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ABSTRACT

Health insuranceadministration(HIA),agovernmental institution thatprovideshealth insurance
servicesforcitizensinJordan,isinvestinginanelectronichealthinsuranceadministration(EHIA)
system.Thispaperaimstoexplorethemainfactorsinfluencingusers’intentiontoadoptEHIAin
Jordan,wherelittleresearchfocusedonsuchsystems.Usingaquantitativeapproach,asampleof
315citizenswasutilized,andaninstrumentof30itemswasused.Findingsrevealedthatperceived
easeofuse,perceivedusefulness,informationtechnologybackground,andsocialinfluencearemajor
predictorsofcitizens’intentiontouseEHIA.Incontrast,perceivedsecurityandperceivedtrustare
notsignificant toward theadoptionprocess. Jordaniangovernmentshould focuson theeaseand
usefulnessofthesystemtoencouragecitizenstouseEHIAsystem,wheresubstantialeffortsneed
tobeexertedtoadvancecitizens’skillsinusinge-governmentapplications.Inaddition,Jordanian
authoritiesshouldutilizesocialmediaeffectivelytoillustratethesignificanceofEHIAsystemfor
citizens.
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INTRodUCTIoN

E-governmentprojectshavebeenimplementedtoconstitutemostofonlinegovernmentaltransactions;
fromgovernmentservicestotransferofinformationandservicesthroughonlineportalswithcitizens
andbusinesses.Inthisregards,governmentinitiativesheavilyinvestedinICTsinordertoimprove
theefficiencyofgovernmentinstitutionsthroughprovidinggovernmentserviceselectronically(Abu-
Shanab,2013;Riyadhetal.,2019).E-governmentisanimportantcontemporarytopicthatenticed
researchersandspecialiststoinvestigateitseffectoncitizens’attitudestowarditsservices(Dwivediet
al.,2017;Elsheikh,&Azzeh,2017).Governmentagenciesallovertheworldstrivetoprovideaccess
fortheircitizenstoonlinegovernmentalservicesattherighttimeinordertoreinforceapositive
responsethatdrivestheirattitudestousesuchinitiatives(Capistrano,2020;Gongetal.,2019).

In Jordan, E-government project is an innovative initiative launched by his Majesty King
AbdullahIIin2001inordertoconductgovernmentaltransactionselectronically.HealthInsurance
AdministrationSystem (HIAS) isoneof themost important e-government applications thathas
a substantial influence on citizens, where the majority of citizens’ benefit from health services
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providedundersuchapplications.Statisticsindicatedthat80%ofJordaniansarecoveredbypublic
healthinsurance,wherechildren(under6yearsold)andagedcitizens(above60yearsold)areall
insuredundertheumbrellaofpublichealthsystem(DoS-Jordan,2017).Suchstatisticsdisplaythe
importanceofsuchsystemsandhowtheyinfluencecitizens’lives.Thesamereportproclaimsthat
Jordaniancitizensarenotutilizingsuchelectronicchannelandstillpreferface-to-facetransactions.

Severalstudiesassertedthate-governmentplatformsareconsideredasadynamicenvironment
forgovernmentagenciestosharepublicinformationrelatedtogovernmentserviceswithcitizens,
businesses and other parties. Moreover, such studies were focused on exploring the attitudes of
citizens toward different e-government services such as e-banking services, e-filling and e-tax
services,e-learningservices,mobilegovernmentservices,andtransportationservices(Alalwanet
al.,2018a;Alalwanetal.,2018b;Alzahranietal.,2017;Arfatetal.,2018;Bilaletal.,2016;Elsheikh
etal.,2020;Hammouri&Abu-Shanab,2017;Yusupetal.,2015).Inaddition,thevastmajorityof
suchstudies investigatedcitizens’attitudes towarde-governmentservicesasawhole rather than
concentratingonaspecificparticularsystemsuchasHealthInsuranceAdministrationsystem.The
technologyadoptiondomainisatechnologyspecificone,wheresubjectsmightresponddifferently
todifferent typesof technologies.Responses related toe-tax systemswillyielddifferent results
whenimplementedtoanotherarealikee-consultationore-democracy).Suchperspectiveencourages
researcherstoadoptaspecificsystemwhentestingamodel.Thetechnologyadoptionmodelisa
robustandparsimonioustheory,butstillthetechnologyunderconsiderationwillhaveasignificant
influenceonresearchfindings.

InJordan,anduptotheknowledgeofauthors,nostudieswerereportedorpublishedwhich
identify themainfactorsdrivingcitizens’attitudes towardusingtheElectronicHealthInsurance
Administration(EHIA).However,theaimofthisresearchistostudythecitizens’attitudestoward
implementinge-governmentconceptsinHealthInsuranceAdministration(HIA)undertheumbrella
ofElectronicHealthInsuranceAdministrationinJordan.Thisresearchisfillingagapintheliterature,
andimprovesourunderstandingofhowcitizensperceivesuchsystems.Inaddition,thisstudyidentified
asetofvariablesthatdefinetheattitudestowardimplementinge-governmentinHealthInsurance
Administration(HIA).Thisstudyextendedthetechnologyacceptancemodel(TAM),andthetheory
of plannedbehavior (TPB)withperceived trust, perceived security, and information technology
background,toexploretheusers’intentionstowardimplementinggovernmenttocitizens’approach
(G2C)intheJordanianHealthInsuranceAdministration.

Thisresearchisexpectedtoprovidesignificanttheoreticalandempiricalcontributions.From
atheoreticalperspective,thisresearchisexpectedtoboosttheexistingliteratureontheattitudes
of citizens toward using Electronic Health Insurance Administration. Moreover, on the contrary
ofthepreviousstudies,thisresearchwillinvestigateaspecifice-governmentapplication(Health
InsuranceAdministration)torecognizetheinfluenceofproposedfactorsoncitizens’attitudes,rather
thanconcentratingone-governmentportalsasawhole.Thus,theresearchfindingsareexpectedto
obtainadeeperunderstandingaboutthefieldofe-governmentinHealthInsuranceAdministration.
Empirically,duetotheshortageofempiricalevidenceontheimpactofEHIAoncitizens’attitudes
indevelopingcountriessuchasJordan,thisresearchisexpectedtohaveradicalpracticalsignificance
forpublicagencies.Theresearchmodelintroducedinthepresentresearchproposalcouldbevery
useful topublicauthoritiesanddecisionmakersseekingtoinvestigatecitizens’’attitudestoward
EHIAinJordan.

Basedonthepreviousdiscussion,themajorresearchquestiontackledinthisstudyisthefollowing:
What are the factors influencing citizens’ adoption of Electronic Health Insurance Administration 
System (EHIAS)?Thefollowingsectionwillexploretheliteratureandofferaconceptualviewofthe
availableworkonrelatedsystems.Thenextsectionwillcovertheresearchmodelanddesign,data
analysisandresults.Finally,discussionandconclusionsareprovidedattheendofwork.
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