CHAPTER 2

LITERATURE REVIEW

2.1 Introduction ‘\do NS
N
At present, governments, worldwide' pref@rnance instead Jf (-Qtional
4
i

onally, umu@-’and other

ic azfxn\we information

es t overnment more

governance (Khasawneh & Abu-Shanab, 201?ﬂdi
services of the government become morecwle tot
is available to the masses and thus vernment

S

accountable. Because of e-gover , the p Iso
‘ q Q::)
services irrespective of time aK e (M rje S&p, 2010).

N
In this chapter, t conqptual framew; klo@/emment is discussed in detail
, 1

using the content method. Stmult 65 tf;(J ciples of e-government were also

examined in-de@ sp@ntio\ the e-government activities of the
Hashemite-g@nt \% 'E!thlfogh/ore, much of the research is dedicated to

of$rformance, as the performance of employees is

developi zational m
a criti ;&r in assessing §1e {fi@;tiveness of any organization (Carter et al., 1992;

cr
(.)
B?ZOOl; Noman, 2003). e
A brief portion of the chapter is dedicated to measuring performance on

qwidual levels in the complex public sector (Al-Naimat et al., 2012). Other

o

0 receive government

?



challenges of performance man



sectors also addressed. Various performance evaluation procedures in vogue and the
uses of performance information are examined. In a nutshell, this chapter ew

the conceptual framework of e-government along with employees’ mot% and

their performance. *
2.2 Job Performance .\d
@

With information communication technology,, @sgovernment h p, b@;x;ses
and the citizens to receive governmental services irréspectivé of tipie and‘space (Al-

N

Shboul et al., 2014). The government’s gonsentris @Ylm in ir@nﬁng such

innovative policies in addition to Will@f govern s er@fyees to transform

a traditional governmental institut@' into an Wm }Q%stitution (Majdalawi,

S
Almarabeh, Mohammad & te, 9015). ere@’é, performance of the
- & |
employees regarded as the o ml ernr@l rather than driver of e-

government (Khasaw%‘bu-Sh yoﬁ)é%ccordingly, factors influencing
inf

4 2
employees’ perfom%v a M

or@cg%on systems becomes an essential

theme in the co@ e- t serc‘«}@es (Al-Shboul et al., 2014; Dasgupta &
!
Gupta, 2010).(!) ' Pr.9

>

f rganization is the collective results of the
or n’s work. Its in tion includes employees’ performance in their
%tion’s units, the organization’s units’ performance in the general framework

Ut e organization and the organization’s performance about the outside environment,

economic, social, and cultural, etc. (Majdalawi, Almarabeh, Mohammad & Quteshate,

5.
<

2015).
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Employees’ performance can be evaluated by varied indicators. By evaluating

employee’s performance, it ensured that the work environment, regulatio

implementation in each department are set to achieve effectiveness an@!ency

(Zall & Rist, 2004). A

Job performance is a subjective matter (Dasgupta & Gupt 201K and therefore

it has been defined differently by various field experts. All led definitions of

job performance have some common terms which % oyee' or individual’

(Venkatesh, Thong & Xu, 2016), ‘assigned task or duty’ Wen atMng %.Xu,

2016), and ‘organization’ (Abu Aleinein, 2016)@prehen v ﬁllitiég}of job
4

performance is the assessment of quality and qwlﬂ of cc Iish@ask as well
as the behavior of the employee at che (,&\)u
organizational setup, job performance®is “a w
Nevertheless, this variable alone %ermiq%s @entire organization as
% 6 e,

- q

organizatio e

success and failure of the bothy'ar @ndent on this variable.

X

Academically job performag-iva pa't of hol specifically of organizational
[
and industrial psycholcw umaww&ément.

&‘@T iy

idual performance\.c%, accomplished task by a worker within the

inein,~2016). In any

orgamization to achieve the organizational goals. These tasks are usually assigned to

0 ers by the organizational leader; therefore, the leaders only can evaluate such
actions directly, and while evaluating they consider several factors like the cost,
quality, and time taken (Sudnickas, 2016).
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While evaluating the job performance of an employee, the utility and
effectiveness of the task accomplished must also be taken into conadera?’n
addition to the task's quality and quantity (Abu Aleinein, 2016). The @ the
relevance of the employee’s task to the organizational core ﬂ;q;ves and
effectiveness is the role played by the accomplished task in achievi manlzatlonal

these different

core goals. Various organizations and institutions like a busi rnmental non-
profit and the like exist in contemporary human societies. c S c'f

organizations vary and so each organization has peculiar'standards o

Y,
oy
ied organizations’ @aﬁon

ating their

employees' performance. Due to the presence of suc
standards, job performance is a multidimensi

the term ‘behavior’ for job performance a$she

just task accomplishment or productw\)

A

éal factors that affect the

__5%

job performance of an employ; ﬁ%are Q’
N ,ﬁj 5
The first factor is b aviors that ar p‘ec@ the task i.e. the core parts of a
task that differentlate%m aqkﬂgz; ép employee must undertake these
behaviors to com@ tas@wtag,@er & Spychala, 2008).

The se ctor S the h§V| rc?nat are not specific to the task concerned.

Y
The em ay thes aviors additionally, for instance, indulging in
%% il

trainingtactivities apart from C(L) eting daily essential duties (Sonnentag, Volmer &

S

Sonnentag, Volmer and Spy. 008).i

i

,2008)

Communication is the third factor that affects job performance. Employees have
o carry out oral and written, formal and informal communication at workplaces while
discharging their responsibilities (Sonnentag, Volmer & Spychala, 2008).
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Dedication of employees towards their job responsibilities is also a crucial factor

(Abu Aleinein, 2016). This dedication can be assessed by evaluating the effortw'm

the employee is making for task achievement. In hard times, employee@aﬁon

can easily be identified. A

Organizational discipline is another factor that affects jo perzmance. Good
discipline will ensure in time task completion and a smooth Ydﬂg environment at

work centers (Sonnentag, VVolmer & Spychala, 2008). '

Teamwork is another critical factor (Dakhoul}2018). It i e.h%/'&%mred
when the group goals require team members' coopekation. Extensive help advice
o . N

are required in realizing group goals and teamwork a

comes T such cases

(Sonnentag, Volmer & Spychala, 2005\%\/
In vertical organizations, dership qo f@&s job performance.
Especially in governmental izatibhs, rwqﬁf'g) and leading factor

: ,201#%
%

t

| .
g t of«any organization also affects that

predominantly determine outcm A
, the a

In addition to le

&
organization's prm&&@y by er ing-or enh{&c{ng the employee's performance.

&

In addi 'Nthe factor t‘r;dt the job performance of an employee,
Sonnenta r and Spyehala ( also suggested three core determinants of
’
emplo rforman al" W{/Wplaces. These three determinants are subject
)

=

n% , procedural knowl&ge and skill, and motivation. Subject knowledge refers

ature of task i.e. the employee must know what to do in the first place.

Q Procedural knowledge and skills are the familiarities with the set procedures i.e.

the employee must be able to comprehend the entire steps involved in task
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achievement and the skills refer to skills like communication skills (Sonnentag,

Volmer & Spychala, 2008). Y-
Motivation is the third and most important determinant of job pSWCe A

motivated employee will put every possible effort into achlevm his and

organizational objectives (Sonnentag, Volmer & Spychala, 200 \,

Apart from these determinants, employees’ emoti naWIQence, cognitive
development, and the like factors can predict their j r 'Varl s studies

have shown that the prevalence of negative behavior§like 'bullying' i actsf)ac@'job

performance. Work experience can considerably ove th} jab p foer?.c of the
employees, but this improvement is the same f a twe s exp Rrrced worker
and five years experienced worker. Th enc lts yea@ 0 experienced

workers are aged workers and ag also c theY r nce at work centers

(Sonnentag, Volmer & Spychala, @ c}

Q-
&
S

i ’,J.-'s

O

2.2.2 Job Perfo |n tfle Governme Organlzation
Althou fa oLs ar alsb p_gvé nt in job performance, in governmental
organlzatl omin D‘yev Ive und two factors, the first one is legal, and the
Ieg&'aspects are inducting and retaining the required

secon:o econom|
W% , devising their rule\(t;? conduct and the like. Economic aspects cover the

‘%package, promotions i.e. career path and retirement and pensions. Job

Oformance appraisal systems also affect the performance of government employees,

as promotions are in most cases dependent on these performance appraisals.



In a research study, ‘Career Commitment and Job Performance of Jordanian
Nurses', the authors Mrayyan and Al-Faouri (2008) found that all nurses irres
of their job performance were equally committed to their careers. Jordan i mic
country, so Islamic ethics have also a profound impact on the job ance of
governmental employees. In another study, 'The role of Islamictwork ethics in
developing organizational citizenship behavior at the Jordanian s Foundations',
Alhayasat (2010) has concluded that employees of Jorda 'k; ef)ide by Islamic
ethics which in turn have impacted their job performa ositi eM the case

oy

with any governmental organizations, the econo and legal p'c@ay a

significant role in the job performance of the J I govenﬁ ' emplgyges.
N S QT
e o)

NS
L

2.2.3 Effects of Job Atomiz Job Performance

-

the contract based and'short-term jobs. The'induction of robots in our organizations
4 4
rganizati

especially industria \IS\Q ly affecting the job performance of human

employees. The@wer
¢

!
fear of the h% workforce so'trac%farmed into dismay and therefore they are

lacking the |vat|9n D()_‘Jfo m.@'tasks. As these smart machines have no time-

b4
constras and they are also no&)’ ng workers, so these bots perform well on certain
N

Job atomization is referre asI emeI@f a full-time career job with

eeli%‘ﬂmeatened by the robotic employees. The

r Ne tasks as compared to their human counterparts. Therefore, much workforce

6 rful of losing their jobs to these automated machines.

Despite their superiority in certain fields, organizations will still need human
employees and opportunities will arise for certain skills in the future. In the future, the
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effects of job atomization will be felt more clearly, when humans fully acclimate to
working with smart machines side by side. However, at present job atomlzatwm

enhanced organizational performance by incorporating these smart ma@et it

also negatively impacted the individual performance by instilling fear H'}@

2.2.4 Deficiencies Addressed by Measurement In '\d

Following are the challenges in assessi ccurately th 'gm_{%ﬁ ent

performance measurement indicators: diverse ove ental”activities, @ﬁple and

conflicting goals of government organiz i ns, e \e in t@géanizational

structure, the difficulty in defining un@sureme S fo@&agencies and the

difficulty of establishing perform ce_indica r 0 e,ékthe tasks. Indicator

N\,
organizatio r@formance measurement

(Kankari, 2005), while the m m:[ ar c tics are: the indicators to

>

measurement characterlstlcs ar |aI i

1 s

r \remg S, an((ﬁ steps followed in order to shorten

and eliminate u ec ry e od%e.§& Mellett, 2003).

1 dlatOFS rk o@gmons and their impact on time and cost and
c&:vaz‘! w11§\the possibility of developing employees’

performance rate@b each work element.

examine the methods |% overnment dgencies ork, to recommend the best and
s differe

divide the work intoait

N

\? The indicators expose the development of organizational structure in line
Q with programs and performance methods.

Performance indicators analyze the government work and lead to

determining time, costs and the best way to perform the work and
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determine the performance average, then access to performance

indicators. Y'
Kankari (2005) identified the areas covered by the measuremﬂ%cators,
ga

which include a variety of fields; they can be identified in the following activities:
1. Activities that can be measured and others that canfet beymeasured:
The activities that can be measured are always i eg uni' activities with
identical work units, and in all similar organizatio Its, s thsuing of
@
passports and personal identification cards (Kankari,%2005). The ac vi'ieiifq'a are
difficult to measure are those for which a suitable measuringfunit isfnot a\v?'rable and
therefore it must be determined by alternative ind torﬁ \ ?T
2. Major and supportive acM)

Major activities also kno S “)pe%iz%wr “teé}cal” activities are the

o
activities that are described b& jor tions: f@mple, the major activities
for each ministry are gescW'alon wit tle ?quent administrative units in

accordance with the administrative o aﬂa(ystructure (Berry, Berry & Foster,

—y, D

1998). In contr %tin lhe teghnica Q’partments is the role of supportive

N
activities and MUp rtive t‘i'vltiqc*%s/ mainly carried out in management and

st ({998).
AQ/ Rl (f\
\ N

0.5 Specified and Non-Specified Activities

The specific activities are very specific and clear, so the employee who is

financial erry, Berr

o

assigned the specific activity can be questioned regarding the assigned work, for
21



example an employee who is tasked with the preparation of the employees’ salaries,
while the non-specified are broad and non-specific such as the responsibilw
managers or directors. As Martin (1989) notes, these activities cannot @J}ured

quantitatively because of the absence of precise quantity of w t can be

measured. \,Y"
\of
g, .

2.2.5.1 Fixed and Dithered Activities ? [ _\g}
There is no increase or decrease in fixed activities irreSpective of t\l/ﬁi(? but for

\nge @Tr workload,

such as a worker in the passport iss@rtment,

In literature rev%;as beJ fou ‘,thaf*aére are several human resource

management facto&j‘can ipfl\efirm rmance, including the performance

is, c@n factors like stress, job satisfaction,

)

r&_gevelopment have been explored in depth and

re, and train
researckw e reﬁteg-j;se % rs with employees’ performance evidentially.

We studies have rela@ employees’ performance with the increased

of employees. Wn thes
¢
organizatio cua i

Q
o e

co\Miveness and economic growth of their countries (Kettani & Moulin, 2014).
@ e studies conclude that a developing country, with rich natural resources and
adequate financial support, can achieve economic success and increase its

competitiveness by adopting the right tools to increase employees’ performance.
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Extensive research provides greater understanding behind the significant
variation in job performance among employees. Factors such as gender (Steven
2009), age (Ng & Feldman, 2008), salary (Gerakos et al., 2007), stre@rani,
Williams & Kress, 2006), motivation and job satisfaction (Wang et al.ﬂ&, training
and development (Budds & Sultana, 2013), and organizational culture (Alvesson,
2012) have been studied to determine the relationship betwee&he\si%lriables and job

l

performance.

Individual factors such as aptitude, knowledge, skil l,jand rewards ar%also
responsible for the good performance of employ. ood and ubj |v! CR/Iedge
about the work enhances the capability of e es, |t uI er affect

{<

productivity and growth positively (Buddé\q&ma 2
th&% enhancing skills

Efficiency and effectiveness Ef working. i ncr

like technical, operational, e an e e ~On job training, also

increases the efficiency of W , WhICh |mat esult in the growth of the
N
education sector. Em shoul ‘7 tlab of the recent developments
especially those related to o e‘E tintry (Budds & Sultana, 2013).
As Kok rgu yees formance and sustainability are very

e
important to taln ncr facilitate g'?/alue-added education system. Academic

L
msUtuU& |vgs3| ies ould@ewell educated and capable employees who can

face _challenges of the present‘%ﬁe. Value-added education system should not be

ised in any circumstance because the academic qualifications of employees

h an impact on their performances (Rani & Khan, 2015). Nowadays, several
S

titutions are compromising on the academic qualifications of their employees while

hiring them. Despite qualified staff, certain institutions are hiring employees who are

23



willing to work for a lower salary, and this behavior in the long run affect negatively

their performance (Rani & Khan, 2015).

Job performance is a multi-dimensional subject that needs to be tr. &G} such.
Job performance is critical to the success of any organization. In addition t0"its multi-
dimensionality, several factors affect the job performance of employees. Improving
job performance of individual employees and institutin ate performance

appraisal mechanisms are the only way for the success of entll organizations.

The e-governance institutions have also come, up With nW.apRiajsal

N
mechanisms in addition to improving the emplo pe formzimcyythg g.ho‘?t?nd, )
4 b 4§
they are flourishing. In contrast, traditional orWions’*&Q strug%; g because

of ignoring this critical success factor. c\/ Q\ «é

S

O) .
% &
2.3 Usability of E-Gover% ’ N
d y

| . k . -
In the last deca% t censp : v‘grrzv s and public authorities started
running the firs;gh}onic \P@bns in é#ernment sectors. These electronic

en(@ced processing power and transmission

D

operations ma ossible

)

)

¢
capacities %uter (Blec &’K@l_l;r, 2015). This enhancement of computers’
efficien‘{d/ theif rks Ii@al area network (LAN) and wide area network
(W ith these innovati ,\tﬁe demand of electronic information, services, and
tra\ons grew in masses as well as in businesses alike (Kettani & Moulin, 2014).
d equently, the government also resorted to electronic operations and thus the

concept of e-government was born (Dawes, 2009).



E-government is the technology-enabled part of the governance and it quickly
identified as a robust system having several associated benefits (Kettani & ]
2014). Because of e-government, a quick access to information and ser@} now
possible, and this is improving government stakeholder interactiof™™Lhis novel
government model enhances efficiency and effectiveness of%y public sector
organizations, and from technological point of view, it pr. VM forum for the
evolution of e-democracy (Kettani & Moulin, 2014). y:r,'a more robust
stakeholder-government interaction develops standar cedu es.\mldsults in a

L ]
unification of citizens. Unity among citizens re in ingrea c’ar:@s for

transparency and accountability (Cozzani, 201?. \f \Y
Y-

irements of the citizens

E-government has successfully addEWeds and r
C

and other stakeholders and therefore it or@ i arab@art of governance
A
worldwide (Yanging, 2010). So rgVDthe &v\zjc
‘% @ )

Lﬁ&an essential topic for

citizens because of its associaK nefits.<The e- o#e&m&i is highly crucial for the

economy of a country, bec present awailabili online public services is an

&0
essential factor within alicompetition (Zhou 0, 2007).

& @)
Figure 2.1 @s f@g for@or an e-government model that can be
-~ D)
explained b% e [Situati f{eqm.bg'lﬁ change for government and public

administra%?his’m ;99 egﬁés'} relevant drivers to four key developments:
ogy,

conve Mnd techn s@' and politics, society and economy, and citizen
& &

N

erment.
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Convergence and Technology

= Convergence in ICT
= Virtualization/digitalization of
products and services

= Technology-driven netwarking

= High networking and innovation
dynamics through powerful
infrastructure

——

Citizen Empowerment State and Politics

* Rising transparency and
accountability

» Denationalization due to
b = . —
T political/ffiscal/free-trade areas

* Connecting citizens in social & Public * High levels of indebtness
e o o administration efficiency
= Participation of citizens » Discontinuities due to short

» Citizen-government Interaction term legislature orientation

* I Yv
Society and Economy (')
= Globalization =

= Digital divide (increasing
income gap between the rich
and the poor, enlarging gap of
educational differences)

= Demographic changes

= Urbanization

2017, 36)
Figure 2.1: TheCog;E
\r ( ce of the e-government model

i Her, ,\Qc(énvergence describes the approximation

of underlyi %\olo es,.d irﬂ'sh@ sector boundaries, networking of different

government technologically

NN
public ahdsnom-public of va& creation, and finally, integration of sectors,

bus nits, organizations@ucts, and services (Denger & Wirtz, 1995). This

\ﬁng technological innovation is the reason of a comprehensive service

ision. Depending on the individual level of aggregation, convergence divided into

ifferent types (Wirtz, & Ehret, 2013).



2.3.1 Sector level: In any industry, several related organizations joined
1. Organizational level: Institutional boundaries are redefined
organizational level convergence forces organizations to r thelr
value chains and core operations. *
2. Organization unit level: Convergence at the unit level\of organization

mean that units of same or different organlzatlo join.

w

Service and product-level: Convergence at t e a d product-level

refers to the confluence of services, co Wzaﬂon of

formats, distribution channels; e.g., t e distrib 'cr@l for

formerly different forms, or prv; e.g{ nce\ﬁ;augh the
integration of functionalities. g

4. Several drivers fuelled E}ergence, S of % drivers such as

virtualization in add digitali ?}f %es and technology-
driven networkl h |n sum amse%Q essentlal strategic and
operative cha invall s ofy elect business and governance.
Still, thi contlrres el dy developed infrastructure of

4
broad (Whicir \Hll conti{]&omly developed and maintained) is

nl&o’rklng applications and innovations

:"')

%’ polﬂlc s dhe %d force. From this point of view, certain

4
al preconditions aﬁec:[%quwed for international cooperation in political and

stratlve realms (Crook & Manor, 2018). The respective governments are
oponsmle for the creation of these preconditions that will in consequence accelerate
the ongoing decentralization of countries, and the smooth regional merging of markets

and nations. E-government is a best-fitted answer for overcoming this challenge
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because it is an Internet-based solution and therefore it provides the opportunity to

quickly establish an online environment that allows worldwide governme?!r

interaction (Cheema & Rondinelli, 2007). ('}

However, at the first glance, technological solutions seem to contradict the
expensive implementation of e-government solutions. Howeyer, tz expected e-

government cost-cutting effects, which are achieved, for e , by automation,

dto 'economize, and

the cost-saving character of e-government has positive “Side ﬁM marﬁging
N
indebtedness (Wirtz & Daiser, 2017). é ' -{')
4
| o _ A
This goes along with the desire for an incre \I'n\publl administration

efficiency. In this context, e-government @}Mred :\e ecau&g\og its automation
and standardized administration @s S@ al_\Q Sharma, 2012).
31 lm

standardization, and outsourcing of activities, fit the curr

A
plg, eﬁ} In traditional banking,

Electronic banking is a comparablésex
9 Q
clients must visit physically tN k’s bran carru%( transactions but now, they
N
can conduct every tranﬁtioqrom ho‘re at )fti anks to the electronic banking

(Deep & Sahoo, 2011)

This form@a{ I

. g ¢
significant ¢ uction of (

Daiser, %%ons',debid'he pr@ing political discontinuities caused by short-
tati

term oﬁn on on votes and A@E.I.ative periods, e-government is, despite being an
\

e;ﬁbgcampaign-friendly topic, not universally supported by decision-makers in the

g

D
«Q
D

4

tso r&‘ng of activities to the client has led to a

!
do e}iﬁ%) in e-banking service delivery (Wirtz &

rnment and the public sector due to its legislature period and transformation

chsses (Reddick, 2010). Thus, political discontinuities represent an adverse driver

or obstacle.
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Society and the economy is the next force. Globalization, demographics, the
digital divide, and levels of urbanization are the major drivers of society ?ﬂe
economy. Effects of globalization such as high economic interconne@ and
international assimilation of lifestyles require a stronger public sector, focuses
on superregional and supranational demand aspects, as well as transnational
cooperation of governments and federal authorities (Manohar

As e-government is internet based so it is a global aYa d it is the right
system for tackling the situation. In a society, always dif ces exist mt Q?m

to accessing the internet and use of the info n comm nication tet‘fg’ﬁology

equipment among different social groups. Th| ren as aI divides

(Razmerita, Kirchner & Nelson, 2016). c\/ 0\ Q

{<

Regarding digital divide, |hd 7) _{ormulated two key
hypotheses: (1) the use of mo orraa n c u lxlon technology is not
distributed evenly within soc c its dep on social factors, and (2)
this odd situation leads o spar ies oppo

'3

This digital di de is u<i asons(_/ ese two reasons are differences in

the income and ,academic q @ns a population (Ragnedda, 2017). Due to

the apparent ization of i

differen g’ groups, th |s
online; “through e- government(gp ortunities can be created in terms of citizen-

ent or organlzatlon government interaction by ensurlng a uniform access to

0 mation and services in the same form and quality to all users (Ragnedda, 2017).

Changes in demographics is another aspect of the societal and economic force
which refers to the situation of presence of a high proportion of older people with only
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limited Internet skills, this older members of the population have to face digital
natives; young generation that grew up with information communication techn?!s
(Pew & Van Hemel, 2004). Digital natives are more demanding When%\ﬁes to

increase online information and service provision. *

Internet usage patterns shown by the majority of the digit natiz generation so

it is safe to infer that this generation prefer to manage the Ic administration

matters online individually; this situation is seen as an unit} to relieve the

public administration workload through automatization
(Emdon et al., 2014). é

Automation in this context refers to

electronic means, and independent f@!

filling in online forms. On the‘% d,,.p-
and structural challenges be(& the
population living in re te%?of a}oun Yvit

internet connection (Sc

To overcKrA@%

!
solutions bec%amin aﬁd intai |‘ﬁ@the confidence of the major chunks of the

a prerequisite foQ?:omprehen5|ve and nationwide provision of
’bj’

informé’on nd service (Sheka&j 19). A report mentioned in Shekar (2019), it stated
\

outsourc masQ'.vely

o
/%
%

populati

IS

t \we are four critical recommendations to address this situation were presented:

a digital society; second, digital infrastructure; third, digital co-production; and
u

rth, a digital location policy.
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A digital society refers to an informed and active regional community which
becomes habitual of self-e-government services and jointly develops (citizens, i
administration, and politics) local solutions. Digital infrastructure r@ the
establishment of high-speed Internet and related information ‘E;@unication

technology (Asgarkhani, 2005). Digital co-production is active %rtlcipation of

citizens in public administration service provision, e.g., Citiz SM citizens about
I;

foster collaboration

akes pwich open
23

_ _ _ _ _ X

innovation networks with society, economy, a cience to rtjm_{e) local

development (Asgarkhani, 2005). 4 \‘}"

o

United Nations Development Pr, széﬂ noted thafSwith extensive

administrative procedures. Finally, public communities

across administrations. Consequently, decentralizati

urbanization, it is not practically feasiN eep up e nsive@centralized public
S

administration and to maintain a gf)rrito | ence fQ’ﬂ a cost perspective in
0 ,
imatel

the long term. Cost constrainﬁ\ y reduce e density of public administration

K\

resources and thus local wa’servife o]¢ ion@uiring more centralized and
!

automated public serv%vision. t gorgz/ , e-government is a flexible and

cost-effective pla@@' m@e demég efficiently (Asgarkhani, 2005).

&
Citizen @wer nt%e: ouf.ﬂ%‘force. This force relates to the citizens.

Because %ﬂform ion and'co ('{ﬂcation technologies, government actions are
’
more ic able to th puﬁ‘lic\nj@v and citizens can unite in social networks and

e ¥

r a&% exchanging their %res and opinions ("Citizen Participation and
ology"”, 2013). Therefore, their influence on political and administrative
chsses has increased and they can influence voting patterns more strongly, so
citizens are now more empowered. Furthermore, the empowered citizens participate
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more aggressively in public policy formulation and therefore the citizen-government
interaction is redefined in this era of e-government (Citizen Participati
Technology, 2013). In this new citizen-government interaction, the goverﬂ%&must

integrate citizens into public issues and the governments must op more

transparent governance.

activities. It was found that an acceptable definition o i m?.t IS
. . o L&

needed since these differences in descriptions o ent” séflect the

'ons@;e’ discussed

priorities in government strategies. Therefore, wﬁ)f thés%
in the next section. c\/ Q é

2.3.2 E-Government Del‘gp’ iti
E-government h% efine? bi.fgl;‘t‘x‘:jp'various experts of the field and
now it has becom@lt to Qet\ecific, and-comprehensive definition, because of
the technical, Nmin trative; erci and social dimensions that affect it
(Gokmen, ﬁO).}-go rnmen also\(lglown by different terms such as “electronic

governr%

“e- —aetc. E-government i{‘l‘he government’s use of information communication

9 (13

electroni o‘vemagé\”, “digital government”, “online government”,

tec gy and the most innovative Internet application technologies to provide more

cess that is convenient for citizens and businesses to government information and
ervices, to improve the quality of services and to provide greater opportunities to
participate in democratic institutions and processes (Fang, 2002).
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Gilder (2000) defined e-government as: “economic activity acting to deliver

public services in an integrated way and electronically online to citizens and b

'?

organizations to add real value added felt by the beneficiaries, and also bute

to the formation of interactive relationships with individuals or c1tlzﬁ&stltut1ons

by providing them with services of an atypical nature commew with their

privacy, needs, desires and aspirations. While the World 15) defines e-
k:

government as e-government” refers to the use by et agencies of

information technologies (such as wide area netwo Md moblle
computing) that have the ability to transform relati ith citizen uhrl@s and
other arms of government. 4

in %cl nment affairs

The use of information communtWechno 0gi

serves a variety of different purposes:

with business and industry, and 't%mpo@yt?h
)

ivery, improved interactions

access to information

J‘,g,}

and more efficient governme agement, As resul e benefits we get are less
corruption, increased trans ter en| revenue growth and/or cost
reductions (Ud Din et st @2001) stated that for developing
opportunities in m ratlvla an econom@- domains, and for the provision of
services to th zens I e.ssei_)([}spectlve of their location, e-government
invests in a ed informati n unlcatlon technology. Thus, it can help
busine n cmzeﬁs ufhtel go online to get the services they want, enabling

ieve higher levels b@roductmty and support better performance.

§ echnically speaking, e-government is an integrated tool comprising three

abling sets of new technology: infrastructure, solutions and the exploitation of

public portals (Fang, 2002). An e-government infrastructure enables the
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implementation of specific applications to address specific problems and issues of
government management. In this regard, Hussein (2018) defined e-governmen?%

sophisticated network of computer systems that enable public access to a I@mber

of government services and automated transactions over the | or other

electronic means". Q

In the above-mentioned definitions, two issues are which are: (1)
information communication technology, and (2) governme Iat|d1 for using such
technologies for electronic government practices. Therefore, e:gover nt m@a be
defined as the use of modern information comm i0 techn lo qL’lpm‘ERt and

networks especially the internet and internet, tcwp!nse Tﬂf{ on a vernment

services to the citizens and private sector CNClety <§

Accordingly, in this study e-iovern n y m governments to use

the most innovative mformatlon c |czw tec o og@smg web-based Internet

applications, to provide Cltl d busi WI'Q ore convenient access to

government informati %erwceslln ) ei @)rove the quality of provided
e gra e'

services, and to prowd i es"t@artlupate in democratic institutions

—1

and processes. B ‘nere nee understand the principles of electronic

government, ay berm Jyjlta 0 developlng countries (Misra, 2007) as

explaln IIo I;i é\&}
A &
=
S
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2.3.3 Principles of E-Government

A South African government green paper on transforming public
delivery lays down seven principles of public service delivery based on @ﬁtion,
service standards, courtesy, information, openness and transparency;, siveness

and value for money (SAGI, 1996) which should be kept in mind whilé designing any

public service delivery, while for making e-government criieria— ed, appropriate

ernment.

0 -M equ.r.ise.

J N
Indeed e-governance was pioneered, owne d" successfu peh&?d by

AL, 2006)
governments themselves in the (1960s) and (W(Duw al., % ). Private

companies started entering governmenthischa gi heir ﬁtions in the

(1980s), and more particularly since tw 990s whengthe Int@t itself, pioneered
A
"%ﬁaromotion of a public,

by government, was made accessi G@he p@b\vge
0 v,

private partnership (PPP) moK e-governance uﬂ@akened the technological

capability of governments. esul’, go @and technologically impaired

en
[ \E

today, even in terms o eing prjw te aga erkuil, 2007).
@

Principle Z&V rnm@ry a@ntroducing private sector practices in
N

governmental@bas over ?'is usiness (Corbett, 2004). The private and

public se Qﬂ fu:ld entally di nt. The private sector is motivated by profit,
&a

while ic sector dr{/e@' service. In addition, the private sector serves its

e

cliwn order of their capaal'y to pay while in the public sector, all citizens are

standards have to be developed to realize the full potential

Principle 1: E-government prefers in-house expertis

ed as equal. Corbett (2004) notes: “The assumption that business models can and
uld be used for the development of digital government is misdirecting our attention

from those variables and (a) governance-centric e-government (1/10) (b) techno-
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centric e-government (9/10) (3) consequences which are not measured by business

models yet provide the substantive benefits of government.” YV
Principle 3: E-government prefers open-source to proprietary soft a(,?\e war,
and pro

though uneven in terms of available resources, between open-source oprietary
software continues, with both sides having their own merits and demerits (Cordella &
Willcocks, 2010). Because of the lower cost, amenabilit@nge and more
reliability than proprietary software, the open-source so IS dreferred by the

government over the proprietary software. While preferringiopen-sourc ﬂwa%.the

government must remain its doors open to an eficial so W thgug‘h%?t IS a
proprietary one. Deek, Tepper and McHugh con de the Tuwre of the
software environment will be a syncretlst o Q\

Principle 4: E-government |s a ne r ed\g\ not an integrated
government. Calling for a x err“n t (| 0 er t) has become very

Q—
fashionable in the present. Ho eryit has b an (ﬁﬂbut this mixed government
N
has been proved eluswtn lakger counlles t lha complex system of governance

(Sarker, 2006). Integrate ea{ “d)“merger” of various agencies to

produce a “who‘& "’ Thi hon/ 1, 1S not possible as governments all
over the Wor%\ﬁur uerati ' ed and thus do not permit inter-agency

merger. %
PN%} 5. E- governme motes the Chief Information Officer concept. The

Was originated in (1981) in the private sector and Chief Information Officer
conceived as the prime mover of information and communication technology.
any countries have set up elaborate mechanisms to interact, support and guide them

by way of setting up Chief Information Officer councils (Misra, 2007). Japan is
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leading in the promotion of the Chief Information Officer concept globally and in
South East Asia in particularly. Japan has also included a set of Chief Info

Officer indicators in its ranking of e-government (Wu, 2007). Bot \hief
Information Officer Model (1.0) of the pre-Internet and the Chief Infoﬂ%n Officer
Model (2.0) of the post-Internet period have failed miserably as both were techno-

centric and not governance-centric. \,

Principle 6: E-government is introduced throug

r@-wide e-
business plan. One of the common failures ,in e-goverament, ~thoughe,still

1!3 N
unrecognized, is our faulty approach to e-gov nt” planning e &"Eiailur,

4 b 4
2007). Governments have adopted a wide va of idsas\i e pﬁ’l:.to achieve

specific goals. E-government should thuscwduceg}hr

i eria-b@d, (2) emphasizes
A

the “e” aspect of the plan (missin Witio \033), é;;tdeals with government
working in a “businesslike” r@ld %)}arﬁzﬁwide, as compared to the
present piecemeal project Thes, ’whi e ngj@r here nor there as they only
tinker with governme%cesses\y -a- s;tl@e of citizens in e-governance

(Boersma , Meijer Nenaa,ZO : é"
&
Principlt\“"-g enr% f)ﬁe&-)(z( multi-channeled approach for service
Iti-c

delivery. %these u (J
Ky
have prominence. f'he line channels include Web, E-mail, Kiosk, SMS,

a news, ‘type of plan”,

o

an “e-business plan”, which (1) is citiz tric an

n@. the two (1) online and (2) offline channels
O

&
P and VolIP (GaIaI-Edeen} Abdel-Fattah, 2008). The offline channels include
g an office (face-to-face or information and facilitation counter), call center,
Qst (letters) and citizen grievance redress forums, Figure 2.2.
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IKioskIjl E-mai1|:|| Weblj |SMSI:| |PDAI:| |VoIP|:|
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I | 4

E’ Online |
|

| I MULTI-CHANNEL DELIVERY

E[ Offline r
I I I . I 1

I VisitI:I | Postal I:I | IFC |:| | Call Ceutrelj I Grievance Forums U

4
Figure 2.2: Multi-Channel Delivery of ubw!wices

The term “citizen” is deceptive as it is an umbfella term coVerin ria@ety
of citizens in terms of age, gender, education, tacome, a?d am iarity\éu h new
\ﬂqe the !nsgg of these

gs h@/e to be ensured:

technology (Misra, 2007). E-government mus.N.strive

different types of citizens through multi;% nels:

first, these different channels do not offer eren&le

consistent in content — this ca%adeﬂ %’n

fﬂQe but are mutually

T th@ different channels and
“« Q-
putting them under one umw ensur orm@% service; second, various
\
need

channels have to exist itme%e. bo:?(e{e@s of citizens (Misra, 2007).
:

N . §
2.3.4 E-@ent D:i?ts -&J
(wof the in rmiion &ology, welfare of the citizens is enhanced, and
th %sly participate inﬁ

ision-making and governance processes, through

%on of services to the citizen instead of making the citizen to physically visit the

Q/ernmental offices (Moynihan, 2004). Besides, the citizen can also access the

transparently, and well-organized published information on government official
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websites using information communication technology. The second strategic target is

to facilitate the democratic process through publishing the political parties’ p

and launching discussion forums to discuss the government’s polme@neral

(Clift, 2004).

Through exploitation of information communication tech%xquipment and

technologies, trend of electronic voting is emerging and it w ately expand the
people’s participation in the democratic processes s will increase the
popularity of the governing system while showing coeperation, path nd
understanding of the importance of facilitatin ices to iti !nd&f(?ghtmg
corruption and increasing transparency in deC|3| km n er, 2%’0&)

Formulation of rules and developin \ére jin ork is also one of
the targets of e-government (A|SI| i, 20 e information and
studies for various state departm %Iers qﬁ)\the government will be
assisted in long-term plannln evelop rojec &«These decision-makers can
easily follow up with mp Ieme tati t? @the complexity of procedures
through reorganizin %stra %,anaglng the social and economic
resources of 300| ve me A|SI| <}002)

E- gove w1 also n]ﬁnc C&‘lployees efficiency and productivity by
reducm |n|§tr iv an fl@hclal costs and the efforts. As less number of

ofﬂgersﬁnd ess time will be r d to carry out the daily tasks in addition to work
\

in accomplishing the different functions so it will ultimately lead to
enhancing and elevating the quality services introduced to citizens, and thus local
onomy will be boosted, through limiting the underemployment (Von Haldenwang,

2004). In addition, it will ease the bureaucratic restrictions, and ease the burden of
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communications cost of the citizens. Ultimately, communication costs for citizens will
be lowered significantly and thus use and reuse of databases will be increased (

2003). Costs of the government also reduced because of, developmer(%wovel

innovation in completing the tasks (Singla, 2002). A

Moreover, it will also create enormous administrative pos% by enhancing

governments’ capacities for provision of information servi the masses at a

of ransactlons for
liv :\'ed Qa,ces

(McGregor, 2001). This helps in creating a r network Struétdre toéftzlzllltate

reduced cost and through consuming less time in com

example, taxes collections, especially for citizens w

communication and delivering high quality, in e dEQQtr ed aq_(;.i\?ransparent
services. This prompt communication antw deli\?é(y increase government’s
accountability and will improve citize ccess desir@information. The

citizens will also participate and &3 the
@

forcing to change the politic tices that ha rﬁove&]to electronic democracy

(Wu, 2007). N
N

The mtroductlon 0 elec rvfgaéj,to citizens via the information
communlcatlont olo yt 'mol es wr@:tlve of time and space with superfast

speed and eff :JI[deiln ﬂ!iln ing trust of the citizens (OECD, 2003).

B prevr) D'yk o rature e-government offers different services

thro eC ronic transaction. @_}e‘dlfferences in services are due to users’ needs, and

I;N sity has given rise to the development of different types of e-government.
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2.3.5 E-Government Major Field Activities

E-government functions classify into four main categories. According to
and Bailur (2007), the e-government concept reflects governments’ need. t ance
and re-invent the actions needed and required from them, wheré'%vernment

functions can be classified into four main categories (Alshehri & DreRZOlO):

\,

O
2.3.5.1 Government-to-Citizen Relations (GZ% _\g}

The government-to-citizen relations are oint/ cate gﬂ?y where
services provided to citizens and others vi om he iv trongtgources (Kiki
& Lawrence, 2006). In this category, nment es téf\admduals needs
through innovative actions. Und thls cat qov r)@nt and citizens are

N
continuously communicating plerfﬁntln ‘gov@ent, thereby supporting

accountability, democracy and rov publ@erwces That is because the
Ive t

primary goal of e- gov to se citize nd facilitate citizen interaction
-‘
with the governme y m |n |nfor ation more accessible through the use
of websites, as e tlmeé@d cost needed to conduct a transaction
of 3%
(Ndou, 2004) ’ 4 O
NN
B lying the i of GZ@JStomers have instant and convenient access to
gov t information and s@mes from everywhere anytime- thanks to the use of
m information communication technology channels (Kiki & Lawrence, 2006).

addition to making certain transactions, such as certifications, paying governmental
ees and applying for benefits, the ability of G2C initiatives to overcome possible time
and geographic barriers may connect citizens who may not otherwise come into
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contact with one another and this, in turn, will facilitate and increase citizen

participation in government (Seifert, 2003). T

2.3.5.2 Government-to-Government Relations (G2G)
G2G is the online communications between ernment, organizations,

departments and agencies based on a governmen abase (IWI., 2006).

@
Moreover, G2G also refers to the relationship betwe vernment an itf e_{@g;ees
as outlined below. The efficiency and efficac cesses’enhanced b{?ﬁe use of

s\shar@; databases,

1. %CGZG information

of
online communication and cooperation, ana
resources, and the fusion of skills @bilities

regarding compensation and benefi@gcies,t it ?ud @ng opportunities, and
S
civil rights laws can be accesse@ (Ndou, 2 Qi:)
&

X
The goal of G2G is @ve ntergovernme organizational processes by
streamlining cooperati oordi ﬁ)i‘elr @, 2006). In addition, G2G front
\nces @ﬁ{me and cost-saving and service

has also produwerouf

enhancement thNQh use“ef'i
¢ C,)

institutionth overmment t dlss.e\@ﬂate or centralize information, or to automate

and sirr% tergcﬁ ntal Q:ﬁi?ess processes such as regulatory compliance,

(GrAZOO?). \‘-}'

D

(irma@ communication technology by different
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2.3.5.3 Government-to-Business Relations (G2B)

The third e-government category is government to businesses relations. G?m
increase efficiencies of both governments and companies alike. The @vers
various services exchanged between government and the business s including
distribution of policies, memos, rules and regulations. Business ‘$érvices offered

include obtaining current business information, new requm, downloading

application forms, lodging taxes, renewing licenses, registeni usirfsses, obtaining
permits and many others. .\d
@
N4
G2B transactions also play a signific le” in busin &vélsament,
K4

Y-—
scual?‘_z_@OB). Fang
n ini@/es such as e-
&

rketp@ for government

specifically the development of small and meWNnter

(2002) argued that G2B applications acti€We e-tr

ectronic

procurement and the development o
r@h electronic means for

purchases and carry out governm wremﬁb\v;t
6 e,
ds
syste

the exchange of information . : §~'
Besides developi b&e-sses, e i 0 beneficial for government in
the sense that it facilitates)e pr af services, goods, and information

between governr@bud@s in ase of G2C system, G2B enhances the
N
efficiency ar@ﬁty fec ylliCﬁgl'( and transactions of government with

@

businesses%!)nseq ntly/fayoringequal and transparent government’s contracting
iy,

/-

o
3
e §
4



2.3.5.4 Government-to-Employee Relations (G2E)

Government to employees’ relations is the less discussed sector of e-goveTl\
in much of the e-government research. Some researchers relegated it a@%ﬂernal
part of the G2G industry, but Riley (2001) identified it as a se sector of
government. G2E refers to the relationship between government and its employees
only. The purpose of this relationship is to serve employeeﬁwer some online

services such as applying online for annual leave, checkin Iancr of holiday and

reviewing salary payment records, among other things (Seifert, 2 03')\4
L ]

Yv

< = coninaton o fomaion g o
It is a combination of information an vices offered@by “g ment

g b )
institutions to their employees to interact with Wherw man@ment. G2E

is a successful way to provide e-le Wbrmgi g ploye“ﬁogether and

& @aﬁinskaité, 2012).

A

information regarding

encouraging knowledge sharing amon (Balez

\e
Moreover, it gives them the pos '%of a«;Q? Kle
? @
cles, trai

A
compensation and benefits p n%}ami&g&portunities, and allowing
them access to manage th efitsfonli ith asy and fast communication
(A J S

model. s 2 &

Ndou (200@ th@nclu@megic and tactical mechanisms for

N

encouraging @Qm tatio fﬁ{)v&n%ﬁent goals and programs as well as human

resource r%ment, ud : @Jdealing with citizens. It concluded from the
el s
aboveﬂ'sc on that there are t@ain constituents of e-government:

S
\ 1. Online Job: which does not limit the worker to time and space to finish
Q the required task, meaning that the mission could be accomplished from

any place; the employee’s main responsibility is to complete the

2,

S

assignments from any place, even from their house.
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2. Online service: the beneficiary could get the needed services regardless
of time or location. It is evident that the primary tasks of elegtronic
government are fully integrated within the framework of the Services and
the functions provided to beneficiaries; such services are‘offergd through
the e-government website. The e-government servieés offer many
options that mainly cover service areas needed by re€ipients, including
but not limited to: economic, social and humanitarian needs connected to
individuals and society as well as special inquiries wher«eqtired, Figure

2.3.

In addition, much information couldy0e¥ exchanged™ and _provided to
beneficiaries, citizens, government departments and| evem visitors through the
information and content management departments’ websites, ‘or/unique requested
information that could be tailored™and prepaked,, from” the. databases of the e-

government website management:

Relationship with SErvices

citizens Culture

Relationship with Education

Business

General Agriculture

Adminstration Content ‘

Industries

Services

Source: (Schlegel, 2002)

Figure 2.3: Integrated Application of E-Government
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It is well noted that as state bodies contact citizens within the frame of their
activity, commercial structures and other public authorities, there are four comw
of the e-government system. Creation and implementation of all four “e-@en‘[”
components are inseparably linked. Without G2C or G2B, implem of G2G
will give a one-way effect, leading to an inefficient waste of time andymoney, creating
hat is why the

informational chaos and discrediting the idea of “e-government”.

development and consistent realization of development p of a'l e-government

components are significant (Barsagade, 2020).

2.3.6 E-Government in Jordan \%

Now, the development of e-ggvernment i i '@e.nalyzed with a focus
N

in applying a general framewor)%overﬁ#nent ug ussing the past, present
status and plans for e-governhsin : kem@and Dutton (2003), in their
research “‘e-government, -;ciety nd rda@ﬂegy, theory, practice, and
s ¢ & :
assessment”, anal&d e | Sta%@ylents of e-government project
implementations “in“sgvera E@s a s&sﬂmmarized the expectations of these

!
. g e .
nations from %nentl g an ésgaver mt project:

NN
C wifhv’t)e’s being treated as customers not administrative objects:

A Receiving serwos&mat are citizen- not agency-focused.

\? e Disintermediation of civil service staff means making services delivered
Q directly to the citizens.
e Intelligent authentication like smartcards.

e Providing access to governmental information.
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e Being provided with access to the physical ICT infrastructure.

e Being made “more equal” (reductions in digital and other diVides).Y~

e Enhancing trust and making it stronger. (}

All these expectations can be included in Jordan in transport registration,

insurance, unemployed compensation, collecting income es, Yleaving work

programs (retiring), licensing and welfare benefits. T

2. G2G involving good governance and a erned Where this

L ]
kind of relationship in G2G can be fo in the United tz’tes,a;gﬁ as
Y
state to local government, an integr justic‘o system or s%te to the
\ N
federal government. \, EY“

e Reducing the fractured pa individual par8epts and agencies
and moving towards h” \QQ nt S,L&Idlas by joining all the
governmental depart ;ogﬂher an acil@g the transfer of related

q
data between th& is w it !e\sﬂ'ime-consuming and make
progress piore eiective. , [ §
: ? 1 _ :
e Making the cufture Nb';\ |Ise|(§€'change from reactive to proactive.

. Acc@ a e vera}@ﬁ
. @ect e pr m!enf')

@,
Q/ to ?c ieve'ro us@ness development.

e "Deregulation and legislative reform.

.

\ e A national economy with flexibility and competitiveness within the
0 global markets.

.



e Skilled IT literate and flexible citizens for the labor market G2B could
be found in Jordan in the clearinghouse for cheques, clearing b??!h
central banks on one side and other banks in the economy. ('}

4. An integrated society, where long distances and bo re not a
problem anymore; on the contrary, saving time and fa&:?vices will be
the new trend. Results of achieving the e-goverrﬁlt- this way will be

e Connecting of rural and remote areas with -speed W@ccess, S0

Y

: : . N
all people can get the same services pro onlin ' _{‘)

e Citizens will be able to make thet meﬁ ny gcggnmental
N -
| 269 &
e Overcoming some barrlM used to b pro@ in the standard
government such as dehjty and ge ?ar eu‘i\although this depends
0 )

on the country ure;,_for nﬁplegg'lsabled people in most
N S -
developed CO‘YE an !o e‘sg themselves, as everything is
ready fo% Howe'y r, i ple bbeloping countries, it is almost
N &
imp%for slo tsabled ~people to carry out most of their
governmental s by selves, as there are no facilities to help
oﬁ& P ’ C—)
qu That mean e-se\i es will be useful for disabled people and
% ost iﬁeﬁ); 4\
Y—v

\A Increasing the se#@.}'f community.

0 achieve the previous expectations, e-government in Jordan has offered an e-

Q«/ernment portal to deliver informational and directory services related to the

government of Jordan in the first stage. In the second stage, the e-government portal

noticed as follows:

charges from home.
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will be fully integrated with the e-government enterprise federated architecture and
shared services, finally enabling transactional e-government services (transwﬂul
portal) (Blakemore & Dutton, 2003). Ultimately, the portal will be a “on%xmp”

for user interaction with all Jordanian government entities. *

The e-government strategy report for Jordan (MOICT, 2% ich was done
h

by the MOICT, addressed a lot of different useful information e e-government

@D
Q=

in Jordan, including the four pillars of e-governancefl country (i.e. the

rm ioMni ion
- - ey
technology infrastructure and business) and th onal e-goverdifient vision (“e-

government in Jordan is dedicated to deIiverW!!vic 0 le a@‘g&s society,

institutional framework, the legal framework, the i

f

irrespective of location, economic statut,wion 8\ i atigi%mmunication
S

With its commitmenttoac -Ceqtric ap ach, e=government transformed

9 Q—
government and contributed % ingdom nom'%!hd social development. As
N
there are several goalspof aRe-gover'men 0‘ @der of achieving these varied
rom JJ r

objectives may vary f y‘r lakemore and Dutton (2003) note

ntr%
in the case of Jor }!ﬂos@nt idqﬁwed objectives are:

!
1. ating! informiatién >%c'|ﬂange within the-government body so that

degenby n @ human factor to exchange documents and
&

information betw overnment departments is reduced.

technology ability)”.

G,

\ 2. Develop and supp\ort a strategic e-government program to reach unified
applications in different government bodies.

Q 3. Establish technological integration and internal connection between e-

government projects, and to encourage the use of applications and its
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components in all government sectors, and finally directing all
government departments to use technology-based solutions. YV

4. Transfer training, knowledge and experience to governme@yees

of all levels to develop, enhance and accomplish a hi ndard of

government e-services. Q

5. Achieve an upgraded service quality in a way tht SUTts the experiences

and qualifications of the services personnel nage tl]e e-government

program and approaches.

"X
6. Support and develop e-government@wres to fincr ebr@ivity

s b 4§
\' int@ﬁn safety

7. Apply e-government initiatives

protection and secure e-gwant. O
8. Provide the needed in%tion sec\lys%d g{?‘ately within a suitable
‘% 6 S

and public sector efficiency.

period.

“« Q-
\ &
9. Improve the qﬁ;itx seT' S| odu@ citizens, businesses and the
b} l

mare effigient
\ @ (,ﬂ
11 e the cost ﬁd @c itate communication and interaction with
N\~
erngaeqt ?nizatic&.

&

2. Develop and pro@fe the technology and communication sector in

N

Jordan.

Q In (2014-2016), Jordan unveiled its new strategy of e-government. This new

strategy focused on motivating government entities to deliver high quality customer-

centric and performance-driven services to e-government beneficiaries while
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simultaneously, transforming traditional service delivery into a more effective and
efficient service provision to their heirs (citizens, residents, visitors, busi )

government entities and government employees (Sulehat & Taib, 2016). (‘}

A UN report of (2012) concluded that the participation of all in e-goﬁrnment is

imperative to promote economic and social empowerment %g information

communication technology for all citizens, including vulnera ps pre-identified

by the UN as the poor, illiterate, blind, old, young, im ts a‘d women. The

Jordan’s new strategy prioritizes e-government initiatives,;%ools aths, igure
N
2.3. ' .{')
4
-

In this new strategy, Jordan’s e-government launc
aims to incentivize the government entit%m

rd
serve their beneficiaries and thus mrov th

c
achievements compared with regional-and 8 al ¢ tnee}fSulehat & Taib, 2016).

4]

-
First of these initiatives is them tive co fe-g&(\fe‘rnment award. The goal of

N
e-government award is o engourage e*ities nFi\@’s and organizations to succeed
ivit i

and develop their creat -gﬁépment by incorporating information

the%
and communicati@olog@mte @community (Sulehat & Taib, 2016).

Achievi ansformatidn is tha-sje ond initiative and it is known as “MADA.”

The go%k’ mea;uvg(') iden@ the challenges government entities face in the
N/ 9

process transformation. a:l_"u measure enables governmental authorities and

-transformation to better

L )

mers to devise and implement the needed policies that correspond to such
icu

Ities while at the same time motivating government functionaries to transform

Qctronically (Sulehat & Taib, 2016).
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Business development is the third initiative, and it is called “DALEEL.” Its
objective is the promotion of e-government consultation services toward b?!!s
development and then employing the accumulative knowledge and eﬁ%\e to

enable government entities to achieve e-transformation (Sulehat & Taib; ).

The four stages of e-transformation revolve around th matzty of service
delivery (emerging, enhanced, transactional, and connecte e- government of
Jordan is aiming to achieve the transactional stage by the his irateg (Sulehat

othﬁ.the
l‘we@ional

& Taib, 2016). Jordan is currently in the late enha S

government of Jordan offers more sources ofsgnformation thro

’

Government Portal, the National Contact Cent N nal |Ie Portal,
and the National SMS Gateway. c é

Jordan e-Transformation Strategy
= ™
Improve service Whole of
delivery Govermnment
. - 'g"m
responsivencss to §’!5
L customer needs =D
Increase E%
N o [__omom s
= 2
Save time and [
money ;
\ J
~ =
Create positive,
spin-off effects ®
- - plement National Projec
A
ey Source: (Jordan E-government, 2013)

N
E igure 2.4: New Strategy Of E-Government in Jordan For the Year 2014-2016
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2.3.7 Types of e-Services in Jordan

According to the Official Site of the Jordanian e-Government (2020)?!—

government program in Jordan, which includes most government in |\s, IS

divided into the following: A

1. Vertical services \,z

Vertical services are services that are limited to a o e-wment organization
that sets its priorities alone; the e-government progr%uc%aﬂons by
providing technical support, coordination, follow-dp, and defining e' se‘rt")&§ to
develop them and then introducing these e-servirx%:ietz‘ ‘g\{‘rti@ervices
are followed through the National Plan for the '€-Gov \eﬂL rogr rﬁ{\'[r]rough the

following procedures: \q, W &
Planning and following up thCim;Iemen \bmg co é&d vertical services at
S

@

state institutions at the national % “« Q
Following up and im?}ting’tﬁi g@dces for a three- to five-year

program, work is r% derwa}, an ‘;rll ‘gis a close follow-up during
implementation. \ l\ @)
SP ¢

B
The for Mn developmeht @;gelgovernment units in various government
bodies as@e institutionalization-of e-government.

4

3& reports are intro
&e minister.
Q 2. Integrated service

Integrated services are services introduced by a group of government

€2
-9

A
ks

%

-

d to the “Steering Committee for e-government”

departments, in which the service receiver presents his application to the one-
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government department, and to finalize such a case, the department concerned needs
to coordinate and request information from other departments. There are aroun

such integrated services. For example, visa and residence permits for nof- ians
is one of these services, along with “Establishment registration” cert'fﬂ‘% from the
Ministry of Trade and Industry, which provide personal registration information, such
as birth, death, marriage and divorce certificates, as well ﬁa. ort issuing and

renewal services. '

3. Combined services .\d
[ ] \Y

| &
These combined services are the most com@ice‘; \;% by‘{n%re than

one-government institution; the e-government p%ram M
be active under their responsibilities. Thw [ 3 li
these services: \

1. Jordan e-Govern ate

NV
ping thése services to

communication gateway
d.

sector, tofobtai Zformat
b g
2. Goverw e

information s ed agqarovided by government ministries and
!
&,tlons d 4 e
&
i vernr‘aet epartr@{s and directorates: these include basic
b4

: information Web@g;z:‘or more than 112 government ministries and
NS .

departments that provide a list of services for each one.

n that is nee
:m@

rY ?\L se inClude more than 1800 government

Q% 4. e-services: providing a gateway to more than 35 online services

introduced by many government departments, allowing the user to
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submit inquiries, such as customs and income taxes, traffic violation

tickets, buildings, and floor taxes... etc. YV
5. “Ask” services: these allow beneficiaries to interact and ge@rs to
their inquiries, complaints, suggestions, or technical s online

from different government ministries and departments.

1. SMS Gateway V

This is a different communication channel that inc ut i‘ not limited to,

SMS since it is the most widely used service among, the anian M@n: ch be
N

found at (www.jordan.gov.jo). é ' _{')
4 \)‘T

Sending SMS to users: these SMSs are sent dir eneficiaries without

their request, as part of the e-services @ Q\ <<

Receiving SMSs from users{”these S \rr{vos KBY citizens requesting

N

specific information through th 444)Mwhe ept n answer will be sent to

4

the user via SMS by the departm COT th th@sue.

2. E-govern%l sks "Dj-'lQ/o.
The e-gov& pro ‘am tends to@and the e-services used. It extends

N
citizens’ accehreg dless :;ﬂ:ir a&e’aﬁon, purposes, or technology, and levels

of knowledge. Lbis easyr tip ess is made possible through the installation

4
and :w of e-g errﬁent‘g‘kiosks in many government departments and
I

>
establishments. These e-gove}lment kiosks are also available in small and large

% sector establishments and companies ("The Official Site of the Jordanian e-

Overnment", 2020). Some public institutions are devoted to reduce the technology

gap and to expand the culture of different e-government services to reach the vast



majority of the Jordanian society. Thus, the pressures on both beneficiaries and
workers in the public sector service departments are reduced significantly (Minw

Communication and Information Technology, Jordan, 2010). ('}
3. National Communication Centre for Government Services ¥

This National Communication Centre for Government Sefwice :esponds to all

inquiries, claims, feedbacks, and suggestions from all eWciaries of the e-

l

government services. .\d

L ]
These are some government departments that ited fram thejini i@ of
’ b 4§

\ N
T
Office of Civil Services, the Grefwman ‘inunic alityyethe Ministry of

Justice, the Ministry of Higher Educatign,<the Amm harr@ of Industry, the

hrﬁxi% @inistry of Trade and

h nis f Education, the Public

the e-project:

) {
<

O

customs of Jordan, the Amman cnyr of
[
t

—+

L

Tourism Board ("The% ite of'; anian overnment", 2020).
4. Sec,&e- vern‘nent twor@oject:

N
| X _ ) O - |
Aim of@) oject 15 g!aba}&n)a communication network connecting all
governm r%ﬁrtmﬁn vy\ ne @ther and then further connecting these inter-
& P

connec partments with Lh;;,e-government central operation center. The e-

Industry, the Land and Survx tm
Transport Regulatory Autherity,, the IiV| atus andpassport department, and the
eJo

ent central operation center was built according to the highest technical and

rity standards, and this center will be used as the hosting hub for all the unified
N

vices provided, such as e-government gateway and e-payment gateway, etc. This

hub could work as the central hub to connect all government departments under a
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unified umbrella in a way that will be safe and cost-effective ("The Official Site of the
Jordanian e-Government”, 2020). There are around (45) government a

connected through this secure hub, more agencies are gradually connecti itis

expected the center will host (120) connected agencies in near futufe%s project

aims to: \,Y"

e Connect the-government departments in Jordathﬁ modern, secure,

and fast communication network that can ide i']tranet services
between G2G, G2B, and G2C. \'d-
N
ad ] S
e Encourage the-government depart evelop the -serviees based
4

on information exchange betweenWm M vide @érent types

of services. %V Q\ ¢

&
e Provide the-government%tme ts wi ededQveloped technical
”\§ L
re fo

equipment to estab g@ ithhv &h advanced electronic
bined

]
network to exec ctronic sﬁs&

S.
e Connect the-g ent Fepa nts @ the e-government operation
|

center. Cﬂ) \.' g &0

. Uni@onn@echm between government departments to

B
Ne npection cost O
S M
-%wdea curg'c n@d hub between government institutions.
%ordan e-pg/.me‘ﬁt Gafeway:
N
S

e e-payment government gateway is considered one of the main e-

ernment infrastructure components. This gateway is the base on which to build
d

develop the electronic paper works, to form one of the leading unified shared

services that the e-government program is working on developing, operating and
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managing (""The Official Site of the Jordanian e-Government"”, 2020). The aim of this
gateway is to provide a digital forum to process e-payment services for benefi )
through a trusted, secure, and easy payment method, in which the recipi \ pay
government fees online. This governmental e-payment gateway is acti@Nwe central
hub for banks and financial services to introduce their services thrOLWMinistry of
Telecommunication and Information Technology, 2010). V
L9
l
. .

! _\"}
2.4 The Relation between Age and Job Performance \)Y“
The workforce all around the globe is,getti olq,ir\r, 20%}8‘? herefore, it
IS now more important to deciphe\%?lationsh

e <6Id age and job

performance. However, the relatigfnship bet %an ,'Q\s.performance IS not
N
simple rather it is complex an ic. Usuall r p@cal strength and mental

faculties diminish with increasingsage ore one-is tempted to correlate lower
jeles

job performance with %Z Never
4
empirical evidence 1@ support t \hyq

tliig@)qot the case as there is no such

'3
i @}'older age is the cause of low job

performance among ‘the em

”\ l
there is no rel%betw en‘ag nd jo&cp?rformance (McEvoy & Cascio, 1989). This

is surpri %ell as ibte}ti g a@]ere can be several reasons responsible for this

b4
(McEvoy & Cascio, 1989). C_}/T
g

es oni(éy, most of the research studies show that

e first of these reasons is the job switch of older workers. As employees’
rformance is critical for an organization's success so the older employees who are

ot performing well on a task anymore then they may be assigned some age-suitable
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responsibilities by their managers. Yet it is also possible that these underperforming

older employees quit the organization and join some other suitable institution. Yv

N

Secondly, almost in every organization older employees are assi ws that
suit their age. For example, physically demanding tasks are assigned t@ younger

employees while decision-making and managerial tasks are aZ’gned to old

employees. Y.

Human biases while evaluating job performanc e thirdyreason.gAlmost in

every organization, supervisors often take a lenient view whil as'segs"’) the
performance of older employees due to their exp(%nd Pn -ter affi@l\l)n with
rnme tw‘sgmizations.
erfo@%e.

the organization. These sorts of biases are very unent i

Due to these biases, it is difficult to corre age
The fourth reason is the Itidimensionah fperformance. As job
performance, is a multidimensi enofeno i icult to judge the job

performance of older emplo

e}scurr .

y focusion o erljo,@?pects so cumulatively no effect
4 $ &

e \BNQ sured(_,
IO s
rit Ee')@n is the job experience. Greater job

experienceqananha ed?)' b n‘gv@ge. A younger employee may go through the

del o@rning while performing a task, but an older

classica% nd efr
em@an do the same tas \r/fectly and smoothly because of his accumulated job
n

% ge. Therefore, an old and experienced employee will perform better than a
g

and inexperienced employee. This experience of older employees compensates

aspect of the job, then

of old age on job performan

or their physical deterioration and non-familiarity with emerging technologies.
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All the above-discussed reasons are responsible for the apparent irrelevance
between old age and job performance. The relationship between old age a

performance is not static rather it is dynamic but cumulatively, old age do(sj}ﬂect

job performance either positively or negatively. *

2.4.1 Effects of E-Government on Job Performan '\d
"oy

In traditional governance, extensive branc of governm nt’l en;\gnmes,

lengthy procedures, and documentation result_in time wastdge and delay€d service

\ NV
' r orma%osrs measured
mainly by supervisors and managev\ﬁ@ evaluati e @&mance of their

subordinates, the managers also také the length \rer\e%l @ccarcity of resources

as impediments in achieving aq@m tadk achi

the employees as in governmm organi : oldémployees are esteemed. So
It

the evaluation of olde%zes is th trﬁe.@ure of their performance on the
e

delivery. In traditional governmental organizations

Ry,

nd biases, the practice of evaluating the job

ground. Because of 4hese shor

performance of gov ent atlor%mm carried out accurately.

achieviw or&a' onal Q@S' On the other hand, e-governance has

funAally changed the ev@ation procedure of job performance of government

@es and therefore these e-government public institutions are flourishing.

Q The recent growth of information communication technology has paved the way

for the incorporation of information communication technology in governmental
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organizations. Resultantly, a new form of governance known as e-governance or e-
government has taken over the traditional governance. The e-government inst

are lean and effective as they have promoted a paperless environme@most

importantly, changed the performance evaluation paradigm.

Al-Jamal and Abu-Shanab (2015) identified the effect of mce adoption of

the use of e-government, where age affects the ability to a using technology
and modern developments in the organization, where @ve oflechnology Is to
facilitate transactions of individuals to a great extent.“§fhe eMme hat

X
individuals have a great desire to use e-go ent services,
? 4

considered an obstacle. Results showed thawé'low the

willingness to use technology (Al-Jamal tMShan%"), ). Q{

Information Technology like e-gov ent wved to improved
organizational performance by‘% gﬁ%m;ci atqlbe,S employee level. Job
anc@%’sjmin‘aﬂ‘é—information about the job

to concerned employee ent commu a}io@coordinaﬂon, and instituting a

robust system of check Iano% arrﬁéBegzadeh, 2016).

€, tl%%‘?%her the

performance is improved in e-

Qv o
25 ;g Studies E&Bové’{nment and Job Performance

N
\ rro, Dewhurst and™Pefalver (2007) identified a factor that affects e-

‘%ment in the telecommunications industry in Spain. The study concluded that e-

Q«/ernment is one of the primary factors in the success of the public sectors since it is

one of the essential tools for achieving transparency and accountability through a
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mutual relation between the citizen and the government. The descriptive-analytical

method was used, and (121) questionnaires were distributed to (121) communw

firms. The results showed that there is a clear gap in the use of e-governn@ that

the most critical factor that affects the use of e-government is the amo ork. The

mentioned study recommended enhancing quality of mform%'technology

equipment and its tools to ensure efficiency in the use of e-g t Nevertheless,
X

this study failed to identify that how e-government affe n'ent employees’

performance.
Meanwhile, Ramli (2012) examined wor ess |mpr ve t'anﬁe job
satisfaction of the user associated with e-gover j T resulQ}howed that

as p ive impact on

(<

culture of the government and public %Ngam
formance;gthe d ant bureaucratic

efficiency dimensions of e-governrrm
- - - - *
culture tend to hinder systemic an rise- ove ci)ént performance.

9 Q—
Kanungo and Jain (20 0 con a st in which he proved that
N
. r S|gn ! - o .

government organizati fromi=private sector organizations in
terms of their Worklng e ron

rngl(‘gmcesses and culture. Government

organizations ar Iuc nt (! ac t dr ic changes, usually associated with
technologyb e rventiens C—g'}

exp 'ar gy e ec ne dominant factor, the organizational culture,
on th SCC ss of e- governme |t|at|ves To test the research model, survey data

lected from (315) respondents in (13) government organizations in India. The

results showed that a well performing government organization on e-government
Q)jects exhibits a specific cultural feature and its success is attributed to that specific
cultural feature (Kanungo & Jain, 2013). Results further confirmed that the
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bureaucratic dimension, which is the dominant cultural feature of government

organizations, has both positive and negative impacts on e-government perfow

dimensions. 0}

Maazuddin (2015) also contributes to the study arguing that thep%mance of

employees is an essential element in the entire process of e-gO\%Zt, which leads
to living up to the goals. He further stated that at present, maﬂ?mges are occurring

around the world due to information communication tech enatied governance.

These changes are taking place at a fast pace, so in respofse, gMﬁ are,also
g N
adopting to these information communication ologies innovation A(b?dly to
4

b3
remain competitive in the market (Maazuddinw. AN preh@i«/e survey,
the author concluded that creativity, pertwlcacy fecti\z%s lead to the

efficient delivery of services by emploN a governa scena@

Awameleh (2014) carried o r&tteq\s y in'the qu@anian context to explore

9 %
the effect of information techw innova n g%%iﬁhment e-services in Jordan
N
and to suggest a modeﬁat?ﬂiiest rel ops@tween information technology
innovations and the Jordani 0\4@ al ﬁé;(yices. To achieve the objectives of
the study mentio@/e, re rcherzﬁ:d the descriptive method. The study
N

sample was a%\d S m%ty\,as posed of (350) respondents from different
governm @partme ts a w@céjs The study recommended that promotion of
KTl
: .

overnme serwc@essential and the state media has a critical role in

cona
it wo ion. The official meﬁl; can effectively educate the masses on subject and it
so train and prepare employees of the public sector, thus enabling them to
Oelop themselves. The training must involve modifying their thinking processes and
working behavior simultaneously in addition to educating them about modern
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technological means to obtain effective administrative decisions that are consistent

with reality. The study, however, failed to examine the real effectivenes -

government on employee performance. (’}

In the same context, Alomari, Woods & Sandhu (2012) explored the“predictors

of e-government adoption in Jordan by deploying an empirical % jon based on a

citizen-centric approach. The goal of the study was to IocateT
r

, it'did not explore

ent of prediction
of e-government and its adaption in Jordan by citizens;

how that affects the government's employees' performancey Se ram.aff@ng

N
!

the intention of citizens to adopt e-government studied. The ant of

4

&y
ernment, Grtst m%dvernment,
designing websites, beliefs, and trends (A%' oods|& dhu,{i&%).

these factors were: the extent of the use o

g

To conduct the study, a sur my WG.S\C ed _s&v(% (400) Jordanian
citizens from users of the Interne a-gw me Websnks. The study concluded
9 %
that there is a need to develop& al gove al Wgéﬁ‘te and that the links should
N
be updated, and the s'lts t be deSigned: attra y and consistently where the
to

website clarifies how ove{ pﬁ@, and gives clear descriptions of

transaction steps wa 1, W@and %012).
N
\ @)
Moreod%lmar e

!
JAb éTD(ZOlO) addressed the factors and rules
aﬁectin%%rnmgnt in "or an@e objective of the study was to identify the
fact@t f

fect the efficiencw_’ej the application of e-government and its tools and
N
Nants in different areas. Researchers used the descriptive-analytical method.

0%

most important finding of this study was: there is acceptable readiness to apply e-
overnment in ministries. The study recommended that consideration should be given

to the tools and means related to e-government, and it highlighted the importance of
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training users on websites and other applications in connection with e-government

(Almarabeh & Abuali, 2010). YV
El-Qawasmeh (2011), in his empirical study assessment of the:gﬂauan e-
the

government, aimed to evaluate e-government and identify the extent of se of the
Internet in delivering e-services, and the quality of the websit zhe Jordanian

ministries and governmental institutions. The most importanYdmg of this study is
i

that the sites are nothing more than a source of informat ver nce to citizens.
The study recommended existence of an interaction bétween| the ns an e-
government, even if this requires endeavors on t gove m tollm?a‘(?ve the

website substantially (EI-Qawasmeh, 2011).

§Y~
Similarly, Khasawneh and Abu- @() u\or r nd the impacts

of e-government and social media SI es sin th n b 0 e an indispensable
o NS
part of people's lives. Besides, the%ge dey.e pme sin so@el media; such as blogs,

-
websites and other social net tools ceb A%/Twnter and Google Plus,
have tempted governments aR;nd the I/orl ‘OI se sites in an attempt to benefit
from these novel means of am Kﬁ@uneh & Abu-shanab, 2013).

With only, %‘Ngrnet cial n@dla has become a platform that is easily

accessible to %e, W |ch

rebuild kshlp‘m |r cm@'»s and increase the level of citizens' engagement
and participation. In a researc{g:gdy, Al-Saqga et al. (2014) tried to identify the

g thatjg;'évernments that have joined these sites can

f ffecting the use of e- government in developing countries, specifically Jordan,
e it dealt with the elements and challenges that affect the application of e-

Qvernment in Jordan.
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To achieve the objectives of the study, he used semi-codified interviews were
conducted to collect data from (12) government ministries. These were; the r\w
of Information and Communication Technology, the Ministry of P&BS\ and
International Cooperation, the Ministry of the Interior, the Ministry ﬂ‘x@ustry and
Trade, the Ministry of Higher Education and Scientific Research, the'Greater Amman
Municipality, the Department of the Chief Justice, the Centra TMepartment, the
Higher Education Accreditation Committee, the Admissi morrdinaﬂon Unit,
the Department of Statistics, and the Telecommunica Regula an‘i%siion

(Al-Saqga et al., 2014). Thirty-six people participate ese intervie s]w@were

conducted within face-to-face meetings or via t e c% \j("
Y.

The results of the study showed thtw, fina‘ﬁcia st, izliﬁ\a\n experiences,

to changepof citiz@, and privacy and
A

security of data are the challenge &)‘fect Q\vvxe tc}‘ﬁ‘he study recommended
? @
“

that the use of e-government \ e taken.as a rgform restructuring process, not

just computerization of eleww pro

technological development, and the resi

government must striv

private sector shc@@ngaglad I -gove&@(s'r{t where it may be a source of cost-

, : N

sharing and b Mom xpertences; (.)(J
'

A@d A‘\'b R.Sya (2045) 1dentified the effect of age on the adoption of

the uszo overnment, Wﬁ'er age affects the ability to adapt to using technology

e

antumodern developments in %organization, where the objective of technology is to

te transactions of individuals to a great extent. The results showed that
Oividuals have a great desire to use e-government services, although age is
considered an obstacle. Results showed that the lower the age, the higher the
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willingness to use technology. The study recommended promoting the level of access
to the knowledge and skills necessary for benefiting from e-government throw
use of information and communication technology. Findings of the study @ that
government must invest in holding seminars, workshops, and training CU)@ to focus
on the benefits of using e-government, especially among aged peoplg, and seriously

work on raising their awareness (Al-Jamal & Abu-ShanaQ| M However, the
y

results failed to relate age and performance of governme ees when it comes

to adaption of information and communication technolog¥gin go rrwplications

and services. é ' _SVC
7 b

Similarly, Shannak (2013) identified the??of licaion of @wernment
and the changes in the organizational cw tizera%ﬁimally. Data
collected through the interviews conm i

Ministry of Education, and the In:&)a

e-government application Iev& diti

Using electronic signatur transitio

transactions are the rec%dation

Darwazeh, isatand @(201@5 their research, successfully identified
N
the effect of@mlic ion sgov ent with its dimensions; cost reduction,

human resteffi‘gieP?ya pﬁéc‘f/ and service quality, on the job performance

with it§,dimensions; tas corﬁ'pl@ job loyalty, and staff compliance, in the Greater

e

n\w unicipality. The sthy used the descriptive-analytical method; theoretical

Id, through (245) questionnaires, which were distributed to administrative staffs
0 the Greater Amman Municipality. The study showed several results, the most

important of which is that there is an evident effect of the application of e-government
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on staff performance and the compliance of employees with regulations and
instructions and that transactions are characterized by accuracy and quality, unw
situation in the past (Darwazeh, Khrisat & Al Dajah, 2016). Nevertheles(p}sults
did not show how age affects government employees' performance WFNopting e-

government applications and services. Moreover, the study did 'got measure e-

government services. \,

Mashagbeh (2012), in his study, aimed to identify

government on the performance of the Civil Status and%Passports aath?L in

n et b
Jordan. One hundred forty-five questionnaires ted to mana dheads of

X
departments. The study recommended that a@!ss w rs aQ?:employees

should be raised in order to enhance th 'Wmanc , t ecess‘la)f developing
specific grounds to join training courN | empl

the department without exceptio ggudy ab}tvo
)

for users of the e-governmegt\ uld beprov

e that different means

oy

K&he Internet, to reinforce

direction factors and e-boo btain the ser , to hold training courses on

e

ai
management informati%ems sigs th ha\@ ignificant effect on development

and improvemen@@ormaﬁce\ashaqb@&'éou). However, the results did not
show how aE\Qects gov

&
governme@

nt r@yees‘ performance when adopting e-
ver services Usapifity; theézem used in civil status and passport department.

4

ations a rw@ Moreover, the study did not measure e-

go
Ta

N

- V - -
elow summarizes mec?elated studies discussed above.
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Table 2.1: Below Summarizes Existing Research In E-Government

Alsalloum, (e-gov — effect of e- | Saudi Survey Effect of,
2011 government application on | Arabia questionnaire | application N i
JP Ministry %tl n.
Kareem and | e-gov and its impact on Survey Strong itive<€orrelation
Haseeni, organizational performance questionnaire | betweén gov and
2015 orgagization performance
Kanungo Organizational culture and | India Survey exhibig specific cultural
and Jain, | e government services questionnaire W nd bureaucratic
2013 dimewSion is both
ively and negatively
lated to e-gov
erf.orrlwance
Khasawneh impact of e-gov and social Surve relationship
and Abu- | media in building questionna zens ugh
Shanab, relationship between gov dig us
2013 and citizens r Fu
Awamleh, The effect of IT outcomes CessaRef0 promote
2014 on gov e-services of e-gov
ncourage the
“role o ial media in this
rega
Almarabeh factors and rules affecting Th&g is acceptable
and Abuali, | e-gov ness to apply e-
2010 goVernment in ministries
%nd all main requirements
Qawasmeh, assessment of the Jordal ¥websites are nothing more
2011 e-gov than information delivered
to citizens
Navarro, Factors affecting the There is a clear gap in the
Dewhurst e-government i use of e-government, and
and telecommunjgatio the most important factor
Pefialver, industry that affects the use of e-
2007 government is the amount
S i of work
Alomari, Predic \of 'e—g rdan _“\3*Survey There is a need to develop
Woods & adop& 40 questionnaire a central governmental
Sandhu, N website and the links
2012 \ ' 0 (_)(J should be updated
% b o
Shannak, p gov QOeran Survey e-government application
2013 entatipn the questionnaire level is traditional
niza re
Al-Saq allenges fact Jordan semi-codified | Challenges that affect the
al., 2014 affecting ) interviews e-government are  the
implementation O&) e- budget, financial cost,
\ governance human experiences,
technological development
and resistance to change
by citizens, and privacy
and security of data
Jamal | The influence of age on e- | Jordan Survey The lower the age, the
nd Abu- | governance adoption in questionnaire | greater the desire to use
Shanab, Jordan technology
2015
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Author Services and Purpose Country | Method Advantages
Darwazeh, Effect of application of e- | Jordan Survey There is an evident effect
Khrisat and | government on staff questionnaire of application -
Al Dajah, | performance in the Greater government g4 ong staff
2016 Amman Municipality performanc, \
A\

Mashagbeh, | The effect of use of e- | Jordan Survey There itive effect of
2012 government on questionnaire use _of e-goVernment on

Improvement of impr t of

Performance of the Civil erforfance

Status and Passports “

Department in Jordan

.\dO \Y-

IO
2.6 Research Hypotheses 2 X
\,

There is no specific and defined model re‘esj

services usability, and the moderat@e th
empirical model suggested. The suggeste mﬁ?
fapmance

7]
nme ices usaﬁﬁ?y, and there is association
NS

between job performaCe aE e-governme qer@ usability and the moderating

variable age of empkyQ \" f&
i
e

\rfermang-'government

mployee _age. Therefore, an

«Q

e pj,@al one that assumes

=

there is no association between |

A
@s well as there is no

association between age and e-

e

X foIIo@gj hypotheses:

!
s

#
H1: e-governmentyservice

job per, e. “b-},'
S

Waazuddln (2015) argu}t that the performance of employees is an essential

Q%t in the entire process of e-government services usability, which leads to living

This studyaim

S

bility has statistically significant effects on

4A7/é

to the goals. In addition, Darwazeh, Khrisat and Al Dajah (2016) argued that there

is an evident effect of the application of e-government on job performance and the
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compliance of employees with regulations and instructions and that transactions are

characterized by accuracy and quality. Based on, the first hypothesis proposed.Y'

H2: The employees’ age differences has statistically significant jf%on job

performance.

Stereotype factors such as gender (Stevens et al., 2009),“age (Ng & Feldman,

iWs.& Kress, 2006),

and d e‘op t (Budds

& Sultana, 2013), and organizational culture (Alvesson, 2012) have Been s‘tudgd to
| S
nd

determine the relationship between these variab job j)e or nce.‘%n ividual
Y

Ne also, responsible for

. On Q} ther hand, and

2008), salary (Gerakos et al., 2007), stress (Hourani,

motivation and job satisfaction (Wang et al., 2011), traini

factors such as aptitude, knowledge, skill Ievel,ind re

the good performance of employees (%ﬁ ulta
in spite of staff candidates, certain institutions irin

%. N N | |
work for a lower salary, and thl% io, il the Jon te@~ affect negatively their

Iol(&es who are willing to

o
performance (Rani & Khan, 2 . €onsequ he sﬂ%ﬁd hypothesis proposed.

N
H3: The Age di% of the lmpl eés@rates the relationship between
‘S 2
e-government sewiwb it)i \djog erforrﬁa}%e.
The aboh%one

IS no % Iy a5s0gi ign b ‘%&n age intervals and e-government services
usamﬁkActually, this assu&?ﬁon is the rational assumption to examine the

mo ing effect of the moderating variable; age differences on the association
th een the independent variable; job performance and e-government services
sability. However, previously published research on area had showed that this

assumption did not completely confirm Darwazeh, Khrisat & Al Dajah 2016). Since,
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there are many researchers confirmed there is statistically significant association
between age intervals' and e-government services usability. Pearson, Bahm I,
Crosby and Conrad (2003) concluded that age influences employee’s re@o E-
Systems services usability, and different ages have different responsee;Qamal and

Abu-Shanab (2015) found that employees want to use e-governmentWes, but their

age can be a hindrance. However, this finding could attribute ichsince older staff
t

often feels as though and they are not suited to learning hods, and therefore

lack the confidence to make the most of new training Lester m, 1991),
X
hen com dlto_@nnger

and older staff takes longer to pick up new ski
employees (Sterns & Doverspike, 1989). On t

S co.oﬁfr'ned that;

there is no statistically association bet i and _job™ performance

(Mashagbeh, 2012). \)

" g
2.7 Theore%@n wark J" C—)O

A
2.7.A<eséntTh::)rles d Yg\

S
wost governments who have resorted to using government have achieved a lot
EEOt

h private and public sectors. This study will be looking into Theory of

Qchnology Acceptance Model (TAM), Theory of Stakeholders, and Theory of

Conservation -of-Resources, Theory of Value, and Trajectory-Turning point how this
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theory is related to our topic. The use of Information and Technology, and to be more

specific, the internet is e-government. Implementation of e-government has co

many benefits ranging from efficiency, transparency to effectiveness@r &

Schrader, 2015). These have enhanced a lot of e-government s er good
interaction in governments which have implemented it fully. Despite‘¢hhancing good

interaction, many countries have failed to realize this benefit.

% | &
2.7.1.1 Stakeholder Theory b 4 \)‘T

Stakeholder theory has mostly been, usedyto \this @&.e by many

researchers. Social matters in Man\gfn) Divisio h@‘much history of
management of people in an o@anization. T @se of the dynamic
: N

phenomenon of similar jobs; incféasin om y of almost similar
socioeconomic interactions arm e r mayf@d less useful stakeholders in

. <
a particular task. %Y. :b}“l 0
~dl &

Interest Group |

Various Interest Groups

Employee

\ I Investors
The Organisation /
Industry Bodies /

Consumers Media Gowvernment

(7.

Source: (Lu, Yu, Liu & Yao, 2003, pp. 117)
Figure 2.5: Stakeholder Theory
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The involvement of less useful stakeholders on a particular task may |
delay in the task dues to the complexity caused by many participantsc &
Schrader, 2015). Therefore, this theory explains why despite e-gov% coming

with a lot of added advantage to most developed countries, most owv have failed

to realize this benefit. \[

N
1S
2.7.1.2 Technology Acceptance Model (TAM) 2 X
NV

As per the Technology Acceptance ModezTA ,\\etermigﬁra person is

willing to use a certain technology, W@s 0
: )]

usage whereby the usefulness and ease can'See fi

& Yao02003). The theory of reai@oné ora or A RA@ to show how attitudes
and behaviors in human actiN te to er bﬁﬁésically foreseeing how an
individual will react b dY.mst experie slo@:actions. To relate this to our

ude on the technologies'

O

ti,(_)ststem (Lu, Yu, Liu

topic, it will not be work hm& e T.r(fgducing e-government systems to a

particular setting&p eviously using pr ly a traditional system will expect the

N
e-governmen@\ 7 pfod ‘obtpﬁtgc?ljmilar to what they consumed from the

tradition S.

&
d
N

L
Lq iy
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Perceived

/ Usefulness \‘

A
External Attitude Intention Actual
Variables Towards Use To Use Usage
\‘ Perceived

Ease of Use

Source: (Luﬁ?& @ pp. 113)
Figure 2.6: Technology Acceptance Madel g

A N
K j | S
4
? =, g
2.7.1.3 Value Theory V é
The job should be arranged to \\% central

used in the organization. Consideri%e, the \am(%

N .
- ver@@nt system. This enables

of the same age group are pla% corfimo x)
&

them to have a central goal or rather a porta@ of the resources being used
[to ofgani

by the system (Smithf 19 KFaiIure

:
government cQ?y‘fng with many benefits. The goal of

tan resources being

S5

s properly may lead to know

by

much success or nomi\des |te|
any organizatio é&gessf S, preﬁér organization is inevitable.
\ ‘
Valuestheory' is the w. t (t_e;mine how, why, and to what degree people
PN
value t% he Va OWT rts with the subject matter. It is difficult to

detHAsometimes what co@s’ but it encompasses what we are talking about.
g\? e moderating effect of age in the relationship between e-government services

job performance value theory matters a lot. When designing e-government
ystems, it is important to consider this theory to ensure that what is produced from

the systems is important to the users. When the e-government system produces much
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output, which is of no value to the users, it may kill the users' morale, leading to low
performance (Martinez-Moyano & Gil-Garcia, 2004). Age factor is also impowms

some things may be of greater value to the younger generation th@lder

generations. It is, therefore, advisable to customize these systems to espective
user values. ? .

A4 / \ 4

Value
‘ Appraisals : )
Learning > > Discrete > | Achievement
Environment Control Emotions Outcomes
Appraisals

b >
% “ &
N ~\<"
N
2.7.2 Research The%zoncep ual Bram %
trates

'3
h i ip be@‘g‘ﬁn the study variables; it consists of

s

three variables: g9 nme as tcln%dependent variable and job performance

as the mdeper%/arla le in a@dition t&a’ge as a moderating variable as illustrated in

Q/
: N
the follg &&re}M. ~é\

A
S
S

This model ill



Independent Variable Dependent Variable

Moderating Variable

. T
Figure 2.8: Theoreti ramewo rk
Y <

N -
‘0 &

AN
S

n e,
2.8.1 Independent Varlabl\ 427
The independent varl -govern serv@appllcatlons
(

E-government servi ca b'e m@ a modern system adopted by
governments usi the o;@ Web@NW) and the Internet to link their
\
facilities Wlt ea ot Pl‘ec ious services with private and public
|nst|tut|on ailable for individuals to create a transparent

.‘
bf spee'&'énd accuracy that aims to improve the quality of

relati aracterlz
>
pewa ce (www.worldbank.0rg).

N

_.R

2.8 Operational Definitions

——9
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http://www.worldbank.org/

2.8.2 Dependent Variable

The dependent variable is the job performance of the Jordanian civil Stw
passport department. Job performance is the practical interpretation of W@ams
and plans that designs to achieve the primary goal of an organization. formance
relates to the act of doing a job; its performance is a means to reachi@ goal or set of

goals within a job, role, or organization (Campbell, 1990). \,



