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Abstract - Governments around the world are spending a lot of resources on m-government mobile applications based 
(smart-government) projects for providing better services to citizens. Success of smart-government projects depend on the 
citizens’ adoption. There are many studies suggesting various adoption models of both e/m-government. These adoption 
models differ from country to another based on the surrounding environments. The goal of this study is to understand various 
factors which affect the adoption of smart-government services in the UAE. The proposed conceptual model for evaluating 
citizens’ intention to adapt smart-government services integrates constructs from Technology Acceptance Model (TAM), 
Unified Theory of Acceptance and Use of Technology (UTAUT), trust model, and awareness. The model will help in 
understanding a citizen’s perception of smart-government services in UAE. The paper proposes a unique model of smart-
government service adoption which is applicable in UAE environment with an emphasis on ICT infrastructure availability 
and awareness about smart-government services. 
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I. INTRODUCTION 
 
Following the trend of Smart-City, governments 
around the world intend to provide its citizens with 
more available, accurate, instant and high quality 
services with the use of smart phones. For example, 
Dubai Smart Government (DSG) is an initiative that 
provides a wide array of online services for both 
business and personal requirements. M-government is 
an extra feature to the e-government that will allow 
citizens to utilize the e-government services using 
mobile devices such as smart phones; tablets, and 
PDAs in delivering public services (Ghyasi and 
Kushchu, 2004). Also, the new mobile internet 
enabled devices penetration rates are growing fast 
comparing to PCs/laptops (Abdelghaffar and Magdy, 
2012). M-government or smart-government is 
essential for socio-economic development of a 
country without such support a government cannot 
efficiently operate. 
However, implementing smart-government requires 
its citizen to understand and accept the m-government 
services availability to achieve the intended plan of 
the government initiative (Kaliannan et al., 2007). M-
government can be defined as an advanced type of e-
government portals, and refers to utilizing the mobile 
phones to do the government transactions, (Al-Hadidi 
and Rezgui, 2009).  For the aim of this study, the 
terms m-government (mobile applications based 
government services) adoption, and smart-
government adoption are used interchangeably. 
The paper attempts to recognize the main elements 
that affect the successful acceptance of m-
government. If the m-government services are not 
effectively utilized by the end-users, then claiming 
the existence of a smart city is meaningless 
(Almuraqab and Jasimuddin, 2016). Mobile 
technologies are one of the pillars of smart cities. 

However, technologies that are available to use are 
may not very welcomed by the end-users. The paper 
will help to understand the key factors surrounding 
the mobile applications based services that may help 
the successful operations of m-government. This 
paper will attempt to provide a conceptual model 
relating to the successful implementation of Smart 
Government in the UAE.  
 
II. RESEARCH METHODOLGY 
 
Three procedures were followed (Rosenbusch et al., 
2011), in order to capture many research papers as 
possible and limit biases caused the study-
identification. Keywords searches in the databases 
(e.g., Springer, Emerald, and Google Scholar) was 
conducted to identify relevant studies on E-
government, M-government, and M-services (e.g. m-
banking, m-marketing, m-payment). In addition, most 
relevant journals such as (Transforming Government: 
People, Process & Policy, European Journal of e-
Practice, and Information Technology & People). As 
a third step, the reference sections of the relevant 
articles are searched. Three keywords “Adoption of 
E-government”, “adoption of M-government” and 
“adoption of M-services” were used in the literature 
search.  
 
III. LITERATURE REVIEW 
 
Recently, there is a rapid progression of wireless 
devices and internet enabled technologies in many 
countries (Hassan et al., 2009). This encourages 
governments to move towards m-government as a 
next phase to improve the services quality and 
efficiency (Al- khamayseh, Lawrence and 
Zmijewska, 2006; Antovski and Gusev, 2005). 
Moreover, other reasons that encourage government 

http://iraj.in
mailto:Nasser@ud.ac.ae


International Journal of Management and Applied Science, ISSN: 2394-7926                                                 Volume-3, Issue-5, May-2017 
http://iraj.in 

Smart Government Services Adoption in The UAE: A Conceptual Model 
 

37 

to move from e-government to m-government are 
mobile devices diffusion, appearance of mobile 
enabled internet devices and mobile apps (Hassan et 
al., 2009). 
Heeks (2008) argues that it is very important to 
understand the adoption factors of e-government 
services, similarly to m-government. According to 
him, only 15% of e-government implementations are 
successful which indicates that failure rate high. The 
main issue associated with the high failure rate of e-
government projects is the absence of knowledge 
about the possible factors that may help citizens to 
accept e-government services (Sang and Lee 2009). 
Correspondingly, Debusmann (2015) reported that 
65% of the respondents have never used the smart-
government applications, while 96% of them have 
smart phones, furthermore they also find out that 71% 
installed less than 10 smart-government mobile apps, 
which is an indicator that there is a problem in m-
government what we call it smart-government 
services adoption in the UAE. Hence, these problems 
need to be researched to reveal the critical factors 
influencing citizens’ behavior to use and accept the 
m-government services in the UAE. 
In the UAE, mobile services such as m-payment and 
m-banking are available. To my knowledge, the 
adoption of smart-government in GCC, and 
especially in the UAE is generally not taken seriously 
by academicians and practitioners. Earlier researches 
showed that the success of m-government projects 
involves engagement and usage by people (Al-
Thunibat et al., 2011b), this is worth noting the 
scarcity of research in the UAE context for 
understanding adoption factors of m-government 

(Almuraqab and Jasimuddin, 2016). The existing 
literature, reflected a scanty amount of studies and 
research in the UAE, which is critical and should be 
researched to understand these factors to have a better 
implementation (Wu et al., 2009). Because of the 
absence of thorough studies on the context of UAE, 
this study attempts to investigate citizens’ adoption 
on various components that might be essential for 
empowering the acceptance of smart-government 
services in the context of the UAE. 
By reviewing the existing literature relating to e-
government, m-government and m-services (e.g. m-
banking, m-commerce, and m-marketing) adoption 
factors, the paper will identify the determinants of the 
acceptance of m-government that may expedite the 
successful implementation of m-government.  
Scholars (e.g. Yong et al., 2014; Mahmud et al. 2012; 
Althunibat et al. 2011; Ovais et al. 2013; Alomari et 
al., 2012; Rehman et al. 2012; Hussein. et al. 2011; 
Carter, 2008; AlAwadhi and Morris 2008) have 
identified various e-government and m-government 
adoption factors, by modeling the main constructs of 
some technology acceptance theories, trying to 
explain the adoption in several contexts. This paper 
has reviewed the existing literature in order to 
develop a conceptual model to identify the key 
adoption factors in the UAE. Among other things it is 
very critical to identify the smart government 
adoption determinants to avoid the failure in smart 
government implementation. Having reviewed the 
literature, the possible success factors for adopting m-
government, e-government and m-services are shown 
Table1. 

 
Table 1: m-government, e-government and m-services adoption factors 

 

http://iraj.in


International Journal of Management and Applied Science, ISSN: 2394-7926                                                 Volume-3, Issue-5, May-2017 
http://iraj.in 

Smart Government Services Adoption in The UAE: A Conceptual Model 
 

38 

 
 

CONCEPTUAL MODEL 
 
Technology Acceptance Model (TAM) is the most 
widespread theory that explains the technology 
acceptance factors. Over the last few years, there has 
been a wide experimental support in favor of TAM 
(Dahi and Ezziane, 2015) as of Dec 2016, Google 
scholar showed over 32,000 citations of the paper that 
introduce TAM (Davis, 1989). The present study has 
used TAM of Davis (1989) for two reasons. First, 
TAM is applicable to any information systems 
(Wang, 2003; Pikkarainen, 2004; Kleijnen, 2004; 
Nysveen, 2005; Luarn and Lin, 2005). Secondly, 
TAM supports to better identify the relationship 
among other constructs of this paper such as social 
influence, awareness, trust in technology, trust in 
government, perceived cost and perceived risk. In this 
respect, Paul and John (2003) propose that to enhance 
TAM’s analytical boundary, the model should be 
combined with a set of constructs that relate to both 
human and social factors. In line with Paul and John’s 
(2003) recommendation, an extended conceptual 
model is anticipated, incorporating organizational, 
cultural, economic, social, and political aspects 
surrounding the acceptance of smart-government 
services. 
This study extend TAM by incorporating social 
influence, awareness, trust in technology, trust in 
government, perceived cost and perceived risk. 
Perceived usefulness. Is the degree which a person 
believes that using a system would improve his or her 
job performance (Davis, 1989). In other words, 
perceived usefulness is the degree to which a citizen 
believes that using smart-government will help 
her/him to get what they want and is making their life 
stress-free. Perceived usefulness is one of the 
strongest signs of technology acceptance as it proved 
significant effect across many technologies adoption 
studies (Althunibat et. al, 2011). Also, the relevant 
literature found out that the perceived usefulness has 
a significant impact on the adoption of m-government 
services: (Abu-shanab, 2015; Yong et. al, 2014; 
Abdelghaffar and Magdy, 2012; Althunibat et. al 
,2011) also in e-government: (Dahi and Ezziane, 
2015; Mohammed ,2013; Ramlah et al., 2011; 
Sinawong, 2010; Carter,2008; Suki et al.,2010), as 
well as m-services: (e.g. m-commerce, m-banking 
and m-marketing) (Cyril et al., 2008; Paul et al., 
2009; Hernan et al., 2010; Kuo and Yen, 2009; Lee 
and Han, 2015; Bong-Keun and Tom, 2013; Sanjeev 
and Krishna, 2013; Luarn and Lin, 2005; Wu and 

Wang 2005). This finding shows that citizens will be 
more happy to accept e-government or m-government 
if the services that are increase the efficiency and 
effectiveness of the transactions. In the field of the 
smart government services via the latest technology 
(e.g. smart phones). 
Perceived ease of use. Is the degree which a person 
believes that using a system would be free from effort 
(Davis, 1989). This is the second main construct of 
TAM, which has been used in prior systems and 
technology adoption studies. Scholars (e.g. Al-
Thunibat, 2011; Abu-Shanab, 2015) found many 
respondents assured that they used the digital 
government services because it is simple, easy to 
access and use, and effortless. Other studies have 
reported that the perceived ease to use is a significant 
factor of e-government adoption (Dahi and Ezziane, 
2015; Alomari et al., 2012; Mahmud et al., 2012; 
Ramlah et al., 2011; Suki et al., 2010; Eze, 2008; 
Sinawong and Lee, 2010). furthermore, it has been 
proved to be significant also relevant mobile services 
studies (e.g. m-commerce, m-banking and m-
marketing) (Cyril et al., 2008; Luarn and Lin, 2005; 
Wu and Wang, 2005; Paul et al., 2009; Riquelme and 
Rios, 2010; Bhatti, 2007; Jeong and Yoon, 2013; 
Sanjeev and Krishna, 2013; Li and Lv, 2007; Kuo 
and Yen, 2009).  
Awareness. Is the citizens’ knowledge of technology 
and the availability of electronic services in their 
countries (Al-adawi et al., 2005; Mofleh and Wanous, 
2008). Awareness is the basic thing for users to know 
that the electronic government provides its services 
via the internet enabled devices (Abdelgaffar and 
Magdy, 2012). Indeed, people’s awareness of smart 
government services and its existence is a major 
concern. Furthermore, in some studies, it has been 
reported that lack of awareness effect the citizens’ 
adoption negatively (Rehman et al., 2012; Ovais et 
al., 2013; Anas et al., 2014; Alateyah et al. 2014). In 
fact, that the lower level of awareness leads to 
decreasing of interest of any digital government 
services. This argue was carried out by previous 
studies (e.g. Ovais et al. 2013; Dahi and Ezziane, 
2015; Khalil and Al-Nasrallah, 2014) who also claim 
that the low level of citizens’ awareness of e-
government is one of the main problems towards 
successful acceptance.  
Facilitating conditions. Is the degree which a person 
believes that organizational and technical 
infrastructures are available to facilitate and support 
use of the system or technology (Venkatesh et al., 
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2003). Facilitating conditions are defined as one’s 
confidence that a governmental and technical 
infrastructure available to facilitate the technology 
(Al-Gahtani et al., 2007). Furthermore, the facilitating 
conditions to use a technology or services are very 
essential so that with the necessary environment, 
tools and support, it is easy to use. The availability of 
facilitating conditions can be defined by the 
capability to access government resources and 
obtaining information that are required to use e-
government services (Alawadhi and Morris, 2008). 
Reflecting this view, Venkatesh et al. (2003) 
reported. In addition, this constructs refers to the 
degree to which citizens perceive the service 
(including communication media) is reliable with the 
current public network services. This perception is 
linked to two main elements, first the mobile 
networks’ performance, and secondly to the 
performance of the m-government systems (Abu-
Shanab, 2015). Similarly, Susanto and Goodwin 
(2011) claim that some of the respondents are unsure 
to use the services because they are not assured that 
mobile networks’ coverage and performance.  
Perceived cost.  To access the m-government 
services, its required the devices and the connection, 
which are not free. In this regards, (Ghyasi and 
Kushchu, 2004) argue that the cost of having the 
devices (e.g. smart phone) should be affordable also, 
the cost of accessing the m-government (e.g. WiFi, 
Data-Package) services should be low. Mobile 
services cost is one of the main factors that affect 
end-users to use m-government services (El Kiki & 
Lawrence, 2007). Perceived cost is found to affect the 
citizens’ intention to use m-government. From user 
point of view, price is considered as an important 
issue. Thus, government should pay more attention to 
this issue (Althunibat et. al, 2011).  
Bong-Keun and Tom (2013) argue that the cost of 
accessing mobile internet/WiFi service (e.g. mobile 
internet data-packages) is higher than that of 
accessing wired internet services (e.g. PC or laptop). 
Financial considerations may influence consumers’ 
intentions to use the mobile based services (Kuo and 
Yen, 2009; Luarn and Lin, 2005; Wu and Wang, 
2005).  
Citizens who really need to use m-government 
services will consider the benefits against the costs 
(Al-Thunibat et al., 2011c; Susanto and Goodwin, 
2011; Al-Hujran, 2012). In the age of smart city, the 
smart phones are relaying on the wireless internet. 
And WiFi access is not free, so it is important to 
investigate this factor in the UAE. 
Social influence. Is the degree which a person 
perceives important that others (e.g., colleagues, 
family or friends) believes she/he should use the new 
system or technology (Venkatesh, et al. 2003). Social 
influence is one of the main determinants that explain 
citizens’ intention to use the m-government services 
(Althunibat et. al, 2011). This construct integrates the 
subjective norm. It is important to realize the 

importance of close people in the decision of using a 
system or technology. Which was supported by Dahi 
and Ezziane (2015) that respondent would use Abu 
Dhabi e-government services portal in future, if their 
close people (e.g. friends and colleagues) use them. 
Yong et al. (2014) argue that social influence 
increases citizens’ feeling that m-government is 
reliable.  
Furthermore, social influence has been proved as it is 
significant in many studies in e-government domain 
(Sabraz and Thelijjagoda, 2015; Ovais et al., 2013; 
Alshehri et al., 2012), and also in m-government 
domain (Abu-Shanab, 2015; Yong et al., 2014; 
Abdelghaffar and Magdy, 2012; Althunibat et. al, 
2011; Khalil and Al-Nasrallah, 2014; Babullah et al. 
2015).  
Perceived Trust in government. Is defined as the 
public’s assessment of government based on their 
perceptions of departments’, and agencies’ integrity 
and capability to provide services according to the 
expectations of the citizens (Carter and Be´langer, 
2005; Becerra and Gupta, 2003; Ganesan and Hess, 
1997; Jarvenpaa et al., 1998; Lee and Turban, 2001; 
Mayer et al., 1995; McKnight et al., 2002). 
According to Althunibat et al. (2011), government is 
surrounding citizens, and breach upon their personnel 
lives. Similarly, Carter & Be´langer, (2005) highlight 
that citizens must have confidence in the government. 
Furthermore, Rehman et al. (2012) states that the lack 
of trust in government is one of the major factors 
drive to failure e-government project. In fact, citizens 
should believe that government’s departments 
provide m-government services for benefiting them, 
rather than monitoring and policing (Althunibat et. al, 
2011).  
It is important to explore the extent of citizens’ trust 
of government capability in the UAE, to provide the 
m-government services via mobile applications using 
smart phones. Alomari et al. (2012,) for example, 
explained that because of low level of collaboration 
among government departments in Jordan. This 
problem drive to insufficient services delivery, which 
effect on Jordanian citizens to be doubtful of the 
government’s ability to run and operate e-government 
services. Therefore, in the proposed model, this 
construct is proposed to have a relationship to the 
user’s intention to use smart-government. 
Perceived Trust in Technology. Integrates with trust 
in internet. Is repetitively highlighted as a key factor 
of digital based services adoption (McKnight, 2002; 
Pavlou, 2003; Warkentin et al., 2002; Welch et al., 
2005). McKnight (2002) defines it to an person’s 
perceptions of the institutional environment, 
containing the structures and principles that make a 
safe environment. Also, Carter & Be´langer (2005) 
argue that citizens should have confidence in the 
enabling technologies. The recognized view of trust 
in technology has been widely argued and proved in 
relevant areas such as e-government, m-government 
& m-services (Carter & Be´langer, 2005; McKnight, 
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2002; Pavlou, 2003; Pavlou & Gefen, 2004; 
Warkentin et al., 2002; Welch et al., 2005; Carter, 
2008; Alomari, 2012; Althunibat et. al, 2011).  
The UAE is challenging of launching an up-to-date 
legal framework to control the usage and access of 
information and communication technologies (ICT), 
especially in issues of citizens’ protection, cyber-
crimes and privacy of their data (Alkhouri, 2012). As 
a result, UAE citizens may got concerned about the 
privacy and security, when dealing with government 
departments via the smart phones using internet.  
Perceived risk. Is defined as the citizen’s subjective 
expectation of suffering a loss in pursuit of a favorite 
outcome (Carter and Be´langer, 2005). In general 
citizens’ behavior is affected by perception of risk. 
Moreover, it has been revealed that the citizens try to 
minimize risk rather than maximize value. An end-
user’s subjective risk perception can strongly explain 
her/his behavior (Mitchell 1999).  If an end-user lack 
experience with the new technology, then she/he 
finds herself/himself in a situation of high risk. In 
fact, risk reduction must be given more priority, 
specifically during the initial phases of introduction 
the smart-government. 
 
Henceforth, smart-government providers need to 
effectively address the issues surrounding the 
perceived risk. The growing worries regarding issues 
like identity or data stealing (e.g. Ransomware or 
Malware) are noticeable and increasing, which make 
citizens to think twice before adopting some 
unacquainted services. The risk associated with m-
government services is mainly related to data or 
device security and privacy. In this regards, smart 
phones users tend to have a highly secured and 
private usage and data manipulation. Earlier scholars 
(e.g. Althunibat et. al, 2011; Hans et al., 2005; Wu 
and Wang, 2005), have also found this factor 
significant in their research.  

 

 
Figure 2: A proposed conceptual model of smart-government 

services in the UAE. 

CONCLUSION AND FUTURE RESEARCH 
 
This study explored the relevant matters surrounding 
the smart-government adoption by citizens, and their 
intention to accept these mobile applications based 
services. The successful adoption of these services 
needs the participation of all stakeholders (e.g. 
government staffs, people and businesses) during 
both phases, the planning and the implementation of 
smart-government services. For this, the coordination 
of activities of various government sectors, close 
cooperation of staffs, managers, IT experts, are 
required. Since this paper is drawn from the existing 
literature, further empirical research is needed to 
validate the conceptual model using the UAE context, 
and thereby help explore determinants of the 
successful smart-government services adoption in the 
UAE and beyond. 
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