
 

Advances in Networks 
2017; 5(2): 31-39 

http://www.sciencepublishinggroup.com/j/net 

doi: 10.11648/j.net.20170502.11 

ISSN: 2326-9766 (Print); ISSN: 2326-9782 (Online)  

 

An Empirical Investigation of Factors Predicting the 
Adoption and Use of Local E-government Services:  
A Conceptual Framework 

Isaac Kofi Mensah
1, *

, Mi Jianing
2

 

1Department of Public Administration, School of Management, Harbin Institute of Technology, Harbin, China 
2School of Management, Harbin Institute of Technology, Harbin China 

Email address: 

1185842364@qq.com (I. K. Mensah), mijianing@126.com ( M. Jianing) 
*Corresponding author 

To cite this article: 
Isaac Kofi Mensah, Mi Jianing. An Empirical Investigation of Factors Predicting the Adoption and Use of Local E-government Services: A 

Conceptual Framework. Advances in Networks. Vol. 5, No. 2, 2017, pp. 31-39. doi: 10.11648/j.net.20170502.11 

Received: March 12, 2017; Accepted: March 24, 2017; Published: November 1, 2017 

 

Abstract: Local e-government is the application of appropriate Information and Communication Technologies (ICTs) at the 

local government level to improve the administration and provision of local government services to local residents. The 

purpose of this conceptual framework is to explore the determinants influencing the intention to adopt and use local e-

government services. This research will also to seek to differentiate between informational and transactional local e-

government services and to examine factors influencing local residents to desire to use either transactional or informational 

local e-government or both. Factors such as Perceived Usefulness, Perceived Ease of Use, Computer Self-efficacy, Perceived 

Service Quality, Demographic Factors, Trust in Local Government, Trust in the Internet and Perceived Risk will be 

investigated. The Technology Acceptance Model (TAM) will be used as the theoretical framework for this study. A well-

structured research questionnaire instrument would be developed and administered to 1,000 potential respondents at four 

different local government jurisdictions in Ghana. The data gathered would be captured and analyzed with SPSS while a 

further detailed analysis would be conducted using the Structural Equation Modeling (SEM) method. 

Keywords: E-government, Local e-government, Public Service Delivery, Local Government,  

Technology Acceptance Model (TAM) 

 

1. Introduction 

The administration of central governments could be 

decentralized to the local government levels with a purpose 

to bringing government administration and delivery of public 

service closer to the ordinary citizenry. E-government has 

been identified as a vehicle through which the 

decentralization of central government businesses and 

provision of public services to local residents can be 

achieved. E-government is the application and use of 

appropriate Information and Communication Technologies 

(ICTs), particularly the internet and the web by a government 

and its public sector organizations to support and redefine the 

existing or future relations with stakeholders [1]. The 

application of appropriate e-government technology is  to 

ensure that there is  improvement and efficiency in 

government business and provision of public services to 

citizens, businesses, and government agencies. The adoption 

of e-government by the government to enhance delivery of 

public service has been occasioned by the compelling 

demand of the New Public Management (NPM) concept 

which seeks to change the traditional public administration to 

a state where it can deliver efficient and effective public 

service to  its stakeholders. Two very important trajectories 

have been created by the combination of e-government and 

New Public Management: first, has to do with the external 

perspective on the relationship between government and 

citizens while the second is concerned with the internal 

perspective of government with respect to changes within 

and between bureaucratic organizations [1] 



32 Isaac Kofi Mensah and Mi Jianing:  An Empirical Investigation of Factors Predicting the Adoption and  

Use of Local E-government Services: A Conceptual Framework 

Local e-government is the application of appropriate ICTs 

at the local government level to improve and bring the 

delivery of public service closer to the doorsteps of local 

residents. Local e-government could be seen as the 

improvement, effectiveness and efficiency of local 

government in leading and delivering services to all 

communities through the use of ICTs with a purpose of 

central and local government working in partnership to 

deliver better outcomes for citizens and places, including real 

challenges for local government in terms of political and 

managerial leadership, thus enhancing citizen engagement 

and participation for better service delivery [2]. Local e-

government further refers to information, services or 

transactions that local governments provide online to citizens 

using the Internet and Websites [3]. 

The Government of Ghana has through policy adopted 

and implemented a number of e-government projects to 

bring effectiveness, efficiency, transparency and 

accountability in government interaction with the citizenry. 

These e-government projects are purposed to bring public 

service delivery closer to the doorsteps of citizens. The 

Adoption of e-government by Government of Ghana is to 

further ensure the faster decentralization of government 

business and public service delivery to the local 

government levels (Districts, Municipals, and 

Metropolitan). The full purpose of local government 

decentralization in Ghana could be achieved through the 

adoption of local e-government by Local government 

authorities at the Districts, Municipals, and Metropolitan 

levels with a focus on local e-government service delivery 

to local residents. Whereas there have been studies which 

have examined the factors influencing local residents 

intention to adopt and use local e-government services with 

respect to other countries, that cannot be said of Ghana. In 

other words, there is no study which has investigated 

factors influencing local residents’ intention to adopt and 

use local e-government services in Ghana. Hence, this 

research would attempt to fill this gap. 

The main objective of this research is to explore local e-

government service delivery in Ghana and to specifically 

examine the factors which would influence local residents to 

adopt and use local e-government service in Ghana. Other 

objectives of this study are to: 

a) examine the current state of local e-government 

adoption and its impact on local government service 

delivery in Ghana 

b) explore the challenges facing the adoption and 

implementation of local e-government by local 

authorities in Ghana. 

c) Present an overview of Ghana’s decentralization and 

local government systems. 

d) suggest appropriate policy recommendations for local 

government policymakers and other key stakeholders 

in Ghana. 

This research would further seek to investigate the 

following research questions: 

i. To what extent does the perceived usefulness of 

informational and transactional local e-government 

services have a significant influence on the intention 

of local residents to use both local informational and 

transactional local e-government services in Ghana? 

ii. Does the perceived ease of use of informational and 

transactional local e-government services have a 

significant influence on the intention of local residents 

to use both local informational and transactional local 

e-government services in Ghana? 

iii. Does the perceived ease of use of informational and 

transactional local e-government services have a 

positive impact on the perceived usefulness of both  

informational and transactional local e-government 

services in Ghana? 

iv. Does computer self-efficacy have a positive significant 

impact on the perceived ease of use of both 

informational and transactional local e-government 

services in Ghana? 

v. Does computer self-efficacy have a direct positive 

influence on the intention of local residents to use both 

informational and transactional local e-government 

services in Ghana? 

vi. Does perceived service quality of informational and 

transactional local e-government services have a 

positive impact on the intention of local residents to 

use both informational and transactional local e-

government services in Ghana? 

vii. Do demographic factors such as age, gender and 

education have a significant impact on the intention of 

local residents to adopt and use both informational and 

transactional local e-government services in Ghana? 

viii. Do demographic factors such as age, gender, and 

education have a positive significant influence on 

computer self-efficacy of local residents in Ghana? 

ix. Does Trust in Local Government Authority have a 

positive impact on the intention of local residents to 

adopt and use both informational and transactional 

local e-government services in Ghana? 

x. Does Trust in the Internet have a direct impact on the 

perceived ease of use of both informational and 

transactional local e-government service delivery in 

Ghana? 

xi. Does perceived risk of informational and transactional 

local e-government services have a positive influence 

on the intention of local residents to adopt and use 

both informational and transactional local e-

government services in Ghana? 

xii. Does perceived risk of informational and transactional 

local e-government services have a positive impact on 

local residents trust in the Internet? 

xiii. Does the intention of local residents to use 

informational and transactional local e-government 

services have a positive significant impact on the local 

residents’ actual use of both informational and 

transactional e-government services in Ghana? 

xiv. Does local residents’ actual use of informational local 

e-government services have a significant impact on the 
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actual use of transactional local e-government services 

in Ghana? 

2. Technology Adoption Theories 

There are several theories of technology acceptance and 

notable among these technology acceptance theories are the 

Theory of Reasoned Action (TRA) [4], Theory of Planned 

Behavior (TPB) [5], Innovation Diffusion Theory (IDT) [6], 

Unified theory of Acceptance and Use of Technology 

(UTAUT) [7], Extended Technology Acceptance Model 

(ETAM) [8] and Technology Acceptance Model (TAM) by 

Davis, [9]. This study will adapt and modify the Technology 

Acceptance Model (TAM) by Davis (1989) to undertake this 

research. TAM is therefore considered as the research 

theoretical framework for this research 

The Technology Acceptance Model by Davis [9] is one of 

the widely used technology adoption theories that have 

been applied in the study of e-government services adoption 

because of its potential to provide a theoretical basis for 

user acceptance and usage behavior of information 

technology. TAM has been considered to be a robust model 

to measure technology acceptance behaviors among users 

both at the level of expertise and across countries [10, 11]. 

According to the TAM one’s acceptance of one form of 

technology is influenced by his or her voluntary intention to 

use such a particular technology. This intention to use is 

also determined by two core belief of TAM, which is 

perceived usefulness and perceived ease of use of a 

particular technology. Perceived usefulness is defined as the 

degree to which an individual believes that using a 

particular technology or system would enhance his or her 

productivity [9] while perceived ease of use is defined as 

the degree to which an individual believes that using a 

particular system or technology would be free of efforts or 

challenges [9]. In the context of e-government service 

adoption, it could be said that the perceived usefulness and 

perceived ease of use of e-government services would have 

a direct and positive impact on one’s behavioral intention to 

adopt and use e-government services. The selection of TAM 

is based on two very vital reasons. First, it has been widely 

applied, tested and validated in different fields such as e-

commerce and mobile e-commerce [12, 13, 14], e-learning 

[15, 16, 17], mobile government [18]-[19] and e-

government [20, 21, 22, 23]. Secondly, TAM is considered 

a reliable instrument and practically can be modified to suit 

particular situation [14]. The graphical representation of 

TAM is shown in Figure 1. 

 

Figure 1. Technology Acceptance Model (TAM) [9]. 

3. Research Model 

The research model for this study is depicted in Figure 2. 

The factor variables under the Informational Local e-

government services such as Trust in Government, Trust in 

the Internet, Perceived Risk, Perceived Usefulness, Perceived 

Ease of Use, Computer Self-efficacy, Perceived Service 

Quality and Demographic Factors are presumed to have a 

direct significant impact on the intention of local residents to 

use informational local e-government Services. It also 

presumed that the intention of local residents to use 

informational local e-government services would have a 

direct positive effect on the actual local residents’ use of 

informational e-government services in Ghana. 

It is further assumed that the predictors under the 

transactional local e-government services like Demographic 

Factors, Perceived Service Quality, Computer Self-efficacy, 

perceived ease of use, perceived usefulness, perceived risk, 

Trust in the Internet and Trust in Local Government would 

have direct and significant impact on the intention of local 

residents to use transactional local e-government services in 

Ghana. It is also expected that the intention of local residents 

to use local e-government services would have a positive 

direct impact on the actual local residents’ use of 

transactional Local e-government services in Ghana. 

Finally, it is projected that the actual local residents’ use of 

informational local e-government services would have a 

significant positive and direct impact on the actual local 

residents’ use of transactional local e-government services in 

Ghana. 
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Figure 2. Research Model (Proposed Conceptual Framework). 

4. Research Hypotheses 

This study would investigate the following proposed 

hypotheses based on the research model illustrated in Figure 2. 

4.1. Hypothesis One (1) 

H1a: Perceived usefulness of informational local e-

government services has a positive influence on the intention 

of local residents to use informational local e-government 

services in Ghana. 

H1b: Perceived usefulness of transactional local e-

government services has a positive significant impact on the 

intention of local residents to use transactional local e-

government services 

4.2. Hypothesis One (2) 

H2a: Perceived ease of use of informational local e-

government services has a positive influence on the intention 

of local residents to use informational local e-government 

services in Ghana. 

H2b: Perceived ease of use of transactional local e-

government services has a positive significant impact on the 

intention of local residents to use transactional local e-

government services. 

4.3. Hypothesis One (3) 

H3a: Perceived ease use of informational local e-

government services has a significant positive influence on 
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perceived usefulness of informational local e-government 

services in Ghana. 

H3b: Perceived ease use of transactional local e-

government services has a significant positive influence on 

perceived usefulness of transactional local e-government 

services in Ghana. 

4.4. Hypothesis One (4) 

H4a: Computer self-efficacy has a positive influence on 

the perceived ease of use informational local e-government 

services in Ghana. 

H4b: Computer self-efficacy has a positive influence on 

the perceived ease of use transactional local e-government 

services in Ghana. 

4.5. Hypothesis One (5) 

H5a: Computer Self-efficacy has a direct positive 

influence on the intention of local residents to use 

informational local e-government services in Ghana. 

H5b: Computer Self-efficacy has a direct positive 

significant impact on the intention of local residents to use 

transactional local e-government services 

4.6. Hypothesis One (6) 

H6a: Perceived service quality of informational local e-

government services has a positive influence on the intention 

of local residents to use informational local e-government 

services in Ghana. 

H6b: Perceived service quality of transactional local e-

government services has a positive significant impact on the 

intention of local residents to use transactional local e-

government services 

4.7. Hypothesis One (7) 

H7a: Demographic factors such as age, gender, and 

education have a positive influence on the intention of local 

residents to use informational local e-government services in 

Ghana. 

H7b: Demographic factors such as age, gender, and 

education have a positive significant impact on the intention 

of local residents to use transactional local e-government 

services 

4.8. Hypothesis One (8) 

H8: Demographic factors such as age, gender, and 

education have a positive significant influence on computer 

self-efficacy 

4.9. Hypothesis One (9) 

H9a: Trust in Local Government has a direct positive 

significant influence on the intention of local residents to use 

informational local e-government services in Ghana. 

H9b: Trust in Local Government a direct positive 

significant impact on the intention of local residents to use 

transactional local e-government services. 

4.10. Hypothesis One (10) 

H10a: Trust in the Internet has a positive significant 

impact on the perceived ease of use of informational local e-

government services in Ghana. 

H10b: Trust in the Internet has a positive significant 

impact on the perceived ease of use of transactional local e-

government services in Ghana. 

4.11. Hypothesis One (11) 

H11a: Perceived risk of informational local e-government 

services have a positive influence on the intention of local 

residents to use informational local e-government services in 

Ghana. 

H11b: Perceived risk of transactional local e-government 

services has a positive significant impact on the intention of 

local residents to use transactional local e-government 

services 

4.12. Hypothesis One (12) 

H12a: Perceived risk of informational local e-government 

services has a positive impact on Local residents trust in the 

Internet. 

H12b: Perceived risk of transactional local e-government 

services has a positive impact on Local residents trust in the 

Internet. 

4.13. Hypothesis One (13) 

H13a: Intention of local residents to use informational 

local e-government services has a positive significant 

influence on the local residents’ actual use of informational 

local e-government services in Ghana. 

H13b: Intention of local residents to use transactional local 

e-government services has a positive significant influence on 

the local residents’ actual use of transactional local e-

government services in Ghana. 

4.14. Hypothesis One (14) 

H14: Local residents’ actual use of informational local e-

government services will positively and significantly 

influence the actual use of transactional local e-government 

services in Ghana. 

5. Description of the Factors Use in the 

Study 

The predicting variables used in this study are briefly 

explained and discussed in the following sections. 

5.1. Perceived Usefulness 

Perceived Usefulness (PU) is the degree to which a person 

believes that the use of particular computer system 

applications would improve or hence his or her job 

performance [9]. Perceived usefulness is considered similar 

to both the relative advantage in DOI [6] and performance 
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expectancy in UTAUT [7]. PU is considered by Davis [9] as 

one of the most determinants on the behavioral intention to 

use. It has also been validated that PU has a direct significant 

impact on the Actual Use of technology related 

tasks/applications [24, 25, 26] 

5.2. Perceived Ease of Use 

Perceived ease of use (PEOU) is considered as the extent to 

which a person believes that the use a particular system would 

be free of challenges or effort [9]. PEOU is also considered 

similar to the Effort Expectancy in the UTAUT [7]. PEOU has 

a direct impact on the behavioral intention to us (BI) [9, 27, 

28,]. It has also been demonstrated that PEOU has an indirect 

relationship with BI through PU [29, 26, 30, 31] 

5.3. Computer Self-efficacy 

The self-efficacy theory is a social cognitive theory 

defined as people’s judgment of their ability to organize and 

perform or execute a particular type of action [32]. It is 

considered as a particular type of self-assessment that 

provides an understanding of human behavior and action in 

relation to a specific task [33, 34, 35,]. Self-efficacy in 

relation to information technology is considered as the 

individual perceptions of his or her ability to use computers 

to accomplish a specific task [36]. 

Computer self-efficacy is therefore considered as special 

specific type self-efficacy. This type of self-efficacy can be 

grouped into two: the first is termed as a general computer 

self-efficacy which relates to the general use of computers 

and the second is known as task-specific computer self-

efficacy [37]. Previous studies have demonstrated that 

computer self-efficacy is crucial and has a direct impact on 

the behavioral intention to adopt and use IT related 

applications [38, 39, 40, 41,]. It is, however, interesting to 

note that in the study of Venkatesh et al [7] it was found that 

self-efficacy does not have a direct effect on the behavioral 

intention to use (BI). 

5.4. Perceived Service Quality 

Perceived service quality of e-government services is 

considered as the extent to which e-government services 

provided by the government and its public sector agencies to 

facilitate the efficient delivery of effective public services 

that meets the expected service quality standards citizens 

require from the government. Service quality is a vital 

instrument in efforts to building and providing citizen-centric 

e-government services [42, 43, 44] 

5.5. Demographic Factors 

Demographic factors such as age, gender and education 

have been found to be vital in the adoption and use of 

information and communication technology related 

applications. In relation to Gender, for instance, studies have 

demonstrated that gender plays a critical role in the adoption 

and use of new technology related applications [45, 46, 47, 

48, 49]. Men are considered to be more likely to use ICT 

applications than women would do [45, 50, 7,]. Again it has 

been demonstrated that the way men perceive new 

technologies and learn faster at using them differ from the 

perceptions of women towards technology [50, 7]. 

Age has also been demonstrated through several studies 

that, Age has an impact on the behavioral intention to use and 

adopt technology [51, 52]. Older people are considered to 

have limited skills in using the computer coupled with 

physical weakness as they age and hence may not be 

motivated towards using IT related applications [52, 53, 51]. 

It has also been demonstrated that younger citizens were 

more likely to visit government websites and adopt e-

government services [54, 55]. 

Educational levels of citizens have also been found to be 

crucial in determining the extent to which new technology 

applications are adopted and used. For instance, in the e-

government literature, it has been found that persons with 

higher levels of education are more prone to often use 

informational e-government services [56, 54, 55]. 

Educational levels have also been found to have a direct 

impact on the perceived usefulness, perceived ease of use and 

the behavioral intention to use technology related 

applications such as e-government [49, 57]. 

5.6. Perceived Risk 

Perceived risk is the citizen's subjective expectation of 

suffering a loss in pursuit of a certain desired outcomes [58]. 

Perceived risk impacts the decision to use information 

systems particularly when the decision creates in the 

consumer feelings of uncertainty, discomfort, anxiety, pain 

and psychological discomfort [59]. It has been proposed that 

perceived risk would have an effect on e-government 

services adoption [58]. 

5.7. The Concept of Trust 

The concept of trust has been considered as an important 

motivating predictor for the adoption and use of e-

government services [60, 61, 62, 58]. Trust is defined as the 

firm belief in the competence of an entity to act dependably, 

securely and reliably within a specific context [63]. In terms 

of e-government service adoption, the element of trust can be 

related to two very important factors which are Trust in the 

Internet and Government. 

Trust in Local government has to do with the perceived 

citizens’ capacity of local government authorities to provide 

efficient local government services through the adoption and 

implementation of local e-government. It is also considered 

as citizens believe that government possesses the political, 

managerial and technical resources necessary to implement 

an e-government system [64]. According Sofia [64] citizen 

confidence in the ability of government agency to provide 

online services is imperative for the adoption and use of e-

government services. 

Trust in the Internet is the citizen believe that the provision 

of public services through e-government would be secured 

and protect the privacy of citizens’ with regard to the 
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information provided particularly when engaging in 

transactional e-government. 

6. Research Methodology 

The data for this study would be acquired through a 

research questionnaire instrument to be administered in 

Ghana. A total of 1000 structured research questionnaire 

instrument will be designed and administered to potential 

respondents in four (4) Local Government jurisdictions in 

Ghana. These Local Government jurisdictions would be 

selected from four regions in Ghana. The Adenta District 

Assembly in the Greater Accra Region, Koforidua Municipal 

Assembly in the Eastern Region, Ketu Municipal Assembly 

in the Volta Region and the Cape Coast Metropolitan 

Assembly in the Central Region of Ghana would be the 

targeted Local Government Jurisdictions for this study. The 

research instrument would employ five Likert scales of 

measurement from 1= Strongly Disagree (SD), 2= Disagree 

(D), 3 = Neutral (N), 4= Agree (A) and 5= Strongly Agree 

(SA). The data gathered would be captured and analyzed 

using SPSS version 20. The Structural Equation Modeling 

will further be applied to analyze the relationship among the 

variables using Amos Graphic. The questionnaire instrument 

would be pretested and piloted to ensure that the items in the 

questionnaire instrument are clear and any ambiguity is 

removed. 

7. Future Work 

This is a research in progress and hence the future work 

for this study would include the design and development of 

the research questionnaire instrument to test and validate the 

proposed conceptual framework for this study. The 

instrument would be pretested and piloted with potential 

respondents in Ghana. The instrument would then be 

administered to the targeted sample of 1,000 potential 

respondents. Conduct of detailed literature review. Capture 

and analyze the data with SPSS. Based on the results from 

the analysis, appropriate recommendations would be offered 

for the successful implementation of local e-government in 

Ghana. 

8. Conclusion 

The conduct of this research would contribute greatly to 

providing a contextual understanding of local e-government 

adoption and implementation in Ghana and how this is 

impacting significantly on improving the delivery of public 

services at the local government level to local residents. 

This study would further seek to examine the peculiar 

factors influencing local residents’ intention to adopt and 

use local e-government services in Ghana. Again, this study 

would significantly contribute to enriching the academic 

literature with respect to local e-government service 

delivery in Ghana. 
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