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ABSTRACT 

Customer satisfaction became an important construct for the governmental services in the last 

three decades. The governments adopted it as a high priority to attain their goals, and E-

government services are no exception. One of the most important expectations of the Iranian 

citizens from e-government is an improvement in services at state organizations. It needs to 

satisfy the prerequisites for its success in Iran through the citizen satisfaction. This research 

intends to explore some satisfaction factors (efficiency, reliability, accessibility, completeness, 

customization and usability) to assess the citizens‟ satisfaction of using an e-government 

service, specifically the service related to Electronic Value Added Tax (EVAT) in Iran. 

Descriptive statistics are used and co-relational study is applied to determine the relationship 

among variables. The sample of this study is made up of 386 participants and a proportional 

stratified random sampling technique is used. Pearson‟s Product Moment, Spearman‟s 

Correlation coefficients and Structural Equation Modeling are used to determine the 

relationship between the independent variables and the perceived overall satisfaction of e-value 

added tax service. Between all studied factors, it was found out that there were only two factors 

affecting the perceived overall satisfaction of e-value added tax service, which are Efficiency 

and Usability. The obtained results can represent a reference to local and national governments 

in Iran and in other countries in their process of seeking citizens‟ satisfaction. 
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CHAPTER 1 

THE BACKGROUND OF THE RESEARCH 

 

1.1 Introduction 

According to Heeks (2008), E-Government is using information and communication 

technologies (ICTs) in order to transform relations with citizens, businesses as well as the 

government. According to West (2004), e-government is considered to be the delivery of 

government information and services online through the Internet or other digital means. He 

believes that the individual characteristic of such advantages that makes e-government so 

distinctive is the fact that it allows citizens to pursue public services at their own expediency 

and independently of office work time. Having access to such technology, citizens will be able 

to access the truthful information that they need in an aggregated manner, which, in turn, will 

guide toward the transparency surge, greater convenience, revenue growth, and/or cost 

reductions. 

Since their launch, providing information and services electronically to citizens has been one of 

the biggest aims of e-Governments. This is because they have always realized the importance 

of using information and communication technologies (ICT) in order to afford efficient and 

transparent government (Prattipati, 2003). 

Having access to e-government, citizens will be able to communicate with a range of integrated 

government activities, transfer their needs and expectations for delivering better services. In 

developed countries, private sectors deliver good services. This idea then expands to 

governmental areas. In these countries, since the private sector delivers good services, 

governments face a lot of demand and pressure from citizens in order to deliver services which 
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have the same quality as the private sector services. In developed countries, It is indeed very 

important for  the government as well as the private sector to deliver services that satisfy 

citizen‟s needs ; however, in developing countries such as Iran, less attention has been paid to 

the services offered to citizens (Atashak, and Mahzadeh, 2008).   

An important part of research on e-government has been on increasing the quality of services 

delivered to citizens based on their needs. In relation with these efforts, models of citizen 

satisfaction with e-government services need to be developed.  

This research intends to devise an inclusive satisfaction model and use it to assess the citizens‟ 

satisfaction of using an e-government service, specifically the service related to Electronic 

Value Added Tax (EVAT) in Iran. In this regard, some existing models in the literature will be 

considered, including ATIS, ACSI, EGOVSAT, E-SERVQUAL, WEBQUAL and E-S-QUAL. 

These models will be briefly explained in next chapter. 

1.2 Background of the Study 

Although the government and businesses are the ones who benefit from e-government in the 

first place, citizens also receive a wide array of benefits from e-government. There are, in fact, 

a huge range of information and services that citizens can benefit from through the e-

government, such as information for research, government forms and services, public policy 

information, employment and business opportunities, voting information, tax filing, license 

registration or renewal, payment of fines and submission of comments to government officials. 

One of the drawn conclusion is that the technology is not which makes e-government work, but 

the citizens. Unfortunately, there are still many people who do not or cannot access to 

computers and Internet. According to Jaeger ( 2002), this is due to the gap between citizens‟ 

attributes such as gender, education, income, age, households, business, and geographic areas 
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at different socioeconomic levels on the one hand  and their opportunities to access ICTs and 

their use of the Internet for a vast variety of activities on the other hand. 

Some of the most outstanding benefits of e-government are savings in money and time, not 

only the government and citizens, but also for businesses as well. Moreover, it can be claimed 

that users of governmental information services are among those who will benefit, because 

they can benefit from these higher quality services 24 hours a day, 7 days a week. Most 

importantly, it can be seen that the traditional hierarchical relationship between government 

and citizens can turn into a more reciprocal one where citizens are genuine stakeholders in their 

government. While the use of these technologies is quickly growing in the economic and 

production systems of the world, Schware and Deane, (2003) believe that they are yet not 

available "off the shelf ". It should be understood, absorbed, and mastered by all citizens for 

each e-government to achieve its goals. 

E-Government is now a hot topic and a new phenomenon in Iran (Sarpoulaki et al., 2008). The 

core of moving into e-Government, is about changing the interaction between people and 

businesses with government. It only makes sense to find out what they fancy, expect, don't 

want, and worry about (Atashak and Mahzadeh, 2008).  

In Iran, e-Government and its progress is not just communication between Iranian citizen with 

government and government with government, it is however "viewed as a way to transform 

and improve the political, economic, and social relationship that citizens and government can 

have with one another" (Fallahi, 2007). Iranian government and authorities realized that for 

them to be able to have a successful e-Government progress, the managers in the government 
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agencies should be able to deal with e-Government challenges in an effective manner (Tsai, 

2009). 

Since late 1999, Iran has been seriously active in e-Government plans, strategies, and activities 

(Sharifi and Zarei, 2004). During recent years, Iran has made significant improvements in this 

field. From the effort of government authorities to the outside government expertise, and 

skilled human resources, e-Government of Iran is now more accurate and precise on the 

services offered to citizens. Almost all Iranian ministers and government organizations have 

designed and implemented their websites to render their services electronically as part of e-

Government development and also most of them are eager to have their sites in English 

language as well (Heeks,2008). It is worth to mention that regardless of all historical, political 

and economical conditions, government and the people of Iran have showed their innovation, 

skills, and ability for improvement (Sarpoulaki et al., 2008). 

To understand how Iran is progressing in e-Government, it is worth to point the result of UN e-

Government survey. Economic and social affairs office of the United Nation Organization 

issued a report entitled UN e-Government survey 2008. This report compares the situation of 

countries in terms of e-Government readiness. For this reason, an e-Government readiness 

index has been designed which includes three sub-indexes namely web measure index, 

infrastructure index and human capital index .According to this survey, measures of mentioned 

sub-indexes for Iran are about 0.26, 0.18 and 0.79 respectively. It makes the total measure for 

Iranian e-Government readiness index equal to 0.41 and Iranian ranking among 192 countries 

is 108"(Parliament of the Islamic Republic of Iran, 2010). Although the measure for Iran e-

Government readiness has been improved (from 0.38 in 2005 to 0.41 in 2008), the ranking of 

country has decreased from 98
th

 in 2007 to 108
th

 in 2008 (Parliament of the Islamic Republic of 
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Iran, 2010). This shows that Iran‟s speed toward e-Government is less than the world‟s average 

(Sarpoulaki et al., 2008). 

In order to establish as efficient interaction between government and citizen as possible, Iran 

government and the authorities are now more eager to extra focus on achieving the ICT 

applications and technologies to (Fallahi, 2007). According to (Centeno et al., 2005), it is 

worth to mention that “If e-government is to be truly transformative of government in terms of 

citizen participation and engagement, then e-government must be citizen-entered in its 

development and implementation". 

1.3 Problem Statement 

Studies show that the real goal pursued by e-government in Iran is to make use of information 

technology to enable the administrative body to improve accountability and productivity. 

Enhancement in services at state organizations is one of the most important expectations of the 

Iranian citizens from successive e-government (Mehdizadeh, 2005). 

The quality of an e-government depends on many factors; Up to now, no country has 

successfully met all the requirements necessary for an ideal form of e-government. Based on 

this, a customized approach to the development and implementation of e-government is needed 

to satisfy the prerequisites for its success in Iran (Mehdizadeh, 2005). 

This research tackles the issue of assessing the citizen Satisfaction with the E-Government 

services. We will focus on a service which is provided electronically by government for 

citizens in Iran, namely Electronic Value Added Tax (EVAT). Hence, the problem we deal 

with in this study consists in evaluating the Citizens‟ Satisfaction with an e-government service 

in Iran.  
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1.4 Objectives of the Study 

The general objective of this study is to assess citizens‟ satisfaction with the e-government 

services. The specific objectives are to: 

1. Identify the socio-demographics of citizens using e-government services in Iran. 

2. Investigate whether there is a significant relationship between reliability and citizen 

satisfaction within the e-government services. 

3. Investigate whether there is a significant relationship between accessibility and citizen 

satisfaction within the e-government services. 

4. Investigate whether there is a significant relationship between completeness and citizen 

satisfaction within the e-government services. 

5. Investigate whether there is a significant relationship between customization and 

citizen satisfaction within the e-government services. 

6. Investigate whether there is a significant relationship between usability and citizen 

satisfaction within the e-government services. 

7. Investigate whether there is a significant relationship between efficiency and citizen 

satisfaction within the e-government services. 

8. Investigate whether there is a significant relationship between citizens’ perceptions 

towards the whole satisfaction; 

9. Investigate whether there is a significant relationship between citizens’ (age, gender, 

education level, owning a computer/laptop and Internet connection) and the 

perceived satisfaction; 

 

1.5 Research Questions 

Research questions are used to guide us in our investigations. These questions are:  

1. What are the socio-demographic of citizens using e-government services in Iran? 

2. What are the citizens‟ perceptions towards the selected variables including Reliability, 

Accessibility, Completeness, Customization, Usability and Efficiency? 

3. What are the perceptions towards the overall citizen satisfaction? 

4. What is the relationship between (age, gender, education level, owning a 

computer/laptop and Internet connection) of citizens and the perceived overall 

satisfaction? 
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5. Is there a significant relationship between reliability and citizen satisfaction within the 

e-government services (e- value added tax)? 

6. Is there a significant relationship between accessibility and citizen satisfaction within 

the e-government services (e- value added tax)? 

7. Is there a significant relationship between completeness and citizen satisfaction within 

the e-government services (e- value added tax)? 

8. Is there a significant relationship between customization and citizen satisfaction within 

the e-government services (e- value added tax)? 

9. Is there a significant relationship between usability and citizen satisfaction within the e-

government services (e- value added tax)? 

10. Is there a significant relationship between efficiency and citizen satisfaction within the 

e-government services (e- value added tax)? 

11. What are the factors that predict the citizen satisfaction of the e-government services (e- 

value added tax)? 

 

1.6 Significance of the Study 

The Higher Council of Administration in Iran approved the "E-Government Establishment 

Plan" in July 2
nd

 2000. The so-called TAKFA aims at creating a structured process and has 

clear and well-stated executive goals for the prosperity of ICT in the country, especially e-

government.  Therefore, it has been so important to encourage people use such kind of e-

services within the government. In addition, one of the major reasons to provide such e-

government services for citizens is gaining their satisfaction and trust.  In this study, we want 

to explore the perceived overall satisfaction with e-government services and identify some 

relevant satisfaction factors. The results of this study may be useful for improving, expanding 

and developing e-government services in Iran. 
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1.7 Scope and Limitation of the Study 

The scope of this study covers one service among all e-government services offered in Iran. 

This e-service is Electronic Value Added Tax (EVAT). Tax is one of the important sources of 

government revenues. The value added tax implementation by more than 120 countries all over 

the world, illustrates the efficiency and adequacy of the latest kind of taxation in affording a 

trustworthy basis of for governments profits. Iran is not an exception; therefore government 

provided the online value added tax payments through Iranian National Tax Administration 

(INTA) besides many online services supplied by other government portals. Organizations and 

citizens are able to benefit from these online services hence decreasing the costs of using the 

same services in the traditional way (https://www.evat.ir/). 

The main constraint we had to face in this research was the lack of documentation about e-

government services in Iran.   

Although there are many satisfaction factors reviewed in the literature, we limited the factors 

based on the objectives and the significance of the present study.   

Finally, since this study considers only one specific e-service, it should be generalized to other 

e-government services cautiously.  
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CHAPTER 2  

2 LITERATURE REVIEW 

2.1 INTRODUCTION 

Internet has had many remarkable impacts, from providing available services to changing the 

way transactions are achieved between businesses, customers and citizens. Thanks to the 

growing e-commerce, today there are many companies that use internet in order to sell 

products and related services. One basic factor, which has always contributed to the 

effectiveness of e-commerce systems, is the high satisfaction and comfort that customers 

experience when they use such a technology (Zhang and Prybutok, 2005).  

As citizens are expecting significant increase of services that the new technology provides, the 

issue of quality in e-government turns into a key point which requires more public 

administrations focus. The issue of cost reduction is also an important one for governments. 

Accordingly, the process of changing offline channels into online ones and reducing traditional 

forms of delivering services finds significant importance for the government (Magout and 

Mentzas, 2010). The key requirements to the citizens‟ satisfaction are customer satisfaction and 

service quality (Kano, 1984). If the above conditions are precisely met, there is no doubt that 

citizens would be satisfied (Lin et al., 2010). 

 

There are various ways which the development of Information and Communication 

Technology (ICT) has influenced our society. One of them was giving this chance of delivering 

the government services electronically to citizens through websites. Accordingly, one of the 

main issues was citizens‟ needs and expectations (Lili, 2009). The service providers do their 

best in order to increase efficiency and cost-effectiveness on the one hand and delivering high-

quality services that are able to meet citizens‟ needs on the other hand.  (Giannoccaro et al., 
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2008). Saha et al., (2010) believe that there are some key factors which contribute to an 

efficient government e-service delivery and increase the citizens‟ satisfaction.  

To arrive at a common point of understanding, every important term used in this study will be 

defined constitutively and operationally relatively to the context of the study. This is because 

clearly defined key terms or variables guide the researcher in data collection, data analysis and 

results discussion. This chapter begins with an overview of all terms related to the study 

including: definition of satisfaction, citizen Satisfaction, Satisfaction indexes, e-Government , 

e-Government services, and socio-demographic factors concerning participation in using e-

Government services and so on. The following review focuses on factors related to the citizen 

satisfaction assessment. Finally, it covers the research conceptual framework of this study.  

2.2 SATISFACTION DEFINITION 

According to the Merriam-Webster's Dictionary, Satisfaction is the pleasure of fulfilling a 

desire, need, or expectation. 

2.3 CITIZEN SATISFACTION 

According to Welch et al. (2004), some factors affect Citizen Satisfaction with e-Government 

services. The first factor is the perception of online service convenience (transaction). The 

second one is the reliability of information (transparency), and the last one is the engaged 

electronic communication (interactivity).  In addition, Kelly and Swindell‟s (2002) definition 

of the citizen satisfaction views it as service output by the performance measurements and 

service outcomes. In order to measure the success of service outcome, one appropriate method 

is Citizen Satisfaction analysis. By utilizing information and internet communication 

technology appropriately, the Government can elevate citizen satisfaction. This superior 
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channel of communication brings about numerous outcomes. Through this mode of 

communication, the government information can be contended to be accessible and complete. 

This mode of communication also provides service delivery in a suitable way and as a result, it 

decreases the information gap between citizen and government. It also increases citizen‟s trust 

in government activities. 

2.4 E-GOVERNMENT 

According to Schelin (2003), “Although there is widespread interest in the topic, e-

Government lacks a consistent, widely accepted definition" Generally, e-Government activities 

are considered to be all the activities that are digitally conducted by government or are 

somehow related to government. One definition for E-Government is the use of primarily 

Internet-based information technology for the sake of enhancing the accountability and 

performance of government activities. There is a wide range of such activities, from execution, 

especially services delivery; access to government information and processes, to citizens and 

organizations participation in government (DeBenedictis et al., 2002). 

2.5 E-GOVERNMENT IN IRAN (TAKFA PLAN) 

The first coordinated and inclusive activities in government sector of the country for extending 

information technology and implementing e-Government was provided and legislated " Iran 

Development and Use of Information and Communication Technology Plan (TAKFA)" by 

Management and Planning Organization (Secretary of High Council of Informatics, 2000) at 

the beginning of the year 2000 (Moghaddasi and Feyzi, 2005). 

This plan that was legislated with the aim of coordinating executive activities in Iran and which  

belongs to the field of development communication technology, was approved by Ministers 
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Council on  July 25
th

, 2000 and was referred to related organizations including High Council of 

Informatics for execution (Secretary of High Council of Informatics, General information 

regarding Iran,2002) . Finally, High Council of Country Administration with the suggestion of 

Management and Planning Organization approved the " E-Government Establishment Plan"in 

2000 and referred it to related governmental organizations for implementation. TAKFA aims at 

creating a structured process and has clear and well-stated executive goals, although it focuses 

on a particular domain (Zareian, 2002). 

2.6 E-GOVERNMENT SERVICES 

According to E-Services or electronic services model, provided by government, citizens are 

placed at the center of the government purposes and functions. In this model, the biggest 

concern of citizens is being able to benefit from government services as quickly and efficiently 

as possible. E-Service‟s biggest concern and focus is the citizens and businesses. It also aims to 

have maximum interaction with citizens, businesses, government agencies, offices, employees, 

and other governments more effectively and conveniently. E-service‟s other challenges are 

being user friendly, fast, reliable, inexpensive, and transparent (Sarpoulaki et al., 2008). What 

is meant primarily by E-Services in relation to citizens is that any citizen can make or initiate a 

request for government services.  This information, which has provided the services for the 

citizens, can then be received back. However, in order for this to be achieved, some conditions 

should be met, such as efficient e-Service management system, public organizations, private 

sectors, and civil society. Having provided the above conditions, e-government will be able to 

improve the services and to motivate effectiveness and consequently, providing better services 

to citizen and businesses (Sarpoulaki et al., 2008). 
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2.6.1 TYPES OF E-GOVERNMENT SERVICES IN IRAN 

There are different e-services provided by Iranian e-government through different 

governmental organizations. The main and national portal of e-government services is the 

www.iran.ir, which provides the e-services for citizens by the government. This helps citizens 

to have access to information and services from anywhere, whenever they need. There are 

some problems affecting the use of Iran e-Government portal including no adequate 

information about the portal, no available site map to facilitate using it, low level of user-

friendliness (text-based design instead of icon-based). In comparison with using traditional 

services, site visitors expect efficiency, effectiveness and easy interaction when working with 

an e-Government website. This will cause them willing to use it again (Soury et al., 2008). 

In addition, municipalities, economic affairs and finance organizations provide various e-

services to citizens and organizations in Iran. The main e-services of the economic affairs and 

finance organization are Tax declaration, Deposit of taxes and duties including tax e-payment, 

bank deposit tax, and value added tax etc. These services are available through the economic 

and financial affairs portal of Iran (www.evat.ir). The EVAT portal aims to provide e-services 

to citizens and organizations via the Internet. They can visit this portal and receive their needed 

information and services. Some benefits of using this portal can be summarized as: 

 Reduction of urban trips 

 Reduction of inter-city trips 

 Citizen tribute 

 Saving costs 

 Reduce fraud and corruption 

 Provide better services to citizens ( Better quality , less time , less cost ) 

 Fair distribution of information and services 

 Moving towards complete e-government 

 Improving security level of information 

 Systems integration  

 Reduce costs incurred to the government and people 

 Absorbing the citizen‟s trust with giving the equal services to all 

 

http://www.evat.ir/
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According to afore mentioned benefits, we have chosen to consider this e- Value added tax 

(EVAT) service for our present study. 

2.6.1.1 E- Value Added Tax 

Tax is one of the important sources of government revenues. Stability and continuity of the 

flow of tax collection play an important role in the government planning for providing the 

required public services in different areas. The tax incomes make an important portion of the 

government's budget. Implementation of the value added tax by more than 120 countries, all 

over the world, shows the efficiency and acceptability of this new kind of taxation in providing 

a reliable source of incomes for governments.  

According to the guidelines of the third socio-economic and cultural development plan, in 

order to decrease the government's budget dependence on the petroleum incomes, it was 

decided to increase the tax share in the composition of the government's revenues  by 

expanding the basis of taxation and by using the value added tax model. Among the duties of 

this organization towards reforming and computerizing the taxation system of the country, 

implementing the value added system is one of the main duties of the State Tax Organization. 

According to the Value Added Tax system, every seller, at the time of selling of goods and 

services, will add the relevant tax on the invoice and collects it together with the price of goods 

and services from the buyer. The first seller pays the tax in whole to the government, but in the 

next stages, each seller pays to the State Tax Organization only an amount equal to difference 

(collected tax after deducting the tax that he has paid previously).  
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The www.Evat.ir is the operational Portal of Value added tax for all citizens (legal and real 

persons) that provide specific information and services associated to the value added tax such 

as: 

Enrolment/ Registration procedure: 

 Pre-enrolment (via online pre- enrolment forms provided for legal and real persons). 

 Receipt of invitation: following pre-enrolment and receipt of the tracking code, the 

invitation letter and the username and password are sent to the taxpayer by postal mail. 

 Enrolment/Registration: (via e-enrolment forms ) - filling out the online forms to 

provide general and  trade information , characteristics of the real and legal partners, 

current operations, details of income tax file, etc… 

 Sending the enrolment/registration online documents after printing, signing and sealing 

the report of the provided information.  

 Completing the electronic declaration form at the end of each tax period, which is 

normally 3-month period . 

 

 Tax and duties payment procedure: 

 Referring to the tax and duty payment accounts provided in the electronic operations 

site. 

 Payment of tax and duty to one of Siba bank accounts. 

 Registration of the tax and duty payment receipts via the electronic operations site. 

 Re-checking the payments in the electronic operations site to make sure that all 

payments have been registered. 
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2.7 E-GOVERNMENT SATISFACTION AND SERVICE QUALITY MODELS AND 

TOOLS 

In this section, we present satisfaction and Service Quality models related to e-government. We 

have identified through the following review of the literature some satisfaction factors related 

to e-Government services such as reliability, accessibility, completeness, customization, 

usability and efficiency.  

2.7.1 SATISFACTION MODELS 

Approaches of the quality of e-Government services focus on the quality of the portal and the 

overall customer satisfaction. Customer satisfaction is affected both by perceived citizens‟ 

quality and by their expectations about the service. Many factors compose perceived quality. 

They are taken into account for the satisfaction measurement, aiming at the calculation of 

indexes describing the customer/citizen satisfaction for a service (American Customer 

Satisfaction Index, 2006)  

2.7.1.1 ADVANCED TRAVELER INFORMATION SYSTEM (ATIS)  

ATIS provides real-time network information (Elmargamid and McIver, 2001), whether traffic 

or transit, and traveler information, such as route guidance or destination information, provided 

on advanced technologies (Lappin, 2000 and Zimmerman, 1999). ATIS also delivers data 

directly to travelers or citizens, empowering them to make better choices about alternate routes 

or modes of transportation (Bevan, 1999) 

Growing the citizens‟ expectations towards government information delivery made quality in 

use satisfaction developed and tested by Advanced Traveler Information Systems (ATIS). It 

recognizes how many different categories of users are satisfied with various E-Government 

Services including government-to-government, government-to-business and government-to-
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citizens services (Abhichandani et al., 2006). Figure 2.1 represents the ATIS website design 

process and implementation. The quality in use describes the different approaches to evaluate 

product quality including internal quality, external quality and quality in use, which measures 

the level of effectiveness of a software product, the productivity, the safety in use and user's 

satisfaction (Abhichandani et al., 2006). The evaluation, after considering user requirements 

during system development, can be used as a feedback to service providers and agencies to 

improve their online travel information services. ATIS website design process and 

implementation shows the user- centered design activities that happen during all stages of 

information system implementation (Bertot et al., 2008). 

The whole design includes seven steps, from planning the human-centered process to user 

satisfaction assurance 

 

Figure 2.1:  Flowchart of ATIS website design and implementation with causes and 

dependencies in internal and external measures 



 
29 

2.7.1.2 AMERICAN CUSTOMER SATISFACTION INDEX FOR E-GOVERNMENT 

(ACSI( 

 

Figure 2.2: ACSI (American Customer Satisfaction Index) model includes customer 

expectations, perceived overall quality, Perceived value, customer satisfaction and customer 

loyalty 

 

ACSI is a standard metric in United States which is responsible for evaluating the level of 

satisfaction of e-Government services quality in both private and public sectors. By using this 

standard system, government entities are able to track user satisfaction regard to quality of their 

services over a period of time. As shown in figure 2.2, the relationship between various items 

of the model represented as customer attitudes is one of a cause and effect. The inputs, in this 

multi items scales, represent causes of customer satisfaction level and the outputs stand for the 
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effects. Two examples of input in this table are customer expectation and perceived service 

quality. Customer complaints and customer loyalty are two examples of output (Hsu, 2008). 

Another key issue is the ranking of government portal in the ASCI government scores 

calculation. This ranking depends substantially on the data gathering which is achieved by 

means of the online surveys. The survey respondents are casually selected among site visitors 

on several components of overall satisfaction. Finally, through special ACSI mechanism, 

satisfaction key drivers and their relationship are evaluated. There is a consensus among all 

satisfaction website elements, such as content, functionality, navigation, site performance, look 

& feel and search that determines the level of satisfaction. The result is a good prediction of the 

attitude of customers in the future as much as possible. It also indicates the influence of 

government website improvements on citizen satisfaction and customer behavior. It is safe to 

contend that social issues with other website user‟s problems in a lot of developing countries, 

such as Iran can be shown through this mechanism (Hsu, 2008). 

2.7.1.3 EGOVSAT MODEL (Electronic Government Satisfaction Model) 

 

Figure 2.3: EGOVSAT model with five performance and four emotional dimensions for people 

satisfaction 
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EGOVSAT has been developed with an aim to provide a scale according to which government-

to-citizen web-based initiatives can be evaluated in terms of satisfaction derived by citizens (Q. 

Lili, 2009). This quantitative model includes various performance and emotional measures. 

Structural equation modeling and a highly statistically significant goodness-of-fit was found in 

this model, which includes constructs such as utility, efficiency, customization; as affecting 

emotional dimensions including confidence, pleasantness, frustration, satisfaction 

(Abhichandani et al., 2006).  

Figure 2.3 shows the satisfaction model of EGOVSAT as a causal construct comprised of 

features that promote confidence, trust, openness and citizen-centric delivery in applying e-

Government initiatives. This model has been devised for testing in the domain of ATIS. 

Furthermore, the emotional response of the users is being considered as a dependent factor on 

performance features of e- government service delivery (Horan, 2006). 

The EGOVSAT model can be summarized as shown in table 2.1 below: 

 

Utility Reliability Efficiency Customization Flexibility 

Ease Of use Uptime Ease Of Access Customized Access Flexible Planning 

Completeness Accuracy Presentation Customized Content Dynamic content 

Usefulness     

Coverage     

Table 2.1: EGOVAST Model 

2.7.2 SERVICE QUALITY MODELS 

Another dimension that needs attention is the quality of e-services approaches. This aspect 

focuses on the quality of the service presented. In this dimension, primary emphasis is placed 

on the way the customers get the services from the front office-web site. It is usually called a 

customer/citizen oriented approach because it is stimulated primarily by the customer‟s needs. 
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Quality dimensions of these approaches are concerned with the service delivered to customers 

and citizens (availability, usability, security etc. of the service) and/or input from the citizens 

who are the actual receivers of the service (customers' priorities and needs). 

 

2.7.2.1 Definitions of E-Service Quality 

According to Zeithaml, et al. (2000), e-service quality is comprehended both from pre-and 

post- Web site service perspectives. It can be understood as the evaluation of the efficiency and 

effectiveness of online shopping, purchasing, and delivery of products and services. Similarly, 

Santos (2003) defined e-SQ as overall customer evaluations and judgments of excellence of e-

service delivery in the virtual marketplace. 

2.7.2.2 E-service Quality Dimensions 

According to the majority of studies, the dimension of e-service quality is an antecedent of e-

satisfaction (Dina et al. 2004). It is the high standard e-service quality that guarantees the 

potential benefits of the Internet (Yang et al., 2001). Drawing upon the traditional service 

quality scale, Zeithaml et al. (2000) have proposed taxonomy for measuring e-service quality. 

This taxonomy which was achieved by a series of  focus group interviews, they has identified 

eleven dimensions of online service quality, including access, ease of navigation, efficiency, 

flexibility, reliability, personalization, security / privacy, responsiveness, trust/assurance, site 

aesthetics, and price knowledge. 

Based on our literature review, the online service quality dimensions identified by different 

authors will be mentioned in what follows along with different tools for measuring Service 

quality. 
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2.7.2.2.1 E-SERVQUAL MODEL 

Being a conceptual model of service quality, e-SERVQUAL model is used for e-tailing 

environments. The model consists of seven service quality characteristics: efficiency, 

fulfillment, reliability, privacy, responsiveness, compensation and contact. Compared with 

other models, e-SERVQUAL has the advantage of being based on the SERVQUAL approach. 

This approach, which is a well-known approach, has been extensively tested in measuring 

service quality under a wide variety of conditions. Despite a wide array of critiques, 

SERVQUAL is believed to be one of the most widely used tools in collecting appraisals by the 

users in relation to the services they receive. This is mainly because it has been applied to a 

wide variety sectors in order to evaluate the quality of service provided (Zeithaml et al., 2002). 

2.7.2.2.2 WEBQUAL MODEL 

WebQual (Loiacono et al., 2000) uses Theory of Reasoned Action (Fishbein and Ajzen, 1975) 

as the general theoretical frames  and the Technology Acceptance Model (Davis, 1989) as 

starting points in order to develop a measure of web site quality. This website has the potential 

to predict consumer reuse of the site. The following is a systematic review of the development 

and validation process of a web site quality measure: 

(1) Informational fit-to-task; 

(2) Tailored communications; 

(3) Trust; 

(4) Response time; 

(5) ease of understanding; 

(6) Intuitive operations; 

(7) Visual appeal; 

(8) Innovativeness; 

(9) Emotional appeal; 

(10) Consistent image; 

(11) On-line completeness; and 

(12) Relative advantage. 
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According to (Mich et al., 2003), through web site quality evaluation developers have the 

potential to evaluate web site quality from both owner and user viewpoints. In the website 

quality control, there are some elements that, when suitably combined, allow developers 

thorough site assessment and guide development. These dimensions are identity, content, 

services, location, management, usability and feasibility. 

2.7.2.2.3 E-S-QUAL 

E-S-QUAL is a measure used for controlling the service quality delivered by Web sites that 

customers visit for online shopping. According to two stages of empirical data collection, two 

different scales were necessary in order to capture electronic service quality (Parasuraman et 

al., 2005). The basic E-S-QUAL scale developed is a 22-item scale. It consists of four 

dimensions of efficiency, fulfillment, system availability and privacy. Based on findings from a 

variety of reliability and validity tests it proves to have good psychometric properties 

(Parasuraman et al., 2005). 

Table 2.2 below is a summary of the different e-services quality evaluation models and their 

related dimensions.  

Authors Dimensions Model 

Zeithaml et al. (2000) 

Efficiency 

Reliability 

Fulfillment 

Privacy 

Responsiveness 

Compensation 

 contact 

E- SERVQUAL 

Lociacono, Watson and 

Goodhue (2000) 

informational fit to task 

interaction, 

 trust 

response time 

 design 

 intuitiveness 

 visual appeal 

innovativeness 

WEBQUAL 
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 flow 

 integrated communication 

 business processes 

substitutability 

Zeithaml et al. (2005) 

Efficiency 

Fulfillment 

System availability 

Privacy 

E-S-QUAL 

(University of Michigan in 

partnership with the American 

Society for Quality (ASQ) 

,2006 ) 

Quality in Use 

Accessibility and accuracy of 

information 

easiness and costs of the service 

customer service 

Satisfaction 

ACSI 

(Horan et al., 2006) 

effectiveness 

productivity 

safety 

Satisfaction 

ATIS 

Abhichandani, Horan, and 

Rayalu (2005) 

Utility 

Reliability 

Efficiency 

Customization 

Flexibility 

E-GOVSAT 

Table 2.2: Summary of the different e-services evaluation models and their related dimensions 

2.8 Socio-Demographic Factors Concerning Citizens’ Satisfaction within e- 

Government services 

"Socio-demographic" is a term commonly used to denote a combination of socio-economic and 

demographic characteristics of the respondents (Poltechar, 1987). The most frequently cited 

socio-demography variables comprise age, gender, income, and marital status. Boshier and 

Collins (1983) included sex, age, marital status, number of children, educational attainment, 

family income, and occupation. Truell and Turner (1997) recommended inclusion of 

employment status, gender, student status, age level of education, and miles traveled in their 

recommendation for further research. The choice of socio-demographic variables is considered 

appropriate and important for this study. 
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CHAPTER 3 

3 FRAME OF REFERENCE AND RESEARCH METHODOLOGY 

3.1 Introduction 

This chapter discusses the research methodology used to attain the objectives of this study. The 

first section will explore the research design, followed by the research framework, population 

of the study, sampling procedure, measurement and instrumentation, pilot study, validity and 

reliability, and data collection. Lastly, there will be a brief summary on how the data in this 

study were analyzed. 

3.2 Research Design 

In the past, some studies of Satisfaction assessment which focused on e-government services 

used tests and questionnaires to gather data. Later studies used trained observers with behavior 

checklists in experimental, quasi-experimental and field situations. In this study, the basis of 

analysis, were the beliefs of citizens about e-government services to assess their satisfaction. In 

addition, descriptive statistics seem to be the best way to organize and summarize data such as 

the perceptions of citizens as participants. 

Researches can be classified in terms of their purpose. Accordingly, Saunders, Lewis & 

Thornhil (2003) mentioned that they are most often classified as exploratory, descriptive or 

explanatory while Cooper and Schindler (2003) categorized in descriptive and causal.  

This study is a descriptive research. In fact, such a research is usually structured and 

specifically designed to measure the characteristics described in a research question. 
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Descriptive research, also known as statistical research, describes data and characteristics about 

the population or phenomenon being studied. Descriptive research answers the questions who, 

what, where, when and how as it is considered in this study (Hair et al., 2007). Hypotheses, 

derived from the theory, usually serve to guide the process and provide a list of what needs to 

measured (Hair, Babin, Money and Samouel 2003). The object of descriptive research is to 

portray an accurate profile of persons, events of situations. It is necessary to have a clear 

picture of the phenomena on which researcher wish to collect data prior to the collection of the 

data (Saunders, Lewis and Thornhill 2003). That is the case of this study. 

3.3 The research framework 

Various researches have been carried out on the factors that affect the satisfaction of users 

(citizens) with e-Government services. This study will integrate components from the various 

models previously developed by other researchers to determine the conceptual framework to 

study the citizen Satisfaction with a specific e-Government service offered to Iranian citizens.   

A relevant and practical theoretical model is needed for the completion of this study.   

According to the literature review, this model categorizes the independent variables into six 

major variables shown in Figure 3.1 and which are: Reliability, Accessibility, Completeness, 

Customization, Usability and Efficiency. These variables is shown in table 3.1 are chosen from 

the literature studies in chapter two. As it is also shown in figure 3.1, we also intend to take 

into account socio-demographic characteristics of the participants involved in this research and 

associate selected socio demography and independent variables with the citizen satisfaction of 

afore mentioned e-services through finding the relationship among the variables of this study. 

 

http://en.wikipedia.org/wiki/Statistics
http://en.wikipedia.org/wiki/Statistical_population
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Factor Base Model 
Efficiency EGOVSAT 

Reliability EGOVSAT 

Accessibility ACSI 

Completeness WEBQUAL 

Customization EGOVAST 

Usability ATIS 

Table 3.1: Cited dimensions for satisfaction factors from literatures 

 
Figure 3.1: Research Conceptual framework for studying Citizen Satisfaction with the e-

value added tax service 

3.4 Research Hypotheses 

The nine specific objectives of this study mentioned in chapter one will be achieved by 

answering the following hypotheses:  

3.4.1 Age 

American Customer Satisfaction Index (ACSI) demonstrated that age has a significant effect 

on satisfaction. Younger age groups are less satisfied than older age groups across all products 

and services industries. 

Perceived 

Overall 

Satisfaction 

Efficiency 

Usability 

Customization 

Completeness 

Accessibility 

Reliability 
SOCIO 

DEMOGRAPHIC 

 

Age 

 

Gender 

 

Education level 

 

Owning 

Computer/Laptop 

 

Internet connection 

E- Value 

Added 

Tax 
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Bryant et al. (1996) conducted a study on 400 companies using the American Customer 

Satisfaction Index (ACSI) and demonstrated that age positively related to satisfaction but the 

relationship is not a straight line.  

Jessie and Sheila (2001) in their empirical work on patients‟ assessment of satisfaction and 

quality using factor analysis and regression reported that age has minimal influence on 

satisfaction. 

Ahmad and Kamal (2002) conducted a study on a commercial bank using a stepwise regression 

and demonstrated that there is negative significance between age and satisfaction. 

Lightner (2003) in his study on online experience using regression expressed that age is an 

important factor in determining satisfaction levels and technology perceptions. 

Venn and Fone (2005) in their study on patient satisfaction with general practitioner services in 

Wales using logistic regression, affirmed that superior satisfaction is significantly associated 

with increasing age 

H1.There is a significant relationship between citizens’ age and the perceived overall 

satisfaction. 

3.4.2 Gender 

According to Bryant et al. (1996), gender positively related to satisfaction and female 

customers are more satisfied than the male customers are. Oyewole (2001) in his research on 

customer satisfaction with airline services reported also that gender has significant influence on 

customer satisfaction. 

Jessie and Sheila (2001) reported that gender has minimal influence on satisfaction in their 

work on patients‟ assessment of satisfaction and quality using factor analysis and regression. 

Venn and Fone (2005) conducted a study on patient satisfaction with general practitioner 

services in Wales using logistic regression, reported that higher satisfaction is significantly 

related with gender. 
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H2.There is a significant relationship between citizens’ gender and the perceived overall 

satisfaction. 

3.4.3 Education Level, Owning a computer/laptop and Internet Connection 

Oyewole (2001) in his research on customer satisfaction with airline services reported that 

education has significant influence on customer satisfaction. 

Furthermore, Jessie and Sheila (2001) in their empirical work on patients‟ assessment of 

satisfaction and quality using factor analysis and regression reported that education has 

minimal influence on satisfaction. The below hypotheses consider for the above variables: 

H3.There is a significant relationship between citizens’ education level and the perceived 

overall satisfaction. 

H4. There is a significant relationship between citizens’ owning a computer/laptop and 

the perceived overall satisfaction. 

H5. There is a significant relationship between citizens’ Internet connection and the 

perceived overall satisfaction. 

3.4.4 Efficiency 

According to EGOVSAT model, efficiency is one of the performance dimensions for people 

satisfaction. According to this model, efficiency observes the accessibility and organization of 

the features and information available in the website (Fayish et al., 2005). In addition, ease of 

use, functionality of the interaction environment, content and appearance of the loaded 

information can be named „Efficiency‟ reflecting the ease of using the site and the quality of 

information it provides. This factor is from different models such as E-GOVSAT, E- SERVQUAL 

and E-S-QUAL. 

H6. Efficiency has significant effect on citizen satisfaction with the e-government 

services (e- value added tax) 
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3.4.5 Reliability 

According to EGOVSAT model, reliability is one of the performance dimensions for people 

satisfaction. Reliability means uptime and accuracy of a website. This construct examines 

whether the website functions appropriately in terms of the technology as well as the accuracy 

of the content. The process element for this construct is Uptime and the content element for it 

is Accuracy (Zeithaml et al., 2000). 

In addition, according to Papadomichelaki and Mentzas (2009), Reliability is defined as the 

citizen‟s confidence towards the e-Government site concerning correct and in-time delivery of 

the service. Reliability refers to the ability to perform the promised service accurately, 

consistently and in time. The term includes correct technical functioning (accessibility and 

availability) and accuracy of service promises. Accessibility is a general term used to describe 

the degree to which a system is usable by as many people as possible without modification. In 

addition, the capability of the system to be displayed and used independently of the web 

browser used enhances its accessibility. Availability refers to the degree to which a system 

suffers degradation or interruption in its service to the citizen because of failures of one or 

more of its parts. It represents the probability that a service is available (Parasuraman et al., 

2005). According to the E-GovQual model, the reliability of a portal can be summarized as: 

 Ability to achieve the promised service accurately 

 In time service delivery 

 Site accessibility 

 Browser-system compatibility 

 Loading/transaction speed 

 

This factor is from different models such as E-GOVSAT and E-SERVQUAL. 

H7. Reliability has significant effect on citizen satisfaction with the e-government 

services (e- value added tax) 
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3.4.6 Accessibility 

According to ACSI model, accessibility is one of the dimensions for citizen satisfaction. It 

means having high search and navigation capabilities, which are top priorities for government 

portals (University of Michigan in partnership with the American Society for Quality (ASQ), 

2006). 

In addition, accessibility is a general term used to describe the degree to which a product, 

device, service, or environment is available to as many people as possible. Accessibility can be 

viewed as the "ability to access" and possible benefit of some system or entity. The concept of 

accessibility is at the heart of the Internet (http://www.w3.org/WAI/). Accessibility is concerned 

with making information on websites available to the widest audience possible; while this 

includes users with disabilities, application of accessible design principles should improve the 

online experience of all users(Nielsen, 1996). 

H8. Accessibility has significant effect on citizen satisfaction with the e-government 

services (e- value added tax) 

3.4.7 Completeness 

According to WEBQUAL model, completeness is one of the performance dimensions for 

people satisfaction. It means allowing all or most necessary transactions to be completed on-

line (Seybold, 1998) and all online transactions performed completely as perceived by 

consumers (Loiacono, Watson and Goodhue, 2002). (Halaris et al. 2007) consider the data 

completeness as a quality dimensions of the information quality factor in their model. 

H9. Completeness has significant effect on citizen satisfaction with the e-government 

services (e- value added tax) 

 

 

http://www.w3.org/WAI/
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3.4.8 Customization 

According to EGOVAST model, customization examines the customizability offered to the 

customer in both access methods and information content. The process element of this 

construct is Customized Access (Zhang and Dran, 2001). 

In addition, it is not possible to customize the access to services usually, e.g., lack of citizen 

profile managing. It is not possible for citizens, once they are logged in, to access the services 

they are most likely to invoke according to their profiles, their costumed interfaces. In most 

cases, no profiles are even stored (ÁlvarezSabucedo et al., 2009). 

 

H10. Customization has significant effect on citizen satisfaction with the e-government 

services (e- value added tax) 

3.4.9 Usability 

According to ATIS model, usability is the main construct for assessing citizen satisfaction. 

According to EGOVAST model, usability means the consistency, functionality and 

effectiveness of a website (Brooke, 1996). 

In addition, Usability is the effectiveness, efficiency and satisfaction with which specific users 

can achieve a specific set of tasks in a particular environment (Schoeffel , 2003). In essence, a 

system with good usability is easy to use and effective. It is intuitive, forgiving of mistakes and 

allows one to perform necessary tasks quickly, efficiently and with a minimum of mental 

effort. Tasks, which can be performed by the software (such as data retrieval, organization, 

summary, cross checking, calculating, etc.), are done in the background, improving accuracy 

and freeing up the user‟s cognitive resources for other tasks. Usability evaluation is far broader 

than the simple process of measuring user satisfaction. Just as importantly, usability metrics 

include measures of efficiency, effectiveness, cognitive load and ease of learning. Usability 
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emerges from understanding the needs of the users, using established methods of iterative 

design, and performing appropriate user testing when needed.  

H11. Usability has significant effect on citizen satisfaction with the e-government services 

(e- value added tax) 

Finally, the last following hypothesis is made considering all the variables together. 

H12. The perceived overall satisfaction of e-value added tax service is influenced by 

efficiency, reliability, accessibility, completeness, customization and usability. 

3.5 Population 

According to economic affairs and finance organization in Mashhad city, Iran, the number of 

legal persons who are using e-value added tax service until August 2011 is about 26400 that is 

target population. 

3.6 Survey 

In this study, a survey strategy is adopted. The survey is popular and common strategy in 

business research that is usually associated with the deductive approach. Survey allows the 

collection of large amount of data from a sizeable population in a highly economical way. 

Questionnaire, structured observation and structures interviews are instruments that are often 

used when adopting this strategy (Thornhill et. al., 2003). 

3.7 Pilot test 

A pilot test is conducted to detect weaknesses in design and instrumentation and to provide 

proper data for selection of a probability sample. It should, therefore, draw subjects from the 

target population and simulate the procedures and protocols that have been designated for data 

collection (Cooper and Schindler, 2003). In our study, the pilot test considered 40 persons. 
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3.8 Sampling Procedure 

3.8.1 Samples 

The sample of this study was made up of 485 participants according to following sampling 

technique. 

3.8.2 Sampling Techniques 

The proportional stratified random sampling has been used in this study because we needed to 

ensure that all citizens in different regions in Mashhad were represented correctly. An 

important stratum was therefore the states. The sampling frame was thus divided into 13 

regions as strata as shown in table 3.2. Saunders et. al. (2007) explain that stratified random 

sampling is a modification of random sampling in which you divide the population into two or 

more relevant and significant strata based on one or a number of attributes(in this study the 

geographical location is considered). In fact, the sampling frame is divided into a number of 

subsets. A random sample is then drawn from each of the subsets (strata). Dividing the 

population into a series of relevant strata means that the sample is more likely to be 

representative, as it can be ensured that each of the strata is represented proportionally. 

 In terms of 13 regions  
Regions 1 2 3 4 5 6 7 8 9 10 11 12 13 

Population =26400 (%) 6.7 6.4 5.5 10.3 16 25.6 12.8 3.2 5.3 2 2.7 1.1 2.4 

             
Sample = 485(%) 0.12 0.1

1 

0.10 0.18 0.29 0.47 0.23 0.05 0.09 0.03 0.04 0.02 0.04 

 

 
Table 3.2: Sampling method 

3.9 Instrumentation 

Data from citizens of the sample were obtained by asking them to fill out a questionnaire. 

Apart from the socio-demographic characteristics, they were asked to provide their opinions 

about a number of different satisfaction characteristics about e-government services in order to 
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measure their overall satisfaction. The web questionnaire used in this study is shown in 

Appendix A.  

To help the respondents truly understand everything that was being asked, the web 

questionnaire has been designed to be as easy and comprehensive as possible. It was written in 

the Persian language. However, it was later translated into English by three members from the 

panel of experts for the thesis writing. The translated version was then rechecked by a 

professor from the International University of Chabahar. 

Furthermore, the web based questionnaire was preferred over a classical one (printed and 

distributed) in this study due to its advantages. Fariborzi (2010) asserts that the web 

questionnaire is visually attractive, relatively simple, and fast. Using some tips makes increase 

the response rate through web questionnaires as pre-announces letter (Kaplowitz et al., 2004).  

In this study, four important criteria as proposed by Edwards (2002) were carefully observed 

before collecting the required data. First, all respondents were given assurance about the 

validity of the questionnaire. Second, they were offered some gifts (included a Zip file of E-

commerce subjects (10 PowerPoint files) via Email to encourage them to participate. After the 

questionnaire submission, a message window appeared to express gratitude for participation in 

the study and inform the email of the researcher for asking the gift's files. According to 

Edwards (2002), financial gifts can increase survey participation twice as much. Third, citizens 

were reminded about the study after a week. Forth, the web questionnaire was carefully 

designed to be simple and favorable to get the greatest possible number of responses from 

citizens. It was not too long allowing to be filled out within 15 to 25 minutes. The fonts and 

format used were also user-friendly. Hypertext Preprocessor (PHP version 5.1.6), MY SQL 
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(version 5.0.77) and CUTE File Transfer Protocol (FTP) respectively for programming, 

database and uploading files were used. 

In addition, it was suitable to consider the name of variables as valid ones to use in the 

Statistical Package for Social Science (SPSS) version 18 to analyze data. It prevented to repeat 

the same tasks twice. Moreover, web log analysis was used in this study. It prevented to enter 

repeated  data in the database of the web questionnaire.  Web log analysis could report the 

information such as access time, access pages and Internet Protocol (IP) address of individuals. 

The questionnaire has been designed to measure respondents‟ socio-demographic 

characteristics including age, gender, marital status, education level, current activity, Internet 

connection, as well as the six factors including reliability, accessibility, completeness, 

customization, usability and efficiency. 

In addition, the questionnaire comprised 58 items distributed over two sections. Part II 

included factors to be evaluated using a five-point Likert scale, ranging from strongly 

disagree(1), disagree(2), partially agree (3), and agree (4), to strongly agree (5). 

Since respondents rated their perceptions towards variables on each item from " strongly 

disagree" (1) to " strongly agree" (5), the range of possible mean scores for the citizen 

satisfaction with e-services and all independent variables was between one and five, with 

higher scores indicating more positive perceptions of the considered variable. These scores 

were divided into three levels. Scores within 2.34 to 3.669 were considered moderate, while 

scores lower than 2.339 were categorized as low and greater than 3.67 were considered high. 

This was based on class interval width. It is the difference between the lower endpoint of an 
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interval and the lower endpoint of the next interval according to the formula below (Statistics 

Canada, 2007):  

Class Interval (CI) Width = HSV – LSV/K       (1) 

Where:  

HSV   = Highest Scale Value; 

LSV   = Lowest Scale Value; 

K = Number of categories; 

Class Interval Width (CI) Width= (5 – 1)/3= (4)/3 = 1.33. 

Therefore:  

1 - 2.339 = Low; 2.34 - 3.669 = Moderate; 3.67 – 5 = High. 

3.9.1 Socio-Demographic characteristics 

Part I of the web questionnaire (refer to Appendix A part A.1) consists of the demographic 

variable section. 12 items ask about the socio-demographic variables of citizens, which are 

presented according to the following sub-topics: age, gender, marital status, education level, 

current activity and Internet connection. 

3.9.2 Satisfaction Factors 

Part II consists of the respondent‟s satisfaction factors needed to assess the perceived overall 

satisfaction. The proposed questions are based on a few other research works in the literature. 

Indeed, we considered for example some items from the instrument " EGOVSAT" designed by 

(Abhichandani et al., 2005) for the satisfaction factors. They include reliability, efficiency, 

customization and completeness. We considered usability from the instrument "WebQual" 

designed by Lociacono et al. (2000) and accessibility from "ACSI" model designed by 

(University of Michigan in partnership with the American Society for Quality (ASQ), 2006). 
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The most common pattern is to request that the citizens indicate responses on bipolar scale 

such as agree/disagree. Normally a scale of one to five or one to seven is used. Longer scales 

tend to be unreliable while shorter scales do not discriminate sufficiently between levels of 

response. In this study, all items used a five-point Likert-type scale of potential responses: 

51. Corresponding to: strongly agree Agree, Partially Agree, Disagree and Strongly 

Disagree. 

3.10 Pilot Study 

Prior to the actual data collection, a pilot study was conducted to pilot test the web 

questionnaire for its appropriateness and reliability. It was held to determine the general 

procedures that may be followed in the actual data collection, to clarify the instructions 

provided in the instrument, to further improve the face validity and finally, to improve the 

reliability of the instrument. Necessary modifications were made based on the feedbacks 

obtained from the test. 

The pilot test was carried out in June 2011 at district one involving a sample of 40 citizens. In 

this pre-testing, the citizens were not merely requested to respond to the content of the web 

questionnaire but they were also asked to give comments about the instrument. The aim was to 

identify any inappropriateness and ambiguity with regards to the items used. The participants 

were introduced to the objectives behind this data collection. They were encouraged to ask 

questions by E-mail or phone while filling up the questionnaire. A short discussion was also 

held at the end of the session and this opportunity was taken to thank the participants in person. 

On average, the respondents took about 20 minutes to complete the questionnaire. After all the 

questionnaires of this pilot study were returned, all ambiguities, mistakes and 
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misinterpretations found were addressed and some of the terms were simplified to avoid 

confusion. 

3.11 Validity and Reliability 

In order to reduce the possibility of getting the answer wrong, attention needs to be paid to two 

particular aspects related to research design: reliability and validity (Saunders et al., 2003). 

3.11.1 Validity 

Validity is concerned with whether the findings are really about what they appear to be about 

(Saunders et. al., 2003). Validity is defined as the extent to which data collection method or 

methods accurately measure what they were intended to measure (Saunders et. al., 2003). 

Cooper and Schindler (2003) believe that validity refers to the extent to which a test measures 

what we actually wish to measure. There are two major forms: external and internal validity. 

The external validity of research findings refers to the data‟s ability to be generalized across 

persons, settings, and times. Internal validity is the ability of a research instrument to measure 

what is purposed to measure (Cooper and Schindler, 2003). 

Literature review is the initially used in order to establish the content validity of a 

questionnaire. Content validity refers to the degree that sampling is a representative of the 

content, the subject matter and the topics of the measuring instrument (Kerlinger, 1986). In 

order to achieve content validity, the instrument is submitted to a panel of experts for their 

review and comments. In this study, the validity of English and Persian versions of the 

instruments was verified by a panel of expert judges from International University of Chabahar 

in Iran.  

A numbers of different steps were taken to ensure the validity of the study: 
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 Data was collected from the reliable sources, from respondents who are more experienced 

in using online services; 

 Survey questions were made based on literature review and frame of reference to ensure the 

validity of the result; 

 Questionnaire has been pre-tested by a group of respondents before starting the survey. 

 Data has been collected during two weeks, within this short period of time no major event 

has changed with the related topic. 

3.11.2 Reliability 

According to (Saunders et. al., 2003), reliability is the degree of consistency between the 

findings of different data collection method or methods in a way such that similar observations 

would be made or conclusions arrived by other researchers. Cooper and Schindler (2003) have 

defined reliability as many things to many people, but in different contexts. I distinction needs 

to be made here between reliability and validity. A measure is reliable to the degree that it 

brings about consistent results. Reliability is a necessary condition for validity; however, it is 

not a sufficient condition for it. 

Numbers of different steps were taken to ensure the reliability of the study: 

 The questionnaire was divided into two parts in order to let respondents concentrate more 

on each question.  

 The theories that have been selected for the study were noticeably explained and the 

research questions have been prepared based on prior theories.  

 Data has been collected based on the frame of reference derived from the discussed 

theories.  

 In this study‟s pilot test, the internal consistency reliability was adopted as it is widely used 

by many researchers in this field. Moreover, it does not require much time to conduct the 

test. To determine the reliability of the questionnaire, the Cronbach‟s Alpha was used. It 

was selected by virtue of being the most commonly used reliability coefficient as 

recommended by SPSS. The commonly accepted threshold value for social science is that 

alpha should be 0.70 or higher for a set of questionnaire to be considered reliable because 

at alpha 0.70, the standard error of measurement will be over half of a standard deviation 
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(Zwyno, 2003). When tested, the overall questionnaire showed a high value of Cronbach‟s 

Alpha reliability coefficient (more than 0.70), except for two items which were later 

omitted in the final copy of the web questionnaire. To increase the reliability, some 

improvements were made because citizens who participated in the pilot study pointed out 

some ambiguities in some questions. Consequently, we checked the „alpha value if item 

deleted‟ for every item of the web questionnaire. Cronbach‟s alpha test (Thomas A. Horan, 

2006) was conducted for the 40 items in the pilot study (Satisfaction factors) and the result 

was 0.81. 

The Cronbach‟s alpha reliability test was performed on each item (43 Items) before data 

collection. The obtained results are presented in Table 3.1. Values, which are greater than 0.7 

were taken as the indicators of reliability for the measures. 

 

Group Items 

PS= Perceived Satisfaction of e-Government 

Services 

 

No. of Items 

Pilot test 

(n=40) 

Actual 

(n=386) 

Efficiency 8 0.81 0.963 

Reliability 11 0.80 0.939 

Accessibility 5 0.72 0.905 

Completeness 8 0.73 0.929 

Customization 4 0.69 0.864 

Usability 7 0.71 0.912 

Table 3.1: Reliability of the Variables Using Cronbach‟s Alpha Coefficient 

3.12 Data Collection 

The data for the present study were collected through the structured web questionnaire. The 

first step taken towards collecting data was getting permission to conduct the study. To 

announce the survey, formal emails were sent to participants involved. 
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3.13 Analysis of Data 

The data collected were analyzed using the SPSS version 18. Globally, the data analysiswas 

performed in four phases: 

3.13.1 First Phase: Exploratory Data Analysis (EDA) 

The main objective of exploring the data was to meet the two following basic assumptions 

before any further data analysis could be conducted.  

1) Samples were from the population with the same variance; 

2) The samples were equally distributed. 

The EDA procedure that was used provided a variety of descriptive plots and statistics for the 

data. These included histograms and normal probability plots.  

3.13.2 Second Phase: Frequency Distribution 

This was a descriptive analysis of all variables employed in the study.  Frequencies, 

percentages, means, standard deviation and level values were extensively used in this phase. 

3.13.3 Third Phase: Correlation Analysis 

Pearson-Product Moment correlations were computed for the analysis of the relationships 

between the independent and the dependent variables in order to determine whether there were 

strong correlations existing among the variables.  

3.13.4 Fourth Phase: Regression Analysis 

Multiple Regression Analysis (stepwise method) began with the findings and a critical 

discussion of factors that influenced the citizen satisfaction within the e-government services.  
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CHAPTER 4 

 

4 RESULTS AND DISCUSSION 

4.1 Introduction 

This chapter presents the findings of the study based on the analysis of the data collected 

through our web questionnaire. First, the socio-demographic profile of the respondents 

(citizens using e-value added tax service) will be discussed. Second, the results of Exploratory 

Data Analysis (EDA) for independent variables and dependent variables will be discussed. 

Last, the relationship between the independent variables and the dependent variable will be 

closely examined. 

4.2 Data Analysis 

Out of 26400, 485 citizens were chosen as the sample of this study, more than twice as many as 

that recommended by Krejcie and Morgan (1970). After reviewing the collected web-

questionnaire data, it was found that 395 responses out of 485 were saved in our database, of 

which 386 were valid and could be used as the final sample of the study after data cleaning by 

removing incomplete responses. Hence, the valid return rate was 79.5%. 386 responses were 

entered into a computer and then analyzed with SPSS version 18. 

Descriptive statistics (frequencies, percentages, means, and standard deviations) were used as a 

means to describing socio-demographic characteristics of the respondents as well as their 

perceptions towards independent and dependent variables.  Pearson‟s Product Moment 

coefficient was used to determine the relationship between each of the independent variables 

and overall perceived satisfaction factors such as Age, Efficiency, Reliability, Completeness, 

Customization, Accessibility and Usability.  



 
55 

4.3 Descriptive Summary of Socio-Demographic characteristics 

The socio-demographic characteristics of the sampled citizens in this study are based on five 

variables. These variables are age, gender, education level, owning a computer/laptop and 

Internet connection. Some of the participants had spoken/written languages other than Persian. 

However, they know Persian as an office language. 

 

4.3.1 Age of Citizens 

Table 4.1 presents the distribution of the 386 citizens who participated in this study by age. As 

it can be seen, 78.7% of them were below 39 years old and 52.3% between 30 and 39 which 

was the largest age group. Citizens whose age ranged from 20 to 29 years old, 30 to 39 years 

old, and 40 to 49 years old accounted for 25.4%, 52.3%, and 17.4% of the sample respectively. 

The remaining citizens were 50 years old or above. This result reveals that the majority of the 

citizens were below 39 years old (78.7%). The minimum age was 18 and the maximum age 

was 56 years old. The mean age and standard deviation were 34.25 years and 7.37 respectively. 

This result suggests that citizens using e-value added tax service in Iran are relatively young. 

Age (years)  
 

 

Total (n=386) (%) 

< 20 

20- 29 

30- 39 

40- 49 

>50 

  

1.0 

25.4 

52.3 

17.4 

3.9 

 

Mean (years) 

SD 
  

34.25 

7.37 

Table 4.1: Distribution of Respondents by Age 



 
56 

4.3.2 Gender, Education level, owning a Computer/Laptop and Internet connection 

Table 4.2 presents the distribution of the respondents by gender, education level, owning a 

Computer/Laptop and Internet connection. As it can be characteristics seen, male citizens use 

e-value added tax service more than females. 

Meanwhile, undergraduate citizens constituted 42% of the sample. Another 23.6% had 

diploma, 21.2% were graduate and the remaining 4.4%, 8.8% were under diploma and PhD 

respectively. 

Variables Total (n=386) (%) 

 

Gender 

Male 

Female 

 

 

 

87 

13 

Education Level 
Under Diploma 

Diploma 
Undergraduate 

Graduate 
PhD 

 

 

8.8 

23.6 

42.0 

21.2 

4.4 

 

Table 4.2: Distribution of Respondents by Gender, and Education Level 

4.3.3 Computer Ownership, Internet Type, Location and Duration of Internet use 

Table 4.3 presents the distribution of the citizens by status of computer ownership, Internet 

type, place where they use the Internet, and number of hours that they spend on the Internet per 

week. In general, more than half of the citizens in the sample (61.9%) had their owning 

computer or laptop.  
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Variables 
Total 

(n=386) 

(%) 

Status of Computer Ownership 

Owning a computer/laptop 

Do not owning a computer/laptop 

61.9 

38.1 

Internet Type 

Dial Up 
ADSL 

Wireless 
Wi-Max 

 

 

18.7 

68.7 

9.8 

2.8 

 

Location of Internet Use 

Home 

University 

Cybercafe 

Workplace 

11.7 

3.1 

33.9 

51.3 

Duration of Internet Use (hour/week) 

<1 

1-5 

6-10 

11-20 

> 20 

1 

  13.21 

16.6 

35.2 

18.7 

16.3 

 

Mean (Hours) 

SD 

3.082 

1.237 

Table 4.3: Distribution of Respondents by Status of Computer Ownership, Internet Type, 

Location, and Duration of Internet Use 

The majority of citizens in this study used e-value added service at their workplace.  

In addition, a minority of citizens in the sample (13.2%) spent less than an hour a week on the 

internet. Globally, the mean and standard deviation are 3.082 hours and 1.237 respectively. 

4.4 Respondents’ perceptions towards selected factors: Efficiency, Reliability, 

Accessibility, Completeness, Customization and Usability 

 

4.4.1 Respondents’ perceptions towards Efficiency 

The possible scores for efficiency might range from 1 to 5. These scores were divided into 

three levels. Scores within 2.34 to 3.669 were considered moderate, while scores lesser than 

2.339 were categorized as low and greater than 3.67 were considered high.  
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This decomposition was based on class interval width. It is the difference between the lower 

endpoint of an interval and the lower endpoint of the next interval according to the formula 

(4.1) below (Statistics Canada, 2007):  

Class Interval (CI) Width = HSV – LSV/K       (4.1) 

where:  

HSV   = Highest Scale Value;  

LSV   = Lowest Scale Value;  

K = Number of categories; 

Class Interval Width (CI) Width= (5 – 1)/3= (4)/3 = 1.33. 

Hence, 1-2.339=Low; 2.34-3.669=Moderate; and 3.67-5=High. 

Table 4.4 presents the distribution of the citizens with respect to their general perception 

towards efficiency. The majority of citizens in the sample (71.8%) perceived efficiency as 

high. The mean score was 3.83, suggesting that they perceived efficiency of e-value added tax 

service as high. 

Level 
Frequency 

(f) 

 

% 

(n=386) 

 

Mean SD 

Low (1-2.33) 34 8.8 3.83 0.81 

Moderate (2.34-3.66) 75 19.4   

High ( 3.67- 5) 277 71.8   

Table 4.4: Distribution of Respondents with respect to their general perception towards 

Efficiency of the e-value added tax service 

Table 4.5 presents the percentage distribution of the citizens by degree of agreement on eight 

statements concerning efficiency.  
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Citizens’ perception towards Efficiency of the 

e-value added tax service (n=386) 

 
Strongly 

Disagree 
(%) 

 
Disagree 

 
(%) 

 
Partially 

Agree 
(%) 

 
Agree 

 
(%) 

 
Strongly 

Agree 
(%) 

1 
I believe that using the e-value added tax website 

would improve my performance in tax operations. 
3.1 7.3 13.7 38.3 17.6 

2 

 

I believe that using the e-value added tax website 

would enhance the speed of doing tax operations.  
2.1 3.9 18.1 40.7 35.2 

3 

I believe that using the e-value added tax website 

would remove inter-city and urban trips in tax 
operations. 

3.1 3.6 17.4 47.4 28.5 

4 
I believe that using the e-value added tax website 
would save my time in tax operations. 

 
7.0 5.4 15.3 36.0 36.3 

5 

I believe that using the e-value added tax website 
would decrease the cost in my tax operations. 4.1 11.4 23.8 42.2 18.4 

6 
I found the information on the e-value added tax 
website easily. 

2.3 3.6 18.4 41.7 33.9 

7 

I found helpful features on the e-value added tax 

website to accomplish my tasks. 2.3 7.8 15.5 61.4 13.0 

8 

I found that through each step of the e-value added 

tax website, efficient information for related task was 

consistently provided.  
3.6 11.9 21.5 43.5 19.4 

Table 4.5: Distribution of respondents by degree of agreement on Items concerning Efficiency 

of the e-value added tax service 

The obtained results clearly show that the most important aspects related to the Efficiency of 

the e-value added tax service, appear to be the fact of accelerating the execution speed of tax 

operations (item 2) on one hand, and avoiding waste of time and money due to going to the tax 

office (item 3), on the other hand. This is based on the total of „Agree‟ and „Strongly agree‟ 

obtained answers. 

4.4.2 Respondents’ perceptions towards Reliability 

Table 4.6 presents the distribution of the citizens with respect to their general perception 

towards reliability. The majority of citizens in the sample (59.1%) perceived reliability as high. 

The mean score is 3.61, suggesting that they perceived reliability of e-value added tax service 

as moderate.  
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Level 
Frequency 

(f) 

 

% 

(n=386) 

 

Mean SD 

Low (1-2.33) 31 8.0 3.61 0.703 

Moderate (2.34-3.66) 127 32.9   

High ( 3.67- 5) 228 59.1   

Table 4.6: Distribution of respondents with respect to their general perception towards 

Reliability of e-value added tax service 

Table 4.7 presents the percentage distribution of the citizens by degree of agreement on 11 

statements concerning reliability.  

 

Citizens’ perception towards Reliability of the e-value 

added tax service (n=386) 

 

Strongly 
Disagree 

(%) 

 

Disagree 
(%) 

 

Partially 
Agree 

(%) 

 

Agree 
(%) 

 

Strongly 
Agree 

(%) 

1 
I was able to access e-value added tax website for tax 

operation safely and securely. 

4.9 3.4 19.7 56.7 15.3 

2 
I believe that no risk involved in using the e-value 

added tax. 2.1 4.7 33.4 45.9 14.0 

3 
I think it would not be a mistake if I use the online tax 

filling and payment system for my transaction.  
6.2 2.8 11.1 54.4 25.4 

4 
I believe that the e-value added tax website cannot do 

tax operation as accurate as an employee can. 
5.7 1.0 37.6 45.9 9.8 

5 

I believe that the e-value added tax system does not 

take advantage of my personal information under any 

circumstance. 
0.5 7.0 32.9 50.3 9.3 

6 

I was able to print any of my tax transactions in the e-

value added tax website. 

6.5 3.1 34.2 45.1 11.1 

7 
I found that information on the e-value added tax 

website is up-to-date. 

5.2 5.2 32.6 49.7 7.3 

8 
I believe that the information provided by the e-value 

added tax website is accurate. 

7.0 2.6 35.5 46.6 8.3 

9 
I feel secure putting my personal information in the 

value added tax website. 

1.8 5.2 37.0 47.7 8.3 

10 
I feel safe and peaceful in my transactions with the e-

value added tax website. 

1.0 6.2 30.3 52.8 9.6 

11 
Even if not monitored, I would trust the e-value added 

tax calculations to do the job correctly. 

6.7 0.5 23.1 54.1 15.5 

Table 4.7: Distribution of respondents by degree of agreement on Items concerning Reliability 

of the e-value added tax service 
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The obtained results obviously show that the most important aspects related to the Reliability 

of the e-value added tax service, come out to be the truth of preventing of any mistake in online 

tax payment with safety and security (item 3 and item 1). This is based on the total of „Agree‟ 

and „Strongly agree‟ obtained answers.  

It is also interesting to point out that the majority of the respondents still think that this service 

cannot be done electronically as accurately as an employee would have done it (item 4). 

4.4.3 Respondents’ Perceptions towards Accessibility 

Table 4.8 presents the distribution of the citizens with respect to their general perception 

towards accessibility. The majority of citizens in the sample (51.3%) perceived accessibility as 

moderate. The mean score is 3.47, suggesting that they perceived accessibility of e-value added 

tax service as moderate.  

Level 
Frequency 

(f) 

 

% 

(n=386) 

 

Mean SD 

Low (1-2.33) 28 7.3 3.47 0.735 

Moderate (2.34-3.66) 198 51.3   

High ( 3.67- 5) 160 41.5   

Table 4.8: Distribution of Respondents with respect to their general Perception towards 

Accessibility of e-value added tax service  

Table 4.9 presents the percentage distribution of the citizens by degree of agreement on five 

statements concerning accessibility.  
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Citizens’ perception towards Accessibility of the e-value 

added tax service (n=386) 

 
Strongly 

Disagree 
(%) 

 
Disagree 

 
(%) 

 
Partially 

Agree 
(%) 

 
Agree 

 
(%) 

 
Strongly 

Agree 
(%) 

1 
I found that the e-value added tax website provides me 

fast information access. 

0.8 10.4 40.4 37.6 10.9 

2 
I found that the e-value added tax website quickly loads 

all the text and graphics. 

0.4 16.5 34.4 37.6 11.1 

3 
I found that the e-value added tax website provides 

correct related information at the right time. 

0.2 10.4 40.5 35.2 13.7 

4 
I found that accessing the information through the e-

value added tax website is easy. 

0.3 15.0 38.9 35.2 10.6 

5 
I found that the e-value added tax website is available 

24 hours/7 days a week. 

0.3 9.3 40.4 38.1 11.9 

Table 4.9: Distribution of Respondents by Degree of Agreement on Items concerning 

Accessibility of the e-value added tax service  

According to the obtained results, the most important aspects related to the Accessibility of the 

e-value added tax service, visibly illustrate the fact of service availability 24 hours/7 days a 

week (Item 5) besides having easy access to the right information (Item 4). This is based on the 

total of „Agree‟ and „Strongly agree‟ obtained answers. 

4.4.4 Respondents’ Perceptions towards Completeness 

Table 4.10 presents the distribution of the citizens with respect to their general perception 

towards completeness. The majority of citizens in the sample (45.1%) perceived completeness 

as moderate. The remaining 43.8% and 11.1% perceived completeness as high and low 

respectively. The mean score is 3.47, suggesting that they perceived completeness of e-value 

added tax service as moderate.  

Level 
Frequency 

(f) 

% 

(n=386) 
Mean SD 

Low (1-2.33) 43 11.1 3.47 0.761 

Moderate (2.34-3.66) 174 45.1   

High ( 3.67- 5) 169 43.8   

Table 4.10: Distribution of Respondents with respect to their general Perception towards Completeness 

of e-value added tax service  
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Table 4.11 presents the percentage distribution of the citizens by degree of agreement on eight 

statements concerning completeness.  

 

Citizens’ perception towards Completeness of the 

e-value added tax service (n=386) 

 

Strongly 

Disagree 
(%) 

 

Disagree 

 
(%) 

 

Partially 

Agree 
(%) 

 

Agree 

 
(%) 

 

Strongly 

Agree 
(%) 

      

1 

I could complete my tax transaction using the value 

added tax website if there is no one around to tell me 
what to do as I go. 

5.2 13.0 38.9 33.7 9.3 

2 

I could complete my tax transaction using the value 

added tax website if I had never used a similar system 

like it before. 
4.4 14.0 36.3 36.5 8.8 

3 

I could complete my tax transaction using the value 
added tax website because there are manuals or online 

help. 
1.0 12.7 37.3 41.7 7.3 

4 

I could complete my tax transaction using the value 
added tax website because there are staffs on call for 

assistance. 
1.3 10.4 43.3 36.3 8.8 

5 

I could complete my tax transaction using the value 
added tax website because there is enough time to 

complete the task. 2.3 11.4 38.6 36.5 11.1 

6 
I found that the e-value added tax website often down 
during accessing account. 2.8 7.0 25.4 45.3 19.4 

7 

I found that the e-value added tax website often down 

during tax operations. 4.1 5.7 25.9 43.0 21.2 

8 I could complete my tax operations with ease. 1.3 14.2 32.4 37.8 14.2 

Table 4.11: Distribution of Respondents by Degree of Agreement on Items concerning 

Completeness of the e-value added tax service  

The findings noticeably demonstrate that the most essential aspects linked to the Completeness 

of the e-value added tax service, seem to be the instability of e-value added tax website during 

tax operations (items 6 and 7). This is based on the total of „Agree‟ and „Strongly agree‟ 

obtained answers. 

4.4.5 Respondents’ Perceptions towards Customization 

Table 4.12 presents the distribution of the citizens with respect to their general perception 

towards customization. The majority of citizens in the sample (51.0%) perceived customization 

as moderate. The mean score is 2.91, suggesting that they perceived customization of e-value 

added tax service as moderate.  



 
64 

Level 
Frequency 

(f) 

 

% 

(n=386) 

 

Mean SD 

Low (1-2.33) 108 28.0 2.91 0.866 

Moderate (2.34-3.66) 197 51.0   

High ( 3.67- 5) 81 21.0   

  Table 4.12: Distribution of Respondents with respect to their general Perception towards 

Customization of e-value added tax service  

Table 4.13 presents the percentage distribution of the citizens by degree of agreement on four 

statements concerning customization.  

 

Citizens’ perception towards Customization of the 

e-value added tax service (n=386) 

 

Strongly 

Disagree 
(%) 

 

Disagree 

 
(%) 

 

Partially 

Agree 
(%) 

 

Agree 

 
(%) 

 

Strongly 

Agree 
(%) 

1 I found that security policies on the various sections of 

e-value added tax website (such as https) are optional. 
3.1 13.5 33.7 32.6 17.1 

2 I could trace my last tax transaction through my profile. 17.4 42.2 23.6 11.7 5.2 

3 I could reduce my search costs with accessing to my 

customized profile. 

17.4 38.3 30.3 10.6 3.4 

4 I could keep my favorite tasks of e-value added tax 

website via my profile. 3.4 19.9 33.7 31.6 11.4 

Table 4.13: Distribution of Respondents by Degree of Agreement on Items concerning 

Customization of the e-value added tax service  

The obtained results clearly show that the most important aspects related to the Customization 

of the e-value added tax service, appear to be the security policies on the various sections of e-

value added tax website (Item 1), as well as the capability of tracing the last tax transaction 

through personal profile (item 4). This is also based on the total of „Agree‟ and „Strongly 

agree‟ obtained answers. 

4.4.6 Respondents’ Perceptions towards Usability 

Table 4.14 presents the distribution of the citizens with respect to their general perception 

towards usability. The majority of citizens in the sample (52.1%) perceived usability as high. 

The remaining 37.8% and 10.1% perceived usability as moderate and low respectively. The 
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mean score is 3.83, suggesting that they perceived usability of e-value added tax service as 

high.  

Level 
Frequency 

(f) 

 

% 

(n=386) 

 

Mean SD 

Low (1-2.33) 39 10.1 3.83 0.81 

Moderate (2.34-3.66) 146 37.8   

High ( 3.67- 5) 201 52.1   

Table 4.14: Distribution of Respondents with respect to their general Perception towards 

Usability of e-value added tax service 

Table 4.15 presents the percentage distribution of the citizens by degree of agreement on 11 

statements concerning usability.  

 

 

Citizens’ perception towards Usability of the e-

value added tax service (n=386) 

 

Strongly 
Disagree 

(%) 

 

Disagree 
 

(%) 

 

Partially 
Agree 

(%) 

 

Agree 
 

(%) 

 

Strongly 
Agree 

(%) 

      

1 I believe that the e-value added tax website provides 

all the necessary information. 
2.3 9.3 37.8 41.2 9.3 

2 
I believe that the e-value added tax website provides 
all the complementary information and forms to be 

observed or downloaded. 

0.8 14.2 25.1 48.2 11.7 

3 
I believe that the e-value added tax website provides 

more helpful instructions for performing my task. 
3.1 8.3 35.0 46.6 7.0 

4 It is easy to go back and forth between pages on the 

e-value added tax website. 
9.3 11.7 24.9 37.6 16.6 

5 
I found that it is easy to navigate within the e-value 

added tax website and easily find what the user is 
looking for. 

0.3 10.7 37.0 43.3 8.7 

6 

I found the information on the e-value added tax 

website contains necessary topics, further 

information and requests to complete related tasks. 

0.7 6.0 38.1 49.1 6.1 

7 I believe that the e-value added tax website is very 

user-friendly and easy to use. 

4.1 8.0 28.5 54.7 4.7 

Table 4.15: Distribution of Respondents by Degree of Agreement on Items concerning 

Usability of the e-value added tax service  
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The results confirm that the most important parts related to the Usability of the e-value added 

tax service, come into sight of providing all the necessary and complementary information and 

forms to be observed or downloaded from the e-value added tax website (item 1 and 2).  

Hence, globally, it is interesting to keep in mind that first, the majority of citizens in the sample 

(71.8%) perceived Efficiency as high. Secondly, (59.1%) perceived Reliability as high. 

Thirdly, (51.3%) perceived Accessibility as moderate. Fourthly, (45.1%) perceived 

completeness as moderate. Fifthly, (51.0%) perceived Customization as moderate. Lastly, 

(52.1%) perceived Usability as high. 

4.5 Respondents’ Perceptions towards perceived overall satisfaction 

Level 
Frequency 

(f) 

 

% 

(n=386) 

 

Mean SD 

Low (1-2.33) 20 5.2 3.647 0.699 

Moderate (2.34-3.66) 83 21.5   

High ( 3.67- 5) 281 72.8   

Table 4.16: Distribution of Respondents with respect to their general perception 

towards overall satisfaction 

According to the Table 4.16 results, the majority of citizens (72.8%) seem to be globally highly 

satisfied with the e-value added tax service. 

4.6  Relationship between (age, gender, education level, marital status) of citizens and 

the perceived satisfaction 

Let us recall that the five related hypotheses were: 

H1. There is a significant relationship between citizens‟ age and the perceived overall 

satisfaction. 

H2. There is a significant relationship between citizens‟ gender and the perceived overall 

satisfaction. 
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H3. There is a significant relationship between citizens‟ education level and the perceived 

overall satisfaction. 

H4. There is a significant relationship between the citizens‟ owning a computer/laptop and 

the perceived overall satisfaction. 

H5. There is a significant relationship between citizens‟ Internet connection and the perceived 

overall satisfaction. 

 

H0:  (There is no significant relationship between age and perceived overall satisfaction 

H1: There is a significant relationship between age and perceived overall satisfaction 

H0: Reject if (P − value <  ) 

H1: Accept if (P − value <  ) 

 =0.05 

The relationship between age and the perceived satisfaction was examined through Pearson's 

product-moment correlation coefficients. These correlation coefficients are assumed to be 

normally distributions and all variables should be linear.  

Preliminary analyses were performed to ensure no violation of the assumptions of normality 

and linearity (Hair et al., 2007).   

Table 4.17 shows that a significant relationship was found to exist between the age and the 

perceived satisfaction (r = 0.158, p = 0.002)  

The correlation coefficient of 0.158 indicates that there is a slight positive linear relationship 

between age and the perceived satisfaction. It means age influences the perceived overall 

satisfaction.  

The same approach has been adopted for the other hypotheses H2 to H5. The obtained results 

are summarized in table 4.17 below. 

The correlation coefficient of 0.091 indicates that there was a slight positive linear relationship 

between owning a computer/laptop and the perceived satisfaction. It means owning a 

computer/laptop influenced the perceived overall satisfaction. 
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Variables r P-value 

X1 Age 0.158 0.002 

X2 Gender  0.184 0.000 

X3 Education level  -0.032 0.534 

X4 Internet connection  -0.076 0.134 

X5 Owning a computer/Laptop 0.086 0.093 

    

Table 4.17: Pearson‟ Correlation Coefficients of the Independent Variables and the 

perceived overall satisfaction 
 

One can notice the following concerning each of the considered items: 

 Gender: the correlation coefficient of 0.194 indicates that there is a slight positive 

linear relationship between gender and the perceived overall satisfaction. It means 

gender influenced the perceived satisfaction. 

 Education level: the correlation coefficient of -0.320 indicates that there was there is a 

negative low relationship education level and the perceived satisfaction. It means 

education level have no influence on the perceived overall satisfaction. 

 Internet connection: the correlation coefficient of -0.760 indicates that there is a 

negative high relationship between Internet connection and the perceived satisfaction. It 

means Internet connection influenced the perceived overall satisfaction highly. 

 Owning a computer or laptop: the correlation coefficient of 0.091 indicates that there 

is a slight positive linear relationship between „owning a computer/laptop‟ and the 

perceived overall satisfaction. It means that the fact of owning a computer/laptop 

influenced the perceived overall satisfaction. 
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4.7 Relationships between (reliability, accessibility, completeness, customization, 

usability, efficiency and perceived overall citizen satisfaction within the e-government 

services (e- value added tax) 

Let us recall that the six  related hypotheses were: 

H6. Efficiency has significant effect on citizen satisfaction with the e-government services 

(e- value added tax) 

H7. Reliability has significant effect on citizen satisfaction with the e-government services 

(e- value added tax) 

H8. Accessibility has significant effect on citizen satisfaction with the e-government 

services (e- value added tax) 

H9. Completeness has significant effect on citizen satisfaction with the e-government 

services (e- value added tax) 

H10. Customization has significant effect on citizen satisfaction with the e-government 

services (e- value added tax) 

H11. Usability has significant effect on citizen satisfaction with the e-government services 

(e- value added tax) 

H12.    The perceived overall satisfaction of e-value added tax service is influenced by 

efficiency, reliability, accessibility, completeness, customization and usability. 

The same approach has been adopted for the other hypotheses H6 to H11. The obtained results 

are summarized in table 4.18 below. 
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Variables r P-value 

Y1 
Citizens‟ perception toward Efficiency of e-value 

added tax service (8 items) 
0.595 0.0001 

Y2 
Citizens‟ perception toward Reliability of e-value 

added tax service (11 items) 
0.252 0.0001 

Y3 
Citizens‟ perception toward Accessibility of e-value 

added tax service (5 items) 
0.387 0.0001 

Y4 
Citizens‟ perception toward Completeness of e-value 

added tax service (8 items) 
0.458 0.0001 

Y5 
Citizens‟ perception toward Customization of e-value 

added tax service (4 items) 
0.098 0.055 

Y6 
Citizens‟ perception toward Usability of e-value 

added tax service (7 items) 
0.733 0.0001 

    

Table 4.18: Pearson‟s Correlation Coefficients of the Independent Variables and the perceived 

overall satisfaction 

One can notice the following concerning each of the considered items: 

 Efficiency: The correlation coefficient of 0.595 indicates that there is a moderate positive 

linear relationship between Efficiency and the perceived overall satisfaction. It means 

Efficiency influenced the perceived overall satisfaction. 

 Reliability: The correlation coefficient of 0.252 indicates that there is a low positive linear 

relationship between Reliability and the perceived overall satisfaction. It means Reliability 

influenced the perceived overall satisfaction. 

 Accessibility: The correlation coefficient of 0.387 indicates that there is a low positive 

linear relationship between Accessibility and the perceived overall satisfaction. It means 

Accessibility influenced the perceived overall satisfaction.  

 Completeness: The correlation coefficient of 0.458 indicates that there is a moderate 

positive linear relationship between Completeness and the perceived overall satisfaction. It 

means Completeness influenced the perceived overall satisfaction. 
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 Customization: The correlation coefficient of 0.098 indicates that there is a slight positive 

linear relationship between Customization and the perceived overall satisfaction. It means 

Customization influenced the perceived overall satisfaction slightly. 

 Usability: The correlation coefficient of 0.733 indicates that there is a high positive linear 

relationship between Usability and the perceived overall satisfaction. It means Usability 

influenced the perceived overall satisfaction. 

4.8 Proportion of Variance in Perceived overall satisfaction of e-value added tax 

service By the Independent Variables 

To determine the degree to which the independent variables would explain the proportion of 

variance in the dependent variable and to identify the relative significance of each independent 

variable in explaining the dependent variable, a multiple regression analysis was performed. 

In other words, multiple linear regression estimates the co-efficient of the linear equation, 

involving more than one independent variable that best predict the value of a single dependent 

variable. 

Meeting the assumptions of regression analysis is essential to ensure that the results obtained 

were truly representative of the sample and that we have obtained the best results possible. Any 

serious violations of the assumptions must be detected and corrected if possible. These 

assumptions are normality, linearity of relationships, the same level of relationship throughout 

the range of the independent variable (homoscedasticity), interval data, multicollinearity, and 

singularity. Preliminary analyses were performed to ensure no violation of the assumptions. 

Meanwhile, when the number of cases is small relatively to the number of independent 

variables in the regression, the researcher risks finding significant b coefficients just by chance 

(Garson, 2009). Fewer than five cases per independent variable are generally considered 
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unacceptable, even for exploratory research. According to Tabachnick and Fidell (as cited in 

Garson, 2009), a rule of thumb for testing b coefficients is to have n >= 104 + m, where m = 

number of independent variables. The number of independent variables or m is six for this 

study and sample size or n is 386. Therefore, there is no problem with the sample size for doing 

the Multi Regression analysis to achieve the objectives of this study (Garson, 2009; Cohen, 

Cohen, West & Aiken, 2003). 

To identify the best set of predictor variable in predicting the perceived overall satisfaction of 

e-value added tax service, after the various assumptions on multiple regression analysis were 

tested, a stepwise regression method was employed in this study. This method is used for 

exploratory model building.  

Stepwise is a method that adds and removes individual variables, according to the criteria in 

the options dialogue of the SPSS package, until a model is reached in which no more variables 

are eligible for entry and removal (George et al., 2005). This is the most commonly used 

method, especially when there are correlations among the independent variables. As one can 

see in Table 4.19, there are correlation among variables. So with multiple linear regression 

especially this method, we can identify the best set of predictor variable in predicting the 

perceived overall satisfaction of e-value added tax service. 
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  Ef Re Ac Co Cu Us TS 

Ef Pearson 

Correlation 

1 0.168** 0.168** 0.168** 0.168** 0.168** 0.168** 

Sig. (2-tailed)  0.001 0.000 0.000 0,069 0.000 0.000 

N 386 386 386 386 386 386 386 

Re Pearson 

Correlation 

0.168** 1 0.290** 0.110* -0.014 0.264** 0.252** 

Sig. (2-tailed) 0.001  0.000 0.030 0.785 0.000 0.000 

N 386 386 386 386 386 386 386 

Ac Pearson 

Correlation 

0.328** 0.290** 1 0.409** 0.057 0.426** 0.387** 

Sig. (2-tailed) 0.000 0.000  0.000 0.262 0.000 0.000 

N 386 386 386 386 386 386 386 

Co Pearson 

Correlation 

0.614** 0.110* 0.409** 1 0.142* 0.481** 0.458** 

Sig. (2-tailed) 0.000 0.030 0.000  0.005 0.000 0.000 

N 386 386 386 386 386 386 386 

Cu Pearson 

Correlation 

0.093 -0.014 0.057 0.142** 1 0.034 0.098 

Sig. (2-tailed) 0.069 0.785 0.262 0.005  0.511 0.055 

N 386 386 386 386 386 386 386 

Us Pearson 

Correlation 

0.573** 0.264** 0.426** 0.481** 0.034 1 0.733** 

Sig. (2-tailed) 0.000 0.000 0.000 0.000 0.511  0.000 

N 386 386 386 386 386 386 386 

TS Pearson 

Correlation 

0.595** 0.252** 0.387** 0.458** 0.098 0.733** 1 

Sig. (2-tailed) 0.000 0.000 0.000 0.000 0.055 0.000  

N 386 386 386 386 386 386 386 

         

**Correlation is significant at the 0.01 level (2-tailed). 

* Correlation is significant at the 0.05 level (2-tailed). 

Table 4.19: Correlation 
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The last hypothesis was: 

H12. The perceived overall satisfaction of e-value added tax service is influenced by efficiency, 

reliability, accessibility, completeness, customization and usability. 

As shown in the above statement, we have hypothesized that all independent variables may 

predict the level of perceived overall satisfaction of e-value added tax service. Then, the seven 

predictors (X1 to X6) multiple linear regression model was proposed as shown in table 4.20. 

The independent variables were entered into the multiple linear regression equation (4.2) as 

predictors that individually correlated with the dependent variable.  

Satisfaction factors 

X1 Citizens‟ perception toward efficiency of e-value added tax service (8 items) 

X2 Citizens‟ perception toward reliability of e-value added tax service (11 items) 

X3 Citizens‟ perception toward accessibility of e-value added tax service (5 items) 

X4 Citizens‟ perception toward completeness of e-value added tax service (8 items) 

X5 Citizens‟ perception toward customization of e-value added tax service (4 items) 

X6 Citizens‟ perception toward usability of e-value added tax service (7 items) 

  

Table 4.20: Satisfaction Factors 

The equation of the multiple linear regression model is as follows: 

Y = b0 + b1 (X1) + b2 (X2) + b3 (X3) + b4 (X4) + b5 (X5) + b6 (X6) + e   (4.2) 

where: 

Y = the perceived overall satisfaction of e-value added tax service, 

b0 = Constant (Intercept), 

b1-2 = Estimates (Regression coefficients), 

X1 to X6 = as indicated in Table 4.20, and e = Error. 

 

Based on the stepwise method, only two predictor variables were found to be of significance in 

explaining the perceived overall satisfaction of e-value added tax service. These two predictor 
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variables are Usability (X6), Efficiency (X1). This means that two of the satisfaction factor 

variables considered in this study namely X1 and X6, can be said to be the predictor variables. 

Therefore, they could not enter to the model and predicted the perceived overall satisfaction of 

e-value added tax service. Hence, hypothesis (H6) was partly supported. Table 4.21 shows that 

the estimates of the model coefficients for b0, b1 and b2 are 3.207, 2.284 and 0.892 

respectively. Therefore, the estimated model is as below: 

Y = 3.207 + 0.892 (X1=Efficiency) + 2.284 (X6=Usability) 

Where: 

Y = the perceived overall satisfaction of e-value added tax service, 

b0 = Constant (Intercept), 

b1-2 = Estimates (Regression coefficients), 

X1 = Citizens‟ perception toward efficiency of e-value added tax service. 

X6 = Citizens‟ perception toward usability of e-value added tax service. 

The R-square of 0.583 implies that the two-predictor variables explain about 58.3% of the 

variance/variation in the perceived overall satisfaction of e-value added tax service. This is 

quite a good and respectable result. In addition, multiple correlation coefficient (R) was 

approximately 0.764. Based on Guildford‟s rule of thumb, there is a high relationship between 

two predictors and the perceived overall satisfaction of e-value added tax service. The ANOVA 

table revealed that the F-statistics (267.786) is large and the corresponding p-value is highly 

significant (0.0001) or lower than the alpha value of 0.05. This indicates that the slope of the 

estimated linear regression model line is not equal to zero confirming that there is linear 

relationship between the perceived overall satisfaction and the two-predictor variables. 
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Model 

B 

(Unstandardized 

Coefficients) 

Std. 

Error 

Beta 

(Standardized 

Coefficients) 

t p-value 

Constant 1.840 0.709  2.596 0.010 

Citizens‟ perception toward Efficiency 

of e-value added tax service (8 items) 

(X1) 

0.829 0.156 0.241 5.310 0.000 

 

Citizens‟ perception toward Usability 

of e-value added tax service (7 items) 

(X6) 

2.163 0.168 0.553 12.884 0.000 

      

Notes: R = 0.764; R
2
 = 0.583; Adj. R2 = 0.581 

Table 4.21: Estimates of Coefficients for the Model 

Based on the collinearity diagnostic as shown in table 4.22 below, none of the model 

dimensions has a condition index above the threshold value of 30.0; none of tolerance value is 

smaller than 0.10 and Variance Inflation Factor (VIF) statistics is lower than 10.0. This 

indicates that there is no serious multicollinearity problem among the predictor variables of the 

model. 

Dim Eigen value Condition 

Index 

   (Constant) Usability 

 

 

Efficiency 

 

1 

 

2.960 

 

1.000 

 

.00 

 

.00 

 

.00 

2 .022 11.517 .96 .09 .36 

3 .018 12.947 .04 .91 .63 

      

Table 4.22: The Multicollinearity Diagnostic for the Final Model 

Normal P-P and Q-Q plots of regression-standardized residuals of the perceived overall 

satisfaction of e-value added tax service are shown in Figures 4.1 and 4.2 respectively.  All 

observed values fall roughly along the straight line, indicating that the residuals were from a 

normally distributed population. 
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Figure 4.1: The Normal P-P Plot of the Regression Standardized Residual for the Perceived overall 

satisfaction of e-value added tax service 

 

 

 

 

 

 
Figure 4.2: The Normal Q-Q Plot of the Regression Standardized Residual for the Perceived overall 

satisfaction of e-value added tax service 
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Figure 4.3 shows the scatter plot of standardized predicted values against observed values. As 

it can be seen, the relationship between the dependent variables and the predictors is linear and 

the residual variances are about equal or constant. 

 

Figure 4.3:  The Scatter plot of Standardized Predicted Values vs. Observed Values 

Since there is no multicollinearity problem between the predictors included in the final model 

and the assumptions of normality, equality of variance and linearity are all met, it is reasonable 

to conclude that the estimated multiple regression model which explains the perceived overall 

satisfaction of e-value added tax service is stable and acceptable. Figure 4.4 reflects that only 

two independent variables significantly contribute to the perceived overall satisfaction of e-

value added tax service. 
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X1 = Efficiency 

X6= Usability  

 The perceived overall 

satisfaction of e-value 

added tax service 

 

Dependent Variable (DV) Independent Variables (IV) 

Age 

Gender 

Owning computer/laptop 

 

 

   

 

 

 

 

 

 

 

 

Figure 4.4: Framework Showing the Significant Contributors of perceived overall satisfaction of e-

value added tax service  

 

4.9 Structural Equation Modeling (SEM) 

4.9.1 Confirming the Measurement Model (CFA) 

The pre-specified relationship of the observed measures is confirmed by Confirmatory factor 

analysis technique, which makes it easy to find out the degree that a certain factor is measured 

by different assumed variables correctly. An instrument can also be validated by Confirmatory 

factor analysis (Janssens et. Al 2008). A Confirmatory factor analysis also determines how 

well a construct is represented by the measured variables. Should CFA and the construct 

validity tests are combined; one can get a better understanding of the measures' quality (Hair 

et.al, 2006). 

In general, CFA identifies a number of factors which explain each variable. In order to 

determine the factor structure with empirical support, the factor structure was specified and 

CFA technique was used in this study. Following CF analysis of each structure, a full 

measurement model comprised of all constructs was developed for the estimation of the 
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relationship between variables. In addition to drawing covariance between all variables, this 

model, estimates how well the scale items create the relationship between the variables. 

As a popular tool for assessment and modification of theoretical models (Gefen et al., 2000), 

structural equation modeling (SEM) was chosen as the analysis technique in this study which 

was accomplished by AMOS 20 software package. 

Being capable of estimating multiple interdependent regressions, SEM is a tool that addresses a 

network of interrelated predictor variables. As the SEM involves both the measurement and the 

structural models, its application is considered to be a two-step process which makes it possible 

to examine the theoretical models empirically (Hair et.al, 2006). 

 

The Conceptual model of the research presented in Figure 4.5 consists of six independent 

variables including Efficiency(EF), Reliability(RE), Accessibility(AC), Completeness(CO), 

Customization(CU) and Usability(US)  and dependent variable Total Score as the final score of 

Citizen satisfaction. 
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Figure 4.5: The Research Conceptual Model
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4.9.2 Overall model fit 

In order to see whether the model represents the set of causal relationships sufficiently, a 

researcher should assess the overall model fits when he/she evaluates both measurement and 

structural models.  

 

4.9.2.1   Measurement model 

Following the acceptance of the overall model fits a researcher must examine the indicator 

loadings for statistical significance and estimate the measures' reliability coefficients in order to 

evaluate the constructs separately. The convergent and discriminate validity of the research 

instruments can be examined as a result (Hair et.al 1998). 

After running the first simulation model it was found that model fit was not good (Figure 4.6). 

According to Table 4.23 , all of the criteria that determine the overall fit of the model CMIN/DF 

(4.875), IFI (.765), TLI (.747), CFI (.764), GFI (.670) , AGFI (.629) and RMSEA (.100), were 

not acceptable, which indicated that model fit was not good.  

Chi-square = 4299.648, P = 0.000 

Model RMSEA PCCLOSE CMIN/DF GFI AGFI CFI TLI IFI 

Default model .100 0.000 4.875 .670 .629 .764 .747 .765 

Saturated model    1.000  0.000  1.000 

Independence model .200 0.000 16.338 .173 .134 .000 0.000 .000 

Table 4.23: Fit index for Measurement Model with all variables 
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Figure 4.6: The Research Measurement Model with all Variables 
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To obtain better fitting model, the Modification Indices applied as presented in Figure 4.7. The 

Threshold for Modification Indices allows you to specify what level of chi-square change is 

required for a path to be included in the modification index output. The default value is 4.00 

because it slightly exceeds the tabled critical value of a chi-square distribution with one degree 

of freedom: 3.84. 

According to Janssens (2008), all of the latent variable measures must have a high loading 

(>.50) and must be significant (should not be between -1.96 and 1.96).  

 

Chi-square = 1779.604 , P = 0.000 

Model RMSEA PCCLOSE CMIN/DF GFI AGFI CFI TLI IFI 

Default model .052 .143 2.050 .830 .806 .937 .932 .938 

Saturated model    1.000  0.000  1.000 

Independence model .200 0.000 16.338 .173 .134 .000 0.000 .000 

Table 4.24: Fit index for Measurement Model with Modification Indices 

The confirmatory factor analysis for six factors including Efficiency, Reliability, Accessibility, 

Completeness, Customization and Usability are shown in Figure 4.9 to Figure 4.14 and Table 

4.26 to Table 4.31 respectively. 
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Figure 4.7: The Research Measurement Model with Modification Indices 
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The Measurement Model developed showed a very good fit. The goodness of fit index (GFI) should 

be greater than .90, and the adjusted goodness of fit index (AGFI) should preferably be greater than 

.80. In this case, the GFI is .830 and the AGFI is .806. Both values exceed the cutoff point and 

indicate good model fit. Two reliable indicators are the Tucker-Lewis Index (TLI) and Comparative 

fit index (CFI), which should preferably be greater than .90. In this case, TLI and CFI are .937 and 

.932, respectively, which is more than the acceptable level. The RMSEA value is .052, which 

indicates very good model fit (rule of thumb less than .06). According to Browne and Cudeck 

(1993) indicate that values less than or equal to .05 indicate a good fit. The CMIN/DF is 2.050, 

which also indicates good model fit (rule of thumb less than 2). 

According to Table 4.25, it is shown that most of the standardized regression weights (Estimate) are 

very high except for Reliability, Accessibility, Customization and Completeness; over .70. The 

acceptable value should be more than .50. The critical ratios (C.R.) are over 1.97 except for afore-

mentioned factors which are .173, .152, .282 and -.112 respectively.  

Structural relation Estimate S.E. C.R. P 

efficiency8 <--- Efficiency 1.000 
  

 

efficiency7 <--- Efficiency .795 .051 15.647 *** 

efficiency6 <--- Efficiency .810 .056 14.470 *** 

efficiency5 <--- Efficiency 1.037 .023 44.305 *** 

efficiency4 <--- Efficiency 1.234 .066 18.624 *** 

efficiency3 <--- Efficiency .894 .055 16.296 *** 

efficiency2 <--- Efficiency .853 .055 15.442 *** 

efficiency1 <--- Efficiency .879 .054 16.377 *** 

Reliability11 <--- Reliability 1.000 
  

 

Reliability10 <--- Reliability .707 .047 15.012 *** 

Reliability9 <--- Reliability .771 .047 16.526 *** 

Reliability8 <--- Reliability .901 .056 16.124 *** 

Reliability7 <--- Reliability .955 .051 18.547 *** 

Reliability6 <--- Reliability .958 .056 17.025 *** 

Reliability5 <--- Reliability .681 .047 14.533 *** 
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Reliability4 <--- Reliability .884 .053 16.721 *** 

Reliability3 <--- Reliability .983 .060 16.410 *** 

Reliability2 <--- Reliability .772 .051 15.028 *** 

Reliability1 <--- Reliability .912 .055 16.722 *** 

Accessibility5 <--- Accessibility 1.000 
  

 

Accessibility4 <--- Accessibility 1.355 .077 17.592 *** 

Accessibility3 <--- Accessibility .990 .074 13.391 *** 

Accessibility2 <--- Accessibility 1.294 .075 17.298 *** 

Accessibility1 <--- Accessibility 1.151 .075 15.297 *** 

Completeness7 <--- Completeness 1.000 
  

 

Completeness6 <--- Completeness .998 .041 24.050 *** 

Completeness5 <--- Completeness .961 .077 12.501 *** 

Completeness4 <--- Completeness .957 .071 13.450 *** 

Completeness3 <--- Completeness .890 .071 12.612 *** 

Completeness2 <--- Completeness 1.282 .085 15.161 *** 

Completeness1 <--- Completeness 1.291 .086 15.068 *** 

Completeness8 <--- Completeness 1.220 .082 14.887 *** 

Customization4 <--- Customization 1.000 
  

*** 

Customization3 <--- Customization 1.230 .092 13.373 *** 

Customization2 <--- Customization 1.327 .099 13.385 *** 

Customization1 <--- Customization .960 .060 15.931 *** 

Usability7 <--- Usability 1.000 
  

 

Usability6 <--- Usability .759 .039 19.626 *** 

Usability5 <--- Usability .955 .061 15.567 *** 

Usability4 <--- Usability 1.481 .089 16.716 *** 

Usability3 <--- Usability .993 .066 15.044 *** 

Usability2 <--- Usability 1.101 .069 16.034 *** 

Usability1 <--- Usability .974 .067 14.495 *** 

Total Score <--- Reliability .173 .132 1.312 .189 

Total Score <--- Efficiency .749 .201 3.730 *** 

Total Score <--- Accessibility .152 .190 .800 .424 

Total Score <--- Customization .282 .148 1.901 .057 

Total Score <--- Usability 2.658 .249 10.658 *** 

Total Score <--- Completeness -.112 .233 -.482 .629 

Table 4.25: Path loadings, critical ratios, and R square values in the measurement model 
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4.9.2.2   Structural Model  

According to Hair et.al (2006), a theory is represented by a structural model using a set of 

structural equations and then shown by a visual diagram. Once a measurement model is 

specified, a path/structural model can be built to evaluate the hypothesized relationships. One 

should consider the overall and relative model fits and the direction and size of the relationship 

and its significance (as estimated) when he/she uses the SEM to test the theoretical model. In this 

study, after the assessment of the measurement model, a structural model shown in Figure 4.8 

was developed for testing the hypotheses consisting all factors tested before. 

 

 Efficiency has significant effect on citizen satisfaction with the e-government services (e- 

value added tax) 

From the analysis, we can see that the relationship between Efficiency and citizen satisfaction 

with the e-government services is significant, since the probability of getting a critical ratio as 

large as 3.73 in absolute value is more than 1.96. In other words, the regression weight for 

Efficiency (EF) in the prediction of Total Score is significantly different from zero at the 0.001 

level (two-tailed). Thus, this hypothesized relationship is valid and accepted. 

 Reliability has significant effect on citizen satisfaction with the e-government services 

(e- value added tax) 

The relationship between Reliability and citizen satisfaction with the e-government services is 

not significant, since the critical ratio is 1.312, which is less than 1.96, and the p-value is .189. 

Thus, this hypothesized relationship is not found to be valid in this context. 

 Accessibility has significant effect on citizen satisfaction with the e-government services 

(e- value added tax) 
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The relationship between Accessibility and citizen satisfaction with the e-government services is 

also not significant: the critical ratio is .800, which is less than 1.96, and the p- value is .424. 

Therefore, this hypothesis is rejected. 

 Completeness has significant effect on citizen satisfaction with the e-government 

services (e- value added tax) 

The relationship between Completeness and citizen satisfaction with the e-government services 

is also not significant: the critical ratio is -.482, which is less than -1.96, and the p- value is .629. 

Therefore, this hypothesis is rejected too. 

 Customization has significant effect on citizen satisfaction with the e-government 

services (e- value added tax) 

The relationship between Customization and citizen satisfaction with the e-government services 

is also not significant: the critical ratio is 1.901, which is less than 1.96, and the p- value is .057. 

Therefore, this hypothesis is rejected. 

 Usability has significant effect on citizen satisfaction with the e-government services (e- 

value added tax) 

The relationship between Usability and citizen satisfaction with the e-government services is 

significant, since the probability of getting a critical ratio as large as 10.658 in absolute value is 

more than 1.96. In other words, the regression weight for Usability (US) in the prediction of 

Total Score is significantly different from zero at the 0.001 level (two-tailed). Thus, this 

hypothesized relationship is accepted. 
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Figure 4.8: The Research Structural Model with Modification Indices
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Confirmatory Factor Analysis for Efficiency 

 

Figure 4.9: Confirmatory factor analysis model for Efficiency 

 

Structural relation 
Regression 

Weight 

Standard 

Error 

Critical 

Ratio 

Standardized 

Regression 

weights 

Squared 

Multiple 

Correlation 

 

 

efficiency8 

efficiency7 

<--- 

<--- 

Efficiency 

Efficiency 
1.000 

.795 

 

.051 

 

15.647 

.78 

.74 

.61 

.55 

 

 

efficiency6 <--- Efficiency .810 .056 14.470 .78 .60  
 

efficiency5 <--- Efficiency 1.037 .023 44.305 .87 .75  
 

efficiency4 <--- Efficiency 1.234 .066 18.624 .81 .66  
 

efficiency3 <--- Efficiency .894 .055 16.296 .71 .50  
 

efficiency2 <--- Efficiency .853 .055 15.442 .75 .57  
 

efficiency1 <--- Efficiency .879 .054 16.377 .79 .62  
 

Table 4.26: Estimated values for Efficiency 
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Confirmatory Factor Analysis for Reliability 

 

Figure 4.10: Confirmatory factor analysis model for Reliability 

 

Structural relation 
Regression 

Weight 

Standard 

Error 

Critical 

Ratio 

Standardized 

Regression 

weights 

Squared 

Multiple 

Correlation 

   
  

Reliability11 <--- Reliability 1.000 
  

.81 .65 

Reliability10 <--- Reliability .707 .047 15.012 .70 .49 

Reliability9 <--- Reliability .771 .047 16.526 .76 .57 

Reliability8 <--- Reliability .901 .056 16.124 .74 .55 

Reliability7 <--- Reliability .955 .051 18.547 .82 .68 

Reliability6 <--- Reliability .958 .056 17.025 .77 .60 

Reliability5 <--- Reliability .681 .047 14.533 .69 .47 

Reliability4 <--- Reliability .884 .053 16.721 .76 .58 

Reliability3 <--- Reliability .983 .060 16.410 .75 .57 

Reliability2 <--- Reliability .772 .051 15.028 .70 .50 

Reliability1 <--- Reliability .912 .055 16.722 .76 .58 

Table 4.27: Estimated values for Reliability 
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Confirmatory Factor Analysis for Accessibility 

 

Figure 4.11: Confirmatory factor analysis model for Accessibility 

Structural relation 
Regression 

Weight 

Standard 

Error 

Critical 

Ratio 

Standardized 

Regression 

Weights 

Squared 

Multiple 

Correlation 

       
 

Accessibility5 <--- Accessibility 1.000 
  

.72 .52 

Accessibility4 <--- Accessibility 1.355 .077 17.592 .93 .85 

Accessibility3 <--- Accessibility .990 .074 13.391 .70 .48 

Accessibility2 <--- Accessibility 1.294 .075 17.298 .87 .75 

Accessibility1 <--- Accessibility 1.151 .075 15.297 .82 .57 

Table 4.28: Estimated values for Accessibility 

Confirmatory Factor Analysis for Completeness 

 

Figure 4.12: Confirmatory factor analysis model for Completeness 
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Structural relation 

 

Regression 

Weight 

Standard 

Error 

Critical 

Ratio 

Standardized 

Regression 

weights 

Squared 

Multiple 

Correlation 

Completeness7 <--- Completeness 1.000 
  

.86 .45 

Completeness6 <--- Completeness .998 .041 24.050 .67 .51 

Completeness5 <--- Completeness .961 .077 12.501 .70 .49 

Completeness4 <--- Completeness .957 .071 13.450 .76 .58 

Completeness3 <--- Completeness .890 .071 12.612 .71 .50 

Completeness2 <--- Completeness 1.282 .085 15.161 .89 .78 

Completeness1 <--- Completeness 1.291 .086 15.068 .88 .77 

Completeness8 <--- Completeness 1.220 .082 14.887 .86 .74 

Table 4.29: Estimated values for Completeness 

Confirmatory Factor Analysis for Customization 

 

Figure 4.13: Confirmatory factor analysis model for Customization 

Structural relation 

 

Regression 

Weight 

Standard 

Error 

Critical 

Ratio 

Standardized 

Regression 

weights 

Squared 

Multiple 

Correlation 

Customization4 <--- Customization 1.000 
  

.68 .46 

Customization3 <--- Customization 1.230 .092 13.373 .84 .71 

Customization2 <--- Customization 1.327 .099 13.385 .85 .73 

Customization1 <--- Customization .960 .060 15.931 .64 .41 

Table 4.30: Estimated values for Customization 
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Confirmatory Factor Analysis for Usability 

 

Figure 4.14: Confirmatory factor analysis model for Usability 

 

Structural relation 

 

Regression 

Weight 

Standard 

Error 

Critical 

Ratio 

Standardized 

Regression 

weights 

Squared 

Multiple 

Correlation 

Usability7 <--- Usability 1.000 
  

.75 .57 

Usability6 <--- Usability .759 .039 19.626 .70 .50 

Usability5 <--- Usability .955 .061 15.567 .78 .60 

Usability4 <--- Usability 1.481 .089 16.716 .83 .69 

Usability3 <--- Usability .993 .066 15.044 .75 .57 

Usability2 <--- Usability 1.101 .069 16.034 .80 .54 

Usability1 <--- Usability .974 .067 14.495 .73 .53 

Table 4.31: Estimated values for Usability 
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4.10 Summary 

This chapter presented a discussion of the findings of the data analysis. A brief description of 

the respondents‟ characteristics was displayed.  

Descriptive statistics such as Mean, Standard Deviation were used to describe the perceived 

overall satisfaction of e-value added tax service, Accessibility, Usability, Reliability, 

Completeness, Customization and Efficiency. 

Pearson‟s Product Moment and Spearman‟s Correlation Coefficients were used to determine 

the relationship between the independent variables and the perceived overall satisfaction of e-

value added tax service. Moreover the Structural Equation Modeling was used to test the 

research hypothesizes. The results of hypothesis test confirm that between all mentioned 

factors, there were only two factors, which affected the perceived overall satisfaction of e-

value added tax service, which are Efficiency and Usability. 
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CHAPTER 5 

 

SUMMARY, CONCLUSIONS AND RECOMMENDATIONS FOR FUTURE 

RESEARCH 

5.1 Summary of the Study 

There are different E-government services in Iran. The purpose of this study was to assess 

citizens‟ satisfaction with the e-government services in Iran, particularly the e-value added tax. 

The results of this study may be useful for improving, expanding and developing e-government 

services in Iran. 

The study was quantitative in nature and employed descriptive correlational research design. 

Data have been collected from citizens who were using e-value added tax service of 2008/09 

(N=26400). We developed a web-based questionnaire and we used it to obtain the required 

data. The number of valid responses was 386.  

The study focused on the perceptions of citizens who used the afore-mentioned service. The 

areas that have been explored include participations‟ socio-demographic characteristics, 

satisfaction factors and perceived overall satisfaction. Eleven variables were tested from which 

five were independent variables. Eleven research questions and 12 hypotheses directed the 

analysis of the study. 

5.2 Summary of the Findings 

It appears from this study that younger participants (aging less than 30 years old) actually used 

the e-value added tax service for which, incidentally, there was a low positive linear 

relationship between the perceived overall satisfaction and their age too. This finding supports 

Ahmad and Kamal (2002) study on a commercial bank. While, Lightner (2003) in her study on 
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online experience showed that age is an important factor in determining satisfaction levels of 

technology perceptions. 

In the current study also, the participants over age 50 and younger than 20 years old were as 

low as about five percent. We assumed that the lack of participation of older adults was 

because they were less eager to use Internet for paying the value added tax. It probably aroused 

by the lack of computer literacy and their anxiety of using technology. Interaction between 

humans and computers is complex. This interaction may incite a variety of emotional 

responses, including anxiety. The fear of computers interferes with the communicative nature 

of human computer interaction. Therefore, techniques must be devised in using e-services to 

reduce or eliminate computer anxiety (Longe and Uzoma, 2006), but it needs more 

investigation. 

5.3 Conclusions of the Study    

Based on the results of this study, the following conclusions are made. These results can be 

used to suggest useful strategies for implementing more desirable e-services. 

1.  The global satisfaction about Efficiency was approximately 71 percent, so e-value 

added tax website seemed efficient at the time of this study. 

2. The global satisfaction about Reliability was near 60 percent.  It is suggested to look for 

ways to increase accuracy and the security of information.  

3. The Accessibility was about 50 percent. It means the satisfaction level of using this e-

service by citizens was on average. Hence it is recommended to improve some aspects of 

accessibility such as availability, ease to use, ease to access, quickly loaded pages and forms, 

and access to correct related information at the right time.  

4. The satisfaction about Completeness was less than 50 percent. It means the satisfaction 

level of using this e-service by citizens was less than average. Thus we propose that some 
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aspects of completeness such as task‟s completeness, devoting enough time to complete the 

task, support service and online help during the task should be enhanced.  

5. The satisfaction about Customization was globally less than 50 percent. Therefore, 

putting the favorite tasks on the customized profile should be improved. 

6. The satisfaction about Usability was less than 60 percent. Hence, providing necessary 

information and helpful instructions regarding the tasks as well as making the service easy to 

navigate should be amended. 

5.4 Recommendations 

5.4.1 Recommendations for the economic affairs and finance organization that provide 

e-service 

To increase the perceived overall satisfaction regarding e-value added service, the following 

recommendations are made: 

1. Some special incentives such as free bonus or extended deadlines should be defined for 

e-value added tax service to encourage more citizens to use this service.  

2. To enhance the trust of citizens towards this e-service, the accuracy and the security of 

information should be more focused on; for instance, by informing the customers about the 

usage of new security methods through proper alerts and messages at the right times. 

3. Task‟s completeness is very important for the customers, so devoting enough time to 

complete the task, and online help during the task should be enhanced. In addition, the 

connection speeds and bandwidth should be increased. 
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4. Necessary information and helpful instructions regarding the tasks as well as making 

the service easier to navigate should be provided. The speed of login and logout are important 

criteria for most customers. In addition, it was also detected that citizens want appropriate 

navigation menu and simple to use e-service portal. 

5. An outstanding result is that international respondents in this study anticipate simple 

contents of this e-service because of language problem. Therefore, the contents should be brief 

and easy to understand. In addition, citizens would be more satisfied if different language 

versions such as English are accessible through the website. 

5.4.2 Recommendations for Future Research 

More often, a research raises many unanswered queries. In future studies, it would be 

interesting to identify "good" indicators to increase efficiency, reliability, accessibility, 

completeness, customization and usability. Also, Results from the study and similar studies in 

the context of Iranian e-services should be compared with other studies done abroad to find 

ways that would lead to more citizens‟ satisfaction.  

Moreover, this study was carried out to find the relation between service quality dimensions 

and satisfactions from the citizens‟ point of view. Future studies can be conducted to explore 

and include the providers‟ standpoint. 

Finally, the methodology adopted in this work could serve as a basis for studying citizens‟ 

satisfaction with other electronic services offered by local and national governments in Iran 

and in other countries. 
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