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ABSTRACT 

 

 

Consistent with the development and widespread usage of Information and Communication 

Technologies, countries around the world, including Iraq has adopted e-government to 

facilitate government services to its citizens. Consequently,  they have been continuously 

seeking ways to ensure the widespread and sustainable usage of the e-government services 

among the citizens. However, several challenges have been identified that limit the usage of 

e-government among its users. Considering trust is one of the most important determiners 

of the usage of e-government among users, this study aims to develop an e-government 

trust model (EGOV-TRUST) that enhances the usage of e-government among users. 

Adopting the integration of UTAUT2 and TOE, specifically the individual, technological, 

organizational and environmental factors (I-TOE) as the lens for developing this trust 

model, this study focuses on three objectives, which are firstly, to analyse the constituents 

of trust that influence the usage of e-government; secondly, to propose the e-government 

trust model; and thirdly, to validate the model based on the perspectives of the users. 

Unlike previous studies that use either one of the theories, the integration of the two 

theories provides a new perspective of understanding the trust factors that influence the use 

of e-government. This study adopted a survey method, in which questionnaires were 

analyzed from 631 respondents derived from a stratified random sampling method. Four 

main hypotheses have been tested and CB-SEM and PLS-SEM have been used for testing 

and validating the measurement and structure of the EGOV-TRUST model. The study 

found that there has been a positive relationship between the individual, technological, 

organizational, environmental dimensions of trust and these factors have positive effects on 

the use of e-government. It can be concluded that the EGOV-TRUST model has the 

potential to enhance the usage of e-government among its users. This research contributes 

to the knowledge of adopting e-government, focusing on deconstructing the element of 

trust that enhances the usage of e-government. The model can be used as guidelines for 

governments, especially developing countries for enhancing the usage of e-government 

among users. 
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MODEL KEPERCAYAAN E-KERAJAAN UNTUK MENINGKATKAN 

PENGGUNAAN E-KERAJAAN DI KALANGAN PENGGUNA AKHIR DI IRAQ 

 

ABSTRAK 

 

 

Selaras dengan perkembangan dan penggunaan Teknologi Maklumat dan Komunikasi 

yang meluas, negara di seluruh dunia, termasuk Iraq telah menerima pakai e-kerajaan 

untuk memudahkan perkhidmatan kerajaan kepada rakyatnya. Mereka terus mencari jalan 

untuk memastikan penggunaan perkhidmatan e-kerajaan yang meluas dan lestari di 

kalangan rakyat. Walau bagaimanapun, beberapa cabaran telah dikenal pasti yang 

mengehadkan penggunaan e-kerajaan di kalangan penggunanya. Memandangkan amanah 

adalah salah satu penentu yang paling penting dalam penggunaan e-kerajaan di kalangan 

pengguna, Kajian ini bertujuan untuk membangunkan model amanah e-kerajaan (EGOV-

TRUST) yang meningkatkan penggunaan e-kerajaan di kalangan pengguna. Mengguna 

pakai integrasi UTAUT2 dan TOE, khusus individu, teknologi, organisasi dan faktor 

persekitaran (I-TOE) sebagai lensa untuk membangunkan model amanah ini, Kajian ini 

menumpukan pada tiga objektif, yang pertama, untuk menganalisis amanah yang 

mempengaruhi penggunaan e-kerajaan; kedua, untuk mencadangkan model amanah e-

kerajaan; dan ketiga, untuk mengesahkan model berdasarkan perspektif pengguna. Tidak 

seperti kajian terdahulu yang menggunakan salah satu teori, pengintegrasian dua teori 

memberikan perspektif baru untuk memahami faktor amanah yang mempengaruhi 

penggunaan e-government. Kajian ini menggunakan kaedah tinjauan, di mana soal selidik 

dianalisis dari 631 responden yang diperoleh daripada kaedah pensampelan rawak 

berstrata. Empat hipotesis utama telah diuji dan CB-SEM dan PLS-SEM telah digunakan 

untuk menguji dan mengesahkan pengukuran dan struktur model EGOV-TRUST. Kajian 

mendapati terdapat hubungan positif antara individu, teknologi, dimensi organisasi, 

dimensi amanah dan faktor-faktor ini mempunyai kesan positif terhadap penggunaan e-

kerajaan. Dapat disimpulkan bahawa model EGOV-TRUST berpotensi untuk meningkatkan 

penggunaan e-government di kalangan penggunanya. Penyelidikan ini menyumbang 

kepada pengetahuan tentang penggunaan e-kerajaan, memberi tumpuan kepada 

mendekonstruksi elemen amanah yang meningkatkan penggunaan e-kerajaan. Model ini 

boleh digunakan sebagai garis panduan untuk kerajaan, terutamanya negara-negara 

membangun untuk meningkatkan penggunaan e-kerajaan di kalangan pengguna. 
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(Venkatesh, Thong and Xu, 2012). 

Social Influence: The extent to which individual perceive that important others believe 

they should use e-government (Venkatesh, Thong and Xu, 2012). 

Facilitating Conditions: The individual perceptions of the resources and support available 

to use e-government (Venkatesh, Thong and Xu, 2012). 

Price value: The extent to which the individual believes that the benefits will gain from e-

government services is greater than the monetary cost for using them (Venkatesh, Thong 

and Xu, 2012). 

Hedonic Motivation: The intrinsic motivation of an individual to obtain fun or pleasure 

from using e-government (Venkatesh, Thong and Xu, 2012). 

Habit: The degree to which individual tend to develop automatic behaviors due to learning 

(Venkatesh, Thong and Xu, 2012). 

Disposition to trust: The tendency of public individuals to trust and rely on the opinion of 

others in the use of e-government or lack of trust in others and rely on personal opinion 

(Alzahrani, Al-Karaghouli and Weerakkody, 2017; Nulhusna et. al., 2017; Xie et. al., 

2017). 

Beliefs: Refers to the user's beliefs that his or her self-efficacy, internet experience and 

knowledge enable them to trust and use e-government services. 

Trust of Internet: The degree to which individuals trust the internet environment in terms 

of quality of communication and reliability of transactions for use in e-government services 

(Kurfalı et. al., 2017; Lallmahomed, Lallmahomed and Lallmahomed, 2017). 




