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Abstract 

 

This paper presents a case study for secure e-government services adoption in Tanzania, where 

four organizations are studied. In the process, to compare the adoption process both private and 

public organizations were critically studied. The study utilizes a mixed research method that 

combines the use of both qualitative and quantitative methods for questionnaire preparation, data 

collection, and processing and analysis. The study also reviewed different adoption models, 

where seven hypotheses were constructed. The results show that out of the seven constructed 

hypothesis four were supported: Perceived usefulness has a positive influence on the behavioral 

intention and use of e-government services; perceived trust has a positive influence on the 

behavioral intention of a user on the usage of e-government service; higher levels of perceived IT 

security has a positive and significant effect on perceived trust; and behavioral intention has a 

direct and positive effect on the actual usage and adoption of technology of e-government 

services. Also, we found that private organization appears to be earlier adopters of technology 

and offers more secure e-services sooner than public organizations. 
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1. Introduction 

 
One of the products of information and communication technology (ICT) advancement is 

e-government and its related services. The WorldBank [2001] defined e-Government as 

“the government owned or operated systems of information and communication 

technologies that transform relations with citizens (C), the private sector (B) and other 

government agencies(G) so as to promote citizens’ empowerment, improve service 

delivery, strengthen accountability, increase transparency, and improve government 

efficiency”. Traditionally, interactions between e-government domains (C, B, G) requires 

a physical visit to the government offices, which had low level of information security 

risk. However, with the advent of e-government services it has become possible to 

virtually locate the service closer to citizens - and consequently high information security 

risk [Karokola, 2010]. Information Security, in e-government, is all about protecting 



confidentiality, integrity and availability of critical information being stored, processed, 

and transmitted between e-government domains [karokola, 2010].  

 

Tanzania being one of the developing country, located in the Sub-Saharan Africa with a 

population of about 41million and tele-density of about 43%, has made tremendous 

achievement in the adoption and use of e-government services [Karokola, 2010]. For 

instance, all government ministries (21), department (18) and agencies (29) are at least at 

the web-presence stage, where static websites have been implemented. Also, there has 

been an increase in the use of emails and internet in the public sectors [Karokola, 2010]. 

Further, various training programmes on the use of computers are conducted at different 

levels within and outside the ministries. Despite the progress made in the area, ensuring 

confidentiality, integrity and availability of critical information remains a challenge 

[Karokola, 2010]. The National e-government strategy has highlighted some significant 

issues such as lack of proper policies, strategies and institutional frameworks for 

supporting e-government initiatives at the institutional levels [TZ-eGov, 2008]. This 

barrier has been caused by, among others, lack of strong directives from above (top 

management), lack of proactive leadership and weak support form management team 

members. As a result there have been unorganized e-government initiatives in Tanzania 

which have lead to a duplication of e-government initiatives that resulted into loosing the 

few available resources [Karokola, 2010; Shame, 2009; Song, 2006]. 

 

The purpose of this paper is to find ways to facilitate the adoption and usage of e-

government in Tanzania while taking into account the role IT security in the adoption 

process. The paper will focus to both e-government services provider and users. It should 

be noted that in this study we needed to compare both private and public organisations, 

therefore, the term e-government and e-services shall be used interchangeably.  

 

The paper is organised as follows: section two presents literature review; section three 

presents research approach, proposed hypothesis and data collection strategy; and section 

four presents the research findings. Section five presents discusses; and section six 

presents conclusion and recommendations.  

 

2. Literature Review on Technology Adoption Models  

 

Different studies have been conducted in the area of e-government technology adoption 

and IT security. The technology adoption models and theories development was heavily 

grounded on diffusion, adoption and/or domestic approaches [Vigayan et al, 2005]. Davis 

[1989] developed the Technology Acceptance Model (TAM) aimed at predicting users’ 

attitude on whether they will adopt new technology. The TAM model states that “an 

individual’s behavioural intention to use an information system is determined by the 

Perceived usefulness and Perceived ease of use of the system” [Davis 1989; Venkatesh et 

al, 2000]. Perceived usefulness refers to the degree to which a person believes that using 

a particular system would enhance job performance; and Perceived ease of use refers to 

the degree to which a person believes using a particular system would be free of physical 

and mental efforts [Davis 1989; Venkatesh et al, 2000]. Figure 1 below shows the TAM 

model.  



 

 
Figure 1: Technology Acceptance Model [Davis et al.1989] 

 

Rogers [1995] developed the diffusion of innovation (DOI) theory that tries to explain 

how users’ adopts new technologies (such as e-government). He defined five adopters’ 

categories: innovators (2.5%), early adopters (13.5%), early majority (34%), late majority 

(34%), and laggards (16%). In addition, he identified five key factors influencing the 

adoption of new technology: Relative advantage -  the degree to which innovation is seen 

as being superior to its predecessor; Complexity – the degree to which an innovation is 

seen by the potential adopter as being relatively difficulty to use and understand; 

Compatibility – the degree to which an innovation is seen to be compatible with existing 

values, beliefs, experiences, and needs of adoption; Trial ability – the degree to which an 

idea can be experimented with on a limited basis; and Observability – the degree to 

which the result of an innovation are visible. 

 

Venkatesh et al, [2003] developed the Unified theory of Acceptance and Use of 

Technology (UTAUT) for accessing Adoption and Use of new technology. The theory is 

based on the building blocks with their origin in communication, psychology and 

sociology. Each building block/model attempts to explain users’ behaviour using variety 

of independent variables. The UTAUT model (shown in figure 2 below) has four 

constructs which are performance expectancy, effort expectancy, social influence, and 

facilitating conditions that are direct determinants of usage intention and behaviour 

[Venkatesh et. al., 2003]. Figure 2 below shows the model's influencing factors 

/constructs. 

 

 
Figure 2: Unified Theory of Acceptance and Use of Technology Model [Venkatesh et. al., 2000] 

After reviewing different studies in technology acceptance/adoption models and based on 

their weaknesses, strengths and applicability into our area of study – two models were 



selected. Namely: Technology Acceptance model (TAM) and the Unified Theory of 

Acceptance and Use of Technology (UTAUT) depicted in figure 1 and figure 2 

respectively. The two models appear to have some relationship in their constructs. 

Performance expectancy (PE) and Effort expectancy (EE) in UTAUT has relationships to 

Perceived usefulness (PU) and Perceived ease of use (PEoU) in TAM respectively. 

 

3. Research Approach, Hypothesis and Data Collection 

 

The research methodology used in this study is a mixed research method. The method 

combines both qualitative and quantitative research methods as described by Johnson and 

Christensen [2007]. Qualitative research method was used for gaining deeper 

understanding of social phenomena through interviews, documents reviews and 

observations [Yin, 1994], whilst quantitative research method was used for expressing 

the concepts of the natural and/or social world from the measurable entities or numerical 

information’s [Neuman, 2007].  

 

In addition, to compare the technology adoption and the influence of IT security in the 

technology adoption and use process between the public and private sectors – an 

empirical study was conducted into two public and two private organisations. Further, to 

compare and contrast the selected organisation we constructed seven hypothesis (see 

figure 3) and research questionnaire for data collection as presented in section 3.1 and 

3.2. 

 

The selection of the research sites were based on the following criteria: (i) organisations 

must be located in Tanzania; (ii) organisations that offer e-services which has direct 

impact to citizens and businesses; (iii) organisations that appears to have high 

deployment level of e-services and IT security measures; and (iv) organisations that 

would allow ease access for data collection. After contacting several organisations, four 

were selected. To maintain confidentiality organisations names are kept anonymous, 

namely: Organisation R – is a public organisation/agency responsible for managing the 

assessment, collection and accounting of all central government revenue, among the 

services includes offering tax assessment on-line; Organisation S – is a higher learning 

public institution in the country. It supports and promotes the use of ICT at the national, 

organisational and local levels. It offers various courses off-line and on-line; 

Organisation T – is a private mobile telephone operator with coverage country wide, 

among the services offered includes Mobile money transfer (M-Pesa) and broadband 

internet services; and Organisation U – is a private international Bank offering various 

services using ICT such as money transfer.   

 

3.1. Constructs and Hypothesis Formulation 

 

After reviewing different studies and models in the area, we identified several constructs 

that influencing the adoption and use of technology and IT security, and summarised 

them. The developed constructs were: Perceived ease of use  (PEOU); Perceived usefulness 

(PU); Perceived trust (PT); Perceived IT security from the user perspective (PSU); Behavioural 

intention (BI); e-Government adoption (EA); and Perceived IT security on the service 

deliverers, for organisation officials (PSS). All these constructs were mapped to their 



respective measuring criteria addressed in the questionnaire (see data collection section). 

Further, based on the above constructs, we developed seven hypotheses along with 

research model (depicted in figure 3 below).  The hypotheses were: 

H1: Perceived ease of use (PEOU) of an e-government/e-service services will have a 

positive influence on Perceived usefulness (PU) of an e-government services / e-

services; 

 

H2: Perceived ease of use (PEOU) of e-government services will have a positive 

influence on the behavioural intention (BI of a user on the usage of e-

government services; 

 

H3: Perceived Usefulness (PU) of e-government services will have a positive 

influence on the behavioural intention (BI) of a user on the usage of e-

government services; 

 

H4: Perceived Trust (PT) has a positive influence on the behavioural intention (BI) 

of a user on the usage of e-government services; 

 

H5: Higher levels of perceived IT security from the user perspective (PSU) have 

positive and significant effect on perceived trust (PT); 

 

H6: Higher levels of perceived IT Security on the service deliverers (organisation 

officials) (PSS) may have negative effect on the actual usage and adoption of 

technology (EA) (i.e. e-government services); and 

 

H7: Behavioural intention (BI) has a direct and positive effect on the actual usage 

and adoption of technology (EA) (i.e. e-government services). 

 

 
Figure 3: e-Government /e-service adoption research model showing the proposed hypothesis  

 

3.2. Data Collection 



 

Questionnaire preparation: we prepared two types of questionnaire targeting service 

providers at the organisation levels (public and private) and users as citizens. The 

questionnaire for service provider’s category targeted different levels within 

organisations: strategic - directors and decisions makers, tactical - managers and senior 

personnel, and operational - technical and personnel. The prepared questionnaire covered 

different headings such as technology adoption and use, Factors affecting adoption, use 

and misuse of technology, IT security awareness, and decision making on technology 

investment and adoption.  

 

Data Collection: data was collected into four research sites identified earlier. 

Questionnaires were used as data collection instrument. Responses from the responders 

were collected in the form of structured interviews and self administered questionnaires 

[Gally, 2010; IPDET, 2010; Johnson et al, 2010; Malhotra, 1998; Yin, 1994]. A total of 

40 respondents were contacted, 20 from each category (service providers and users). A 

total of 37 (92.5%) responded – 17 and 20 from service providers and users category 

respectively.  

 

4. Findings: Data Analysis and Results 

 

Data analysis process utilizes the descriptive and analytical statistical methods [IPDET, 

2010; Johnson et al, 2010; Malhotra, 1998, the economist, 2010]. 

 

4.1. Descriptive Statistical Perspective 

 
Descriptive statistical analysis deals with summarization and description of collections of 

data. The analysis of Technology adoption and usage questionnaire targeted service 

providers at the organisational levels show that a total of 17 (85%) responded.  Both 

sectors showed 100% of male participation in responding to questionnaire. This shows a 

significant absence of female participation in technology adoption and usage in the 

organisations. Looking at the age of responders, in private sector 90% was between 31 

and 40, and 10% was between 41 and 50. Whilst in public sector 54.55% was between 31 

and 40, and 45.45% was between 41 and 50. Also, the result shows high participation of 

younger generation i.e. 31 to 40 in realizing and deciding on technology adoption and 

usage in private sector comparing to public sector. Figure 4 below shows the analysed 

demographic statistics data.  
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Figure 4: Demographic statistics for e-service providers on technology adoption and usage 

Questionnaire. 

 

The analysis of technology adoption and usage questionnaire targeted service users 

shows that a total of 20 (100%) responded, out of which 10 were users of public e-

services and 10 were users of private services. The number of female responders in both 

private and public sectors were 30% and 40% respectively. This shows how low is the 

level of their participation in the usage of e-services. Looking at the age of responders, in 

private sector 60% was between 21 and 30 years and 40% was between 31 and 40, whilst 

in public sector 80% was between 21 and 30 and 20% was between 31 and 40. This 

findings show that as private sector in Tanzania is reasonably established in terms of 

technology usage hence fairly distributed between the age groups while in public sector 

the technology usage is quite new hence more concentrated on the age group of 21 to 30. 

This is summarised in figure 5 below. 
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Figure 5: Demographic statistics for e-service users on technology adoption and usage 

Questionnaire.  



The analysis of the perceived easiness of use of e-service websites offered by the service 

providers shows that 60% of responders view the usage as being very easy. This shows 

an effort of service providers to make the services more user friendly – and consequently 

easily accepted by users. None of the responders view the usage as not easy. Regarding 

the user performance improvement from using the e-services, 44% of private sector 

responders indicated that the services does not improve their performance compared to 

10% of public sector responders. Regarding e-services contents updates 8% of the private 

sector users indicated that the contents were not up-to-date against 3% of the public 

sector users. Further, regarding the provision of tools for users to give their opinion and 

receiving timely feedback 20% of the private sector users said either the tools for 

providing their opinion were not available or feedback were not timely available against 

9% of the public users. Figure 6 below shows statistical for easiness of use of e-service 

websites. 

 

 
Figure 6: statistical for easiness of use of e-service websites between Private and sector 

 

The analysis of decisions on adoption and investing in technology, apart from having e-

government adoption strategies at the national and organisational levels – still there exist 

critical factors that influence the decision making processes on adopting and use new 

technology. Findings from the two private organisations (T and U) – show that 

technology adoption was unavoidable process because it is part of their business process. 

Hence necessary measures are taken to make sure the needed technology are in place at 

the right time; thus improves efficient and effectiveness and became more competitive in 

service delivery which finally results into profit making. On the other hand, the findings 

from two public organisations (R and S) show that decision making processes on the 

adoption and investment in technology are very subjective. It depends much on social 

influences that are inline with bureaucratic decision making procedures. Decisions 

making process involves different levels within the organisation, and also the approval 

depends on the monetary value and impact of the technology in question. This resulted 

into public organisations to be slower in adoption and investing in new technology.  

 



4.2. Analytical Statistical Perspective 

 

The analytical statistical correlation results for constructs in the research model are 

summarized in Table 1 below. Spearman’s ranks order correlation [Wiki, 2011] was used 

to find relationships between the constructs. These results were constructed based on the 

data collected using the questionnaires covering: Technology adoption and use, and IT 

security awareness and use in delivering secure e-services. The findings show that there 

is an overall positive relationship between e-government/e-service adoption and other 

constructs although the relationships vary in strength. There is a significant negative 

relationship between PEOU and PU of -0.312 while the rest have relatively positive 

relationships. The negative relationship implies that while values of PEOU are high the 

values of PU are low and vice versa. This can be translated as although systems were 

easy to use, users did not find them useful. Table 1 below summarises the constructs 

correlation results. 

 
      Table 1: Summary of Constructs Correlation Results 

Constructs PEOU PU PT PSU BI EA 

PEOU 1      

PU -0.312 1     

PT 0.156 0.48 1    

PSU 0.335 0.572 0.42 1   

BI 0.252 0.523 0.619 0.508 1  

EA 0.28 0.278 0.332 0.411 0.573 1 

Note:  
PEOU = Perceived ease of use, PU = Perceived usefulness, PT = Perceived trust, 

PSU = Perceived IT security from the user perspective, BI = Behavioural intention, 

and EA = e-Government adoption 

 

Table 2 below represents a correlation result calculated from data collected using the e-

service questionnaire. The result shows a weak negative relationship between perceived 

IT security on the service deliverers, for organisation officials (PSS) and e-service 

adoption (EA) i.e. –0.037. 
 

Table 2: Summary of PSS-EA Construct Correlation Result 

Constructs PSS 

EA -0.037 

 

 

4.3. Correlation of Constructs 

 
To test the hypotheses t-test was used to test the significance of correlations that may 

exist between constructs (results are shown in table 3, 4 and figure 7). Regarding the 

research hypotheses resulting from the above data analysis - one tailed test with a 

significance level of 0.05 was used. The findings showed that 3 hypotheses were not 

supported and 4 were supported. 

 



Hypothesis 1 (Not supported): It was predicted that Perceived ease of use of an e-

government service will have a positive influence on Perceived usefulness of an e-

government services. The correlation coefficient between the two constructs was -0.312 

showing a negative relationship. A t-test was then performed on the correlation 

coefficient, the t value found, was less than that of 5% level. Hence the null hypothesis 

was accepted and concluded that there was a negative relationship between PEOU and 

PU. 

 

Hypothesis 2 (Not supported): It was predicted that Perceived ease of use of an e-

government/e-service will have a positive influence on the behavioural intention of a user 

on the usage of e-government service. The correlation coefficient between the two 

constructs was 0.252 showing a weak positive relationship. A t-test was then performed 

on the correlation coefficient, the t value, found was less than that of 5% level. Hence the 

null hypothesis was accepted and concluded that there was no significant relationship 

between PEOU and BI.  

 

Hypothesis 3 (Supported): It was predicted that Perceived Usefulness of e-government /e-

service will have a positive influence on the behavioural intention of a user on the usage 

of e-government services. The correlation coefficient between the two constructs was 

0.523 showing a strong positive relationship. A t-test was then performed on the 

correlation coefficient, the t value found exceeded that of 5% level hence the null 

hypothesis was rejected and concluded that there is a significant relationship between PU 

and BI. 

 

Hypothesis 4 (Supported): It was predicted that Perceived Trust has a positive influence 

on the behavioural intention of a user on the usage of e-government/e-service. The 

correlation coefficient between the two constructs was 0.619 showing a strong positive 

relationship. A t-test was then performed on the correlation coefficient, the t value, found 

exceeded that of 5% level.  Hence the null hypothesis was rejected and concluded that 

there was a significant relationship between PT and BI. 

 

Hypothesis 5 (Supported): It was predicted that higher levels of perceived IT security 

from the user perspective have positive and significant effect on perceived trust. The 

correlation coefficient between the two constructs was 0.42 showing a weak positive 

relationship. A t-test was then performed on the correlation coefficient, the t value found 

exceeded that of 5% level hence the null hypothesis was rejected and concluded that there 

was a significant relationship between PSU and PT. 

 

Hypothesis 6 (Not supported): It was predicted that higher levels of perceived IT Security 

on the service deliverers (services officials) may have negative effect on the actual usage 

and acceptance of technology (i.e. e-government services). The correlation coefficient 

between the two constructs was -0.037 showing a weak negative relationship. A t-test 

was then performed on the correlation coefficient, the t value found was less than that of 

5% level hence the null hypothesis was rejected and concluded that there was no positive 

relationship between PSS and EA. this is summarised in table 4. 

 



Hypothesis 7 (Supported): It was predicted that Behavioural intention has a direct and 

positive effect on the actual usage and acceptance of technology (i.e. e-government 

services). The correlation coefficient between the two constructs was 0.573 showing a 

strong positive relationship. A t-test was then performed on the correlation coefficient, 

the t value found exceeded that of 5% level hence the null hypothesis was rejected and 

concluded that there was a significant relationship between BI and EA.  
 

Table 3: Hypotheses results  

Hypotheses Constructs t-value Supported 

H1 PEOU – PU -1.39 NO 

H2 PEOU – BI -1.105 NO 

H3 PU – BI 2.603 YES 

H4 PT – BI 3.344 YES 

H5 PSU – PT 1.963 YES 

H7 BI - EA 2.966 YES 

 

Also, table 4 shows a One tailed test at a significance level of 0.05. 

 
Table 4: Hypothesis results 

Hypotheses Constructs t-value Supported 

H6 PSS-EA -0.117 NO 

  

 

5. Discussion  

 
The findings shows that the best approach for organisations to excel in secure adoption 

and use of e-government is to establish conditions which would stimulate, enable, 

accelerate and enhance adoption and use of technology and IT security. The strategies 

may involve creating awareness, having the right e-government infrastructure in place, 

having enough resources and qualified personnel for supporting e-government platforms 

and conducting research and developments (R&D) on the new emerging technologies.  

 

Regarding the IT security aspects, the findings show that enhancing confidentiality, 

integrity and availability of critical e-government infrastructure is crucial in facilitating 

secure e-government adoption and use. Also, this will build trust among its participants 

i.e. service providers and users. Hence, positively influencing their intention to adopt and 

use the technology. It is critical for organisations to consider security aspects when 

introducing their e-services. These include implementation and use of IT security 

standards, policies and best practices. Nevertheless, during the study it was observed that 

there exists element of resistance to change for personnel within the organisations, 

particularly in the public sectors. IT security measures are seen as a threat to their hidden 

agendas and consequently they will reject the technology in question or sometimes even 

turning off the security measures.  

 

Regarding the performance differences between private and public organizations – the 

findings show that the main driving force for private organization is the nature of their 



business. For sustainability they have to make sure that by any means the set business 

goals are achieve. Therefore, they will make sure that all facilitating conditions are in 

place. This is contrary to public organizations. Regarding the existing of differences in 

adoption and use of e-government and IT security within public sectors - we observed 

that despite having e-government strategy at the national and organizational levels, the 

existence of bureaucratic procedures was the main obstacle. In this study organization R 

appears to be ahead of organization S. This was mainly contributed by a personal push 

from one of the top management. He is very enthusiastic about adoption of new 

technology; hence reduces most of the bureaucratic procedures in decision making 

processes. 

 

On the other hand, the findings show that hypothesis 1, 2 and 6 was not supported as 

shown in table 3, 4 and figure 7.  The PEOU and PU, and PEOU and BI constructs were 

found to have a negative relationship. This implies that e-government users found that the 

services were easy to use but not that useful. The interpretation here is that it is important 

to consider both ease of use and usefulness of services for it to be easily adopted and used 

effectively. Also, PSS and EA constructs found to have negative relationship, thus was 

rejected. This implies that when introducing new technology including security measures, 

the organization needs to be well prepared for conducting awareness training 

programmes so as to change the altitudes of personnel within the organization and users. 

Figure 7 below shows the graphical presentation of the supported and refuted hypothesis. 

 

 
Figure 7: Adoption research model showing supported and refuted (X) hypothesis 

 

Therefore, based on the findings and discussion presented above the following 

Hypothesis was supported: 

 

H3: Perceived Usefulness (PU) of e-government/e-service will have a positive 

influence on the behavioural intention (BI) of a user on the usage of e-

government services/ e-services; 

 



H4: Perceived Trust (PT) has a positive influence on the behavioural intention (BI) 

of a user on the usage of e-government service; 

 

H5: Higher levels of perceived IT security from the user perspective (PSU) have 

positive and significant effect on perceived trust (PT); 

 

H7: Behavioural intention (BI) has a direct and positive effect on the actual usage 

and adoption of technology (EA) (i.e. e-government services). 

 

6. Conclusion and Recommendations   

 
Conclusively, the study made use of mixed research method as a research paradigm. In 

the process 7 hypothesis were constructed (see figure 3), analysed, and 4 hypotheses (H3, 

H4, H5 and H7) were supported (see figure 7). Therefore, we recommend the following:  

���� For Hypothesis 3 (H3) - Perceived Usefulness (PU) of e-government services/ e-

service will have a positive influence on the behavioural intention (BI) of a user 

on the usage of e-government services: Government and organisation should be 

more accountable and transparent by providing reliable, efficient and effective e-

services to users. Also, the service information (contents) should be up-to-date. 

This will require senior management support in providing sufficient funding and 

employing qualified personnel.  

���� For Hypothesis 4 (H4) - Perceived Trust (PT) has a positive influence on the 

behavioural intention (BI) of a user on the usage of e-government services: 

Organisations should make sure that the e-government systems /platforms has 

friendly usability interfaces such as  ease to accessible and navigate. Also, service 

providers need to be active in offering technical support to users in case of 

systems problem. Further, it is advised that organisations should establish 

research and development (R&D) units. The responsibility of R&D units should 

includes conducting regularly reviews and research on the existing and new 

emerging technologies and their customization to fit the organisation 

requirements and supporting environment. Also, as part of the strategy to win 

users trust for newly introduced e-government, R&D may introduce showcasing 

working scenarios.  This will reduce users’ deterrence of e-government systems.  

���� For Hypothesis 5 (H5) - Higher levels of perceived IT security from the user 

perspective (PSU) have positive and significant effect on perceived trust (PT): 

Organisations should make IT security be an integral part of technology adoption 

and use process.  Security measures should include both technical and non-

technical security aspects. This will enhance confidentiality, integrity and 

accountability of critical information being transmitted between both sides. 

Hence, it will reduce security risks, and increase privacy and trustworthiness to 

users.  

���� For Hypothesis 7 (H7) - Behavioural intention (BI) has a direct and positive 

effect on the actual usage and adoption of technology (EA) (i.e. e-government 

services): Organisations should conduct regular awareness training programmes 



to stakeholders at all levels (service providers and users). The programme should 

take into account the existing social influencing factors such as user’s intent to 

use, willingness and frequencies of using the provided e-government services and 

IT security measures. 

We are of the view that once these recommendations are implemented - organisations 

will have secure e-government adoption and use, hence improves efficiency, 

effectiveness and quality e-government services delivery.  
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