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Abstract—Mobile government is considered as an emerging 

technology that has been used in Saudi Arabia in order to 

enhance communication between the government and its citizens, 

it can also be considered as a mechanism through which the 

government can effectively respond to their needs and 

expectations. The current study seeks to propose and validate M-

government adoption model to fully understand the varied 

variables affecting the adoption behavior. This model is based on 

Technology Acceptance Model (TAM) and DeLone and McLean 

Information Systems Success Model. The researchers will depend 

on a descriptive survey approach using structured questionnaires 

to investigate the extent of M-government acceptance by Saudi 

users. Structural equation modeling will be used as a method for 

statistical data analysis. 
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I. INTRODUCTION 

There is no doubt that the developed technology has 
permeated all walks of life, which has helped in doing things 
more easily than ever before, this in fact has had a great 
impact on many aspects of our lives such as health, education, 
transportation and communication. 

The development in the field of technology has led to the 
introduction of many advanced tools that have a lot of useful 
applications for better communication. Nowadays, smart 
devices, iPhone and tablets have become important 
mechanisms for communication [1]. The wide spread of 
mobile devices around the world and the technological 
revolution surrounding their different applications have 
opened the floodgates for the introduction of M-government 
[2-3]. 

II. RESEARCH MOTIVATION 

Despite the fact that Kingdom of Saudi Arabia has made 
significant strides in the field of technological infrastructure 
development, M-government technology is still in its infancy, 
this confirms the idea that the Saudi government should pay 
more attention to integrate M-government services in its 
public sector in order to achieve its national objectives and 
reduce constraints imposed on citizens as a result of using 
traditional government services [4-5]. My research is 
motivated by the urgent desire to investigate the different 
factors that may affect the acceptance of M-government in 
Saudi Arabia through combining the dimensions of DeLone 
and McLean success model represented in (system quality, 
information quality and service quality) with the dimensions 

of TAM model represented in (Perceived Usefulness and 
Perceived Ease of Use) to determine their effects on attitudes, 
behavior intentions and actual use of the system. . Worthy 
here to mention that using the two models will enable the 
researchers to make full use of the strength areas of these 
models and as a result draw a full picture of the factors that 
affect M-government acceptance behavior among Saudi 
citizens. Identifying these factors can be considered as a must 
in order to move from the preliminary phase of 
experimentation to the actual use of the system for 
maximizing the benefits that can be gained from applying M-
government in Saudi Arabia. Finally, the current study will 
provide some suggestions to help policy makers in improving 
the system of M-government in Saudi Arabia. 

III. SIMILAR WORK 

In a study [6] that has been carried out to investigate 
factors relevant to diffusion and adoption of M- Government 
in Greece, findings revealed that ease of use and compatibility 
could affect the adoption behavior. Another study [7] has been 
conducted to determine issues surrounding M-government 
services adoption in Jordon, results showed that public 
awareness, infrastructural limitations and lack of 
comprehensive legal framework were among the critical 
issues surrounding the use of M-government. At the local 
level a study has been conducted [8] to determine variables 
affecting M-government adoption in Saudi Arabia, findings 
revealed that satisfaction, mobility and trust were predictors of 
adoption behavior among citizens. Another study [9] analyzed 
the challenges and opportunities associated with the 
implementation of m-government services in Saudi Arabia. 
The results suggested that although a large percentage of 
population did not have access to mobile technologies, there 
was still a strong desire among users for the provision of M-
government services. The previous studies and researches 
mentioned above have revealed that M-government 
technology is affected by varied factors. In order to identify 
these factors; the researchers will make full use of the three 
major dimensions of the DeLone and McLean Success Model 
(system quality, information quality and service quality) and 
two dimensions of the TAM Model (represented in perceived 
usefulness and perceived ease of use) to determine their 
effects on attitudes, behaviour intentions and use of M-
government system in Saudi Arabia. This mixing between the 
two models in fact will be of great significance as it enables 
the researchers to combine the most common factors that can 
affect acceptance of M-government in Saudi Arabia. 
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IV. E-GOVERNMENT AND M-GOVERNMENT IN SAUDI 

ARABIA 

All e. government initiatives issued by the Saudi 
government can be considered as a part of its National 
Information Technology plan in an attempt to restructure 
different processes taken place in the public sector [10].  
Mobile government technology is still in the initial phase, this 
confirms the idea that the Saudi government should pay more 
attention to integrate M-government services in its public 
sector to generalize this experience all through the kingdom 
[11]. 

The study of M-government adoption behavior among 
Saudi citizens is of great importance as it helps us in 
identifying the different opportunities and challenges face the 
industry of M-government and as a result it will help in 
improving this service through getting a closer look on the 
different behaviors of Saudi citizens especially while taking 
into consideration the different challenges associated with M-
government adoption such as security, privacy, usability and 
so on. In addition, the most important challenge that hinders 
the effective implementation of M-government lies in the 
adoption behavior of citizens, some researchers agreed that the 
Saudi government needs to overcome different inequalities 
that impede the effective adoption of M-government services 
[12]. 

V. THEORY BACKGROUND 

The advancement in wireless communication has paved 
the way to the emergence of M-government. M-government 
can be seen as an effective and efficient solution for delivering 
services using mobile technology [2-13]. The goals and 
objectives of M-government are diverse including –but not 
limited to- saving time, cost and effort through providing 
efficient services to citizens using electronic channels [14]. It 
also aims at enhancing civic engagement among citizens [15] 
Many countries seek to implement M-government initiatives. 
The point of departure here is that the implementation of M-
government heavily depends on many variables among them 
is the adoption behavior of citizens [16-17]. 

VI. QUESTIONNAIRE 

The researchers designed a structured questionnaire that 
would be used to reflect users' views regarding the critical 
factors that might affect the behavior intention and attitudes 
towards M-government, the dimensions of the questionnaire 
will be extracted from a model designed by the researchers 
through making full use of dimensions of DeLone and 
McLean Information Systems Success model and TAM 
model. The questionnaire consisted of three main parts: The 
first part was dedicated to gather demographic information 
related to gender, age, educational level, employment status, 
ICT usage experience and the actual use of M-government 
services. The second part included eight main dimensions 
represented in system quality, information quality, service 
quality, perceived usefulness, perceived ease of use, attitudes, 
actual use and behaviour intention. The final part included 
open questions to identify the different strategies that could be 
used or added to improve the quality of services being 
provided. The current questionnaire has Arabic and English 

versions. It depended on a 5-point Likert scale ranging from 
strongly disagree to strongly agree. 

VII. DATA COLLECTION 

The researchers will depend on the descriptive survey 
approach as the main study approach. Descriptive survey 
approach is concerned with the characteristics of whole 
sample of the study in an attempt to provide effective 
solutions to the problem. The survey approach makes full use 
of scientific methods by examining the different materials, 
analyzing data and reaching some results that can be 
generalized [18]. Online Surveys will be used to gather 
quantitative data for the proposed theoretical model in an 
attempt to reach as many people as possible. Surveys will be 
emailed to public and private organizations requesting them to 
forward these questionnaires to their employees. It will also be 
sent to universities to ask students and academic staff to 
participate in the survey, this process succeeded in gathering 
the responses from 1218 participants in the study. 

VIII. DATA ANALYSIS 

Microsoft Excel was used to code the data. In this step, we 
identified the variables of the study, the columns they 
occupied in the data file, their possible values. The five-point 
Likert scale was coded with values ranging from (Strongly 
Disagree =1, Disagree= 2, Neutral=3, Agree= 4, and Strongly 
Agree= 5). In order to test hypotheses and analyze data 
required for the current study, the researchers used Structural 
Equation Modeling (SEM) technique as the main instrument 
used in the analysis. It is a powerful multivariate analysis used 
to test the validity of hypothesized theoretical models. It can 
also be seen as a simple method to show numerous 
relationships simultaneously and evaluate relationships [19]. 
The analysis will be done using SmartPLS software. PLS is a 
SEM technique that simultaneously represents the theoretical 
relationship among latent variables and the relationships 
between latent variables and their indicators. The software 
package SmartPLS version 2 for SEM analysis and SPSS 
version 21 for descriptive analysis of demographic 
information would be used. The data set would be evaluated 
for missing values, invalid observations or outliers. When 
missing data for an observation exceeded 15%, it will be 
removed from the data set. When less than 5% of values per 
indicator would be missed, mean value replacement would be 
used. Otherwise, case-wise deletion would be used. After 
identifying outliers, they would be removed from the data if 
they represented less than 5% [20]. The path coefficients and 
the coefficients significance were used for hypotheses testing. 
Hypotheses testing in SmartPLS could be involved in the 
evaluation of t-values. All p significance levels (p<0.01, 
p<0.05 and p<0.10) were addressed. The larger p value of less 
than 0.10 could be regarded as appropriate for exploratory 
research [20]. 

IX. DISCUSSION OF RESULTS 

The descriptive statistics of the study showed that (52.6 %) 
of the study sample were males while (47.4%) were females. 
The majority of the participants' ages ranged from 20 to 29 
years old, they had good knowledge of ICT, most of them 
used ICT applications for less than one hour a day and they 
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had been using mobile phones for more than five years. The 
majority of them used mobile phones in order to make calls 
and send messages and most of them use M-government 
services for many different reasons, but the most prominent 
one was to obtain applications from the Ministry of Education. 
The results of the study showed that System Quality and 
Information Quality had not statistical significant effects on 
Perceived Usefulness. This result went in harmony with the 
results mentioned by [21] who showed that neither system 
quality nor information quality had positive effects on 
perceived usefulness. On the contrary, the results confirmed 
that perceived security had a positive effect on perceived 
usefulness. Worthy here mentioning that these results were 
disappointing, especially while keeping in mind that the 
researchers had expected that system quality and information 
quality could play critical roles in affecting perceived 
usefulness as our beliefs regarding the feasibility of a system 
could be formed in the light of the quality of the system as a 
whole and the quality of the information being provided by it. 
Information quality, service quality and perceived usefulness 
had positive effects on the perceived ease of use. Also, Service 
quality had a positive effect on perceived usefulness. This 
result went in harmony with the result of [22] who indicated 
that services quality (SQ) was found to have the strongest 
influence on adoption of M-government. Honestly, the 
researchers expected these results, especially while taking into 
account that information quality, service quality and perceived 
usefulness have been shown in the literature to be powerful 
factors that have the ability to influence M-government 
adoption behaviour. The results of the study showed that 
perceived ease of use and perceived usefulness had positive 
effects on attitudes towards M-government; the results were 
consistent with [23] who showed that perceived ease of use, 
near-term usefulness and long-term usefulness had significant 
and positive influences on the intention to use mobile 
government. These results were not consistent with [24] who 
showed that perceived usefulness had a positive effect on 
perceived value. Attitudes had positively affected behavior 
intention. This result went in harmony with [24] who showed 
that individual's intention to behave was based on the person's 
attitude. Behavior intention had positively affected actual use 
of M- government. This result went in harmony with the 
theory of reasoned action [25] indicating that one's intentions 
affected his actual behavior. Here the behaviour component 
can be seen as a driving force towards using M-government 
services, and as a result, once behaviour intention was 
motivated, actual use could be guaranteed. Significant testing 
of results using structural model path coefficients can be 
shown as in the following table: 

Based on their sizes, the results showed that SeQ had the 
strongest effect on PU (0.5479), followed by PEOU (0.1776), 
while SQ, and IQ almost had no effect. Also, SeQ had a strong 
effect on PEOU (0.4048), followed by IQ (0.2635) and SQ 
(0.1406). Findings showed that both PU (0.5497) and PEOU 
(0.3041) had strong effects on Att. Also, these findings 
showed that Att had strong effect on BI (0.6086), and BI had a 
strong effect on AU (0.5799). The Path Coefficients can be 
shown as in the following table: 

TABLE I. SUMMARY OF SIGNIFICANT TESTING OF RESULTS 

 

Path Coefficient 

(Bootstrap) 

  -
values 

  - value 
Significance 

Levels 

SQ    PU 0.0485 1.22 0.22 NS 

SQ    PEOU 0.1408 3.66 <0.001 *** 

IQ    PU -0.0703 1.61 0.11 NS 

IQ    PEOU 0.2638 6.06 <0.001 *** 

SeQ   PU 0.5493 11.89 <0.001 *** 

SeQ   PEOU 0.4061 9.72 <0.001 *** 

PEOU    PU 0.1773 4.20 <0.001 *** 

PEOU    Att 0.3053 9.66 <0.001 *** 

PU    Att 0.5497 21.06 <0.001 *** 

Att   BI 0.6105 25.76 <0.001 *** 

BI    AU 0.5819 22.73 <0.001 *** 

*p <0.10. **p <0.05. ***p <0.01. 

TABLE II. PATH COEFFICIENTS 

 
PU PEOU Att BI AU 

SQ 0.0479 0.1406  
 

 

IQ -0.0695 0.2635  
 

 

SeQ 0.5479 0.4048  
 

 

PU 
 

 0.5497 
 

 

PEOU 0.1776  0.3041 
 

 

Att 
 

  0.6086  

BI 
 

  
 

0.5799 

X. MOST PROMINENT RESULTS AND RECOMMENDATIONS 

The most important results can be shown as follows: 
system quality (SQ) has not a positive influence on the 
Perceived Usefulness (PU) of using M-government, System 
Quality (SQ) has a positive influence on the Perceived Ease of 
Use (PEOU) of using M-government, Information Quality 
(IQ) has not a positive influence on the perceived usefulness 
of using M-government, Information Quality (IQ) has a 
positive influence on the Perceived Ease of Use (PEU) of 
using M-government, Service Quality (SeQ) has a positive 
influence on the Perceived Usefulness (PU) of using M-
government, Service Quality (SeQ) has a positive influence on 
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the Perceived Ease of Use (PEU) of using M-government, 
Perceived Usefulness (PU) has a positive influence on 
Attitude (Att), Perceived Ease of Use (PEU) has a positive 
influence on Attitude (Att), Attitude (ATT) has a positive 
influence on Behaviour Intention (BI) to use M-government 
services, Behavior Intention (BI) had a positive influence on 
Actual Use (AU) of M-government. The researchers 
recommend improving the provision of services being 
provided by M-government as a mean of improving citizens' 
attitudes, intention behaviour and actual use of M-
government, this can be done by making the governmental 
website more attractive, easing the browsing process, 
providing guidelines related to how to deal with the website, 
building trust in M-government transactions, providing 
internet connections especially to those in remote areas.  The 
researchers also recommend developing the technological 
infrastructure within the Kingdom in order to provide citizens 
with easy access electronic services. Improving the rates of 
use of M-government will help in reducing the burdens 
imposed on many governmental agencies. 

For future studies, the researchers recommend conducting 
similar studies but in other regions in Saudi Arabia using 
different methodological approaches, for example conducting 
studies using comparative approaches in order to compare 
levels of acceptance of M-Government Service between Asir 
and Jeddah to determine levels of acceptance and adoption 
behaviors and different factors affecting them. 
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