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ABSTRACT

Thisstudyexaminedthemoderatingeffectofelectronicwordofmouth(eWOM)communicationson
therelationshipbetweentheperceivedusefulness(PU)andperceivedeaseofuse(PEOU)ofmobile
governmentservicesandtheintentiontousemobilegovernmentservices.TheTechnologyAcceptance
ModelwasusedasthetheoreticalframeworkandthedataanalysiswasdonewithSPSS.Theresults
haveshownthattherewasasignificantmoderatingimpactofeWOMonboththerelationshipbetween
PUandPEOUandtheintentiontousemobilegovernmentservices.Inaddition,perceivedusefulness
andperceivedeaseofuseofmobilegovernmentserviceweresignificantindeterminingtheintention
tousemobilegovernmentservices.Also,PEOUwasfoundtobeadeterminantofthePUofmobile
governmentservices.Theimplicationsofthesefindingsarediscussed.
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INTRODUCTION

Theadvancementofmobilecommunicationtechnologyhasprovidedastrongfocusforpolicymakers,
government agencies and development practitioners to offer public services through mobile
governmentservicesasanalternativebetterthantheclassicalortraditionale-governmentservices.
Theenablingenvironmentprovidedthroughmobilecomputingtechnologiesliketheavailabilityof
mobileend-userdevicesandcommunicationnetworksiseventuallydominatingandseekingtoreplace
theclassicalcomputingerawhichhasalsoinfluencedthedevelopmentofe-government(Zefferer,
2015).Theadoptionofmobiletechnologiestoprovidepublicservicestocitizens,businessesand
thegeneralpublicisknownasmobilegovernment(m-government).Mobilegovernmentisdefined
astheapplicationofwirelessandmobiletechnologies,applicationsanddevicesforthepurposeof
deliveringenhancedpublicservicestoDiverseactorssuchascitizensandallgovernmentagencies
(Abramowiczetal.,2005).Ontheotherhand,theclassicalortraditionale-governmentisdefinedasthe
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useofInformationandCommunicationTechnologies(ICTs)toimproveandfacilitatetheprovisionof
publicservicesbothtransactionalandinformationalservicestogovernmentagencies,thepublic,and
citizens(Choudrie,Ghinea,&Weerakkody,2004;Field,2003).Theshiftfrome-governmenttomobile
governmentisduetotheaddedadvantagesandbenefitsthatmobilegovernmentservicesprovide.
Someofthesebenefitsarethatmobilegovernmentservicesseemtocomplementandfitthemodern
lifestylewhereinformationandservicesarereadilyrequired24/7andalsoensuremodernmobile
end-userfeatureswhichthetraditionalend-userdevicescannot(Zefferer,2015).Inaddition,mobile
governmentservicesprovidehugeopportunitiesforgovernmentagenciestodeliverpublicservices
toareasthatlackordonothaveaccesstowire-basedcommunicationinfrastructures(Zefferer,2015).

Oneofthefactorsdrivingconsumerstoadoptservicesornewtechnologiesiswhatisknownas
WordofMouth(WOM)communicationsamongandbetweenconsumersandwouldbeconsumers
about a brand, company product, and services (Erkan & Evans, 2018; Jacobsen, 2018; Kala &
Chaubey,2018;Lkhaasuren&Nam,2018;Wang,Wang,&Wang,2018).ThesetraditionalWOM
communications have been applied by marketers, consumers and professionals to influence the
purchasing intentions of would-be consumers of products and services. The proliferation of the
Internet technology has provided consumers with a unique chance to use the internet to spread
andsharetheirviewsorconcernsaboutproductsorservices.Theuseoftheinternettoenablethe
consumertoexpressandconveyhisorherthoughtsaboutaproductisknownasElectronicWordof
Mouth(eWOM)communications.Electronicwordofmouth(eWOM)communicationisdefinedas
theexpressionofanypositiveornegativestatementbywouldbeconsumers,actualconsumersand
pastconsumersaboutproductsorservicesornewtechnologiesthroughtheinternet(Hennig-Thurau,
Gwinner,Walsh,&Gremler,2004).ThrougheWOMcommunicationsconsumersareabletouse
onlinediscussionandforums,socialnetworkingsites,consumerreviewsitestoshareandexchange
informationaboutproductandserviceswhichhasgreatpotentialtoinfluencethebehavioralpurchasing
decisionsofconsumers(Cheung&Thadani,2012;Cheung,Luo,Sia,&Chen,2009;Lee,Park,&
Han,2008;Park&Lee,2009;Wu&Gaytán,2013).eWOMofcommunicationshasthepotentialto
affecttheadoptionofmobilegovernmentservicesbuttheissueofeWOMcommunicationsinrelation
tomobilegovernmentadoptionislimitedintheliterature.eWOMintermsofmobilegovernment
communicationisthesharingofopinionsbycitizensconcerningthedeliveryofgovernmentpublic
servicesthroughmobilegovernmentservices.eWOMmobilegovernmentcommunicationsalsohave
todowithcitizensviews;experiencesandfeelingsaboutthewholeGovernmentanditsagencies
withrespectitsactions,operationsandgovernance.Thediscussiononpublicplatforms,socialmedia
andnetworkingsitesaboutthenatureofgovernmentoperationsandofpublicservicesofferedon
viamobilegovernmentservicescaninfluencetheadoptionanduseofmobilegovernmentservices.

The objective of this research is to explore the moderating influence of electronic word of
mouth(eWOM)communicationsintwodirections:Thefirstistoexaminethemoderatingimpactof
eWOMcommunicationsontherelationshipbetweentheperceivedusefulnessandintentiontouse
mobilegovernmentservicesandsecondlytotestthemoderatingeffectofeWOMcommunications
ontherelationshipbetweenperceivedeaseofuseofmobilegovernmentservicesandtheintention
tousemobilegovernmentservices.Thedirectimpactofperceivedusefulnessandperceivedeaseof
useontheintentiontousemobilegovernmentserviceshavebeendemonstratedbypreviousstudies
(Almarashdeh&Alsmadi,2017;Alotaibi,Houghton,&Sandhu,2017a;Aloudat,Michael,Chen,&
Al-Debei,2014;Shareef,Kumar,Dwivedi,&Kumar,2016).Also,studieshavestatisticallyshown
thateWOMisapredictoroftheintentiontouse(Mehrad&Mohammadi,2017;Tien,Rivas,&Liao,
2018).Buttothebestofourknowledgeandasfarastheliteratureisconcerned,nostudyhassofar
exploredthemoderatingimpactofeWOMontherelationshipbetweenperceivedusefulnessandthe
intentiontouseandtherelationshipbetweenperceivedeaseofuseandtheintentiontousemobile
governmentservices.Hence,itistheuniqueexpectedcontributionsofthiscurrentstudywhichwill
enrichthee-governmentandmobilegovernmentservicesadoptionliterature.Theresearchquestionto
beinvestigatedis:Towhatextentdoeselectronicwordofmouth(eWOM)communicationsmoderates
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