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Abstract
Electronic technology is increasing gradually in Saudi Arabia and using e-services among Saudi users become 

government (e-government) or (eGovernment) among Saudi users, especially with the transformation according 

with the surrounding eGovernment services such as Absher. This study will provide a thorough review of the 
usage of eGovernment across the regions of Saudi Arabia and the reasons for non-usage as well. The word eGov-
ernment and E-government will be used interchangeably in the context. 
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1. Introduction

E-government involves the application of 
information and communication technology 

-
ment to the users and business owners as well 
(Alzahrani et al., 2017). E-government usage 

services provided to the users either personal 
or business. In the previous decade, eGov-
ernment as a term of e-commerce has been 
grown dramatically. Nowadays, eGovernment 
has been spread widely in studying programs 

-
-

4,630,000,000 webpages refer to eGovern-

Communications in Saudi Arabia are 
mainly based on mobile phones. As mobile 

-

rapid spread of this service. It reveals a recent 
acceleration in access to information technol-

ogy and the use of communications within the 

of the individuals who ranged ages 12 to 65 
years old used them in 2018 (General Author-
ity for Statistics, 2018). 

government agencies as well (General Author-
ity for Statistics, 2018). The government will 

users will perform faster more convenient 
services anytime anywhere, they prefer (Alz-
ahrani et al., 2017). Previous researches pre-

2019 the total population of Saudi Arabia was 
19,739,056 males, 14,479,113 females, and 
a total of 34,218,169 (General Authority for 
Statistics, 2020). 

The percentage of eGovernment usage 
among Saudi individuals according to gen-
der 38.12 and 10.78 for males and females 
respectively, which represents 27.19 from the 
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usage of the Internet among other services in 
Saudi Arabia (General Authority for Statis-
tics, 2020). Saudi Arabia government initiated 
multiple projects to improve services and to 

government services easier and more effec-
tive. 

In the next few years, eGovernment pro-
-

sion 2030). Nowadays, the top countries using 

France, Singapore, and Australia (Clement, 
2018a). The government will allow the citizen 
to save time and effort when services are shift-
ed to be paperless by using different govern-
ment services electronically,  this will be more 

out of 193 among countries in these services 
(Arab News, 2016). Further, in 2030 Saudi 

around the world, especially within the Inte-
rior Ministry system, Absher which all serve 

News, 2016).

E-government in Saudi Arabia is devel-

of communication and information technol-
ogy. The main goal of this government is to 

is contributing to different government agen-
cies to get sustainable progress, which can 

under eGovernment are Absher, medical con-
sultancy, e-visa, umrah, instant tourism visa, 
and intelligent hajj, Authentication of mort-
gage and health services platforms (El-sofa-

e-service will be positive for the population, 

due to the country’s potential and growth. It 
will ease all the main processes and improve 
government productivity. Using eGovern-

ment services from Saudi users, will spread 

-
lation’s needs. This process will empower in-

The scope of the online payment system in 
Saudi Arabia will get recognition at the inter-
national level.   

The current study aims at discussing the 
vision 2030 and its impact on Saudi users, in 

-
gy on Saudi citizens can be estimated by their 
daily usage and dependence on technology. 

-
neling, people are more aware of global trends 
and get use of electronic services. This study 

-

focus of this study is to convey into consider-
ation related research papers and evidence to 

and trends of service usage in population. The 

Saudi government for the population regard-

empirical and theoretical evidence from liter-
ature. 

1.2. Purpose of the Study

The main purpose of this paper is to inves-
tigate the usage of eGovernment among Saudi 
regions and explore the reasons to adopt/not 
adopt within Saudi regions. This study will an-

will provide us with the insight of eGovern-
ment services in Saudi Arabia:

the adoption of eGovernment system among 
Saudi users?
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Saudi users from using eGovernment?

The study will be organized to the follow-
ing structure: after the introduction, related 

methodology. Finally, analysis and results are 
presented followed by the conclusion of the 
study.

2. Related Work

In this section, this paper will focus on 
eGovernment studies from a distinctive per-

exploring eGovernment from another per-
spective which are models, factors’ lists, or 

understanding of human factors, which af-
fect eGovernment. The researchers conducted 
eGovernment research using different types of 

-
plying/testing a theory.

-
ground. 

particular concept in eGovernment. 

a set of categories, or several factors, which is 
found on eGovernment.

-
-

and data.

eGovernment research

(Clement, 2018a).

By observing Fig 1, the statistic showed 

-
tors: online service, telecommunication infra-
structure, and human capital. It is presented in 
Fig 1 that America was the highest region uses 
eGovernment service among other regions, 
represents 0.59. Asia is almost similar to the 
Americas representing 0.58, while the lowest 

Belanger, 2004).

Furthermore, the satisfaction with eGov-

an online survey among 500,000 respondents 
in the United States for more than 100 sites 
measured. In Fig 2, the similarity of satisfac-
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Fig. 2. The US customer satisfaction (Clement, 2018b).

-
vices 2014-2018

which seems noteworthy (Clement, 2018b).

. 2. The US customer satisfaction (Clem-
ent, 2018b). The countries worldwide allow 
their citizens to use eGovernment services, 
i.e., customers used eGovernment in paying 

111 countries, applying for marriage certif-
icate in 82 countries, and apply or personal 
identity card in 59 countries (Clement, 2019)               
(see Table 2).  

2.1 E-Government from an Arabian 
Perspective 

-

users. The users get related assistance from 
government electronic applications. However, 
the experience of Arab about eGovernment is 
not free from technical, cultural and strategic 
challenges. The performance is dependent on 
the income level in the country, so independent 

factors in this regard need the elimination of 
some economic conditions (Al-Nuaim, 2009). 

funding, and limited resources. In addition, 
there are some limitations discovered in Arab 
experience regarding internet subscription and 
funding (El-sofany et. al., 2012). Arab coun-
tries have also less vision about technology, so 
the strategic challenges came out in the form 

-

awareness or education about technology also 
matters a lot (El-sofany et. al., 2012). Some 
examples of how your references should be 
listed are given at the end of this template in 
the ‘References’ section, which will allow you 
to assemble your reference list according to 
the correct format and font size.

E-Government impact on Arab users can 

services need a clear strategy and decent adop-
tion rate. Nevertheless, the goals of eGovern-
ment to facilitate users in all over the regions 
is related to certain targets and national and 
sectoral level. The vision of government is 

-
ers and enhance their motivation (Al-Nuaim, 
2009). User experience in Arab world relat-

administration to bring about all the related 

have shown e-readiness in government agen-
cies regarding assessment. The scope of busi-
ness and using technologies is expanded in 
Saudi Arabia because data is available about 
mobile, PC and internet usage. The role of 

to improve the administration for the public 

access to social and political rights due to bet-
ter governance. The eGovernment maturity is 
monitored through the development index, by 
the United Nations. The online services and 

country at the higher level (Alhashimi, 2019). 
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This experience has made eGovernment fol-
low a road map for users to develop a signif-

delivery.           

2.2 E-Government Factors 

In Germany, there are some factors that 
prevent users from using eGovernment ser-

-

-
ug, 2019). According to Carter and Belanger 

-
ment usage are perceived usefulness, relative 
advantage, and compatibility. Carter and Be-
langer conceptualized the eGovernment fac-
tors using the Technology Acceptance Model 
(TAM) and diffusions of innovation theory 

A research paper by Mellouli et al., (2016) 
on eGovernment among Tunisian citizens to 
identify their acceptance and level of trust in 

-

trust in government and Internet as well. How-
ever, trust has the most effect on the citizens 
in comparison to other factors.  Lallmahomed 
et al., (2017) surveyed 247 users in Mauritius 
to examine the acceptance of eGovernment 
among them. The researchers demonstrated 
that behavioral intention has positively impact 
performance expectancy and facilitating con-

-
ative impact on pre-adoption and using eGov-
ernment services. Further, trust is an important 
value to encourage users to use the services 
via ensuring security and privacy are accom-
plished (Lallmahomed et al., 2017).

however, trust is a very complicated factor 
(Alzahrani et al., 2017). Increase the level of 
trust among users, it will also increase their 

intention to use eGovernment, this will ensure 
their usage and adoption of eGovernment ser-

party to be vulnerable to the actions of another 
party based on the expectation that the other 
will perform a particular action important to 
the trustor, irrespective of the ability to mon-

1995, p. 712).

Multiple scholars studied the importance 
of trust in eGovernment usage (Mellouli et al., 

et al., 2017). Also, ease of use, usefulness 

which may affect eGovernment usage. How-
ever, Abu-Shanab and Al-Azzam (2012) did 

-
ernment usage among users, only trust. 

Horsburgh et al., (2011) emphasized there 
is no correlation between trust and govern-
ment in different eGovernment services. Alz-
ahrani et al., presented multiple aspects which 

-
nological factors, governmental factors, users’ 

-
ence trust in eGovernment services and inten-
tion to use this services as well. The eGovern-
ment factors are:

1. Technological Factors: it represents 

2. Governmental Factors: it represents 
the agency reputation and the user experience 
with this agency
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• Reputation of the agency

• Past experience 

3. Users’ Characteristics: the users’ char-
-

ment. 

• Internet experience

• Education 

• Gender

impact users in trust 

• Security and privacy 

3. Methodology

The study primary source is from General 
Authority for Statistics (GAS), in addition to 

which the analysis done at ecological level 
and the unit of analysis are Saudi users. Ac-
cording to GAS, the sample was randomly se-
lected across Saudi Regions. 

4. Analysis and Results 

In this research study, the scholar performs 
a data analysis among Saudi regions to pres-
ent the main factors of the eGovernment ac-
ceptance within the country. This paper iden-

eGovernment websites. First, use the eGov-
ernment website to obtain information from 
government agencies (e.g. from websites or 
by e-mail). Second, to access to government 

-
ment online for eGovernment services. The 

maximum usage of eGovernment according 
to the regions are Eastern Region, Najran, and 

Fig. 3. Relative distribution of eGovernment services 
used by individuals via Internet

Fig. 4. Last time individuals performed government 

-

-

similar in different regions, for example, the 

the least was in Qassim and Jazan (see Fig 4).
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 Albaha is also the highest rate of usage 
among Saudi in services within more than a 

of the regions is slightly similar to each other 
(see Fig 5).
Fig. 5. Last time individuals performed government 

month

Fig. 6. Last time individuals performed government 
transactions online more than a month and less than 

three months

Fig. 7. Percentage distribution of reasons why individ-
uals do not perform government transactions via the 

internet according to gender. 
Note: Blue represents male and red represents female

where the individuals used the eGovernment 
the least which is approximately more than a 
month and less than three months (see Fig 6).

online more than a month and less than 
three months

The factors impact the users’ attitude to 
-

cerning factor to the least (see Appendix A): 

3. Privacy concerns (such as providing 

4. Technical concerns (e.g. poor services 
provided by some government agencies on-

5. Trust-related concerns (e.g., concerns 
about ways to receive and return products) – 

The percentage of the factors are catego-
rized depending on the total percentage of 
Saudi population, the rest of the population is 

is also recognized that there is a gender dif-
ference among males and females who are 
not using eGovernment, i.e. the percentage 

more than females (see Fig 7). 
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According to Fig 7 which represents the 
reason why Saudi do not use eGovernment 
services and which answers the RQ2 is divid-
ed according to gender. 

-
relation among the level of education and 
reasons why Saudi users do not use eGovern-

(Statistics How To):

Note that: r (value of Pearson correlation)     

    n – sample size of

    x education                                

    y other factors

There is a positive correlation among the 
level of education and security concern rep-
resents 0.66 which means educated users have 
more security concerns than uneducated users. 
Privacy is positively correlated with the level 
of education by 0.20, technical concerns by 

-
ed with the education level which means edu-

to use such services. 

To answer RQ1, the factors that encourage 
Saudi to adopt eGovernment are: trust, com-

-
vacy and security. The eGovernment services 
should increase the level of trust and the level 
of security, in addition to implementing strict 
rules to ensure users’ privacy and transpar-

-
shops, and provide more ads to increase the 
usage of such serves is recommended.  The 

results agreed with previous scholars such as 

Conclusion

This study investigated the usage of eGov-
ernment among Saudi users. The researchers 

privacy, security are the most critical factors 
which prevent Saudis from using services of 
eGovernment. However, the government re-

improve level of awareness and trust among 
users to recognize the importance of using 
eGovernment and its advantages. 

The study has used empirical evidence to 
highlight the implications of eGovernment in 
Saudi Arabia. For instance, Qassim, Eastern 
region, Asir, and Albaha are the highest re-
gions, which uses eGovernment services. This 

eGovernment services usage.  For instance, 
privacy is positively correlated with the level 
education by 0.20, technical concerns by 0.60, 

-

-
tions of this study that how eGovernment can 

-
cy. The positive correlation among the level of 
education and reasons discussed of why some 
users do not use eGovernment.

Further study should research the gen-
der difference of eGovernment usage among 
Saudis. Another study to which compares the 
eGovernment website such as Absher to iden-
tify the deep understanding of the website 
factors which encourage users to adopt such 
services. 

-
est to declare.
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Percentage distribution of reasons why individuals do not perform government transactions via the Internet


