CHAPTER 3

RESEARCH METHODOLOGY : ,

3.1 Introduction %
This chapter discussed the study design and approa thﬁues

including Stakeholder Theory, Technology A C Mod aﬁ&’\/alue
Theory, and analytical structure addressed in 2 a the pIe range,

demographic and description of the statw hnlcm d to ‘5‘&1\m|ne the data

used in this study.
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3.2 Research Desigr%\ proa ‘.l 0

Burns and &wo%)lex\a study~design as "a model for designing and
&)

planning researw maxi bll®ver variables that may conflict with the

credibility e ults d QC‘)

(1997)“e Ialﬂ‘ a stﬁpé\de&gn as "a program explaining how to gather

re$ere and when". P\? (2010) elaborate a study design as "the ultimate

%:e of the researcher to the research topic or assumption testing." The thesis

Oed at providing solutions to the research questions that required straightforward

/



execution in the research problem statement, so it was reasonable to use alternative

research hypothesis. Yv
Looking from the employer's viewpoint, this research reflects on tEe(H@erating

impact of age on the interaction among digital services offered by the government and

job performance. This research also has used the Structure EquationyModel (SEM)

approach to assess the strong impact in the civil status and pa epartment by the

dependent variables and independent variables along wit ont-l'ne staff results.
This research utilized a quantitative methodology (Coop chten ,¢20§?) to

produce statistical information for empirical testing of the inter n’ adifag the

4
independent and dependent variables (Hair, BIT'Orti 2 . Th@gﬂantitative

analysis requires data to be obtained ftm iverse \set par&ﬁ}a?nts (Morgan,
1998).

\ _\
This research used the Soc S nces tati I S@em (SPSS) software to

o
evaluate the collection of dat was a to <f\r‘eve descriptive, factor and
reliability analysis. Fo th dy of ss ons the edition (22.0) of the
statistical program AMO has eénuséd 1’ Iy the structural equation model

—

%
(SEM). & ' &

The st@ o) Z%ﬁ&l 8 his research analysis used was AMOS
u

(Analy ome‘nt es)é“h\as an SPSS module added which is helpful for
StrugtuN Equation Modeling, g’%§;matory factor analysis and path analysis. AMOS

i Nar among researchers using analysis of casual modeling and covariance.
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3.3 Location of the Study

The study was performed in Jordan, inside the civil status and p?m
department. Rather than assigning this responsibility to a few depa@ and
authorized agencies such as that of the Ministry of Health, the Islaﬁkourts, the

Department of Statistics, and the Ministry of the Interior, the governmesigned the

civil status and passport department to undertake the registrationwof the residents.
Accordingly, Law No (34) issued in (1973) that substitute tK Lav' No (32) issued

in (1966). This law has made the Department of Ci

division capable of enforcing the laws. é J _\‘-}
b 4
\)‘T

34 Population and Sampling (" \Y ,<\
N
The study was performeq%civilﬁtatus pa@rt department in Jordan,
&

between government officialsﬁwre ] ontlinesstaff in (36) civil status and

passport department d%crough ;ﬁjah S@%‘rontline employees have been
igita Vi

4 2
identified by usingadigi \neQ ser éoé;‘(e-government services). Table by

QOY
Krejcie and M@Q?O e oﬁoﬁl sample group to be (278). Only, in
s. : ¢

respect to Kr nd %fjfﬁumb (1970), the size of a sample group of

orga
. N .
278 Wlt% of cgnf e "0 ( as well as a failure level of (5%).

g
department was in«j&mmg to the Interior Ministry. After the war of 1967

@out (1968), the Department of Civil Status that was limited with only
istributing the family books and identity cards to residents began to conduct few of
h

e competencies. The civil status and passport department has one Executive

Director. This has been the situation as of the end of (1977), until a director general
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was named for the Department of Civil Status, and who has been assigned with the

responsibility of implementing the Law No (34) issued in (1973).

On (1/7/1977), the department initiated its tasks, and its bra ﬁ!)ecame
1989?,

dispersed throughout the Kingdom. The agency had (45) branches in ( and as of

X

Sample Size Formula for a limited population: If th arg&?pulation is infinite,

(1998), it had expanded to (73) branches in (12) governorates.

the following equation can be used to determine the size (I@ Morgan,
@

1970): \Y'
é ,J'Y‘.{"
Xx2NP(1.= P
ST EWINT ) + X2 — w?’
& i? 3

Where S = required sample siz

3.1)

O

N = Population size, P = P

(
be 0.5 (50%)), d = De% ccuragy (5%), ‘exgzgéd as a proportion (0.05); this is

the margin of eer @
N
The samplin aywork S’Ueelu%éd by civil status and passport department

front-line %ees througho J@'(in the pilot study design. We also have a
4
simila mélt li

ace envir |\, he original sample of this research. Appendix C

de% e front-line staff ofhvn status and passport department located in Jordan.

: e Because it is impossible to make the whole population to participate, it takes a

mple of representative participants to make assumptions on the findings on the

community. Gay and Diehl (1992) mentioned, "Sample collection is a quite essential
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step in performing research project since sample performance influences the
predictive validity of the outcome. This usually takes a long time and m

measure the effect, and findings that are not generalizable are incredibly ine t. It

would be a very slow scientific progress if the scientist were to validaté'&on's law™"

(0. 128). Y'
N

A simple random sampling technique is used for this Is to classify the

. TI'J;-refore, the data

ivil stM.p ort
J’
Jordan. This a u

rl:hbi'sb sed
F 4

the random sampling, owing to the similaritiewﬁe feaNQ e s@d es and to
ensure that the group identified representwerall ‘E)i)p on. T?%rst benefit of

subject by using the probability sampling method (Sekaran
gathered from the survey could also apply to the, entir

department front line employee community loca

(<

simple random sampling can be demN as it ensurgs the ;@ence of the group

\ Y
selected. The second benefit bei Il th iies has al@est the same chance of
% 0 =
e

being chosen; thus this reinfoK siw& t&(&mtitaﬁve performance. It

is deemed the most effectivroac since, all cq@unity participants have equal
!

chances of being chose%omporydgs@ (Sekaran & Bougie, 2010).

The study&ea d L survey to@ with such an effort to achieve a
N

substantial p@n sizesan ‘;lzasﬁpg‘tfle success rate (Hair, Bush & Ortinau,
2000). T Q&St'}tu an?P sp ffice situated in Jordan compiled a list of
licens ine workers working, in the Ministry of Civil Status and Passport. The

_ 9 . N
n let of the frontline identified employees working in the Department of Civil

and Passport is included in this list. To create the selection genuinely random,
Q record of all frontline workers was placed into the machine to guarantee that the

=S

ha §
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sample was randomly chosen. Afterward, they picked the appropriate participants

from the list by random. Next, questionnaires were given to the staff chosen. YV

SEM analyzes typically use the Maximum Likelihood Estimate ( I_g?hereas
the ideal sample size of using SEM in a test must be at minimum (200) or (10) or (5)
per event (Kline, 2011). Therefore, at least 200 findings were taken int@ consideration

from Hair, Anderson, Babin and Black (2010) assertion arding structural

Sis v'as fixed at (20)
jonn weMed the

N
final compilation of the information for all the a “Having cansi ed'the\‘t?ct that
4

a minimum of (335) answers is available w?%ed W mo&&‘h;n (200)
findings for corresponding review (Hair, cw Bamn ack,(iﬁ%).

DN

equation modeling (SEM), thus, the sample group for thi

survey questions, multiplying (10) per event. A (400) que

/i

as e'g lus@b,'which was circulated to a group

&

2013). The sa compose

) mﬂ& posel
this study‘@}d assumptions. T@ample composed of three parts that included
populatw indeﬁ gwari@? and the dependent variable. The first segment
compri of the participaq@/ information questionnaire to collect statistical

in ion such as age, class, education and frontline employment experiences.

Q The elements were assessed using a (5)-point Likert scale of 1 reflecting "very

low" and (5) reflecting "very high" to assess the participants ' attitude towards the
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variables used in the study. All of the things used throughout the research were taken
from earlier studies; digital government service products were introduced byw

(1986) and Martin's (1989) work efficiency; "Dual-objective pe ance

measurement"). A

The study design targeted at exploring the impacts of age incoderating the

partnership among digital government services and job perfor at the Jordanian's

Department of Civil Status and Passport. The independen le fc* analysis is the

digital e-government services. The degree of restraint is s

The aspec brelﬁs' on
| &
that is work performance. RN
4 N
N
a \-a.u i

The report covers (24) topics like four dgogr able-related questions

and another segment on e-government se abi 'w\an b pe(@r ance at work.

%’ S
They assessed the parameters in the hl) \T -\O
é) A
\; " - V' S

q Q
% a; K
3.1, uestionnair ctions
P Al

Variables Number of ltems

Number

E-government services

Total 24

—
&

he first section is qualitative. This was created by the study to gather

Opondents " personal details. This segment included questions to collect details used
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to correlate with results from similar and related research. We requested the

participants to include their class, era, training and experience, and education. Y'

3.5.2 E-Government Services Section N

The Brooke (1986) paper, which used a measure gae the value of e-
government services to workers, mentioned the sv%t;r;en szernment
services. This section contains (10) questions % (5)-point LI ef E{%@Y(l)
representing "very small" and (5) reflecting "very high" percéption of this G0mponent

N
designed to measure the participants. In th@lﬂ

-government scale alpha
Cronbach quality was (0.832), and t)‘\r

with an alpha value of (0.70) for a (@ach (&T
>

—

le was accurate
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Table 3.2: E-Government Services Measurement Source

Code ltems . S

Q1 | I'think that I would like to use this system frequently

Q2 | | found the system unnecessarily complex

Q3 | I thought the system was easy to use \}

| think that |1 would need the support of a technical person to be
able to use this

v
Q5 | I found the various functions in this system wél-lhteg‘aéd t

Q6 | I thought there was too much inconsistency in this system

- - v N L | *a
Q7 I would_lmagme that most people would ‘Wto use}hlisy m
very quickly ?

Q8 | I found the system very cumbersome to use

Q9 Ifeltveryconfidentusingthe\&aV y "4‘

| needed to learn a lot of things before I could get going with this

system

%’ [ T 5 Source: Brooke (1986)

“« Q-

N ~\<°

X ’ =
3.5.3 Job Performa% on :J"Q?

The Dual-(& Nve Oulpu sure discussed the scale items of the
employee perfow: (Ma ?). It a test to assess the quality of workers.

¢
This segment,includes (/0) e er{s \@ty a (5)-point Likert scale (1) reflecting "very

designed to measure the participants

low" a refleCti ry _large
b 5
inte jion of this portion.@ e initial study, the work performance scale alpha

Xh performance was (0.87), which is a reasonable level. The measure was

Cr?
U rate with an alpha coefficient of (0.70) for a Cronbach (1951).



Table 3.3: Job Performance Measurement Source

Number Items
JP1 I am providing complete and accurate services ‘Q'
JP2 I am accomplishing mistake-free services
JP3 I am providing fast responses for the costumers’ inquiries v
JP4 I am providing services with effectiveness
JP5 I am seeking to provide perfect services kv i
JP6 I am accomplishing the services based on a specific timetable

JP7 I am abiding by the department systems and policik ’ ? ’ \Y'
|

JP8 I am respecting the job ethics

JP9 I am following the work schedule V' v N
¢ ‘\\ "o

JP10 I have the enthusiasm and willingness to achieve the services

<: 7 ‘e (Martin, 1989)
The techniques used for mani g thmgs o in the research context

were drawn from previous \ s (Br , 1989, "Dual-objective
success assessment™). To CT mo’e pregisely tiple-item approach has been
used, and each element'was entere ker{wg‘ le of five points. Finally, twenty

elements were us ~@ﬁepres‘nt t elemeo@»of the research design as calculated

parameters. %\ i C—)O

O

&IPS

. 5 Table 3.4 Sections of Survey Questionnaires
A \
Number Variable Source Number of
items
‘ F Demographic Researcher 4
\ 2. E-government services Brooke, 1986
10
3. Job Performance Martin, 1989 “Dual-objective 10
Performance Measurement”
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The survey questions included three parts addressing ethnicity, the i den
variable, and the contingent variable, in both English and Ara S forms
Questionnaire objects were interpreted into Arabic and back transla ed into English

for scientific purposes to verify the transcription (Brislin, 970) Two English

professors from the Department of English at the University an conducted the
translation vice versa, both of which were proficient in bo a'td English. The
survey questions were deliberately converted into Arabicte pr c.au S
their native language (Appendix A and B). é ' -f)

It was then converted into English to ens that s an \’:s stayed

the very same (Brislin, 1986). All m@ S t th 0 text of all the

items in the questionnaire is not significantly e nverS|on into Arabic
was intended to ensure the an W aﬂ: ate ’13 @(hasawneh 2005). Pre-
testing of questionnaire item on duct h test to verify the survey
questions were understandablg. It has #so c npe perceptlon of an actual survey

instrument. The census data‘Sam y' evalifated depending on the research goals

(Gould- Wllllams 3). at@on anq'ﬁ\rocedure

O
Before orm tlon soE Iect d, an official notice of authorization was

J}uver Salns Islam Malaysia, which allowed the

receive%K
resegrcﬁrs view the list of s@sﬁwho have been the participants in this report. The
\

S ed a questionnaire, utilizing techniques of systematic data gathering and

sis. The demographic under research was the front-line workers of the civil

N i . i .
atus and passport department in Jordan who used the e-government services

program. The tool developed to gather research information to assess and check the
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function of age in censoring the partnership among e-government services and job

performance at work in Jordan's Department of Civil Status and Passport. Y~

Next, the researcher contacted the sample CSPD offices to arrange gpﬂD\mentS

with them. Meetings were then held with the director of the CSPD offices and the

offices managers to explain to them about the study and to get %Cperation. The

CSPD director then organized the offices managers for g aire distribution,

ers with the name of
the registered staff who should fill out the questionnaire.“In collaboration wit th
- )
CSPD management and the offices manager esearcher @rieféd~the staff
_ . & ) 9
regarding the purpose of the questlonnalres.Wgs \uh\ staf%were mostly

conducted during their break time, witheWroval ft fﬁc&%anagers. The

c
gstionnaire ren@hem to the office

where the questionnaires were distributed to the office’s

staff were given a week to complete th

manager. To guarantee a high | gﬂprate e, E@&esearcher encouraged
staff cooperation with const@derﬁwon“e g& and face-to-face contact
with the manager in eachvn, bu1 n, ;@e of the questionnaires were
unanswered and other% returned i

span of 60 workir@from hphol&.@ﬂ

&)
3.6 A Study \c'j
?pilot study was conducted to assess the quality and reliability of all of the
q ey components (Cohen, 1993). The pilot study was crucial to ensure that the
ature of the survey questions was relevant to the practical context and that the set of

questions was clear and concise for the respondents (Korunka, Hoonakker & Carayon,
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2005). The alpha coefficient of the Cronbach must be considered credible and

dependable in the scope of (0.7) to (1.0) (Rad & Yarmohammadian, 2006). Y-

Hair, Money, Samouel and Page (2007) assume that pilot 5&9’\ was
ct

conducted with an appropriate number of participants involved. An exa py of the
questionnaire was given to the participants to address and was a% ote down the
problem they needed to explain, particularly certain issu?ﬂ they cannot be
understood. After the pilot test results, the original numb uesti(lns was updated
and adjusted to satisfy the relevancy of the operationalized*eonstfucts. pilciitudy
analysis revealed the total internal coherence of L@veasur , aI'ge&e ment
services, and job performance at (o= 0.835, a= V’Yes e \/‘z~

e‘b&'v&l
The elements from the pilot stu@cir

o (3 c:vil status and
passport service workers in Jor Mre re\t se&g) implemented the

probability sampling method for Hot study, in line Wi@Sekaran's description of

“« Q-
sampling protocol (2003). TM ction 0 ples the pilot study was taken
from the department otiviRatus an‘ passpo tib“ﬁdan. A (45) respondents were
he r arche@ i erlﬁ@js information. Besides, the chosen

respondents Werq‘@ 0 Ae basis that @ can serve the Jordanian civilian status
N

community a%\;or sei%@gu (31) of the (45) workers replied with an

§

randomly selected by t

@,

(86.8) p chcess rates’ The $pondents demonstrated simple concerns and
oI
0 uesti

termi indicated that g est@' and vocabulary used were clear.

S S
S



3.6.1 Reliability and Validity
Use of both the durability and authenticity of all element collections is ?’Hd
(Straub, Boudreau & Gefen 2004) which are used to check each item-set @\katruct

using Cronbach's Alpha (Churchill, 1979; Hair, Anderson, Babin, & 8*010)

They will be discussing the consistency of the approac%@ in the pilot

study. Hair, Anderson, Babin and Black (2010) define reliability as the degree to

which a measurement or sequence of measurements accurate pres&nt the object of

importance or the extent to which the metric scale measures what it ppoggd to

measure” (Pallant, 2013). According to Pallan , the effic o“ t-ﬁéa?ments
4

could be evaluated using multiple methods re the\ nce*z"gerthentlcny,

rial |f%l\es "the steps
thmgQ'uat draw on the

definition" (Sekaran, 2003). T et h&tya ua{@‘ of the measurements
c.)
three

used throughout the pilot K nior e&ure@?ﬁn the area of research

management have been se mmll andyi terpr copy of the measures. The

condition-related validity, and Iegltlmacycwlldltﬂ)f

include an appropriate and represent

;4

lecturers generally gav sitive com rpthgo ps (Appendix D).

The techni of cia aluthe C|ty v@pplled by assessing knowledge about

the instrume e accura f',the sure (Sekaran, 2003). The Arabic version
in the fac p" g understood and three lecturers in the research
mana rea had been ser\/Ee English version of the software. The lecturers
pr ed good reviews on the\truments and agreed that the goods would be suitable

0‘% analysis throughout the scales.

Accordingly, this work used the system of exploratory factor analysis (EFA)

(Pallant, 2013; Sekaran, 2003) and conformity factor analysis (CFA) (Hair, Anderson,
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Babin, & Black, 2010) in addition to the face validity approach in order to determine

item authenticity and to check the construct reliability of the scales. YV

In this research, the criterion analysis approach for assessmg:eG!ay was

performed on two measures using metric scales: interactive government”programs

(Brooke, 1986), and work performance (Martin, 1989 "Dual- jetxzerformance

Measurement"). Brookes (1986) designed a SU (system usabi ale using which a
KT

researcher gives an opportunity to its respondents to be un h system records

respondent’s immediate responses to evaluate the most acGurate resu ih s a
question on the survey that the respondent hmk he¢1 A@he IS
recommended to mark the mid-point on the he sis ed t pIoratory

factor analysis (EFA) technique, whlct‘c\Wned tor &@yms approach

commonly used by sociology smenN psycf@etric component,

\ *
instrument or rate of developm ic@as e®$ & , 2014). For contrast,

while all the test measures appliethin this study were lit re-based and widely used

K\

in previous studies to enh?-ohe ihdlt the@culation model, the reviewer

undertook EFA and C hodolo gt f e metric measurements to verify

its internal structu \g worl{ \iscuss éﬁ and CFA's empirical analysis of the

tow metric m men pre dyin éig}ext portion of Chapter 4, based on the
'
recommen (H ir, rsou,\(Babm & Black, 2010; Osborne, 2014; Pallant,

2013) 4 'é\

N
\C-j

veral randomly chosen®workers of the Jordanian civil status and passport

Q
‘% (31 workers) were used to carry out the pilot study. The factor analysis,

OHvergent validity, and discriminant validity were not carried out at this initial phase

because of the small sample size. Thus the review discussed previous activities in
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Chapter 4. The findings were taken in comparison to a larger study group of the
Jordanian Department of Civil Status and Passport. Based on the mformatw
analysis conducted in the pilot study, the kit of measurements for th@ data
reporting process was distributed to (400) civil status and passport%ége staff in

Jordan. In the next segment to this approach is discussed further beIoR

Cronbach alpha was determined to check the durabllv all structures on
internal consistency. Table 3.5 indicates that the Struct as the Cronbach

were all above the (0.70) marks (Hair, Anderson, Babin, & Black, 20 'Fhug'zu

suggested to validate the internal consistency of ' -\Q}
: %’Y'
\/ >
Table 3.5: Measureme@ Reporte th@f@t Study
Measurement scale Cronbach’s alpha
E-government services 0.83
Job Performance 0.88
c,)‘ TS
\" &
3.7 Statisti taA aI | C—)(J
E}tatls cs .ésp aying an overview of concentrations and
percen t reco m cterlstlcs of data gathered from civil status and
pa partment workers ‘hs({?ordan Additionally, quality measures were used to

a rating based on the alpha coefficient standard (Cronbach, 1951), which is a

Otrlc of accuracy.

For the research concerns, the statistical analysis consisted of:
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Concise statistical models such as origins, standard deviations, relative
important series, proportions, and percentages support multidimensional co ]
The means and standard deviations of the employees’ perceptions of the %\rs of

the e-government services and the relative importance index analysis ere used

to measure the level of using e government services. Q

Use of multi-regression by measuring the relatiovon
parameters while checking the viability of using the p . Using standardized
regression between variables to measure the relationship be e.en\eéwerafnent

r
N
services and JP, and age with JP. é J ! —{ﬂ
N

th among the

«Q

—

3.8 Conclusion Y" ' : §\
The chapter summariz’j the mgt rfp(l;%d for this study. The study aims at

exploring the effe hoverrlment dopti@ employee productivity. The research
N

used a questionnaire that,apph sj'lq itative data gathering and measurement
methods, d by bboth/th (33\ ampling method of civil status and passport
depar Wployeﬁs JO‘rdzﬂ,YThe consistency and precision of the proposed
re&%odel were tested us?rc;the Cronbach alpha and factor analysis, respectively.

parison, the next segment, Segment 4, provides further clarification of the goals

Od testing of theories.



