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Abstract: Electronic government has played an essential role in citizen policy strategy, especially
during the COVID-19 pandemic. As part of citizen and government interaction, companies can
utilize electronic government facilities to establish direct communication and maintain service
quality by integrating new technologies and facilities in electronic government which can provide
service via online, embedded with social media integration, implemented with mobile service,
using personalized user accounts, e-participation service integration, in combination with ongoing
citizen information. Therefore, electronic government facilities must adapt and choose the right
content to promote strong citizen relations, leading to citizen behavior to make long-term use of
electronic government facilities. This study considered and integrated the latest technology from
electronic government and associated it with connection quality. Sustainable motives and faithfulness
were used to quantify the quality of citizen relations to electronic government facilities, which can
influence the results of citizen behavior. The SmartPLS 2 software was used to quantify and estimate
425 online questionnaire surveys. The results showed that of the 12 hypotheses, eight hypotheses
were declared to have a significant effect, consisting of H1, H2, H6-HS8, and H10-H12, while the
other four hypotheses were stated to have no significant effect, namely H3-H5, and H9. This study
was used to guide the government as a provider of electronic government facilities to adapt and
provide content following the dimensions of the latest technology to achieve goals and produce
sustainable implementation.

Keywords: current technology of electronic government; connection quality; citizen behavior;
electronic government outcome

1. Introduction

The increase in the number of internet users and growth in information technology
developments have changed many paradigms of human interaction in conducting business
activities, educational activities, and government services. Over recent years, almost all of
these activities have shifted to digital forms; in fact, the influence of digital activities in the
last five years has often been referred to as the fourth industrial revolution. The current
technological developments and the almost evenly distributed use of the internet at all
levels of society have accelerated the process of this industrial revolution [1].

The digitalization process has been increasingly felt by all elements, including the
government, which has been encouraged to transform its citizen service activities us-
ing electronic government. The transformation process is expected to increase citizen
transparency, efficiency, and effectiveness in citizen facilities.

Electronic government serves to connect activities between society and the govern-
ment. People are familiar with the term electronic government and have used other
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government applications to support their activities, such as searching for regional informa-
tion, tourism potential, e-filing, and electronic citizen cards. The evolution of electronic
government is occurring very quickly to facilitate the complex problems faced today and
prepare for changes in the future [1,2].

The role of government cannot be separated from service activities to the general
citizen. One of the digital channels is electronic government, that can be used as a two-way
service media that can adapt to changes both technically, as well as in design and strategy.
Electronic government has information content that displays normative aspects and can
display two-way interactions directly, therefore, it is helpful to establish a connection
between the two. Building content electronic government quality requires a strong effort
to provide adaptive innovation to the current conditions to be accepted by the citizen.
Therefore, the government, as a service provider, must be able to choose the right content for
electronic government quality to increase support to connection quality, which would also
affect citizen behavior, and therefore support sustainability of the successful establishment
of electronic government service.

Electronic government quality is an important domain that can influence citizens’
responses to the quality of facilities provided by the government. Connection quality is a
user’s concept of what is felt that affects the quality of credence and contentment to the
perceived experience.

Previous studies have discussed electronic government quality and connection quality
separately. However, there has never been a discussion related to the concept of electronic
government quality, connection quality that is integrated into one framework. Additional
studies, separately related to the concept of electronic government quality and connection
quality, have also been conducted, such as electronic government usage, which is integrated
with the theory of expectation confirmation model [3,4]. Wirtz and Kurt [5] described five
empirical variables using empirical measures to support citizen use motive [6,7]. While
Wirtz and Piehler [6] identified factors that influence success in the implementation of
electronic government. In addition, other studies explored connection quality, which is
generally used for the field of social network commerce. As explained by [8], connection
quality is a mediator between customer behavior with activity commerce in social media
and the concept of customer experience. There is a similarity in the substance of customer
behavior with citizen behavior on electronic government. Moreover, Chen et al. [9] also
integrated connection quality with technology readiness to quantify user concept using
e-appointment systems.

This study explores the effect of electronic government quality on citizen/citizen
engagement represented by two construct connection qualities. In this study, we also
assessed the effect of electronic government quality and connection quality on citizen
credence, citizen contentment, citizen faithfulness motive, and citizen participation motive
in electronic government activity. We also discuss the definition of each variable or construct
in detail, and those constructs are provided in the literature review section. Furthermore,
this study concretely provides concepts and guidance to the government for building
electronic government facilities as a medium for citizen interaction that can access all
facilities provided by the government, and therefore the implementation of electronic
government can affect citizen value. Hariguna et al. [3] reported that information system
quality used in electronic government facilities can stimulate the implementation of citizen
value. Therefore, this study sets out a framework that integrates electronic government
quality with connection quality to overcome the gap.

2. Literature Review
2.1. Concept and Theory of Electronic Government

The implementation of electronic government has shifted to e-facilities, and it is user
oriented [10]. However, today’s scientific discourse still often ignores these shifts, where
many studies today focus more on the application of electronic commerce and the use
of user-oriented technology in general. More specifically, existing studies often adapt
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based on literature reviews and web-technology implementation, or commerce approaches
related to the context of electronic government, and therefore they use generic abstract
designs [11,12]. For example, the technology approval model (TAM) concept is most often
used in measuring user approval with the utility and ease of use variables. However,
for assessing citizen approval of electronic government, both constructs are not relevant
enough and still require other variable constructs. In addition, several previous studies
have confirmed that the variable, ease of use, has a positive and significant effect on the
variable of perceived utility, which also affects the general motive of electronic government.
Some studies that adopted the framework Delone and McLean called (D&M IS Success
Model) have mentioned that the system’s quality, information quality, and service quality
variables affect the variable of citizens’ motive to use electronic government. However,
antithesis to some traditional studies of IS, the variable of system’s quality shows a weak
correlation with the variable of intended use [13-15]. While based on the concept of
innovation diffusion theory (IDT), it is predicted that the compatibility of independent
variables, most excellence, complexity, and imagery all correlate with the variable of
motives dependently. Therefore, considering multi-theory studies that combine two or
more of the theories listed above, in this study, we were more likely to analyze the design of
credence in the electronic government and construct credence in the paradigm of internet
studies. Moreover, the results explained that variable of credence has a positive influence
in describing the application of electronic government.

Studies using constructs into citizen motive of electronic government, confirmed by
some scholars, are still in their early phases and growing; however, they provide some
important points of view and concepts for citizens and government sectors. Notwithstand-
ing the fundamental restructuring of citizen administration in the rapid development of
information technology and the changing tendency of users of online media, previous
studies have analyzed factors that establish that citizen motive usage of electronic govern-
ment is still not appropriate. One of the reasons is the suitability of information systems
and e-commerce models in general that are only technology-oriented [16,17]. This is not
following the electronic government domain, because the elements in electronic govern-
ment are very different from the context of IS study, social media commerce, or electronic
commerce study. In addition, the implementation of the variable IS and the variable of
e-commerce for the electronic government context is not strong enough to consider specific
differences in electronic government systems, facilities, and users. The constructs of IDT
theory that are often used, variable usability and variable ease of use, are also not suitable
for assessing the motive of using electronic government. The same goes for meta-emotional
designs that focus on a user’s emotional status, such as credence on the internet, perceived
credibility, social influence, concept of risk, and subjective rules. This design precludes
the identification of appropriate management parameters for well-planned user-oriented
electronic government.

With this observation, in this study, we describe designs that are separated from
the perspective of technology approval based on the IDT concept. This design explicitly
considers citizen facilities electronically that reflect the needs of the citizens and meet the
requirements of modern electronic government technology.

2.2. Concept and Theory of Relationship Quality

Relationship quality (RQ) represents the collaborative motive, connection, and feedback
activity between two parties, as well as the intense communication between the two par-
ties [18,19]. Tajvidi et al. [20] explained that in communicating we must focus on the connec-
tion between two parties, namely service providers and service users. Anastasiei et al. [21]
mentioned credence as part of the connection quality dimension that depends on the type of
message conveyed by the provider. Connection quality is an important factor for developing
a positive connection [22], maintaining user faithfulness [23], encouraging purchase or reuse
motive [24,25], and motiving continuous engagement in social activities [26].
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RQ is considered to be a composite or multidimensional building because it basically
consists of three different components related to credence, contentment, and responsi-
bility [19,27]. However, this study only focuses on credence and contentment, in this
case, credence and contentment in the design of connection quality: First, many previous
studies have discussed RQ as a secondary form variable of credence and contentment
as a measurement [9,28-30], if responsibility is removed, then, in design it did not show
a significant difference. Second, responsibility is sourced from the results of connection
quality [31] which is owned by user faithfulness [32], and in addition, some literature state
that actually responsibility is not part of the design of connection quality [33-35].

Previous studies have stated that the citizen contentment variable has an important
influence on citizens” motives when they use electronic government [3]. Furthermore,
the variable of citizen credence also gives a positive value to the motive of citizens to use
electronic government [36]. These two variables are the constructor extraction of connection
quality. Furthermore, Khan et al. [37] explained that there are two antecedent variables of
social media for electronic government facilities, namely credence and contentment.

Most studies regard RQ as mediating between predecessors and consequences. A
study found that the RQ between users and social networking sites can mediate the impact
of social engagement and quality value from the website on motive to use. Masri et al. [38]
also explained that one’s motive adds value to customer contentment. There is a good
connection with contentment, credence, and sustainable motive which are all due to the
quality of the information system. Perceived value affects contentment and credence.
Tsai and Huang [39] also mentioned faithfulness. The existence of faithfulness is due to
the RQ which is influenced by self-conformity, social rules, information based on quality
aspect, and interactivity.

2.3. Public Behavioral Output

In the concept of electronic government, there is a commerce concept which states
that connections based on building and maintaining RQ with customers can certainly
have positive consequences. This can be seen in faithfulness, word-of-mouth (WoM), and
implementation. Meyer [40] and Aymagambetov et al. [41] ensured the importance of
using sustainable electronic government and maintaining the RQ. People routinely use
electronic government facilities, and this can continue because to get attention, people need
more time and effort. In addition, service providers or media are the key to success that
can provide feedback on these facilities.

Take for example the application of citizen behavior such as motive and faithfulness.
Reuse motive is the society’s desire to reuse a service. Schiffman and Kanuk [42] argued that
motive is the likelihood that a person will reuse a particular service, with more substantial
considerations than they previously perceived. People use electronic government facilities
to seek relevant knowledge that is influenced by their concepts and the surrounding
surroundings. After obtaining the knowledge needed, society, then, analyzes, examines,
compares, and ends it, based on a prior study showing that motive is the main criterion of
people’s behavior [43-45].

The psychological aspect felt by citizens after using electronic government can be seen
from the concept of faithfulness. The higher the perceived positive aspects of electronic
government facilities, the more the value of citizen faithfulness to electronic government
increases [46]. In the perspective of mobile government facilities, citizen motive to use is an
inseparable part of the citizen perceived value variable and is also a determining factor for
the sustainability of mobile government [47]. Meanwhile, according to Alarabiat et al. [48],
citizen motive is a moderating variable for citizens who engage in government social medjia.

Faithfulness is the long-term ability of society to reuse the facilities provided. Faithful-
ness provides long-term merits to service providers and can also provide assurance [49-51].
For this reason, citizen responsibility is needed to maintain good relations with service
providers [52]. From the commerce side, the motive of citizen participation needs to be
considered if you want to achieve good information distribution [53]. The participation
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motive is society’s desire to engage in activities carried out by the government [54], which,
in turn, provide advice and service recommendations [26]. This study uses motive and
faithfulness as citizen behavior that reflects the utilization of the combination of electronic
government quality with connection quality. Dealing with the construct definition as we
explained earlier, here is further explanation about it as it is shown in Table 1 below:

Table 1. Construct definitions.

Construct

Definition

Source

Relationship Quality (RQ)

The level of the whole valuation of the
force of a connection between electronic
government quality domains to the citizen
as the electronic government users.

Crosby et al. [18],
Palmatier et al. [19], and Tajvidi et al. [20]

Citizen compliance to use an electronic

Dodds et al. [55] and

Public Intention (PPI) government after perceiving connection Bonsén Ponte et al. [56]
quality and electronic government quality.
Citizen compliance to be a faithful and Flavidn et al. [49] and
Public Loyalty (PL) committed citizen after perceiving electronic )

government quality and connection quality.

Zhang et al. [57]

Full Online Service (FOS)

Citizen concept-related electronic government

strategy of modern and their concept when
electronic government full online facilities.

Assar et al. [58]

Social Media Integration (SMI)

Measuring the citizen social networking
activities and understanding their concept
towards electronic government service.

Bonson et al. [59]

Mobile Service Combination (MSI)

Measuring citizen concept toward
integrated mobile government service
and their understanding.

Al-Hujran [60], Zamzami and Mahmud [61]

Personalized User Account (PUA)

Measuring and understanding citizen
concept related to a personalized user
account in electronic government service.

Thongpapanl and Rehman Ashraf [62],
Liao et al. [63]

Electronic Participation Service Integration
(PSI)

Measuring citizen opinion of
e-participation service combination
in electronic government service.

Zheng et al. [64] and Themistocleous et al. [65]

Currentness of Public Information (CPI)

Understanding citizen awareness
of the current situation.

Lee and Kozar [66], Smith [67],
Dragulanescu [68], and Lakeworth [69]

3. Hypotheses Development

The growing digital media encourages policy makers, in this case the government,
to transform and interact with the citizens through digital media, especially social media,
to interact with each other and develop connections so that they can generate profits. In
electronic government, the profit earned for the government is caused by citizen behavior,
including the citizens’ motives and faithfulness in using electronic government. As part
of the connection quality dimension, people’s motives are influenced by several things,
including credence and contentment. Positive credence [25,56,70] can play an important
role in increasing citizen motives. Meanwhile, contentment as one of the constructs of
connection quality [54] significantly influences citizen motives [24,71,72]. Apart from
motive, citizen faithfulness has been a significant outcome representing a good connection
between government and citizen [57,73]. Through virtual channels, citizen interaction will
affect ongoing citizen faithfulness.

On the basis of the discussion above, this study concludes that the positive connec-
tion between society and the government can increase if society implements and utilizes
electronic government facilities. Once again, all this is interwoven through electronic
government facilities. In other words, this situation can increase citizens’ motive due to the
excellent connection with the facilities they receive. In addition, good relations between
the citizen and electronic government facilities can create citizen faithfulness and citizen
desire to actively engage with electronic government facilities. Therefore, this study set
outs H1-H2 as follows.
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Hypothesis 1 (H1): RQ has a positive and significant effect on PPI.
Hypothesis 2 (H2): RQ has a positive and significant effect on PL.

Full online service (FOS) is one criterion for measuring citizen facilities. To be able to
interact fully online, society does not have to meet face-to-face with the local government,
where all citizen facilities can be run through electronic government. In this situation, elec-
tronic government can be used as the only media link between society and the government.
However, of course, this depends on the level of maturity of society in an area [74]. In addi-
tion, FOS facilities provide a concrete picture of electronic government facilities because
people can use electronic government facilities without time and place restrictions. This
condition has a significant influence on the RQ (citizen credence and citizen contentment)
between the citizen and the government.

Because this method provides many merits for the citizen and also for the government,
the implementation of FOS must be managed and utilized massively [74,75], such as consid-
ering the low cost and shorter time. Al-Sebie [75] explained that there are still few studies
that have developed and integrated transactional, or developed and integrative facilities
involving FOSs. Existing studies do not empirically examine the effect of using FOS on
general motive and RQ in electronic government [58]. However, they are more likely to only
set out a conceptual framework on this topic and only limited to understanding the maturity
of electronic government. Therefore, this study shows that FOS has an influence on citizen
motive to use electronic government and RQ. Thus, we formulate the following hypothesis:

Hypothesis 3 (H3): Technology FOS has a positive and significant effect on PPL
Hypothesis 4 (H4): Technology FOS has a positive and significant effect on the citizen RQ.

Mobile service integration (MSI) and smartphone social media have also become
tools in public daily lives everywhere. Several profit agencies and governments have
designed and implemented smartphone-linked website facilities. Both practitioners and
researchers have realized several merits of mobile government for citizens who use citizen
facilities, including being a real-time source of information, location based on demand,
making transactional electronic facilities, and reaching the citizen anywhere online. It is
mobile-based and also provides innovative special facilities.

The implementation of mobile government is still in its very early stages [60] but the
advantages offered by some of the more advanced electronic governments are expanding
the provision of mobile facilities on their websites gradually. The current study shows
that electronic government related information and facilities such as m-health and medical
facilities, m-filling, and m-culture are now provided in various countries on official mobile
applications. Since the transition from electronic government to mobile government,
research on the combination of mobile government is needed because the combination of
mobile government facilities has not yet been achieved [76]. Furthermore, other problems
related to the quality and approval of the use of m-facilities have also arisen in society [61].
The switch to mobile government has not been thoroughly discussed [77], therefore, this
study set outs that integrating mobile service into electronic government can influence
usage motives, leading us to the following hypothesis:

Hypothesis 5 (H5): MSI in electronic government has a positive and significant effect on the RQ
of citizen.

Hypothesis 6 (H6): MSI in electronic government has a positive and significant effect on PPL
In relation to social media integration (SMI), according to [5], in recent years, many

companies have used social media in their corporate activities, especially to increase
productivity and distribution of information. Companies as well as citizen administrations
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also benefit from the use of social media because it provides a strong platform. Social
media also helps the government communicate directly with constituents. In addition,
websites can provide various information links that we need by integrating various social
media links across digital platforms such as Twitter, Instagram, Facebook, YouTube, etc.
Today, the fundamental combination of social media into electronic government
can change the process of citizen authority [78,79]. Promoting citizen involvement in
administrative processes creates a higher level of transparency and the connection between
citizens and government can be significantly improved. Simultaneously, citizens’ interest
is growing due to the changing habits of online users [56,80]. Thus, enabling the design
of a system in the provision of electronic government facilities through social media
applications. Therefore, social media integrated into electronic government can be an
important factor in determining the RQ, and this can strengthen citizens” motive to use
electronic government facilities. Therefore, this research set outs the following hypothesis:

Hypothesis 7 (H7): SMI into electronic government has a positive and significant effect on citizen
RQ in using electronic government.

Regarding personalized user accounts (PUA), the trend of electronic government has
been towards a high level of personalization or customization of facilities at the individual
level, where, through preferred channels, citizens can choose the facilities that they want.
Citizens can design a different service portfolio or dashboard. Therefore, officers can
implement their own personalized electronic government facilities. Citizens can create
personalized user accounts through their mobile accounts. For example, online service
arrangements can be made such as creating checklists to facilitate access, subscriptions,
reminders, and notifications from the government to individuals using various media or
viewing government billing accounts, and making online payments.

The role of personalized electronic government facilities needs to be investigated.
Regarding e-commerce research, personalization of web content can be tested using PUA
concepts, including attribute such as catalog navigation and product view customization.
With this personalization system, it can produce good quality online implementation and
increase customer contentment, faithfulness, and sales [62,63]. However, there are some
things to consider such as user privacy issues in website management and personalized
facilities [81,82]. Furthermore, in several empirical studies related to personalization in
electronic commerce, the role of personalization in the field of electronic government has
not been sufficiently assessed. Furthermore, regarding personalization in e-commerce,
studies have ignored the role of personalization in electronic government.

Studies on the personalization of electronic government facilities have yielded several
findings, including personalization of electronic government facilities in the citizen section
can positively improve the RQ, which in turn affects the use of personalized electronic
government content.

Furthermore, studies have also suggested that electronic government provides solutions
to problems related to access, credence, control, and privacy in electronic government per-
sonalization. These findings suggest that studies on personalized electronic government ae
needed. Therefore, the effect of personalization on citizens’ motive to use web portals can be
used as a criterion to assess the effectiveness of personalized electronic government content.

According to these observations, personalized web content and facilities for electronic
government in offering personalized and individualized user accounts are crucial elements
in determining the quality of citizen relations. The hypothesis put forward in this study is:

Hypothesis 8 (H8): PUA in electronic government has a positive and significant effect on the
citizen RQ to use electronic government.

Regarding e-participation service integration (PSI), it can be said that one of the media
that has complete access effectiveness between the government and citizens in providing
more inclusive facilities is electronic government [83]. This happens because of citizen
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involvement in the policy process [84] and citizen participation to collaborate with other
citizens to promote democratic values [85,86] regarding electronic government projects that
are continuously being developed, technology expansion, involvement, and citizen partici-
pation called e-participation [64]. Some cities have built e-participation facilities in their
electronic government gradually. In addition, based on the conclusions of benchmarking in
this study, this website is considered to be at a different stage of maturity regarding the im-
plementation of e-participation facilities. However, in general, electronic government tends
to promote citizen e-participation because it provides many facilities. Most researchers
agree that there is a significant gap in the literature on the connection between service
management e-participation and citizen experiences of e-participation [86,87]. Therefore,
knowledge of the effect of e-service combination participation in electronic government
on the quality of citizen relations and motives can help fill this gap, therefore, this study
presents the following hypothesis:

Hypothesis 9 (H9): PSI into electronic government has a positive and significant effect on the
citizen RQ.

Hypothesis 10 (H10): PSI into electronic government has a positive and significant effect on PPI.

IS quality has been investigated in previous studies. The concept of current public
information (CPI), King and Epstein [88] stated that the condition for information to be
valuable is if it has high accuracy. Therefore, the current factor as a substantial element
of website quality needs to be considered when creating the information component of a
website [66,67]. In this context, Dragulanescu [68] included the variable current as one of
the criteria for evaluating websites and determining the extent to which information was
distributed. Lakeworth [69] also extended and defined contemporary as the accuracy of
information that can be enhanced by the truth and relevancy of current information.

Currently electronic government provides various government information, data,
statistics, and provides other citizen electronic facilities. Updating information and citizen
facilities is an integral part of the standard guidelines for designing websites for govern-
ment agencies. If electronic government is designed and maintained properly, and always
provides contemporary information and facilities, the maximum accuracy value is obtained.
Updating information and citizen facilities is a determinant of the high quality of electronic
government, therefore, this study set outs the following hypotheses:

Hypothesis 11 (H11): CPI in electronic government has a positive and significant effect on PPI to
use electronic government.

Hypothesis 12 (H12): CPI in electronic government has a positive and significant effect on the
citizen RQ in the use of electronic government.

4. Research Method

The purpose of this study is to quantify the six variables of the quality of the antecedent
connection and quantify the effect of these connections, resulting in the outcome of citizen
behavior in the context of Electronic Government, so that the methodology in data collection
becomes very important to note. In this study, the steps taken consisted of distributing
questionnaires, collecting data, filtering data, analyzing data to get concrete conclusions.

The method used for data sample collection was by distributing online questionnaires;
the questionnaire was created using Google Forms; the interaction media which was used
to send questionnaires were using email and social media (Whatsapp, Telegram, Twitter
and Facebook). The distribution of data sampling started from January 2021 to April 2021.
Participants in this study were citizen Electronic Government users in Indonesia who have
used e-facilities -government in interactive activities with the government.

Data filtering was carried out to classify Electronic Government users who do not have
experience. Of the 512 respondents who filled out the questionnaire, only 425 were quali-
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fied and had experience with Electronic Government. Table 2 presents the demographic
composition of repeat respondents.

Table 2. Demographics sample.

Characteristic Items Frequency Percentage
Gender Male 225 53%
Female 200 47%
High School 100 24%
Education Level Undergraduate 186 44%
Post Graduate 139 33%
Less than 1 year 71 17%
Experience using Electronic Government 23 years 226 53%
More than 3 years 128 30%
Less than 25 years old 75 18%
Age 26-30 years old 105 25%
31-35 years old 132 31%
More than 36 years 113 27%

The questionnaire was separated into 2 parts, namely questions about demographic
data and hypothetical quantifies. As described in Figure 1, this research developed an
overall model based on the framework used in prior studies. Questions were based on a
preliminary research and pre-validation scale. The reasonableness of the contents of the
questionnaire was then examined correctly. A seven-point Likert scale was usage in this
research to improve the rigor of the scale [89].

In the outline part of the questionnaire, each respondent was required to provide an
email to prevent them from taking the survey multiple times.

Figure 1. Research framework and hypotheses.

5. Data Analysis

Quantify and data analysis of PLS was carried out using SmartPLS 2 software. Table 3
describes the quantify items used in this study. At this stage, the analysis quantifies
dependability and reasonableness by testing the structure of the model created. Both
stages aim to confirm the dependability and reasonableness of the constructs to ensure the
interaction between constructs and construct items is valid and reliable [90]. This study



Sustainability 2021, 13, 7464

10 of 20

explores the causal interactions among FOS, MSI, PUA, PSI, CPI, SMI, RQ, PL, and PPI

practices, each containing various quantify items discussed in previous studies.

Table 3. Quantify items on the questionnaire.

Quantify Items

Relationship Quality, source [25,56,70]

SAT1 How satisfied are you with electronic government service?

SAT2 I felt happy with the experience during using of the electronic government
SAT3 Overall, I felt satisfied using the electronic government

TR1 Electronic government service is credence worthy

TR2 I'have full confidence in the electronic government service

TR3 If I required help, the provider would do his/her best service to help me.
Public Perceived Intention, source [24,71,72]

PPI1 I'am likely to use electronic government service

PPI2 I would consider using electronic government service in the future

PPI3 It is possible that I will use electronic government service in the near future.

Public Faithfulness or loyalty, source [57,73]

PL1 I will use another electronic government service offered by the government in the future
PL2 I will suggest or encourage to colleagues and society to use electronic government service
PL3 Iintend to recommend using electronic government service to others

Full Online Service, source [58]

FOS1 The full online service encourages me to use electronic government service.
FOS2 Full online service in electronic government makes me feel comfortable
FOS3 The full online service in electronic government are very helpful for me

Social Media Integration, source [56,80]

SMI1 Social media combination is helpful in order to encourage me to use electronic Government
SMI2 Iintend to recommend use electronic government service to others through social media
SMI3 Using social media, easily for me to get information, electronic government link directly

Mobile Service Integration, source [60,61]

MSI1 Mobile service combination makes electronic government easier to use
MSI2 Mobile government is suitable for my current needs
MSI3 I support the government to expand mobile service

Personalized User Account, source [62,63]

PUA1 Currently, I need a personalized user account for electronic government facilities
PUA2 Having personalized user accounts in electronic government facilities helps me increase my productivity
PUA3 Personalized user account in electronic government service makes me more comfortable in interacting

Electronic Participation Service Integration, source [64,65]

PSI1 Combination of electronic participation facilities in electronic government makes me feel free to give opinions to the government
PSI2 E-participation service is beneficial for me
PSI3 Using e-participation service, I can interact with the government easily

Currentness of Public Information, Source [66-69]

CPI1 I need information up to date and an official from the government
CPI2 The ongoing of citizen information make me feel satisfied using electronic government
CPI3 I will credence electronic government service if they can give me ongoing of citizen information

PLS is more appropriate for this study than the SEM analysis (structural equation
model) approach for the following reasons: First, the concept of PLS is very appropriate to
explain causal connections between variables and can handle the model built and the items
quantify simultaneously [91]. In addition, PLS can estimate complex predictive models,
and can also measure multiple research constructs or variables [92]. This study model looks
at several preliminary pathways and connection quality connections and two behavioral

outcomes that are considered complex models.

Furthermore, the process of reflective and formative criterions can be assessed simul-
taneously by PLS, it can be concluded that PLS is superior to covariance-based SEM [92,93],

and the other methods only solve or measure reflective criterions.
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However, there are weaknesses in the PLS method [94]. First, PLS-SEM uses the model
parameters, and then assesses the path of the structural model in the second step. Therefore,
to confirm that the quantify items are appropriate for the study, the questionnaire needs to
be verified first, in order to produce correct findings.

Another problem that limits the use of PLS-SEM for examination and confirmation is
the absence of a global quantify of model fit. Therefore, this study adopted the goodness of
fit obtained from manual calculations based on previous studies that have been proven.

5.1. Outer Model Validation

Dependability analysis, convergence reasonableness, and discriminant reasonable-
ness are three fundamental aspects that are tested in the validation of the outer model.
For composite dependability values or criteria, in order for design dependability to be
accepted, all designs must have a value above 0.7. According to the suggestion by [95],
if the loading factor is more than 0.5 and the AVE is more than 0.5, then, the construct
reasonableness is convergent. The results of the loading factor and dependability tests are
presented in Table 4. Furthermore, the degree of difference between the quantified criteria
and the various constructs is expressed in discriminant reasonableness.

Table 4. Analysis of dependability and reasonableness of convergent.

Quantify Item Factor Loading AVE Composite Dependability Cronbach’s Alpha

CPI1 =0.918
CPI CPI2 = 0.954 0.8843 0.9582 0.9347
CPI3 = 0.949
FOS1 = 0.904
FOS FOS2 =0.879 0.7817 0.9148 0.8604
FOS3 = 0.869
MSI1 = 0911
MSI MSI2 = 0.904 0.8105 0.9277 0.8832
MSI3 = 0.886
PL1 =0.904
PL PL2 =0.904 0.8137 0.9291 0.8867
PL3 =0.899
PPI1 = 0.893
PPI PPI2 = 0.856 0.772 0.9103 0.8521
PPI3 = 0.887
PSI1 =0.793
PSI PSI2 = 0.930 0.7748 0.9113 0.8545
PSI3 = 0.912
PUA1 =0.919
PUA PUA2 =0.934 0.7914 0.9189 0.8682
PUA3 =0.811
SAT1 = 0.902
SAT SAT2 = 0.859 0.7952 0.9209 0.871
SAT3 =0.913
SMI1 = 0.925
SMI SMI2 = 0.815 0.7873 0.9171 0.8663
SMI3 =0.918
TR1 = 0.841
TR TR2 = 0.919 0.784 0.9158 0.862
TR3 = 0.895

Each variable is considered to have met the reasonableness of discrimination if the
loading factor of each latent item in each construct is higher than the loading factor in each
of the other constructs [96] or if the square root of AVE is greater than the correlation of the
constructs [95], as described in Table 5 cross-loading and Table 6 correlation matrix, both
show strong discriminant reasonableness.
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Table 5. Factor loadings and cross-loadings.
CPI FOS MSI PL PPI PSI PUA SAT SMI TR

CPI1 0918 0549 0555 0766 0.758 0.799 0589 0518 0503 0.682
CPI12 0954 0.649 0649 0850 0.842 0.810 0.690 0.634 0569 0.766
CPI3 0949 0.676 0679 0.899 089 0.818 0.696 0.642 0597 0.828
FOS1 0.638 0904 0901 0.769 0753 0.667 0.812 0.795 0.804 0.803
FOS2 0.614 0879 0.862 0.767 0.748 0.649 0.821 0.858 0.667 0.785
FOS3 0514 0869 0859 0.672 0.635 0.534 0745 0.840 0701 0.735
MSI1 0646 0904 0911 0.779 0765 0.675 0.821 0.801 0.812 0.811
MSI2  0.626  0.891 0904 0.796 0778 0.664 0.855 0907 0.707 0.821
MSI3 0536 0.875 0.886 0.701 0659 0565 0775 0.869 0.720 0.766

PL1 0.807 0.686 0.695 0904 0905 0930 0.732 0.682 0.665 0.760

PL2 0.695 0.866 0.881 0904 0862 0.695 0919 0932 0.723  0.930

PL3 0949 0.676 0679 0.899 0.89 0.818 0.696 0.642 0597 0.828
PPI1 0771 0.657 0662 0.860 0.893 0.890 0.693 0.654 0.639 0.719
PPI2 0.668 0.833 0.850 0.869 0.856  0.681 0.880 0.882 0.711 0.882
PPI3 0.899 0.642 0.646 0.858 0.887 0.781 0.668 0.616 0560 0.788
PSI1 0.616  0.471 0474  0.601 0.610 0.793 0585 0.448 0594 0.539
PSI2 0.807 0.686 0.695 0904 0905 0930 0.732 0.682 0.665 0.760
PSI3 0.825 0.662 0.667 0.809 0805 0912 0.689 0.626 0.581 0.732
PUA1 0695 0866 0.881 0904 0.862 0.695 0919 0932 0.723 0.930
PUA2 0619 0823 0.833 0765 0.731 0.665 0934 0820 0.752 0.897
PUA3 0550 0.690 0.693  0.651 0.652 0.695 0.811 0.638 0762 0.662
SAT1 0.605 0870 0.879 0.779 0770 0.656 0.842 0.902 0.699 0.805
SAT2 0501 0852 0862 0.670 0.625 0534 0755 0.859 0.704 0.738
SAT3 0.602 0795 0815 0.819 0779 0.617 0834 0913 0.649 0.845
SMI1 0609 0.780 0.789 0.759 0.732 0.677 0.802 0.751 0925 0.762
SMI2 0325 0583 0587 0432 0431 0438 0590 0514 0815 0472
SMI3 0592 0.786 0.797 0.715 0.707 0.689 0.785 0.733 0918 0.724
TR1 0913 0.662 0665 0.885 0878 0.792 0.701 0.641 0575 0.841
TR2 0659 0.852 0869 0.870 0.827 0.662 0.88 0914 0.698 0919
TR3 0.613 0.800 0810 0.748 0712 0.635 0913 0.797 0.724 0.895

Table 6. Correlation matrix.
CPI FOS MSI PL PPI PSI PUA SAT SMI TR

CPI 0.940

FOS 0.668  0.884

MSI 0.671  0.839  0.900

PL 0.895 0.835 0.845 0.902

PPI 0.888 0.808 0.818 0.981 0.879

PSI 0.860 0.700 0.707  0.831 0.793  0.880

PUA 0703 0.828 0.809 0.880 0.849 0.764 0.890

SAT 0.640 0.840 0.854 0.850 0.815 0.677 0.809 0.892

SMI 0594 0.819 0829 0.739 0724 0.695 0.830 0.766  0.887

TR 0.811 0.877 0.828 0939 0806 0.780 0.846 0.794 0.755 0.885

5.2. Validation Inner Model and Hypotheses Results

Inner model validation in PLS is used to test hypotheses using bootstrapping. For
the hypothesis to be accepted, the t-value must be greater than 1.95. Table 7 describes the
results of hypothesis testing, path coefficients, p-values, and t-values. The results showed
that of the 12 hypotheses there were 8 significant and positive values, while 4 hypotheses
were declared insignificant. Figure 2 describes and illustrates the hypothetical results.
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Table 7. Results of the inner model result.

Hypothesis Path Hypothesis Number of Path Coefficient Results of t-Value Results
H1 RQ -> PPI 0.5184 3.7301 Accepted
H2 RQ->PL 0.9226 71.2221 Accepted
H3 FOS -> PPI —0.04 0.2358 Rejected
H4 FOS -> RQ —0.15 0.7916 Rejected
H5 MSI -> PPI —0.0513 0.264 Rejected
Hé6 MSI -> RQ 0.6383 3.2442 Accepted
H7 SMI -> RQ —0.1417 3.1773 Accepted
H8 PUA ->RQ 0.5552 6.9308 Accepted
H9 PSI-> RQ -0.0777 1.4995 Rejected
H10 PSI -> PPI 0.3283 4.8841 Accepted
H11 CPI->PPI 0.2774 4.9594 Accepted
Hi12 CPI->RQ 0.184 3.6864 Accepted

SAT
FOS
L -0.04
SMI -0.15
T
-0.141
0.922%** .| PL
0.555***
PUA — 0.518%>*
-0.077 0.184%*
—
PSI 0.328*** /
0.277** -
CPI — O|'638 -0.051
Ms| -

Figure 2. Path coefficients. ** p-value < 0.01; *** p-value < 0.001.

Table 7 and Figure 2 show that H1 and H2 are both positive and both have a significant
effect, RQ to PL (RQ—PL, § = 0.9226, t-value = 71.2221), and RQ against PPI (RQ—PPI,
B =0.5184, t-value = 3.7301), then both are accepted.

In H3 and H4, it is said to be rejected, negative value and insignificant effect of FOS
on PPI and also FOS on RQ.

In H5, where MSI is a negative value and insignificant effect of PPI (MSI—PPI,
B = —0.0513, t-value = 0.264), then, H5 is declared rejected.

Furthermore, H6 shows MSI to RQ is positive and has a strong significant effect
(MSI—RQ), B = 0.6383, t-value = 3.2442), therefore, H6 is declared accepted.

Furthermore, H7 shows that SMI to RQ is positive and has a strong significant effect
(SMI—RQ), B = —0.1417, t-value = 3.1773), therefore, H7 is declared accepted.

Furthermore, in HS, the correlation between PUA and RQ is positive and has a strong
significant effect (PUA—RQ, § = 0.5552, t-value = 6.9308), then, H8 is declared accepted

In HY, it is rejected because it is negative and insignificant with a ¢-value below 1.95.

However, it is the opposite, for PSI to PP, in this study, it is positive and has a strong
significant effect (PSI—PPI, § = 0.3283, t-value = 4.8841), therefore, H10 is appropriate.

CPl s positive and has a significant effect on PPI, therefore, H11 is accepted (CPI—PP],
B =0.2774, t-value = 4.9594). Then, CPI against RQ is positive and has a significant effect,
then, H12 is accepted (CPI—RQ, B = 0.184, t-value = 3.6864).
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5.3. Testing of Mediation Effects

To quantify the value of mediation effects in this study using the Sobel test, the analysis
results are explained in Z value. Table 8 explains that the value of Z value is greater than
1.96, so the mediation effect on each variable quantify is accepted and significant.

Table 8. Results of mediation test.

Construct Relationship Construct Number of #-Value Number of Sobel Test’s with z-Value
SMI—RQ—PPI SMI—RQ 3.1773 2.4187 *
RQ—PPI 3.7301
SMI—RQ—PL SMI—RQ 3.1773 3.1741 **
RQ—PL 71.2221
PUA—RQ—PPI PUA—RQ 6.9308 3.2846 **
RQ—PPI 3.7301
PUA—RQ—PL PUA—RQ 6.9308 6.8982 **
RQ—PL 71.2221
CPI—RQ—PPI CPI—RQ 3.6864 2.6219 **
RQ—PPI 3.7301
CPI—RQ—PL CPI—RQ 3.6864 3.6814 ***
RQ—PL 71.2221
MSI—RQ—PPI MSI—RQ 3.2442 2.4478 *
RQ—PPI 3.7301
MSI—RQ—PL MSI—RQ 3.2442 3.2408 **
RQ—PL 71.2221

Note: * p-value < 0.01; ** p-value < 0.001; *** p-value < 0.0001.

6. Discussion

This study focused on a combination of the quality of current electronic government
technology [5]. Then, the six variables of electronic government quality were combined
with connection quality as a factor that influences both types of citizen behavior outcomes
to examine electronic government as a citizen service. The high quality and good quality of
electronic government affects the citizens’ perspective and has an effect on the sustainability
of electronic government facilities.

From the results of the analysis carried out in this study, there are several conclusions
that can be drawn. RQ is a variable that supports the creation of PPI and PL, this has simi-
larities with the views of previous researchers who stated that RQ is a determining factor
for customer behavioral motives in activities. In social media commerce, Hariguna et al. [3]
further confirmed that contentment and credence as RQ constructs are determinants of
motive to use electronic government facilities. Furthermore, the connections among the
variables MSI, SMI, and PUA have a positive and significant value on RQ; this is in line
with several previous studies including [3,5,6] which stated that these variables are part of
the antecedent RQ. There are several significant findings and benefactions based on the
empirical results of this study, both for academics and practitioners.

6.1. Theoretical Implications

This study contributes to the literature on the combination of electronic government
quality into the six variable constructs set out and discussed in depth. First, we provide a
holistic antecedent model for citizen behavioral outcomes (citizens” motives and citizens’
faithfulness) in terms of electronic government valuation content. Although the concept
of electronic government facilities has been discussed in previous studies, the holistic
model that explains citizen motives and citizen faithfulness in a platform is still very poorly
discussed. Secondly, this is the first study to confirm the concept of electronic government
quality of the latest technology and its combination with relationship quality. Although
studies have widely acknowledge that several variables in electronic government quality
are correlated and shape connection quality, this study also makes a significant contribution
to the literature related to the new dataset of electronic government survey results.
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6.2. Managerial Implications

This study makes a special benefaction to electronic government providers to consider
the use of e-participation, mobile government, social media, mobile facilities, current
information, and fully online facilities as variables of electronic government quality. The
results show the importance of integrating these variables to influence citizens’ perspectives
in the context of connection quality (citizens’ contentment and citizens’ credence).

On the basis of Hypotheses 1 and 2, the test results found that the quality of the con-
nection has a significant influence on citizens” motives and citizens’ faithfulness, therefore,
for the government as electronic government managers must be able to ensure that every
content contained in electronic government must provide information that is concrete,
relevant and accurate. The contentment that people get after using electronic government
will have a direct effect on faithfulness and sustainability in using electronic government
facilities in the future. While the sense of security felt by society after using electronic
government facilities is also a positive implication that has an effect on peoples” motives
and faithfulness. Service providers in this case must be able to ensure that the electronic
government system that has been built has met good and safe quality standards, and it
must be ensured that the data and transactions running on the electronic government
system are safe from cybercrime. Furthermore, the sense of security felt by society is an
extension of society contentment.

From the test results, Hypotheses 3-5 and 9 were rejected. This proves that one of
the supports for the effectiveness enforcement of electronic government is the maturity
of society in using electronic government facilities. From Hypotheses 3 and 4 it can be
seen that there are still many people who cannot yet accept if all electronic government
activities use the full online service concept, therefore, the government must provide a dual
scheme to overcome this problem. While Hypothesis 5 shows that mobile government
does not directly have a significant effect on peoples’ motives. This gives an illustration
to the government that not all people are ready to use mobile government; many reasons
include the ease of using applications for lack of credence in technology. In contrast to
Hypothesis 6, mobile government has a good number and positive value and has a strong
significant impact on the variable relationship quality, therefore, the presence of mobile
government can bridge society’s readiness for mobile technology. The presence of mobile
service combination in electronic government is also growing. The citizen feels the merits of
using mobile-based applications for electronic government facilities significantly affects the
quality of the connection, as stated in Hypothesis 6. Mobile government service providers
must maintain and even improve the quality of applications by maintaining citizen security
and privacy, providing navigation and content convenience for mobile activities.

The high use of social media among society today has an effect on the combination of
electronic government facilities with social media. This combination can provide chances
for the citizen to interact with electronic government service providers. People can provide
feedback about how they feel when using electronic government facilities because of
Hypothesis 7.

In addition, personalized user accounts in this study have been shown to significantly
affect the quality of connections. This proves that people tend to use electronic govern-
ment for their needs. Therefore, there is a need for urgent and specific accounts to be
implemented, as state in Hypothesis 8.

The discussion about the combination of e-participation facilities in this study is very
interesting. We find that e-participation facilities do not significantly affect connection
quality, as stated in Hypothesis 9, but have a significant effect on citizen motive, as stated
in Hypothesis 10. Citizen awareness of electronic government facilities increases with
citizen involvement. Communities are more likely to be able to engage actively with this
technology combination. People tend to be lazy or indifferent to what they feel, but with
e-participation, people can provide feedback directly by using their gadgets.

Hypotheses 11 and 12 show a significant effect between citizens’ current information
on the quality of connections and citizens” motives. Citizen concern for information is
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currently very high where people want to get information directly and accurately from
credence sources. Therefore, information providers must ensure that the information
provided to the citizen is the most contemporary information. Because, if the information
cannot be accessed in a contemporary manner, there is a lot of information sourced by the
citizen whose degree of information is still questionable or has hoax value.

7. Conclusions and Future Work

In the current digital era, the government as an electronic government provider is
increasingly aware that electronic government variables and content must keep pace with
technological changes. The citizen as users of electronic government facilities should be
able to feel the merits of these facilities. Electronic government is present from the aspect of
economic merits and also from electronic government as a transformation of government in
serving the society more adaptively. Citizen interaction with the government can be done by
integrating social media, while citizen participation can use the concept of e-participation.
People need contemporary information so that it can be widely accessed, by utilizing the
concept of mobile government, the citizen can more easily access the activities they need,
because nowadays almost everyone can use a mobile phone. Therefore, the government as
a service provider must understand and be aware of the current technological shift, which
during the COVID-19 pandemic has mostly turned into a digital society.

All of these activities have an effect on the quality of relations between the citizen
and government; managing the connection between the citizen and good governance is
one of the strategies needed to achieve electronic government goals. Furthermore, the two
behavioral concepts of citizen motive and citizen faithfulness have a good and positive
value, and also have a strong impact on the quality of the connection.

This study adopts the latest technologies that we conceptualize into electronic govern-
ment quality and is integrated with the concept of connection quality to quantify citizens’
motives and citizens’ faithfulness to electronic government facilities. Further studies related
to this combination are needed, due to the lack of discussion regarding the two concepts.
In addition, studies are needed that expand the scope of the distribution of respondents to
obtain more relevant data and results. Furthermore, this study was conducted in Indonesia
and may have significant differences if done in several different countries. Then, the inte-
grated framework variables would allow for more varied additions, such as local wisdom
within a country. Finally, very rapid technological changes can change the e-commerce
pattern of government, such as blockchain technology.
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