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Abstract
Using ICT for providing public services especially government services and for reaching out to its citizens 

can be termed as E-Government services. Developments in the arena of technology related to information 
and communication have changed the way in which different services provided by government are 
delivered to citizens. The present study was carried out to gain an insight into citizen’s perspective of the 
benefits and barriers of E-Government services and their attitude towards the use of the sites providing such 
services. Primary data collection method was used for collecting data about the attitude of people towards 
E-Government services. Various statistical tools such as Kendall’s W, factor analysis and cluster analysis 
were used for analyzing the data collected. Greater convenience was found to be highest perceived benefit 
of using E-Government services while privacy issues was considered to be biggest barrier in adoption of 
E-Government services. The study analyzes the attitude of Indian citizens towards E-Government services 
and groups them on the basis of differing attitude. Three clusters of customers were identified and named: 
highly facilitated, positively inclined and neutral thinkers, based on their attitude towards E-Government 
services. Identification and perceptions of respondents in different clusters would be useful to government 
agencies in choosing the set of people to target and in identifying areas of improvement. Marketing strategy 
can thus be more effectively planned and executed which can help in increasing the usage of E-Government 
services amongst citizens of emerging countries like India.
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Introduction
One of the ways in which E-Government services is defined is as the usage of ICT (Information 

and Communication Technology) by community service providers for providing its services, 
especially government services and for reaching out to society (Singh, 2014; Agrawal, Sethi, & 
Mittal, 2015; Singla & Aggarwal, 2012; Mittal & Kaur, 2013). Advances in ICT have changed the 
way in which different services provided by government are delivered to citizens. The delivery of 
government services through ICT has not only made the services easily accessible to the citizens 
but has also increased the speed of delivery and is likely to increase the trust of public in services 
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provided by different government agencies by enhancing transparency between government and 
people (Mittal & Kaur, 2013). 

The study aims to analyze different aspects of publics’ perception and their attitude related to 
E-Government services. The study was undertaken to improve knowledge about the benefits that 
people associate with E-Government services and also identify some of the barriers that hinder 
adoption of E-Government services amongst Indians. The paper focuses on citizens’ perspective 
of E-Government services being provided via the internet only and examines nationals’ outlook 
when utilizing public services via ICT platforms (specifically over the internet).

The paper presents a review of previous literature trailed by the objectives of the study, the 
method followed to carry out the research, findings and analysis and ends with a conclusion of the 
study. 

Review of Literature 
A review of previous studies in the area of E-Government services indicates that adoption 

can be defined in a number of ways when related to E-Government services. Warkentin, Gefen, 
Pavlou, & Rose (2002) in their study have defined the word as connected with the intent of 
residents to participate in E-Government initiatives in order to demand facilities and obtain 
information from administrative agencies. Similarly, Carter & Bélanger (2005) and Gilbert, 
Balestrini, & Littleboy (2004) have also denoted ‘adoption’ as the willingness to use E-Government 
services. The adoption levels of E-Government services differ in different countries. A number 
of studies have been undertaken to identify some of the reasons for these differences (Carter & 
Bélanger, 2005; Al-Saggaf, 2004; Arslan, 2009; Kovačić, 2005; Khalil, 2011; Chatfield & Alhujran, 
2009; Carter & Weerakkody, E-government adoption: A cultural comparison, 2008; Ali, 
Weerakkody, & El-Haddadeh, 2009). One of the studies undertaken by Al-Shafi & Weerakkody 
(2010) analyzed that E-Government acceptance in a country is expected to be influenced by the 
perception of people related to E-Government services along with their attitude towards the same. 
With changes taking place in the demographics of people and with increasing levels of education 
and internet usage adoption of E-Government services is likely to increase. However, in order 
to work towards greater adoption of E-Government services sites by people, companies need to 
understand the benefits that people associate with E-Government services so that these can be 
leveraged and also need to gain an insight into the barriers of E-Government services adoption so 
that steps can be taken to overcome them. The subsequent section talks about some of the benefits 
and barriers of E-Government services as identified by previous studies.

A number of researches have been carried out by different people to gain an understanding 
of the benefits and barriers that people associate with E-Government services. Some of the 
benefits of E-Government services as identified include: reduction in corruption, increase in 
transparency, more efficient and effective government working, empowerment of people, 
reduction in cost, increase in convenience, improvement in citizen lifestyle etc. (Bhatnagar, 2004; 
Nkwe, 2012; Warkentin, Gefen, Pavlou, & Rose, 2002; Chavez, 2003; Gautrin, 2004; Stiftung, 2002; 
Terpsiadou & Economides, 2009; Ndou, 2004; Tung & Rieck, 2005). From the point of view of the 
citizens, time saving benefit related to E-Government services has also been identified by some 
researchers  (Buckley, 2003; Drinjak, Altmann, & Joyce, 2001; Buckley, 2003; Drinjak, Altmann, 
& Joyce, 2001; Marshall, 2001; Chavez, 2003; Jackson & Curthoys, 2001; Bertot, Jaeger, & Grimes, 
2010) . However, along with the benefits, there are certain limitations of E-Government services 
which might act as barriers to citizen’s adoption of E-Government services sites. Some of the 
barriers as identified by previous studies include: barriers arising due to social and cultural 
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norms, low awareness levels, doubtful and insufficient infrastructure, deficient IT skills amid 
users, lack of clarity in policy and legal framework, risk of privacy and high insecurity, lack of 
interdepartmental harmonization and collaboration amongst others (Al-Saggaf, 2004; Ebrahim 
& Irani, 2005; Lam, 2005; Carter & Bélanger, 2005; Bélanger & Carter, 2008; Goings, Young, & 
Hendry, 2003; Moon, 2002). 

On the basis of previous studies, a number of benefits and barriers as perceived by people were 
identified and respondents were asked to mention their level of agreement / disagreement related 
to how much they believe the benefits accrue or barriers are present.

Given the role of E-Government services in making governance more effective, the current 
study was carried out to gain an understanding regarding the perception of Indians in respect 
of their opinion as to the benefits that E-Government services provide to people as well as their 
perception regarding the limitations/barriers they associate with E-Government services sites. 

Objectives
Thus, the objectives of the study can be stated as:

1. To identify the hierarchy of benefits respondents associate with E-Government services

2. To identify the hierarchy of barriers/limitations respondents associate with E-Government 
services

3. To identify basic attitudinal factors related to E-Government services

4. To identify groups of customers based on the difference in their attitude towards 
E-Government services

5. To analyze if hierarchy of advantages and barriers associated with E-Government services 
differ for different clusters

Methodology
Data for the present study was collected using a formal questionnaire. A number of statements 

were identified from previous studies which were then used to garner information related to 
attitude of the respondents towards the different aspects of E-Government services. The number 
of respondents were 200 and the sample was chosen using quota sampling method with quota 
being applied on gender and 50% of respondents belonging to the male and the female gender 
each. A number of studies have been conducted recommending minimum necessary sample size 
or minimum ratio of sample size to the number of variables analyzed for executing factor analysis. 
According to Gorsuch (1983) the minimum recommended sample size for running factor analysis 
is 100. Guildford (2006) posited that the minimum desired sample size should be 200. Considering 
recommendations for sample size to variable ratio, Cattell (1978) proposed that the ratio be in 
the range of 3 to 6. Everitt (1975) argued that the minimum ratio should be at least 10. Keeping 
these recommendations in mind, the current study studied 200 respondents with 15 variables 
(statements) of study for addressing the objectives of the study. Moreso, the sample was limited 
to those respondents only who are currently using or have used E-Government services websites 
for any kind of service. This was done to gain a base level understanding of attitude towards 
E-Government services from people who are aware of the different features associated with it.

Analysis
The initial format of the questionnaire was given for reviewing to a couple of professional 

scholars in the associated field. On the basis of the suggestions provided by them, the 
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questionnaire was revised. For the complete study, 200 responses were captured.  The internal 
consistency method was used for testing the reliability of the completely filled questionnaires and 
was found to be reliable with Cronbach’s alpha value coming out to be 0.722 (Table 1).

Table 1: Reliability Statistics

Cronbach’s Alpha N of Items

.722 15

Hierarchy of benefits associated with E-Government services sites
19 benefits were put in front of the respondents wherein they were asked to mention their level 

of agreeability/disagreeability regarding E-Government services sites leading to a particular benefit 
for citizens. Kendell’s W test was applied on the responses to find out the hierarchy of these benefits 
as perceived by the respondents. The results are given in Table 2. As can be seen from the table 
the most common benefit of E-Government services sites as perceived by the respondents is greater 
convenience followed by access to an increased portfolio of government services and better quality 
of services provided. Customers are least convinced about E-Government services sites leading to 
greater accountability, increased efficiency and less bureaucracy.

Table 2: Hierarchy of Perceived Benefits of E-Government services sites

Variables  Statements Mean Rank

Ad1 Greater convenience 15.34

Ad8 Access to increased portfolio of government services 15.15

Ad18 Better quality of information provided 15.15

Ad9 Easy access to information 15.02

Ad2 Time saving 15.00

Ad16 Greater reach 12.87

Ad17 Equitable treatment of citizens 12.77

Ad3 Cost saving 12.59

Ad5 Easy accessibility 12.43

Ad11 Higher involvement & participation of citizens 10.30

Ad12 Improved services 10.02

Ad19 More satisfied citizens 8.04

Ad15 Sustainable community development 8.02

Ad4 Energy saving 7.72

Ad6 Greater transparency 4.45

Ad10 Simplicity in processes 4.35

Ad14 Less bureaucracy 4.13

Ad13 Increased efficiency 4.12

Ad7 Greater accountability 2.56

Test Statistics

N 200

Kendall’s Wa .684

Chi-Square 2463.517

df 18

Asymp. Sig. 0.000

a. Kendall’s Coefficient of Concordance
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Hierarchy of barriers/limitations associated with E-Government services sites
A list of barriers/limitations related to the use of E-Government services sites were given 

to the respondents and they were asked to mention their level of agreeability/disagreeability 
regarding the presence of these barriers in E-Government services sites leading to resistance in 
adoption or low level of adoption of E-Government services sites. Kendell’s W test was applied 
on the responses to find out the hierarchy of these barriers as perceived by the respondents. 
The results are given in Table 3. As can be seen from the table, the highest barrier to adoption 
of E-Government services as perceived by the respondents are privacy issues followed by 
connectivity breakdown and feeling of hyper government surveillance on citizens. They 
consider high cost of internet as the most ineffective barrier in the adoption of E-Government 
services by people.

Table 3: Hierarchy of Perceived Barriers of E-Government services adoption

Var Statements Mean Rank

Ba1 Privacy issues 8.04

Ba7 Connectivity breakdown 7.95

Ba11 Hyper government surveillance on citizens 7.85

Ba2 Lack of reliability of information 7.81

Ba10 Overpromising and under-delivering 6.55

Ba5 Lack of awareness 6.17

Ba4 Slow speed of internet 6.07

Ba3 Lack of equality in public access to internet 6.02

Ba8 Lack of clarity 5.88

Ba9 Lack of interconnectivity between government 
departments

2.05

Ba6 High cost of internet 1.63

Test Statistics

N 200

Kendall’s Wa .516

Chi-Square 1032.826

Df 10

Asymp. Sig. .000

a. Kendall’s Coefficient of Concordance

Identifying basic attitudinal factors related to E-Government services
In order to reduce the number of variables and to prepare the data for subsequent analysis, 

Factor Analysis was run on the 15 statements used for identifying citizen’s attitude related to the 
different aspects of E-Government services.  In the initial stage, exploratory factor analysis (EFA) 
was carried out. In order to judge the relevance of data for factor analysis, the value of KMO was 
seen. As can be seen from Table 4, this value came out to be 0.768 and Bartlett’s Test of Sphericity 
was found to be statistically significant indicating that data is relevant for factor analysis. In order 
to extract the factors, principal component method of factor extraction (subject to eigenvalue of 
each extracted factor being greater than 1) was used. Four factors were produced, explaining 
72.871% (Table 5) of variability of data. The extracted factors were then rotated using Varimax 
Maximizing Method. The four rotated factors and their variable constituents and factor loadings 
are given in Table 6.
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Table 4: KMO and Bartlett’s Test

KMO and Bartlett’s Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .768

Bartlett’s Test of Sphericity Approx. Chi-Square 1478.111

Df 105

Sig. .000

Table 5: Variance Explained

Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings

Total % of Variance Cumulative % Total % of Variance Cumulative %

1 3.287 21.913 21.913 3.287 21.913 21.913

2 2.901 19.342 41.255 2.901 19.342 41.255

3 2.604 17.360 58.615 2.604 17.360 58.615

4 2.138 14.256 72.871 2.138 14.256 72.871

…. …. …. …. … … …

Table 6: Rotated Component Matrix 

Component

1 2 3 4

SI1 People who are important to me think that I should use E-Government services. .922    

SI3 I would use E-Government services if my friends and colleagues used them. .844    

SI2 People who influence my behaviour think I should use the E-Government services. .836    

SI4 Government sectors encourage citizens to use the E-Government services system .824    

EE1 Learning to use the E-Government services system is easy  .908   

EE4 By using the E-Government system, I am able to get government services easily.  .840   

EE2 Using the E-Government services system is easy  .826   

EE3 It is easy for me to become skillful at using the E-Government services system  .806   

PE1 Using E-Government services enables me to accomplish my needs from the public 
sector more quickly and more efficiently

  .875  

PE2 Using the E-Government services increases the equity between all citizens   .839  

PE3 Using E-Government services would save citizens’ time   .781  

PE4 Using the E-Government services increases the quality of services   .778  

FC1 I have the resources necessary to use E-Government services    .905

FC3 There is a specific person or group available for assistance with any technical 
problem I may encounter

   .859

FC2 I have the knowledge necessary to use E-Government services    .853

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a. Rotation converged in 5 iterations.
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The factor constituents are given below:

F1= (S11*.922 + S13 * .844 + S12 * .836 + S14 * .824) / (.922 + .844 + .836 + .824).

F2= (S15 * .908 + S7 * .840 + S4 * .826 + S10 * .806) / (.908 + .840 + .826 + .806).

F3= (S1 * .875 + S9 * .839 + S5 * .781 + S3 * .778) / (.875 + .839 + .781 + .778).

F4= (S16 * .905 + S17 * .859 + S8 * .853) / (.905 + .853 + .859).

Since the first factor consisted of statements denoting the citizens getting affected by external 
factors in the use of E-Government services sites, the factor was named: “Social Influence”. The 
second factor was named as “Ease Perceived” since the statements under this factor show the 
ease citizens associate with using E-Government services sites. The statements under factor 
three exhibited the utility people associate with the use of E-Government services sites. Hence, 
the factor was named as “Utility Perceived”. The last factor depicted customer’s attitude towards 
the facilities they believe are required to use E-Government services sites. Hence, this factor was 
named: “Facilities Required”.

Identifying groups of customers based on the difference in their attitude 
towards E-Government services

Cluster analysis was thereafter executed to classify respondents based on their attitude towards 
E-Government services sites. Hierarchical cluster analysis was completed in the first stage to 
discover the number of clusters that occur in the data.  The output showed a 3-cluster solution 
therefore K-Means cluster was applied for a 3-cluster solution. The output of the final cluster 
centers are shown in Table 7 and ANOVA results are given in Table 8. As can be perceived from 
the ANOVA table, all factors except factor 3 came out to be significant at 5% level of significance. 
The third factor was found to be significant at 10% level of significance. The final cluster centers 
table gives the mean value of each factor for each of the three clusters. 

Cluster 1 shows generally average response of the customers related to all the factors except 
for the 4th factor wherein members of the cluster show the highest level of agreement with the 
factor (facilities required). Since the statements under this factor indicate how customers perceive 
themselves to be in possession of facilities required for using E-Government services and due 
to the high level of agreement in respect of facilities possessed by respondents, the cluster was 
named as “Highly Facilitated”. The respondents in cluster two show high level of agreement 
towards all the factors depicting their positive attitude towards use of E-Government services 
sites. Hence this cluster was named: “Positively Inclined”. The respondents in this cluster 
associate a number of benefits accruing from the use of E-Government services sites and believe 
that E-Government services increase the quality and efficiency of the services being provided 
by government. The attitude of the respondents under cluster three was seen to be midway in 
relation to all the factors identified. In fact, for the fourth factor the attitude was found to be quite 
low which might be responsible for their low perception related to the other factors. Hence, this 
cluster was named as “Neutral Thinkers”.
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Table 7: Cluster Analysis

Final Cluster Centers

Cluster

1 2 3

F1 3.17 3.90 2.82

F2 3.00 4.09 2.29

F3 2.85 3.21 2.84

F4 4.17 2.55 1.99

Table 8: ANOVA

Cluster Error F Sig.

Mean Square Df Mean Square df

F1 18.594 2 1.064 197 17.481 .000

F2 51.242 2 .687 197 74.625 .000

F3 2.588 2 1.007 197 2.571 .079

F4 91.604 2 .385 197 238.138 .000

The F tests should be used only for descriptive purposes because the clusters have been chosen 
to maximize the differences among cases in different clusters. The observed significance levels 
are not corrected for this and thus cannot be interpreted as tests of the hypothesis that the cluster 
means are equal.

Table 9: Cluster Profile

Cluster 1  Cluster 2  Cluster 3

Gender

Male 29.90% 28.04% 42.06%

Female 39.78% 23.66% 36.56%

Occupation

Student 40.00% 17.14% 42.86%

Self Employed 35.71% 21.43% 42.86%

Service Private 35.56% 22.22% 42.22%

Service Government 26.32% 36.84% 36.84%

Professional 34.62% 38.46% 26.92%

Age

18-25 42.55% 12.77% 44.68%

26-35 32.56% 37.21% 30.23%

36-45 23.53% 33.33% 43.14%

46-55 38.89% 25.00% 36.11%

Above 55 39.13% 17.39% 43.48%

Income

<=20,000 42.86% 14.29% 42.86%

20,001-40,000 28.95% 27.63% 43.42%

40,001-60,000 39.39% 33.33% 27.27%

60,001-80,000 29.63% 18.52% 51.85%

>80,000 33.33% 0.00% 66.67%
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Hierarchy of benefits and limitations associated with E-Government services across clusters

In order to find out if the perception of customers related to advantages and barriers associated 
with E-Government services sites differs amongst respondents in the different clusters identifies, 
Kendell’s W test was run on a group wise basis. The test came out to be significant in respect of 
both benefits and barriers associated for all the three clusters.

Looking at the cluster wise hierarchy of advantages associated with E-Government services 
sites, it can be seen from Table 10  respondents in both cluster 1 and 3 perceive greater convenience 
to be the highest advantage of using E-Government services sites. Amongst respondents in 
cluster 2, better quality of information provided is considered to be the most common benefit 
of using E-Government services sites. Respondents across all the three clusters perceive greater 
accountability to be the least benefit as accruing from E-Government services sites. 

Table 10: Cluster-wise Ranking of Advantages

Cluster = 1

Var  Statements Mean 
Rank

Ad1 Greater convenience 15.37

Ad8 Access to increased 
portfolio of government 
services

15.36

Ad18 Better quality of infor-
mation provided

15.09

Ad9 Easy access to informa-
tion

15.01

Ad2 Time saving 14.87

Ad16 Greater reach 13.01

Ad17 Equitable treatment of 
citizens

12.38

Ad5 Easy accessibility 12.31

Ad3 Cost saving 12.28

Ad12 Improved services 10.41

Ad11 Higher involvement & 
participation of citizens

10.22

Ad19 More satisfied citizens 8.64

Ad15 Sustainable community 
development

8.53

Ad4 Energy saving 7.36

Ad10 Simplicity in processes 4.47

Ad6 Greater transparency 4.25

Ad13 Increased efficiency 3.97

Ad14 Less bureaucracy 3.90

Ad7 Greater accountability 2.58

Cluster = 2

Var  Statements Mean 
Rank

Ad18 Better quality of infor-
mation provided

15.36

Ad9 Easy access to informa-
tion

15.12

Ad1 Greater convenience 15.11

Ad8 Access to increased 
portfolio of government 
services

14.97

Ad2 Time saving 14.83

Ad3 Cost saving 13.20

Ad17 Equitable treatment of 
citizens

13.07

Ad16 Greater reach 12.78

Ad5 Easy accessibility 11.98

Ad11 Higher involvement & 
participation of citizens

10.27

Ad12 Improved services 9.38

Ad15 Sustainable community 
development

8.70

Ad4 Energy saving 8.13

Ad19 More satisfied citizens 7.89

Ad6 Greater transparency 4.43

Ad13 Increased efficiency 4.31

Ad10 Simplicity in processes 4.25

Ad14 Less bureaucracy 3.82

Ad7 Greater accountability 2.40

Cluster = 3

Var  Statements Mean 
Rank

Ad1 Greater convenience 15.47

Ad2 Time saving 15.22

Ad8 Access to increased 
portfolio of government 
services

15.09

Ad18 Better quality of informa-
tion provided

15.08

Ad9 Easy access to informa-
tion

14.95

Ad17 Equitable treatment of 
citizens

12.92

Ad5 Easy accessibility 12.82

Ad16 Greater reach 12.80

Ad3 Cost saving 12.46

Ad11 Higher involvement & 
participation of citizens

10.39

Ad12 Improved services 10.09

Ad4 Energy saving 7.77

Ad19 More satisfied citizens 7.61

Ad15 Sustainable community 
development

7.12

Ad6 Greater transparency 4.64

Ad14 Less bureaucracy 4.53

Ad10 Simplicity in processes 4.30

Ad13 Increased efficiency 4.11

Ad7 Greater accountability 2.64
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Test Statisticsa

N 69

Kendall’s Wb .687

Chi-Square 853.325

Df 18

Asymp. Sig. .000

a. Cluster Number of Case = 1

b. Kendall’s Coefficient of 
Concordance

Test Statisticsa

N 52

Kendall’s Wb .688

Chi-Square 644.403

Df 18

Asymp. Sig. .000

a. Cluster Number of Case = 2

b. Kendall’s Coefficient of 
Concordance

Test Statisticsa

N 79

Kendall’s Wb .687

Chi-Square 976.727

Df 18

Asymp. Sig. .000

a. Cluster Number of Case = 3

b. Kendall’s Coefficient of 
Concordance

Table 11: Cluster-wise Ranking of Barriers

Cluster = 1

Var  Statements Mean 
Rank

Ba1 Privacy issues 8.36

Ba7 Connectivity breakdown 8.05

Ba11 Hyper government sur-
veillance on citizens

7.74

Ba2 Lack of reliability of 
information

7.68

Ba10 Overpromising and 
under-delivering

6.84

Ba4 Slow speed of internet 6.24

Ba8 Lack of clarity 5.95

Ba5 Lack of awareness 5.89

Ba3 Lack of equality in public 
access to internet

5.65

Ba9 Lack of interconnectiv-
ity between government 
departments

2.00

Ba6 High cost of internet 1.60

Test Statisticsa

N 69

Kendall’s Wb .536

Chi-Square 369.541

Df 10

Asymp. Sig. .000

a. Cluster Number of Case = 1

b. Kendall’s Coefficient of Concordance

Cluster = 2

Var  Statements Mean 
Rank

Ba7 Connectivity break-
down

8.06

Ba11 Hyper government 
surveillance on citizens

8.01

Ba2 Lack of reliability of 
information

7.87

Ba1 Privacy issues 7.53

Ba10 Overpromising and 
under-delivering

6.65

Ba3 Lack of equality in 
public access to in-
ternet

6.43

Ba4 Slow speed of internet 6.20

Ba8 Lack of clarity 6.04

Ba5 Lack of awareness 5.51

Ba9 Lack of interconnectiv-
ity between govern-
ment departments

2.13

Ba6 High cost of internet 1.58

Test Statisticsa

N 52

Kendall’s Wb .519

Chi-Square 269.890

Df 10

Asymp. Sig. .000

a. Cluster Number of Case = 2

b. Kendall’s Coefficient of Concordance

Cluster = 3

Var Statements Mean 
Rank

Ba1 Privacy issues 8.09

Ba2 Lack of reliability of 
information

7.87

Ba11 Hyper government sur-
veillance on citizens

7.85

Ba7 Connectivity break-
down

7.78

Ba5 Lack of awareness 6.84

Ba10 Overpromising and 
under-delivering

6.23

Ba3 Lack of equality in pub-
lic access to internet

6.06

Ba4 Slow speed of internet 5.83

Ba8 Lack of clarity 5.72

Ba9 Lack of interconnectivi-
ty between government 
departments

2.03

Ba6 High cost of internet 1.70

Test Statisticsa

N 79

Kendall’s Wb .516

Chi-Square 407.449

Df 10

Asymp. Sig. .000

a. Cluster Number of Case = 3

b. Kendall’s Coefficient of Concordance

Discussion and Conclusion
The study has investigated citizen’s perspective in respect of E-Government services in 

India. The study helped in identifying the benefits and barriers that respondents associate with 
E-Government services sites. Ranking of these benefits/barriers as perceived by respondents was 
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also unearthed which can help government agencies in working towards wider acceptance of 
E-Government services sites. The more commonly perceived benefits should be highlighted while 
the high perceived barriers should be taken care off. 

It was observed that generally respondents are more aware of those benefits which affect 
them directly whereas those, which are related to performance of government as a result of these 
services, are not that easily perceived by the respondents. Thus, government should take steps 
to make citizens’ more aware about how these services have increased the effectiveness of their 
working. An increase in this awareness level would encourage public to use these sites on a larger 
scale.

An idea about the barriers that respondents perceive as limiting the adoption of E-Government 
services sites amongst people will be useful to government agencies in improving those areas 
that make people hesitate in using these sites. Since privacy issues were found to be highest 
perceived barriers in the use of E-Government services sites, agencies should make efforts to 
convince respondents that their privacy will not be compromised with and their data would not 
be misused. If government can effectively reduce these barriers the use of E-Government services 
would definitely increase amongst people.

Another aim of the study was to analyze how Indians feel about E-Government services 
and to group them into clusters as per their perception. Since cluster 2 is most positively 
inclined towards using E-Government services sites and believes that E-Government services 
can be a positive step in enhancing the governance effectiveness, companies using these sites 
should promote these sites to people whose demographic characteristics match that of the 
respondents in this cluster. Companies can also approach people whose characteristics match 
the characteristics of respondents in cluster 1 as these people have the facilities required to use 
E-Government services sites. 

An insight into the hierarchy of barriers/limitations in adoption of E-Government services sites 
as perceived by respondents across clusters indicates that privacy issues are commonly perceived 
to be the highest barrier in adopting E-Government services by people in both cluster 1 and 3. 
On the other hand, respondents in cluster 2 consider connectivity breakdown to be the biggest 
barrier in adoption of E-Government services sites. Thus, government should take positive steps 
for overcoming / reducing these barriers.

It can be concluded that to enhance people’s perception of the use of these services, facilitating 
conditions should be improved and promotion of the benefits of such services should be done 
more aggressively while barriers should be reduced.

Limitations and future studies
The study was limited to a specific geographic area with a limited sample size. A future 

study may be undertaken to cover larger sample size and on time series data and across 
different geographical areas. Technology adoption is a time dependent phenomena which 
can be used to study adoption and acceptance of E-Government services on a timeline hence 
longitudinal studies can be undertaken which measure how customers’ attitude towards these 
sites is changing. The perception should be measured and compared across different group 
of customers. Since the current study considered E-Government services as a whole, a further 
study can be undertaken related to specific sectors/departments. An examination of the role 
of citizen in e-governance under e-participation can also be a topic for future study. Customer 
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perception of and participation in E-Government services across different cultures could also be 
studied. Last but not the least, role and use of data analytics in E-Government services can be 
another interesting area of study. 
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