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ABSTRACT

Thispaperinvestigatesthenatureofexpectationsanditsinfluenceonattitudestowardsgovernment
electronicservices(e-services)inMalaysia.Basedonadiscussionoffindingsfromin-depthfocus
groupstudieswithgovernmentprovidersandusersofe-servicesinMalaysia,aconceptualmodelis
devisedwhichexploresboththeextrinsicandintrinsicforces(intheformofe-governmentstimuli)
influencingthearticulationandactualizationofstakeholderexpectations,whichcanswayattitudes
toward e-services. Key contributing factors (e.g., technological issues, managerial/institutional
challenges,resourceconstraints,userneeds),whichhaveinhibitedtheextentofbenefitsrealization
whenusinge-servicesareexplored.Themodelalsointroducestheconceptofsituationalcontext—
theimportanceofconsideringe-servicesinrelationtoitsspecificsettingorcircumstancesatplay.
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INTRodUCTIoN

The implementationofelectronicgovernment (e-government),definedas theuseof information
andcommunicationtechnology(ICT)toenhancehowservicesaredelivered,isincreasinglybeing
adoptedbygovernmentsaroundtheworld,asanavenuetofacilitateadministrativereformandreach
stakeholdersbyprovidinge-servicesthroughtheInternet(Foley&Alfonso,2009;Soong,Ahmed,&
Tan,2020).DespitethepotentialofICTtorevitalizegovernmentservices,theuptakeofe-government
hasbeenwitnessedwithvaryingdegreesofsuccess.Itisdisappointingtofindthatmanygovernment
councils,afterimplementinge-governmentservices,havenotreapedthedesiredbenefitsthatthey
firstenvisioned(Khadaroo,Wong,&Abdullah,2013;Wong,Jackson,&Philip,2010).Thehigh
failurerateofe-government initiativeshas impelledpractitionersandresearchers toexaminethe
factorswhichhaveimpededitsuptakeanduse(Heeks,2006;Jackson&Wong,2017).Giventhat
challengesfacedarenotsolelytechnical,andareoftenmoresocialandbehavioralinnature,thishas
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promptedstudiestoinvestigatethetechnologicalandnon-technologicalfactorswhichcanbothenable
andconstraine-governmentefforts(Jackson&Wong,2017,Khadarooetal.,2013).

Oneimportantareaofresearchininformationsystemsisunderstandinguserexpectations.Studies
(Fearon&Philip,2005;Jackson&Fearon,2014)haveshownthatwhenstakeholderexpectations
surroundingICTarenotmet,orwhenexpectationsareunrealistic,theresultisoftenpoorbenefits
realizationsuccess.Whilethereisincreasedawarenessoftheneedtomeetand,wherepossible,exceed
citizenexpectationsasawaytoenhanceusersatisfactionwithgovernmentservices(Noda,2019;Deng,
Karunasena&Xu,2017;Twizeyimana&Andersson,2019),howandwhystakeholderexpectations
aredevisedandrealizedneedstobeinvestigatedfurther.Morespecifically,ourunderstandingofboth
theextrinsicandintrinsicforcesinfluencingthearticulationandactualizationofexpectations,and
howthesecaninfluence(orhasthepotentialtoinfluence)attitudestowardsgovernmente-services,
particularlyinaMalaysiancontext,stillremainsanareatobeexploredingreaterdetail.Indeed,
Alruwaie, El-Haddadeh, & Weerakkody (2020) acknowledge that within e-government studies,
researchone-servicesisinneedoffurtherattention.Asnotedbytheauthors“althoughprevious
studiesone-governmenthaveprovidedinsightsintoservicequalitycriteriaingeneral,ande-services
inparticular,additionalresearchinthistopicisrequired”(pp.1).Moreover,althoughavarietyof
evaluationmethods,toolsandapproaches(e.g.SERVPERF,SERVQUALandImportancePerformance
Analysis,tonameafew)havebeenutilizedtoassessthequalityofgovernmente-services(Nishimoto
etal.,2014;Wong&Jackson,2017),expectationsareoftentreatedasavariabletobeobjectively
measuredthroughtheuseofquantitativesurveys.Theimportanceofcomprehendingtheexperiences
andopinionsofdifferentstakeholdersinrelationtothecontextwhichthesesentimentsareembedded
hasbeenraised(Jackson&Wong,2017).

Againstthisbackdrop,reflectingonourowninsightsfromempiricalresearchbasedonin-depth
focusgroupstudieswithgovernmentprovidersandusersofe-servicesinMalaysia,weproposea
conceptualmodelforexploringtheseissuesinmoredepth.Themodelnotonlyexploresboththe
extrinsic and intrinsic forces (in the form of e-government stimuli) influencing the articulation
andactualizationof expectations,whichcan swaystakeholderattitudes towardhighereducation
e-government services, but also explores key contributing factors (e.g. technological issues,
managerial/institutional challenges, resource constraints, user needs) which have inhibited the
extentofbenefitsrealizationwhenusinge-services.Drawingontheconceptofsituationalcontext,
themodelalsostressestheimportanceofconsideringe-servicesinrelationtoitsspecificsettingor
circumstancesatplay.

Thispaperisorganizedasfollows.Thecontextandbackgroundtothestudyhavealreadybeen
highlighted.Next,literaturerelatingtoe-government(consideringexpectations)isbrieflyreviewed.
Thisisfollowedbythebackgroundtothecaseandthenadescriptionoftheresearchmethod.Research
findingsarethenprovidedinrelationtothedevisedconceptualmodel.Afterthis,thefindingsare
discussed,andtheimplications,limitationsofthestudyandfutureresearchareoutlined.

LITERATURE REVIEw

Inrecentyears,interestinexploringandunderstandinge-governmenthasbeenontherise(Alruwaie
et al., 2020; Jackson&Wong,2017).This is evidencedby thegrowth inacademicarticles and
conferenceproceedingsdedicated to its study.Someof thekey theoriesandmodelswhichhave
beenappliedtothestudyofe-governmenti.e.assessingthequalityofe-serviceprovision,aswellas
examiningtheuseandadoptionofe-servicesincludesocialcognitivetheory,expectationconfirmation
theory,SERVQUALandimportance-performanceanalysis(Alruwaieetal.,2020;Nishimotoetal.,
2014;Wong&Jackson,2007).Itisnotthepurposeofthispapertoreviewalltheories,modelsand
evaluationtoolswhichhavebeenusedtoexaminetheuseandadoptionofe-governmentservices
(see,forexample,Ibrahim,Hilles,Adam,&El-Ebiary,2017;Rana,Williams,Dwivedi,&Williams,
2012).Instead,weattempttobroadlyoutlinedifferentperspectivesine-governmentresearch,but
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