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Abstract. The development of e-government is a critical topic in managing the
activities of government organizations, and the relationship between service pro-
viders and users is a crucial aspect of e-government development. This research
has developed the e-GovQual measurement model and integrated it with the
Technology Adoption Theory (TAM) as part of the e-government technology
adoption process. The aim of this research is to reveal how user satisfaction can
influence the implementation of Good Corporate Governance (GCG) in govern-
ment organizations. The study involved 143 respondents from various govern-
ment agencies and partner institutions and used a quantitative approach and
Structural Equation Modeling - Partial Least Squares (SEM-PLS) to present em-
pirical evidence that perceived efficiency, trust, and reliability have a convincing
influence on the e-government technology adoption process. The research results
also show that the perceived ease and usefulness of e-government technology
impact user satisfaction, which, in turn, positively impacts the image of good
corporate governance within government organizations. Thus, this research pro-
vides valuable insights into the importance of these factors in e-government de-
velopment and creates a solid foundation for future improvements in e-govern-
ment systems.
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1 Introduction

The development of quality-oriented government administration has garnered signifi-
cant interest from researchers over the past two decades. The research outputs provide
empirical evidence that impartiality, the assertiveness of law enforcement, low levels
of corruption, and civil service recruitment systems are key concerns at the macro
level[1]. Governments in various countries are striving to enhance the qualifications of
their bureaucracy as a means of improving the well-being of their citizens, and main-
taining territorial integrity[2]. The utilization of technology is deemed a necessity, and
continues to be adopted by both developed and developing countries, along with the
dissemination of innovations in information technology globally[3]. The expansion of
electronic services within government organizations represents the most significant
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investment in efforts to provide services that are relevant to the digital age. The prolif-
eration of internet users and the equitable distribution of electronic access throughout
the country have established a new paradigm of human interaction with government
organizations.

In Indonesia, the utilization of electronic services in government, also known as e-gov-
ernment, has been implemented for approximately two decades. With regards to the
State Treasury Service Office (KPPN), the implementation of e-government has greatly
enhanced the management of the distribution of the state budget in the regions and has
strengthened the relationship between KPPN and its various counterparts. The elec-
tronic applications used in KPPN serve as the backbone of state treasury operations,
overseeing the state budget in the regions. All government organizations are primarily
focused on upholding good corporate governance in order to maintain and increase
public trust[3]. The government's image symbolizes performance, so organizations of-
ten evaluate performance by measuring this image.

Government organizations of different complexities face challenges related to technol-
ogy adoption and managing the relationship between service providers and their us-
ers[4]. In terms of theory, this problem can be viewed from at least two sides, first using
the Technology Acceptance Model approach and its expansion[5,6]. The second ap-
proach is to place this problem as a dimension of the relationship quality between users
of government-owned electronic services and their users. Service Quality Theory[7]
provides a solid postulation through a service quality measurement model through tan-
gible assurance, responsiveness, empathy, and reliability. This theory has been system-
atically developed[8] by offering an e-GovQual measurement model focusing on effi-
ciency, trust, reliability, and citizen support. E-GovQual provides a psychometric
model for measuring the performance of a government-owned electronic service prod-
uct.

This investigation seeks to uncover the perceptions held by users of e-government ser-
vices, with a particular focus on the State Treasury Service Office, and to assess the
impact of technology adoption and service quality on the perception of Good Corporate
Governance. The findings of this study will provide insight into the importance of eval-
uating the image of government organizations as perceived by users. The results of this
research are expected to have both theoretical and practical implications for the field of
service marketing within the context of government organizations.

Based on the presentation in the section above, the hypotheses are H1: efficiency has a
significant effect on perceived usefulness; H2: efficiency has a significant effect on
perceived ease of use; H3: trust has a significant effect on perceived usefulness; H4:
trust has a significant effect on perceived ease of use; HS: reliability has a significant
effect on perceived usefulness; H6: reliability has a significant effect on perceived ease
of use; H7: perceived usefulness has a significant effect on user satisfaction; HS: per-
ceived ease of use has a significant effect on user satisfaction; H9: user satisfaction has
a significant effect on the image of Good Corporate Governance.
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2 Methods

This study uses a verifiable quantitative approach[9]to find measurements of model
constructions built on selected theories. Measurement using the SEM-PLS method to
reveal the relationship between variables to test hypotheses[10,11]. The analysis unit
uses e-government service applications, especially within the State Treasury Service
Office (KPPN) RI. The survey has been carried out online to users of e-government
services during Nov-Dec 2022. One hundred forty-three respondents were declared
valid, and agencies using e-government services will be processed at the analysis stage.
This amount is declared to meet the minimum requirements where data on SEM-PLS
processing is ten times the highest number of formative indicators [10,12].

3 Result and Discussion

3.1 Respondent Profile

This study has obtained data from respondents who represent agencies, government
institutions, and e-government service users in the territory of the Republic of Indone-
sia. The respondents' ages were distributed as follows: 55.8% fell between the ages of
41-55, 27.9% between 26-40, and 16.3% were 56 years old or older. The majority of
respondents, 60.5%, held functional positions, while 39.5% held structural positions.
The working period of many respondents was varied, with 41.9% stating they had
worked for 11-20 years, 37.2% for more than 20 years, 16.3% for 6-10 years, and 4.7%
for less than 5 years. The majority of respondents, 79.1%, came from ministries/agen-
cies, while 16.3% were from local government agencies and 4.7% from TNI/POLRI
agencies. The study found that 65.1% of respondents used e-government services more
than five times a month, while 18.6% used them 1-3 times and 16.3% used them 3-5
times per month.

3.2  Respondent Profile

Based on the results of the test, it has been determined that all constructs have a loading
value greater than 0.6 and all AVEs meet the criteria. The discriminant validity, as
measured by the Heterotrait-Monotrait calculation, has fulfilled the threshold and is
deemed acceptable. This is evidenced in Table 1 and Table 2. Therefore, the model is
deemed acceptable.

Table 1. Loading, Composite Reliability (CR), dan AVE

Measure Loadings C. Alpha CR AVE
Efficiency (EF) 0.907 0.934 0.780
EF 1 0.850
EF 2 0.895
EF3 0.920

EF 4 0.867
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Measure Loadings C. Alpha CR AVE
Trust (TR) 0.900 0.938 0.834
TR1 0.878
TR2 0.953
TR3 0.906
Reliability (RE) 0.945 0.961 0.860
RE1 0.873
RE2 0.924
RE3 0.952
RE4 0.958
Perceived Ease of Use (PE) 0.906 0.978 0.919
PE1 0.895
PE2 0.893
PE3 0.886
PE4 0.858
Perceived Usefulness (PU) 0.927 0.944 0.880
PUI 0.979
PU2 0.971
PU3 0.944
PU4 0.940
User Satisfaction (US) 0.958 0.973 0.923
US1 0.974
US2 0.963
US3 0.945
Image of GCG (IM) 0.958 0.973 0.923
M1 0.974
M2 0.963
IM3 0.945

Table 2. Discriminant-Validity

EF IM PE PU RE US TR
EF 0.883
IM 0.655 0.914
PE 0.769 0.796 0.883
PU 0.760 0.837 0.872 0.959
RE 0.613 0.609 0.672 0.625 0.927
US 0.706 0.738 0.814 0.815 0.569 0.961
TR 0.786 0.624 0.703 0.778 0.643 0.819 0.913
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3.3 Structural Model

Using SmartPLS to test structural models, statistical stages have been applied as itera-
tions of data using a bootstrapping procedure of 5000 iterations12. To evaluate the ex-
planatory capacity of the model, an average calculation of R2 is used as a GoF meas-
urement, where 13 set the limit values: Small GoF = 0.1, medium GoF = 0.25, and large
GoF = 0.36. The calculations show that the model in this study has a GoF of 0.536,
indicating that the construction of the CGC image model shows a good model match.
Referring to the measurements model, it is known that the strength of predictor varia-
bles in endogenous constructions has the following results: efficiency, trust, and relia-
bility can predict perceived ease of use by 64.1% and predict perceived usefulness.
Furthermore, efficiency, trust, and reliability can predict perceived ease of use, and
perceived usefulness has a predictive power of 77.4% on user satisfaction.

In this investigation, the reuse of predictive samples (Q2) was also utilized as a criterion
for predictive relevance in addition to the R2 measure to evaluate the efficacy of the
data. A Q2 with a value greater than 0 indicates that the model is predictively relevant.
The data reveals that the Q2 value in each variable, including perceived ease of use
(0.490), perceived usefulness (0.602), user satisfaction (0.687), and image of GCG
(0.444), is greater than 0.

The results of hypothesis testing have led to statistical conclusions regarding the rela-
tionship between seven hypotheses, with seven hypotheses being declared accepted and
two rejected. Significant effects were discovered in the relationships between efficiency
and perceived usefulness ( = .348, p = .030) and perceived ease of use (f = .485,p =
.003); trust in perceived usefulness (B = .408, p = .003); reliability on perceived useful-
ness (B =.149, p =.136) and perceived ease of use ( =.285, p = .014); perceived ease
of use on satisfaction (§ = .383, p = .015); and the influence of satisfaction on GCG
image (B =.738, p =.000). However, no significant effect was found in the relationship
between trust and perceived ease of use or perceived usefulness on satisfaction.

34 Discussion

Developing e-government is crucial for managing government and state activities, in-
cluding interactions with the community and partners. Several studies have found that
the interface design and utility of e-government services can significantly impact the
perception of convenience and expediency for users. Additionally, security features in
e-government services can affect the perception of expediency, not convenience. Secu-
rity features are vital in building the trust of e-government users, and data management
and privacy are the main concerns of users. However, the development of complex
security features can negatively impact the perception of ease of use. On the reliability
aspect, this study found that the ability of e-government systems to function consist-
ently during peak times and heavy loads has significantly influenced the technology
adoption process. Reliable e-government services must continue to be developed to en-
sure smooth technology adoption in government activities.

1243



1244

L. Khamiliyah et al.

4

Conclusion

This research has demonstrated the effectiveness of the e-GovQual measurement model
when integrated with the technology adoption process in describing the user satisfaction
model and its impact on the perception of GCG implementation. However, a limitation
of this study is that it did not measure the physical and systematic utility effectiveness
of each e-government feature, providing an opportunity for further research in this area
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