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ABSTRACT

Thearticlecentersitsargumentonalackofacomprehensivemodeltoexplainindividuals’adoption
ofm-governmentservices.Featurespeculiartom-governmentduetomobility—mobiletechnology
effect,choiceoveralternativechannels,andservicecostburdentocitizens—areamongthedetermining
factorsforservicequality,andadoptionisnotcapturedinpriormodels.Consequently,thisarticle
proposesamodelthatextendsUTAUT2andincorporatesaspectsfromothertwoknowledgedomains,
technologydomestication, and technologyuse andgratificationdomain.Theproposedmodel is
evaluatedforitsvalidityandreliabilitythroughdatacollectedusingaquestionnairefrom396randomly
sampled residentsofDaresSalaam.Thestudycontributesboth theoreticallyandempirically to
knowledgeregardingtechnologyadoptionbyincorporatingnewvariablesandextendingvariable
definitionforaricherandversatileanalysis.
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INTRodUCTIoN

The advancement in information and communication technology (ICT) has brought an array of
innovation inpublicservicesdelivery.Theworldhaswitnessedthepenetrationofcomputer, the
Internetandrecently themobile technology inallaspectsof life.Such technological revolutions
inpublicservicedeliveryhavecoinednewterminologies,‘e-government’and‘m-government’in
publicsectordebates.e-Governmentwhichdenotestheuseofcomputersandinternettoperform
governmentfunctions,itlargelydependsontheavailabilityandaccessibilityofcomputerhardware,
softwareandbasiccomputerskills(Al-Hadid&Rezgui,2010).UnfortunatelyAl-hadid&Rezguis’
(ibid)setofrequirementsisachallengetomany,eventhemostadvancednations.m-Governmenton
theotherhandutilizeswirelessandmobiletechnologydevices(mobilephones,tabletsandpalmtops),
servicesandapplicationstoenhancegovernanceandpublicservicesdelivery(Kushchu&Kuscu,
2003;Munyoka&Manzira,2014;Somani,2012).m-Governmentrideson thehighdiffusionof
mobilephone,whichhasliterallyout-diffusedothertechnologyadvancementswithover80%ofthe
world’spopulationassubscribersofwhommorethan600millionareinAfricaalone(MDI,2013).
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AccordingtoJotischky&Nye(2011)totalInternetusersinAfricabyMarch2011were118.8millions
ofwhich71.5%weremobileInternetusers.

Tanzania,withover34millionmobilephonesubscribesanda71%tele-densitybySeptember
2015 (TCRA Website) exhibits a high potential for mobile networks to revolutionize its public
sector.MobilenetworksprovidetheinexpensivealternativetoInternetinfrastructuralaccessthrough
wirelessinterconnectivityespeciallyindevelopingcountrieswheresuchinfrastructuresarescarce
(Abdelghaffar&Magdy,2012;Zmijewskaetal.,2004).Simplemobilephonefunctionssuchasvoice
andtextmessaginghaveevolvedintopowerfultools,constantlyre-definingthegovernment-citizen
interaction(Hellström,2009).Moreover,whilee-governmentisconstrainedbyphysicallocation,
themobilityor‘onthego’aspect,providedbymobilephonesmakesm-governmentmoredesirable.
Ontopofthe24/7publicserviceavailabilityaspectofcommontoe-government,m-government
addstheanywhere,anytimeandonthemoveaccess.Neverthelessm-governmentmerelyextendsor
complementsthealreadyexistinge-governmentservices,ofwhichitsabsencemakesm-government
implementationimpossible.

Thedeploymentofm-governmenthaswidelyspreadglobally.Over75%oftheworldgovernments,
developinganddevelopedhavesome investments ine-governmentandm-government initiatives
(Capgemini, 2012a; 2012b). However, adoption of the said initiatives lags behind; for instance
Europeancountries’adoptionestimatesin2012slackedbelow30%(ibid).Despitenumerousinitiatives
(Hellström,2009;Therkildsen,2000;Yonazi,2010)Tanzania ranked130thamong193countries
on the e-GovernmentServiceDevelopment (UN,2016).The e-Government Development Index
(EGDI)forTanzaniain2016was0.3533,lowerthantheglobalaverageof0.4922(ibid).Exploring
thestatisticalvariabilityofe-governmentservicebenchmarkfor2016,Tanzaniahadahighonline
presence,yetalowerEGDI(Figure1).Furthermore,the2012e-governmentbenchmarkingreport
revealedthatwhilee-governmentsupplyishigh(over75%),servicedemandindexislow,below30%
(Capgemini,2012a;Capgemini,2012b;Savoldelli,Codagnone&Misuraca,2014).Partlythisisa
resultofimplementationbeingbasedonassumeduserneeds,lackingthedemand-sideperspective,
thusaffectingitsadoptability(Ibrahim&Mohammed,2008;Reddick,2008).Adoptionremainsa
globalchallengeconstantlyunderminingsuccessandjustificationforcontinuedsupport.Toguarantee
anyrealimpactmassadoptionisessential,forwhichunderstandingtechnologyadoptionisbutthe
firststep.

Figure 1. e-Government Development Index (EGDI) for 2016 (UN, 2016)
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