CHAPTER 1

¥
INTRODUCTION *
N3

1.1 Background of the Study \d
@

E-government is the use of information te ogy for pro o?’ng ore

efficient and effective government service tha ubli cess to

information and makes the government more a -government

services enables the use of different : on '@!iquip nt, \p@h will allow

enterprises and the public sector to Xu lated seryi atﬁ(erent places and
times (Carter & Belanger, 2005). Vari ntries. aro e world have adopted the

ious

modernization theory of impl le e- (:t t is a transformation
. € . .

approach. The recent technolo elopments;ythe te@lﬁe ogical revolution, in the

twentieth century and their sig}ﬁant n in thestwenty-first century brought
LLI’] t L‘SE ese developments; electronic

radical changes in co unRes thro
ge’

media, communications, nternetgand g!rqlilc inkage, and the human element,

that altogether repr Nhe CO'IC \‘Felectr@government (Dawes, 2009; Hussein,

2008; Wirtz & Dai 017 simple ter«:&ﬁ( e-government has the responsibility of
providing citize ith fpubli Phc essential information using several or
different i ation and techno gy(éurns & Robins, 2005). The e-government aims

prove ic se‘ﬁes with increased flexibility, efficiency and
y for \;Tinteractions among citizens.
G



Hence, this entails taking advantage of using e-government technologies to
serve governmental organizations in their work performance (Kareem & I,
2015; Farhoom and Drury, 2001; Porter, 1990). It also leads organizations i eing
more transparent by learning the grounds of facilitating procedures aMN/ering the
costs of services along with the speeding up of responses (Chen & CW 2001). The
development has rapidly been seen in the introduction of Mment services.

-

Information technology has been used to improve the p e ?f employees in

Yw

different government sectors. Due to advancements in“technol yManization
-3
t

has been introducing computerized systems that are, Saitable for thei dg@tions
and departments to improve and better the deli ervice! | em@i-ﬁ the use

of technology and the frequent utilizatiw orkeset incr the use of

information technology among emwato impr tas@hd performance

(Choudrie & Dwivedi, 2005). Dev@g countrl\ado$te Q@Vernment and used it

N,
since it achieved positive resuligsi pubﬂc an

paivat@lds, in which it used e-
government and its facilities to i 0\] i
era

s, t rease the effectiveness of its

performance, and to a(% ter, e} "nﬁo@curate performance (Alexander,
& C/Q

2000). \ j %
A Q S |
Our dire | foc s,'fo |is jagﬁrformance, the dependent variable of the

s

27

study, wheréas overnan thK(i.udependent variable that is studied in this

research.™nfo atior(te ology is;the concept of E-government services as a method
N - . - - - - - -

th vernment can use*tcc&elp the citizens within a limited time and is cost-

ive. An E-government service provides services everywhere through a well—

Oigned and connected system where the public receives services, they are seeking

regardless of their geographical location within any time they prefer.



Darwazeh and Khraisat (2016) conducted research to find the effect of e-
governance on one of the public organizations of Amman, Jordan and they co
with the effects of e-governance on the staff performance of the Amman aI|ty
of Jordan. After applying the regression model on the application of f&nance on
the job performance of the personnel, Darwazeh and Khraisat fountWhe effect of
e-governance on the performance of the personnel is medium. s indicates that
applying the model of e-governance allowed the publi t:at'on to be more

accurate, quick and effective with its work. This changetii the owdel of the
X
hich led n’i@ e in

th% ' rove\/Tt in job
neeﬂ 0 uranc%hat technology
cannot replace them and that the&’e most essn@Qproperty of any

public administration at Jordan reduced routine ta

efficiency of the personnel. The change als

loyalty of the personnel as humans are in

organization; whether public or pr| arwaze Wral %016)
o ")
Devaraj and Kohli o ntedwout that thﬁg, xistence of Information
technology itself does not erfo manee. 'Still ead, it is the actual usage of

l
these technologies; res% that leads t Qul ton organizational performance.

The implementat Qwew innovative tecl@gjgy such as an E-government must

achieve som mon am perggr_w within the organization (Khan &
0 g

e ppl@on of the technology, it is essential for the

Vuayashreqv . During
user, i % the erﬁp ef nee@g notice a significant contribution to the success
em. The employeeﬁ?termme the performance and success of the system

|s rolled out (Al-Khouri, 2013; Al-Jamal & Abu-Shanab, 2015).



1.2 E-Government in Jordan

The Jordanian government has invested heavily in e-government |n|t|at
the last (20) years to transform the traditional service delivery into a m@ctlve
and efficient service to deliver high quality customer-centric and per ce-driven
services to e-government stakeholders. The Jordanian government |Ym~g to develop

performance through using e-government services, although ere some obstacles

such as the employees' ages that affect the achievement is goal qJnited Nations,
2012). The government has concentrated on develo erf rw‘mcrease
competitiveness and economic growth. However, te, this g hﬁs _@gvb.een
achieved. Y- \4' \)‘T

o

The Jordanian civil status and pas% artment is,one of governmental

departments that have |mplemented e-g

in achieving an increase in job pe ce (M 30 so)

is one of the most critical ents ¢ itdtouch eople’s lives: it presents

A

12; Shannak, 2013). It

services for the whole pop » includin hig centage of refugees crossing

RN,
the borders from diff ountrlegy an i‘e% rvices and information to other

governmental dep I|ke|t®ome t%('p))artment
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1.3 Problem Statement

Employee performance is one of the primary focuses of every organ?m,
irrespective of the sector they belong to. But the world is in continuous mati the
insertion of technology in different sectors hinders job performart;@m being
constant. Changes in every organization are essential in termsY~personnel or
technology as it pushes the output and productivity to another | and gives the
organization a chance to grow. Thus, like any other ch &e.in roduction of e-

governance can affect the job performances of the empl s fro tw sector in

X
several ways. Al-Jamal and Abu-Shanab (2015)@‘% the feff o" a&é'}h the
ts

adoption of the use of e-government, where %' ity'to adgﬁ.' to using
technology and modern developments in“the organization; here.@e?;bjective of
technology is to facilitate transactio individuals

ex@%egree and their

eg{\to use technology. On
N

the contrary, researchers Iike‘é}behqzm md(?&j& Feldman (2008) say

otherwise by concluding t }is al ignificant f@that determines whether an

results showed that the lower the age.is,the hig \N

employee is welcomi

research studies t;aﬁ}act O%

age factor as a w ing e | e cit-H;Q?t'atus and passport department in Jordan.

( ¢ ? (.)

This@ nks the licati e-government services to job performance

based e)age Vv riv?: theoCivil Status and Passport Department in Jordan,

w)\ nsidered one of thscﬁlost critical organizations in the country, where the

%mds job performance as the feeding back of reflections on the application of e-

O/ernment. This is because performance is one of the outcomes that reflect the

success of an organization (Huzam, 2004), where the success of employees means the

89

success of the organization. This success is embodied in their ability to understand
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new technical work methods and new tasks, including the challenges involved in such
change, where this is significant to achieving high-class performance and creatiY!w

relationships that operate on a team spirit basis (Martin, 1989; Berry, Ber@hxster,

1998). A
1.4 Research Questions .\d
@

This study attempted to answer the following quéstions: , c}‘r
Y

What is the level of using e-goverwwsenﬂé Jordanjan CSPD?
Y.

2. What is the effect of using e; r entgfrwc on j rformance in

the Jordanian CSPD? \ é

3. What is the differen:e(ujb perfor\tﬁjg‘ngb ed:}n the age factor in the

=

7

\
(|
Jordanian CSPD Q::)

4. What is the mYﬂJ g effec ein relationship between using e-
governm%l es an} ob rjplrmﬁke in the Jordanian CSPD?

q @,
1.5 Opjecti sofmeﬁu& g

Aobjectives of this st@(/ere as follows:
% 1. To identify the level of using e-government services in the Jordanian
0 CSPD.
2. To identify the effect of using e-government services on job performance

in the Jordanian’s civil status and passport department.
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3. To identify the differences in job performance based on the age factor in

the Jordanian CSPD. Y~

4. To identify the moderating effect of age in the relations@/veen

using e-government services and job performance. *
1.6  Significance of the Study \d
L ]

In the 20th century, governmental organizatio id little atte icr i{%e vice

quality or responsiveness to clients (Wisniewski, 2010). The"gove en@éve been

ve decided'to digitalize

S ci@ﬁs. E-government

to-ehallenges that the e-

rigid and slow in structure; thus, government i itutigins

their amenities to give effective and Kn services

has been introduced in services irCJordan w \hqsv
N
government has been facing. O@e chélleng at @nplementaﬁon of the e-

government has caused is th%ad i nov@n in the government and its
Id

employees due to fac%z as ag
ior t

iff edc@. he workplace that also causes
'3

s

procrastinating beh war ndin (?9Q change. For the e-system to be

€68 have «Qﬁbe fully involved and accept the change

effective, the g(\r\Mnt e
that the syst%mes it‘h.

implement tkand ;ub%f he.ég\overnment. However, due to the different ages

in mm nt institutions, AQ%%; becomes a challenging issue such that the
N

e ent makes the adoption of innovation slow and more difficult. The
government of Jordan has invested a huge amount of capital to introduce e-
vernance in their public offices for the past two decades. The government believes

that e-governance can transform the traditional service that they previously provided,

!
blic c‘r’n’ﬂloyees are important stakeholders of the



into service much higher in terms of quality, efficiency, and performance. The
primary purpose of introducing e-governance into the system was to enhance t
performance of the offices with the help of technology. But, the a@blic
employees is hindering this purpose (United Nations, 2012). The goveﬂM believes
that e-governance will eventually lead to an enhancement Yaerformance,
competitiveness and will gradually help economic growth WBut due to the
?:T e difference in

obstacle mentioned above, the goal has not been achieve

age also affects one’s pace of learning and understandi f the yw therefore

'Y
the study is determined to find out if age differen@cts employges' ﬁe@ance
and implementation of e-governments. Y. 4 \Y

NI
1.7 Scope of The Study ‘%c') () >y T c}&

Information technolo N i vern@wt is responsible for the
improvement of job p%‘e. Thijstud |slgo.@ examine the transformational
‘S

impact of “e-government on ti} an ciﬁ&‘tatus and passport department” by
ermine

/4

by

evaluating case stu ata t Wh&her such evidence exists. The Jordanian

o ¢ ! Crg'} . .
civil status an%port epart nfanejl il status and its reforms described.

NN
J@ne t‘)fﬁé)gount@with the least possible literature on its public

offi condly, being inspi y Mashagbeh’s study of 2012 on the topic of “The

%\f Use of E-Government on Improvement of Performance of the Civil Status
Q Passports Department in Jordan”, we felt like exploring e-governance in a state
ike that of Jordan and its impact on the performance of the staff of public offices to

fill the gaps in the country’s literature of public sector. Since Jordan has been working

8



on implementing e-governance, this research will also lead to the exploration of the
change and its impacts in other developing countries like Jordan. When Mas

discussed the overall effects of e-governance on the CSPD of Jor@ are
discovering age, specifically, as the moderator in the relations ween e-
governance and job performance of Jordanian CSPD. So this can De counted as an

extension or a gap filled in Mashagbeh’s research. V

The impact assessment of e-government services on j E pelformance of the

civil status and passport department employees' in Jor e mM.tean of
N
whether personal efficacy and effectiveness Ieadéfﬁcie d er)’ of\services
s b 4§
by employees in the e-government scenario. N
Y W\ -

AN

) o S
1.8  Structure of the Study “ <8¢
N AN
wags,_const

The structure of the r‘ﬁsd to examine the moderating

stu
effect of age in the re Ip betwgen e cye(rg/ nt services and job performance

on civil status and&wt depf@ in Jor@.J
&

N
The firs Mr has prov (‘1' a b&-dverview of the present research. It began

with the b@ d of ye CTQQ&KS, which is followed by the research problems

and the r h questions ade disgusses the significance as well as the scope of the

)
cu%t earch. There are lb(:t’o 3 hypotheses and 4 objectives where our study

es will determine if our hypothesis about the interdependency of the variables

0(1 performance and e-governance) and our moderator.



In Chapter 2, in-depth information about e-government and employees’
performance was provided, including past and current literature reviews. The
proceeds to the theoretical framework and hypotheses generated in thi h. It

also contains the operational definitions related to the topic and researﬁ&he end of

the chapter. ? '

The third chapter presents the research design and mevdc y. This chapter

discusses issues such as research approach, populatio sampling, question
instrumentation, administration of questionnaire, data gathefi d pi udy.Y.
N
| S
The fourth chapter presents the findings of tudy, which in Iudes@ profile
of respondents, data screening and cleaning, expzrator }'oga

factor analysis, and structural equatic@ he oact model and hypotheses

testing were also in this chapter. A
The fifth chapter pro@e sfimma 'y CO ion, implications, and
&

limitations of the present study. Ii er t@ highlights the managerial

implications of the study. provides re rﬁm@a ions for future research.
4 ¢ &
& @)

N
nalysis;\confirmatory

1%. \-Governance
Q E-Governance (or “Electronic Governance™) is defined to be “is the integration

f Information and Communication Technology (ICT) in all the processes, with the



aim of enhancing government ability to address the needs of the general public”

(Business Jargons, n.d.). YV
o
Y

1.9.2 E-Government

E-Government (also known as “Electronic Gove t")is defined by Jeong
(2007) as “utilization of Information Techno (IT) Wion and

Communication Technologies (ICT s), and o%
technologies to improve and/or enhance on th ic

delivery in the public sector.”




