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Abstract. The present study has provided insights into various factors affecting the intention to use e-government (ITUEG) services among 

the citizens of Indonesia. A Theory of reasoned action (TRA) has been used as an underpinning theory, based on the prior literature and the 

various empirical studies conducted by past researchers. The total number of 477 citizens were included in the study as a target population. 

The results of the present study indicated that the attitude and the subjective norms had shown a significant and positive impact on the ITUEG. 

Also, the additional variable of trust been investigated in the existing study and the study revealed that trust significantly influences the 

ITUEGS. The demographic variable including age, gender, education level and two control questions, have shown significant results. More 

than 37 percent of the respondents have already used these online e-government services. Additionally, the findings of the current study have 

shown that the citizens are not mature and also willing to avail of these online e-government services if the trust level is higher. The 

government authorities should draft and implement those kinds of policies that can win the trust of the common man or the end-users like 

citizens and that leads towards the increase in the ITUEG services.      
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1. Introduction

The concept of e-government was firstly established in the USA in 1993 and the processes of reformation of public 

services had been done by using this information and communication technologies (ICTs) (Kurfalı et al., 2017). As 

per the report of United Nation e-Government survey 2014, out of all the member countries of the world i.e. 193 

UN member countries, nearly fifty (50) countries have developed online portals and the number was doubled as 

compared to the UN report of 2012. The era of the internet has promoted and developed the information and 

communication technologies (ICTs) around the globe and also provided ease towards the end-users among the 

stakeholders. On the mass level, the government authorities have many challenges to provide the best way to deliver 

government-related services to the citizens. Also, these public services offered by the government can evaluate the 

performance of the government among the public all over the world (Suriansyah et al., 2019; Oliński, 2020; 

Chrząścik, 2019; Lincényi, Čársky, 2020). ICTs had changed the way to deliver these services in almost all the 

sectors that are directly or indirectly influence the common man. In general, ICTs have tendency to the efficient 

delivery of services for the general public. Likewise, the public services offered by the government can be 

transformed by using this information and communication technologies in the form of e-government also known as 

electronic government. Technology development and changes occurring in their processes, functions and policies 

in various business activities and especially the public sectors, are gaining momentum periodically. E-government 
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is the remarkable development in the public sector by using technology development (Witarsyah et al., 2017) as it 

is a fundamental component of any government modernization (Answer et al., 2016). Government through e-

Government can renovate their operational activities to serve public (Mateen et al., 2017). E-Government is an 

important issue (Alghamdi, 2017) and plays vital role to create prearranged service delivery networks with 

efficiency and make sure about the interactivity, transparency and accountability (Al-Shafi & Weerakkody, 2010). 

e-Government services have a lot of advantages over traditional ways to offer related public services to the public. 

In a traditional way, the limited time is available to the end-users to avail of these offered services but, on the e-

government services, the citizens can avail of these offered online services 24/7 hours a day. In addition, many 

other benefits like time saving, transparency, the decrease in cost and most importantly the service quality and speed 

are there for the end-users (Atkinson & Castro, 2008). The recent report of the (United Nations e-Government 

survey 2018), the ranking of Indonesia is 73rd in the world. 

 

Additionally, the e-Government rankings of Indonesia is not consistent and there are variations in these ranking as 

per the reports of the United Nation (2010-2018). As per the previous reports of the United Nations on e-

Government Survey (2010-2018), the mixed trend regarding the rankings of Indonesia has been observed. Like, the 

rankings of Indonesia were at 109th place as per the report of 2010, the ranking showed a decline in the UN report 

of 2012 as 97th place. Also, the worse ranking and again showed a decline in the UN report as 106th place in 2014, 

but in the UN report the ranking improved as 116th place in 2016 among all the countries around the globe. In the 

recent report of UN 2018, the ranking of Indonesia is 107th among the 193 countries of the world (see in Table 1). 

 
Table 1. e-Government Rankings (Indonesia) 

SN United Nations Reports Rankings 

1 2010 109 

2 2012 97 

3 2014 106 

4 2016 116 

5 2018 107 

Source: (UN e-Government Survey Reports 2010-2018) 

 

Digital governance also known as the electronic government, has a huge impact on South Asian nations since the 

1990s. The government has taken very affirmative steps for the development and implementation of these e-

government services to address properly the public problems and economic stability of the nations (Sagarik, 

Chansukree, Cho, & Berman, 2018). According to the Association of Southern Asian Nations (ASEAN), e-

government plays a significant role in the development of the nations and serve the general public with effective 

services (Haseeb et al., 2020). Therefore, the Indonesian government has taken very positive steps towards the 

improvement of the delivery of these online e-government services that upgrade the current rankings of the e-

government around the globe. The government of Indonesia's plan is strictly connected with the country’s economic 

and socio development. In social development, service delivery towards the general public is the mandatory step 

for the government (Sagarik et al., 2018). E-Government has become a popular phenomenon over the past few 

decades and has significant benefits for the citizens. The citizens can access these online services very easily and 

utilize or used these services with less effort, time and resources. These services are available 24/7 for the general 

public and the systems are transparent and fully systemized (Dwivedi et al., 2017). Intentions towards the use of 

technology is very important (Ahmed, Zin & Majid, 2016). Numerous prior researchers and practitioners have 

shown keen interest to understand the citizen’s adoption or intention to use online e-government service (ITUEG 

services) of the available online services of government offered to the general public (Verkijika & De Wet, 2018). 
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Also, the government authorities or government decision making authorities have taken a step or implement those 

strategies that can helpful for the middle-class people of the society and provide them easy to use services offered 

by the government. In the line of the present study, the TRA was used as an underpinning theory and the role of 

trust was investigated as an additional construct leads towards the ITUEG services. The direct relationship between 

the attitude and ITUEG services and the relationship between the subjective norm and ITUEG services have also 

been investigated in the existing study. Trust is defined as “the extent to which citizens believe that government 

works in their best interest” (Cleary & Stokes, 2006). The government policies regarding the offered services and 

mainly the online e-government services to the general public is harmful when the citizens are not able to trust or 

dis-trust these offered services. Therefore, this distrust of electronic services of government lowers the intention to 

use, decrease the expectations of the citizens. More importantly, the individual attitude and the other stakeholders 

of society feel uncomfortable while using these e-government services (Alharbi et al., 2016). Firstly, in this paper, 

the introduction along with the motivation of the study is provided. Secondly, the literature review accompanied by 

the hypothesis’s development were reported. Thirdly the comprehensive view of the research methodology was 

given, and the analysis consists of the measurement model and structural model were reported. Finally, the 

discussion was written with prior literature empirical evidence and future recommendation and conclusion are 

drawn for future researchers. While reviewing the prior studies conducted in technology adoption settings in general 

and particularly in the e-government settings indicated that fewer number of studies have been conducted by 

researchers or published using TRA as underpinning theory. Also, a very lesser numbers of literature is available 

where the co-relational relationships have been investigated among individuals like citizens. Therefore, the factor 

of trust has investigated the independent variable in the existing study. 

 

The motivation of the Study 

The United Nations has published latest report in 2018 titled as “Gearing e-Government to support transformation 

towards sustainable and resilient societies,” in 2016 titled as “e-Government in support of sustainable 

development,” “e-Government for the future we want” in 2014, “e-government for the people” in 2012 and 

“leveraging e-government at a time of financial and economic crisis” published in 2010. The reports have reported 

the ranking of Indonesia as 109th in the world in 2010, ranked 97th in 2012, 106th in 2014, 116th in 2016 and as per 

the latest report 2018 as 73rd in the world (see in Table1). Therefore, these rankings showed inconsistency since the 

last five UN Reports from 2010 to 2018 (see in Figure1). The rankings or e-government in Indonesia have shown 

improvement sometimes and the ranking falls in some recent years like 2014 as 116th in the 196 countries of the 

world. The researchers need to investigate more factors that can directly influence or have a significant and positive 

impact on the intention of the end-users in the e-government services of Indonesia. The public householders and 

supply size “the technical side of the e-government services” can also be facilitated by the proposed results.  

 

 
Figure 1. E-Government Rankings of Indonesia 

Source: United Nation e-Government Reports (2010-2018) 
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Theoretical Foundation and Conceptual Framework  

 

The occurrences of e-government have been investigated by various prior researchers and incorporate many theories 

to investigate the factors that influence the ITUEG services among the citizens. Numerous prior researchers like 

“technology acceptance model (TAM) was used by (Lin et al. 2011) in Gambia”, “the theory of planned behavior 

(TPB) was used by (Ozkan and Kanat 2011) in Turkey”, “the decomposed theory of planned behavior (DTPB) was 

used by (Susanto, Diani, and Hafidz 2017) in Indonesia”, “the extended version of TAM (TAM2) was used by 

(Sang et al. 2009) in Cambodia, diffusion of innovation theory (DOI) was used by (Lawson-Body et al. 2014) in 

the United States, and the perceived characteristics of innovation (PCI) was used by (Boon et al. 2013) in Malaysia. 

Beyond these, social cognitive theory (SCT) WAS used by (Nripendra P Rana & Dwivedi, 2015) in India, the 

unified theory of acceptance and use of technology (UTAUT) was used by (Rabaai, Zogheib, AlShatti, and AlJamal 

2017) in Jordan, and the extended UTAUT (UTAUT2) was used by (Lallmahomed, Lallmahomed, and 

Lallmahomed 2017) in Mauritius”. 

 

  
 

Figure 2. Conceptual Framework 

 

Fewer amounts of empirical research in the prior works have used TRA (TRA) as an underpinning theory while 

investigating e-government adoption in the Indonesian context. Also, very few studies have investigated the 

construct of trust in ITUEG services. Therefore, in the present study, the attitude and subjective norm have been 

investigated directly on ITUEG services, like attitude has a significant and positive influence on ITUEG services 

among the citizens and subjective norms have a significant and positive influence on ITUEG services. Also, trust 

is incorporated in the conceptual model to investigate the causal effect of these relationships.      

2. Literature Review 

Intention 

Numerous prior studies have reported and empirically investigated intention as a dependent variable (Rana et al., 

2015; Zahid & Haji Din, 2019; Zeithaml et al., 1996; Dalle et al., 2020). As per the findings of (Westaby 2005) and 

(Ibrahim and Najjar 2008), the intention is considered as a foundation while investigating the individual behavior 

and the best predictor of individual behavior towards the technology adoption. (Ladhari 2009) defines intention as 

“behavioral intention of individuals can be either favorable or unfavorable.”( Zeithaml et al. 1996) define attitude 

as “Favorable behavioral intention often results in bonding with the services provider, increased volume of business, 

expressing positive praise for the service provider, and a willingness to pay price premiums. 

Attitude 

Intention to use 

online-government 

services 

Subjective Norms 

Trust 
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In contrast, unfavorable behavioral intention leads customers to display a higher probability of brand switching, 

plan to reduce their volume of business, engage in negative word-of-mouth, and display an unwillingness to pay 

premium prices”. (Also, Nor 2005) defines intention as therefore, various prior studies enthusiastic a great exertion 

to examine factors that affect the acceptance of IT. “Due to a lack of grounded theory in the IT field, researchers 

have turned to models that have been developed in other areas as a foundation for their research. In the case of 

predicting an individual’s intention to adopt IT, information systems (IS) researchers have borrowed intention 

models from social psychology as the foundation for their research”. Though, the previous researchers have reported 

that the intention is not carefully considered or conceptualized in the past literature (Söderlund & Öhman, 2005).   

 

Attitude 

Attitude is defined as “the degree to which a person has a favorable or unfavorable evaluation or appraisal of the 

behavior in question” (Ajzen, 1991). As per the theoretical perspective, in TRA, the interactions of the human are 

firstly originated from the attitude of the individual. Two types of feelings “rather positive or negative” towards any 

specific behavior can be projected. In the words of (Fishbein) attitude is defined as “An individual’s positive or 

negative feelings about performing the target behavior.” Therefore, the (I Ajzen and Fishbein 1980) defines attitude 

as “attitude is favorable or unfavorable depends on its projection.” According to the findings of (Icek Ajzen 1991), 

attitude consists of certain beliefs and personal beliefs that come from the behavior of the individual. Also, as per 

the findings of (Ajzen and Fishbein 2000), “beliefs means the perceived consequences of the behavior and a person’s 

favorable attitude toward a specific behavior strengthens his/her desire to do the behavior. Positive or negative 

associations towards an object to determine the favorableness or un-favorableness of attitude towards that object”. 

(Doll and Ajzen 1992) defines the attitude as “Direct observations are a source of belief attainment; beliefs are also 

obtained indirectly by getting information from different sources or through inferences.” Numerous studies in the 

prior literature have shown attitude as significant and positive predictor of behavioral intention (Aziz et al., 2013; 

Rana & Dwivedi, 2015; Rana et al., 2015; Rana et al., 2015; Dalle & Mutalib, 2018; Shih & Fang, 2004; Baharuddin 

et al., 2018). One of the studies conducted in India by (Rana et al. 2015) to investigate the intention of the e-

government system and 304 responses have been collected from the state of Bihar. The findings of the study 

determined the significance of attitude on intention among the citizens of the Bihar state of India. 

 

Additionally, another research conducted by (Hung et al. 2006) have reported that attitude significantly and 

positively influences on the behavioral intention among the citizens of the “online tax filing and payment system 

(OTFPS)” in Taiwan. The total number of 8500 responses from the emails and by using a systematic sampling 

technique. Besides, (Rana et al. 2015) have conducted 377 respondents from six (6) different countries of India and 

reported that “attitude has a significant and positive influence on the behavioral intention towards e-government 

services”. In the line of the present study, the attitude has been investigated as a predictor of ITUEG services among 

the citizens of Indonesia. From the abovementioned empirical discussion and evidence from the prior literature of 

various researchers in technology adoption in general and e-government settings in particular, the succeeding 

hypothesis was framed towards the influence of attitude on ITUEG. 

 

H1: Attitude has a significant and positive impact on the intention to use e-government services (ITUEG) services. 

 

Subjective Norms 

Fishbein “the person’s perception that most people who are important to him think he should or should not perform 

the behavior in question.” Besides, (Smith and Paladino 2010) defines subjective norm as “the inner view about key 

characters in the decision maker’s life, making the decision-maker to aspire to perform (or not act) in a certain 

way.” In the setting of TRA and theory of planned behavior, the individual views whether favorable or non-

favorable, either positive or negative, reflects the subjective norm towards the particular behavior (Ajzen, 1991). In 

http://doi.org/10.9770/jssi.2020.9.4(..)
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other words, the norms can identify and formulate rules and regulations for the society and the individuals in the 

society can follow these taken for granted norms to perform particular behavior (Webster Jr, 1975). The two 

components i.e. normative beliefs (like others expect how the individual can perform) and motivation to comply 

(like positive and negative beliefs) (Ajzen, 1991). Numerous researchers from the prior literature have reported that 

subjective norm significantly and positively influence the intention towards the e-government settings 

(Bhattacherjee, 2000; Rana et al., 2015; Shih & Fang, 2004)  In the study of (Al-Qeisi 2009) conducted in two 

countries united kingdom and Jordan by incorporating the “Unified Theory of Acceptance and Use of Technology” 

UTAUT model and to determine the online behavior of the individuals. 

 

Consequently, among the various determinants of behavior, the subjective norm has shown the significant impact 

of intention. Additionally, the prior study conducted in Hong Kong to investigate the performance of SMEs by (Lau 

and Kwok 2007) has reported that the subjective norm is one of the most important predictors of intention and have 

a significant and positive impact. From the discussion, as mentioned earlier from the prior literature, the following 

hypothesis is formulated to test the impact of subjective norm on ITUEG services empirically. 

 

H2: Subjective norms have a significant and positive impact on the intention to use e-government services 

(ITUEG) services.  

 

The support of the additional construct of Trust 

Trust id defined as “to the extent to which an individual believes that another individual or group will act favorably” 

(Mayer et al., 1995). Another definition of trust is “willingness to rely on an exchange partner, i.e. individual or 

service seekers whose behavior is not under its control” (Moorman et al., 1992). In e-Government, both sides 

(demand side as well as supply-side) of the system have equal importance. Especially the demand side plays a vital 

role in the success of these online integrated systems. Therefore, the factor trust is also playing a significant role in 

the adoption of these online e-government services and develop a relationship among the service provider and the 

users, i.e., the citizens (Alharbi et al., 2016). 

 

Additionally, the trust is considered as a strong predictor of e-participation from a psychological perspective 

(Scherer & Wimmer, 2014). While studying the prior literature, the previous studies have reported trust as a 

predictor of ITUEG services among the citizens or the end-users (Bélanger & Carter, 2008; Carter & Bélanger, 

2005; Schaupp & Carter, 2010). Numerous studies from the past literature have reported that trust is a strong factor 

that affects the end-users or service seekers or citizens towards the ITUEG services (AlAwadhi & Morris, 2009; 

Carter & Bélanger, 2005). Besides, (Gefen et al. 2005) concluded that trust plays a role of motivator among the 

citizen’s ITUEG services. Therefore, trust tends to encourage individuals to participate in and has a sense of 

cooperation with service providers like government authorities. So, trust is also considered as an external factor that 

influence the other antecedents of the ITUEG services (Alharbi et al., 2016; Park et al., 2014). (Alharbi and Kang 

2014) revealed in the findings that individual’s attitude and the people around them have confident while using the 

e-government services and have higher level of the trust among them. The individuals in the developed nations like 

United Kingdom, united states of America, Germany, Indonesia and others have shown less interest while using the 

online services especially related to the government. Therefore, trust can impact positively on the individual’s 

behavior and the other stake holders of the society to improve the ITUEG services among the citizens of these 

developed nations (Reddick, 2011). By considering the above-mentioned discussions, the trust has been taken as an 

independent variable and extends the theory of TRA leads towards ITUEG services among the citizens of Indonesia. 

The following hypotheses have been formulated to investigate the causal relationships in the line of the present 

study.      

 

H3: Trust has a significant and positive influence on intention to use e-government (ITUEG) 

http://doi.org/10.9770/jssi.2020.9.4(..)
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3. Research Method 

 

The present study aims to investigate the co-relational relationships “attitude, subjective norm, and trust on the 

intention to use e-government services” among the citizens of Indonesia. To achieve the research objectives of the 

current study, the mono quantitative approach was used to collect data from the citizens (Sumatera, Jawa, and 

Kalimantan). Also, the technique of the self-administrative questionnaire was used to evaluate the causal 

relationships for collecting data leads towards the analysis of the numerical dataset. For the assurance of the content 

validity, the questionnaire was pre-tested by the senior academic experts. These experts have evaluated the three 

aspects of the questionnaire. Firstly, the purpose statement that defined the objective of the existing study. Secondly, 

the demographic questionnaires and lastly the items of the variables of the existing study. A total of 477 responses 

were received from the respondents of the study and 419 responses were considered valid by eliminating 58 cases 

due to missing values and the outliners. The questions or items of the study’s variables have been taken from the 

prior literature from the domain of the e-government studies. The items of the attitude have taken from the study of 

(Khalid, Pahi & Ahmed, 2016; Nor & Pearson, 2008). 

 

Additionally, the items of the subjective norm have taken from the (Nor & Pearson, 2008). On the other hand, the 

items of the trust and ITUEG services have been taken from (Nor & Pearson, 2008) and (Taylor & Todd, 1995), 

respectively to measure the variables of the present study. The items of the present study were measured by using 

seven Likert scale “1 = Strongly disagree to 7 = Strongly agree”. The present study employed the sampling 

technique of non-probability sampling. In non-probability sampling, the respondents do not have equal chances of 

being selected. As per the recommendations of (Calder 1981), the “non-probability sampling method is acceptable 

when the main concern of the study is theory generalizability rather than population.” Therefore, one of the non-

probability sampling technique, the convenience sampling technique was used to collect the data from the citizens 

of Indonesia. 

 

4. Results  

 

In the line of the present study, SEM, also known as structural equation modeling, has been used to investigate the 

relationship. In the present era, the SEM is considered as most influencer and robust technique “that includes a 

series of statistical methods, i.e., factor analysis, regression analysis or path analysis, and discriminant analysis, 

which allow researchers to examine the structural relationship between the observed variable and the latent variable” 

(Hair et al., 2016). The researchers believed that the second-generation analysis technique SEM is more accurate as 

compared to the first-generation multivariate analysis techniques. Also, the findings of one of the studies conducted 

by (Zahid and Haji Din 2019) reported that the second-generation multivariate analysis technique SEM is more 

accurate, efficient and more convenient as compared to the first generation analysis techniques. SEM can be 

categorized into two “covariance-based (CB-SEM), partial least squares (PLS-SEM), or variance-based (VB-

SEM)”. PLS-SEM is considered more efficient as compared to the CB-SEM as “it allows for testing complex 

relationships in the model” (Hair et al., 2011). In the existing study, PLS-SEM has incorporated by using the 

software of smart PLS 3.0. 

 

Measurement Model 

In the line of the present study, the relatability test “items reliability and internal consistency reliability” and validity 

test “convergent validity and discriminant validity” have been conducted for the evaluation of the measurement 

model of the study. Therefore, as mentioned in (Table 3), all the items or questions of the variables fall between the 

threshold range of 0.4 to 0.7 recommended by (Hair et al., 2011). Additionally, composite reliability has been 

measured to test the consistency reliability, and (Table. 2) shows that the values of composite reliability are greater 

than the cut-off value of 0.7. According to Hair et al. (2016), the threshold value for the average variance extracted 

http://doi.org/10.9770/jssi.2020.9.4(..)
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(AVE) of the constructs of the study should be greater than 0.5 and the results showed that the values of AVE are 

greater than 0.5.        

 

 

 
 

Figure 2. Measurement Model 

 

 

 
Table 2. Values of Composite Reliability and AVE 

  rho_A CR AVE 

ATT 0.822 0.865 0.682 

ITUEG  0.844 0.899 0.747 

SN 0.834 0.899 0.747 

TR 0.858 0.905 0.705 

 

 

 

Table 3. Factor Loadings of Items of the Constructs 

 Attitude ITUEG Subjective Norms Trust 

ATT1 0.853 0.468 0.606 0.657 

ATT2 0.802 0.307 0.459 0.529 

ATT3 0.822 0.298 0.497 0.542 

ITUEG1 0.429 0.853 0.556 0.502 

ITUEG2 0.394 0.914 0.574 0.460 

ITUEG3 0.340 0.823 0.461 0.337 

SN1 0.601 0.566 0.876 0.642 
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SN2 0.522 0.533 0.873 0.563 

SN3 0.544 0.500 0.844 0.554 

TR1 0.640 0.408 0.581 0.897 

TR2 0.528 0.424 0.537 0.740 

TR3 0.570 0.463 0.563 0.818 

TR4 0.639 0.397 0.594 0.894 

 

Table 4. Heterotrait-Monotrait Ratio (HTMT)  

 

  Attitude ITUEG SN Trust 

Attitude         

ITUEG 0.532       

SN 0.780 0.737     

Trust 0.850 0.590 0.802   

 

Structural Model 

Once the measurement model was assessed and ensured as reliable and valid, the next step is the assessment of the 

structural model. Therefore, the structural model has been evaluated by the testing of the proposed hypotheses and 

predictive accuracy of the proposed model in the study. Additionally, the bootstrapping of 5000 sub-samples can 

be achieved to examine the significance level of the path co-efficient among the relationships of the proposed 

hypotheses. Overall, the structural results have presented in (Figure 3), and the proposed conceptual model has 

explained 39.6 percent of the variance in ITUEG services among the citizens of Indonesia.       
 

 
Figure 3.  Structural Model 

http://doi.org/10.9770/jssi.2020.9.4(..)
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5. Discussion 

In the line of the present study, the proposed hypotheses H1, H2 and H3 were tested by using bootstrapping of 

50000 sub-samples in smart PLS. Therefore, the first hypothesis was rejected and the remaining two hypotheses H2 

and H3 were accepted. Overall, the proposed model of the existing study has shown a variance of 39.6 percent to 

predict ITUEG services among the citizens of Indonesia. The findings of the existing study revealed that attitude 

has an insignificant impact on the ITUEG services among the citizens of Indonesia. The first hypothesis HI indicated 

(β=0.021, p<0.05) that attitude insignificantly influences on the ITUEG services among the citizens of Indonesia. 

Thus, the result is dependable with the finding of the prior studies (Aziz et al., 2013; Rana et al., 2015; Rana et al., 

2017; Zahid & Haji Din, 2019). Additionally, the second hypothesis “subjective norms have significant and positive 

influence on intention to use e-government services” was accepted (β=0.500, p<0.05) and in line with the prior 

studies of the technology adoption in general and e-government adoption in particular (Rana et al., 2015; Rana et 

al., 2015; Zahid & Haji Din, 2019). Lastly, the contribution of the study by extending the TRA with the additional 

construct of trust has shown a significant and positive impact on the ITUEG services among the citizens of 

Indonesia. Therefore, the third hypothesis H3 designated (β=0.513, p<0.05) and accepted in the present study. On 

the other hand, the results of the existing study can help to increase the usage of the government-related services 

among the citizens and enhance the ITUEG services. The positive word of mouth from the friends, family, peers 

and especially from the media like print media, electronic media, and the social media now a day can boost the 

performance of the government and can encourage the end-users i.e. citizens of Indonesia to increase the intention 

towards the usage of the online e-government services. The factor of trust plays an important and significant role 

in the usage of e-government. Trust is directly proportional to the usage of ITUEG services; higher the trust level 

than higher will be the intention towards usage. 

 

 

Limitations and Future Recommendations 

In the line of the present study, there are a lot of limitations as well as equal opportunities for the 

researchers to conduct future research. The present study is a cross-sectional study because the data were 

collected at one shot or the same period. The mono quantitative approach was used by the researcher to 

collect the data like self-administrative questionnaire technique. Therefore, future researchers can focus 

on the longitudinal study for a better understanding of the phenomena called e-government intention to 

use. 

 

Moreover, the qualitative approach like focus group discussion, interviews should be conducted by the 

researchers in the future and mixed mode “both the quantitative and qualitative” methods must be adopted 

in future studies. The teachers, students, government employees and especially the information technology 

experts should be incorporated as respondents in future studies. Attitude, subjective norms, trust and 

perceived behavioral control should be investigated as a mediator in future studies. 

 

Moreover, government support should be used as a moderator in future studies to investigate the predictors 

of intention in e-government settings. The researcher of the developing world in general and South Asian 

countries should investigate various predictors, antecedents, and determinants of the intention in e-

government settings. Various nations around the globe show a decreasing graph in the development and 

rankings of the e-government intention among the citizens. Therefore, there is a dire need for future 

http://doi.org/10.9770/jssi.2020.9.4(..)
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researchers to conduct studies and help the government authorities to enhance the intention to use in e-

government settings.                
 

Conclusions 

 

The main concern of the present study is to determine the antecedents “attitude, subjective norms and trust” of 

online ITUEG services among the citizens of Indonesia. The government should deliver many services to the 

general public in the traditional manner. But the trend has been changed with the last few decades like the conversion 

of traditional government services towards online e-government services. Therefore, it will attract new users like 

the citizens to use these online services. These online services can provide easy access to the general public and 

these are available twenty-four hours. The users can use these online services with a single click, and transparency 

is there for the general public with an advanced level of speed. The findings of the current study revealed that 

subjective norms and trust could be the predictor and significant factors towards the ITUEG services among the 

citizens of Indonesia. On the other hand, individual attitude has a significant impact on the intention of the usage of 

online e-government services. The government decision making authorities should take affirmative actions and 

develop policies and implement these policies for the sake of the incremental approach towards the intention of 

citizens towards the usage of these online e-government services.        
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