implication of this 

conclusion for e-government service administrators is 

to become more user-focused. Regarding the 

importance of attitudes and concerns about using 

technology, this study demonstrates that governments 

can enhance e-government adoption by emphasizing 

information quality, service quality, privacy, security, 

and reliability of government services. This research is 

expected to help identify ambiguities at the current 

stage of e-government development in the UAE and 

suggest ways to create seamless e-government services. 

These results provide insight into how e-

government websites can serve citizens satisfactorily 

and comfortably. Decision-makers may reconsider 

agencies' capacity for electronic exchange by imposing 

laws and regulations that facilitate coordination 

between government agencies; it guarantees the 

protection, privacy, and security of financial and 

personal data. That could facilitate opening more 

communication channels to show consumers how to 

protect and secure their interaction with e-government 

portals. Future research of this study may be circulated 

to other countries in the Middle East. Specifically, the 

impact of e-government on institutional excellence: a 

comparative study between Gulf countries can be 

studied. 

The scientific novelty can be described as This 

study proposes a new model for the success factors of 

e-government services and their impact on citizen 

satisfaction. In addition, this study is among the first 

studies that categorized citizens' satisfaction into three 

factors - responsiveness, technical support, and service 

quality - and integrated them into a model that 

emphasized the concept of service quality and technical 

matters as a basis for achieving citizen satisfaction. 

Moreover, the study revealed the role of satisfaction 

and service quality in developing citizens' 

understanding of the importance of electronic services. 

The results of this study fill a knowledge gap about 

citizens' satisfaction with and loyalty to e-government 

services. The study also contributes to the existing 

literature by presenting the available resources factor as 

a strong determinant of the e-government quality 

dimensions. 

The current study has several limitations that 

indicate potential pathways for future research. First, 

the sample size of 380 citizens cannot represent a 

country as large and diverse as the United Arab 

Emirates. Although we considered a sample 

representative of the target population, some inherent 

bias cannot be avoided despite best efforts. This study 

focuses on citizens who are the main users of 

government websites. However, non-profit 

organizations, business organizations, and 

public/private sector organizations are also important 

target groups for e-government services. Future 

research could also consider other variables that may 

affect e-GSVC, including personal characteristics such 

as gender, age, education, Internet experience, and the 

e-government experience of respondents. 
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