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Abstract. This study aims to explore the citizens’ behavioral intention to use e-government in the 

context of technology anxiety. The research framework is drawn from the coping theory, which is 

utilized as a theoretical lens for examining the interplay between technology anxiety, coping process, 

and behavioral intention among Vietnamese citizens. The research employed a quantitative approach 

and utilized an online survey instrument, ultimately collected a total sample of 592 citizens residing 

in Ho Chi Minh City, Vietnam. The findings reveal that citizens with higher levels of technology 

anxiety perceived e-government as more threatening rather than challenging. In addition, the study 

also discovered the positive relationships between primary appraisals and problem-focused coping, 

suggesting an interesting notion that individuals experiencing threat appraisal still prone to adopt 

problem-focused coping in response to their anxiety regarding the use of e-government. Ultimately, 

in the context of e-government adoption, problem-focused coping was found to positively influence 

citizens’ behavioral intention to use e-government in the future. The research contributes to the 

existing literature by providing a more comprehensive understanding of the psychological and 

cognitive processes that influence citizens' intentions to adopt e-government in the presence of 

technology anxiety. Consequently, the study’s findings offer several practical implications for 

government agencies to the anxiety level of citizens regarding e-government, thereby improving the 

implementation of e-government as well as the adoption rate of e-government initiatives among 

Vietnamese citizens. 

Keywords: Technology Anxiety, Coping Theory, Primary Appraisal, Problem-focused Coping, 

Behavioral Intention, E-government Adoption. 
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1.  INTRODUCTION  

The rapid advancement of information and communication technologies (ICTs) has 

fundamentally reshaped the way businesses and organizations operate and deliver 

services. Driven by the pursuit of efficiency, cost optimization, and enhanced customer 

experiences, the private sector has been at the forefront of embracing digital innovations 

and integrating them seamlessly into daily operations (Brynjolfsson & McAfee, 2014). 

Acknowledging the transformative potential of ICTs, governments worldwide have also 

actively pursued the implementation of e-government initiatives. In brief, e-government 

refers to the use of ICTs as a digitalize approach for bettering the delivery of public 

services, enhancing citizen’s experience more convenience and satisfying (Al-adawi et al., 

2005; Shareef et al., 2011).  

The implementation of e-government has been proven to yield numerous benefits, 

from enhancing the accessibility and efficiency of government operations and services to 

reducing the transactional costs and corruption (Bertot et al., 2012; Cho, 2017; Lee et al., 

2018). Furthermore, research by López-López et al. (2018) and Alkraiji & Ameen (2021) 

both support the notion that e-government fosters transparency, which in turn influences 

citizen satisfaction and loyalty towards online public services. Therefore, it is apparent 

that e-government adoption plays a crucial role in transforming the citizen-government 

relationship, leading to increased trust among citizens (S. Kim & Lee, 2012; Venkatesh et 

al., 2016). 

In recent decades, governments across developing nations have invested substantial 

efforts in bridging the digital divide and harnessing the potential of e-government. Yet, 

despite these efforts, the implementation of e-government in developing countries 

continues to confront several challenges in achieving success. While factors such as lack 

of readiness, low awareness or security concerns have been identified as hindrances to e-

government adoption (Hooda Nandal & Singla, 2019; Sabani, 2020), technology anxiety 

emerges as a particularly crucial barrier in developing nations where significant disparities 

exist in terms of ICT literacy (Sabani et al., 2023; Samsor, 2021).  

Similarly, although the Vietnamese government has actively attempted to keep pace 

with the fast-paced development of digitalization in the public sector, the current level of 

e-government adoption among citizens remains modest. In 2022, Vietnam's e-government 

only obtained a global ranking of 86th in the E-Government Development Index (EGDI). 

Besides, it is notable that a majority of existing research on e-government adoption in 

Vietnam concentrate on the technological dimensions within the system (e.g. system 

quality) (Lu & Nguyen, 2016; Trang et al., 2023). This has led to the gap in the current 

literature that neglects to explore the psychological aspects from citizens' perspectives, 

such as their anxieties and concerns regarding e-government use. Consequently, to address 

this gap, this study will investigate technology anxiety among Vietnamese citizens, 

considering it as a stressor hindering their intention to utilize e-government. Moreover, 
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this research will adopt coping theory as the theoretical framework for building the 

research model, as it is considered as a valuable tool for explaining how individuals react 

to stress, even in the context of information technology (Beaudry & Pinsonneault, 2005; 

Fadel, 2012; Fadel & Brown, 2010). As a result, the purpose of this study is to examine 

how citizens perceive the use of e-government in relation to technology anxiety and to 

explore the effect of coping strategies, particularly problem-focused coping, on the 

behavioral intention to use e-government among citizens.  

In response to the research’s purpose, the three research questions are as follows: 

RQ1: How does citizen’s technology anxiety affect their evaluation regarding the use of e-

government? 

RQ2: Whether citizen’s appraisal influences the adoption of problem-focused coping 

strategy to manage their technology anxiety? 

RQ3: How does problem-focused coping strategy affect citizen’s behavioral intention to 

use e-government? 

2.  LITERATURE REVIEW & HYPOTHESIS FORMULATION 

2.1.  Coping theory 

Lazarus and Folkman’s (1984) coping theory is grounded in the transactional model 

of stress and coping, explaining how individuals appraise and cope with stressful events 

or situations. The process of coping encompasses two phases, including cognitive 

appraisal and coping stage, triggered when individuals start acknowledging the stressful 

circumstances they encounter.   

Upon encountering a stressful event, individuals first engage in a cognitive appraisal, 

initially evaluating the situation (stressor) and its potential impact. This evaluation 

determines whether the situation is perceived as threatening (threat appraisal) or 

challenging (challenge appraisal). Some people may judge stressor as a threat if they 

perceive the situation negatively due to the potential risks, harm, or negative 

consequences that could lead them to failure, mostly associated with negative emotions. 

On the other hand, one’s appraisal would be justified as challenging if the situation is 

positively framing as presenting opportunities for self-growth or personal gain from 

dealing with the stressful situation. Commonly, people are engaged in challenge appraisal 

when they perceive themselves as possessing adequate coping resources to meet the 

situational demands, whereas threat appraisals are associated with perceived inadequacy 

in coping resources (Lazarus & Folkman, 1984). Notably, one’s primary appraisal is 

influenced by various factors, including their beliefs, values, experiences, and perhaps the 

environmental situation Lazarus (1991), suggesting that individuals’ appraisal may be 

different for the same stressor. Yet, either threat or challenge appraisal arises, their coping 

process would progress to come up with the adoption of coping strategies tailored to 
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manage the identified stressor, referring to the second phase. Based on the appraisal, 

individuals will employ corresponding coping strategies to manage stress. The two 

primary coping strategies that are commonly employed include problem-focused coping 

and emotion-focused coping. The former type of coping aims to directly address the 

source of stress, while the latter coping style seeks to regulate the emotional response to 

stress without necessarily changing the situation itself. Behavioral efforts relating to 

problem-focused coping may involve information seeking or taking action to directly 

handle the stress, whereas emotion-focused coping behaviors revolve around relaxation 

techniques or positive reframing to ease the negative emotions and stabilize the emotional 

state.  

According to Lazarus and Folkman (1984), the specific coping strategy employed 

depends on the individual's appraisal of the situation. Problem-focused strategies are more 

likely to be adopted when the situation is perceived as changeable, while emotion-focused 

strategies are more commonly employed when the situation is deemed unchangeable or 

uncontrollable. Given the dynamic nature of coping (Lazarus & Folkman, 1984), this 

study will focus primarily on problem-focused coping and explore its relationship with 

threat appraisal, in the context of e-government adoption.  

2.2.  Hypothesis formulation 

Technology anxiety and primary appraisal 

The concept of technology anxiety has been explored in various studies, which have 

expanded upon the definition of computer anxiety to encompass the extent to which users 

exhibit fear or apprehension regarding the utilization of information technology, 

irrespective of whether they are contemplating or actually using it (Celik, 2016; Meng et 

al., 2022). Alkhawaja et al. (2021)  have further refined this definition to include user's 

feeling of incapability or lack of self-confidence in effectively managing the technology. 

Concerning the e-government context, this study delineates technology anxiety as the 

citizen’s concerns or worries that they may hold due to the anticipated negative outcomes 

and their perceived inability to adapt when considering the use of e-government.  

From a social cognitive theory perspective, the term ―anxiety‖ is indicative of a 

negative affective response (Compeau et al., 1999). Several studies have demonstrated 

that individuals exhibiting high degree of technology anxiety tend to harbor more negative 

perceptions regarding the utilization of technology (Alahakoon, 2016). In previous 

studies, Igbaria et al. (1996) and Ubed et al. (2017) both discovered that people's 

apprehension about technology had a detrimental impact on their perception of usefulness, 

which led to a reduction in their positive attitude about the technology. This might imply 

that individual’s perception regarding the potential benefits and opportunities presented 

by technology, which align with challenge appraisal, could be hindered by technology 

anxiety. Furthermore, Alkhawaja et al. (2021) and Wilson et al. (2023) have also figured 

out that technology anxiety exerts a negative effect on user attitudes towards the 

62             T. T. U. Nguyen et al.



employment of information technology, suggesting that individuals may experience 

negative attitudes when confronted with heightened anxiety concerning technology. 

Considering that threat and challenge appraisals are associated with negative and positive 

emotions, respectively, it is predicted that technology anxiety would precipitate citizens to 

perceive using e-government as a threat rather than a challenge. The following hypotheses 

are proposed to test this prediction: 

H1: Technology anxiety has a positive correlation with threat appraisal. 

H2: Technology anxiety has a negative correlation with challenge appraisal. 

Primary appraisal and problem-focused coping strategy 

With regard to coping strategies, Folkman (1984) seminal work proposed that 

individuals engaging in challenge appraisal are posited to encounter a positive affective 

state. As a result, they are more prone to embrace problem-focused coping techniques, as 

this approach aims to address the stressor directly and also potentially ameliorate their 

situation. This assertion has been confirmed by several studies (Litwic-Kaminska, 2020; 

Marakhimov & Joo, 2017; Ohly & Fritz, 2010).  

On the other hand, threat appraisal, characterized by negative emotions, is associated 

with a preference for emotion-focused coping strategies, since this approach prioritizes 

regulating negative emotions to maintain a tolerable internal state (Folkman, 1984). 

However, other research has suggested a more nuanced relationship, suggesting that that 

threat appraisal can also precipitate problem-focused coping efforts to handle the stress 

level. Supporting this, in research exploring the role of threat appraisal,  Fugate, Prussia, 

and Kinicki (2012) found that threat appraisal in organizational settings can lead to 

problem-focused coping, potentially due to a perceived need for control. Similarly, a 

study by Tomaka et al. (2018) discovered that when individuals perceive a threat, they are 

not only inclined to use solely emotion-focused coping strategies, but rather exhibit the 

necessity to employ a combination of both emotion-focused and problem-focused coping. 

Furthermore, the findings of Krok et al. (2023) also revealed the mediation role of 

problem-focused coping on the correlation between threat appraisal and resilience with 

health behaviors. All things considered, it seems reasonable to derive that problem-

focused coping can possibly be facilitated by both threat and challenge evaluations. 

Consequently, we hypothesize that: 

H3: Challenge appraisal positively influences problem-focused coping strategy. 

H4: Threat appraisal positively influences problem-focused coping strategy. 

Problem-focused coping strategy and behavioral intention to use e-government 

Building upon the foundational work of  Venkatesh et al. (2003), the earlier 

conceptualization of behavioral intention pertains to ―a measure of the strength of 

individual’s intention to perform a specified behavior‖, which is linked with the user’s 
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initial stage of adopting information technology. Tailoring the concept to the context of e-

government, this study defines ―behavioral intention‖ as the extent to which citizens 

express their intention or planning to use e-government in the future.  

Prior research has demonstrably shown the critical role of coping strategies in 

managing stress and enhancing overall well-being during stressful situations (Budimir et 

al., 2021). Problem-focused coping, an adaptive coping behavior, is expected to generate 

positive outcomes in response to the stress-inducing factor. For example, in an 

examination of the effectiveness of coping strategies, M. S. Kim & Duda (2003) 

discovered a positive correlation between problem-focused coping strategies and all 

outcome variables, encompassing satisfaction, enjoyment, as well as the desire to 

continue. This strategy was reported to be effective in both immediate and long-term 

scenarios upon encountering the stressor. Furthermore, problem-focused coping was 

found to be positively associated with generating positive psychological growth, 

according to Chu et al. (2022).  

In the realm of information technology field, Beaudry and Pinsonneault (2005) 

highlighted the significance of adaptation behaviors in in shaping how users interact with 

technology. They found that users’ adaptation efforts centered on problem-focused coping 

resulted in greater effectiveness and efficiency in performing technology-related tasks  

(Beaudry & Pinsonneault, 2005), which potentially leading to a positive influence on 

utilization (Thompson et al., 1991). W Consequently, it is anticipated that citizens who 

adopt problem-focused coping strategies, particularly discovering and exploring novel 

approaches to use e-government, can alleviate their level of technology anxiety. This, in 

turn, can lead to a more positive attitude towards e-government that translates into a 

greater intention to utilize it in the future. Building on this rationale, the following 

hypothesis is proposed: 

H5: Problem-focused coping strategy positively influences behavioral intention to use e-

government 
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2.3.  Research model 

 

Fig. 1. Research model 

3.  METHODOLOGY 

3.1.  Measurement 

Five studied variables corresponding to five key constructs, including technology 

anxiety, challenge appraisal, threat appraisal, problem-focused coping, and behavioral 

intention, were examined via a total of 19 items. Each item was measured on a 5-point 

Likert scale, ranging from 1 – ―Strongly disagree‖ to 5 – ―Strongly agree‖. The 

questionnaires were adapted from established and reliable instruments drawing from prior 

research, with minor modifications to ensure contextual relevance to the Vietnamese 

setting and the specific topic of e-government.  

In particular, the technology anxiety construct was adapted from Alkhawaja et al. 

(2021). Behavioral intention was assessed using three items developed by Venkatesh et al. 

(2003). The remaining constructs, including threat appraisal, challenge appraisal, and 

problem-focused coping, were adapted from the instrument employed by Marakhimov 

and Joo (2017). 

3.2.  Data collection 

During the data collection phase, responses were gathered by means of an online 

survey questionnaire. This approach facilitated the efficient acquisition of responses from 

a large and geographically diverse population within a limited timeframe. Additionally, 

the chosen online survey platform offered a functionality that mandated completion of all 

questions before submission, thereby minimizing the issue of non-response bias. 

Furthermore, online surveys also enhance participant confidentiality as they eliminate the 

need for direct interaction with researchers, resulting in more genuine results. To achieve 
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a diverse sample, the survey was administered in Ho Chi Minh City, Vietnam's most 

populous metropolis. This strategy aimed to capture a broad range of citizen perspectives. 

Consequently, the survey successfully collected responses from 592 citizens, with females 

constituting 58% of the sample. The sample’s descriptive analysis revealed an age 

distribution, with 21% individuals falling within the 18-24 years old group, 42% 

individuals between 25-35 years old, 28% belonging to the age group of 36-45 and the 

group of 46–55 years old accounted for approximately 9% of the total. Notably, the 

survey did not receive any responses from participants aged 55 and above. 

4.  RESULTS 

4.1.  Reliability and validity evaluation 

 An explanatory factor analysis (EFA) was conducted using SmartPLS version 4 to 

evaluate the dimensionality, construct validity, and reliability of the measurement model. 

The reliability and validity of the measurement model are evaluated using two established 

indicators, including Cronbach’s alpha (α) and composite reliability (CR). The 

corresponding results are listed in Table 1. As per Hair et al. (2019), Cronbach’s alpha 

serves as the lower bound, while composite reliability acts as the upper bound for internal 

consistency reliability. The α value for all items varies from 0.736 to 0.930, surpassing the 

minimum level of 0.6, which signifies satisfactory scale reliability. To further ensure the 

level of reliability and consistency of the measures, composite reliability (CR) values are 

also examined. Based on the findings, all five variables yield CR values exceeding the 

required threshold of 0.7, thereby confirming the consistency and dependability of the 

measurement model. 

 Dimensionality, which corresponds to the number of underlying factors captured by 

the observed variables, was established since all factor loadings were greater than 0.5, 

meeting the required criteria for convergence (Hair et al. 1998). Furthermore, the 

calculation of Average Variance Extracted (AVE) values was employed for assessing the 

degree to which items within a construct measure the intended concept. Following the 

threshold suggested by Hair et al. (2014), all five constructs exhibited AVE values in the 

range of 0.548 to 0.826, which are exceeding the threshold level of 0.5, suggesting 

satisfactory convergent validity. 
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Table 1. Validity and reliability test results 

 

 

4.2.  Discriminant validity 

 The current research utilizes the Heterotrait-Monotrait (HTMT) ratio as a means to 

evaluate the discriminant validity across five variables under investigation.  Henseler et al. 

(2015) recommend that the HTMT ratio should be under the threshold of 0.9 to establish 

discriminant validity in PLS-SEM. As presented in Table 2, all HTMT values range from 

0.028 to 0.504, thereby falling below the required threshold of 0.9. Thus, it can be 

deduced that the research model assures the distinguishment of all underlying variables. 

Given that the previously mentioned AVE values lie within the acceptable range, it can be 

concluded that the convergent and discriminant validity of the measurement model are 

both validated in this study.  

Constructs Indicators LoLoadings α CR AVE 

Technology anxiety TEA1 0.884 0.930 0.933 0.826 

(TEA) TEA2 0.937       

  TEA3 0.909       

  TEA4 0.905       

Challenge appraisal CHA1 0.771 0.811 0.820 0.638 

(CHA) CHA2 0.826       

  CHA3 0.821       

  CHA4 0.776       

Threat appraisal THR1 0.848 0.736 0.806 0.548 

(THR) THR2 0.714       

  THR3 0.662       

  THR4 0.724       

Problem-focused coping PRO1 0.909 0.921 0.926 0.807 

(PRO) PRO2 0.896       

  PRO3 0.903       

  PRO4 0.885       

Behavioral Intention BI1 0.900 0.874 0.881 0.798 

(BI) BI2 0.899       

  BI3 0.880       
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Table 2. Discriminant validity – HTMT ratio 

  BI CHA PRO TEA THR 

Behavioral Intention (BI)           

Challenge Appraisal (CHA) 0.347         

Problem-focused Coping (PRO) 0.342 0.262       

Technology Anxiety (TEA) 0.028 0.325 0.049     

Threat Appraisal (THR) 0.504 0.086 0.209 0.192   

 

4.3.  Results of the structural model 

Direct effect 

 The results of hypothesis testing are summarized in table 3. Accordingly, all proposed 

relationships were statistically significant at the 1% level, indicating strong support for all 

hypotheses.  

Technology anxiety displayed a significant correlation with both primary appraisals, 

exerting a negative influence on challenge appraisal (β = -0.287, p=0.000) and a positive 

influence on threat appraisal (β = 0.180, p=0.001). As anticipated, challenge appraisal (β 

= 0.231, p=0.000) and threat appraisal (β = 0.185, p=0.001) both significantly influenced 

problem-focused coping in a positive direction. Finally, problem-focused coping (β = 

0.311, p=0.000) demonstrated a positive and statistically significant relationship with 

citizens’ behavioral intention to use e-government.  

Table 3. Total direct effects 

Hypothesis 𝛽  Mean St.Dev t-value p-value Result 

H1 TEA  CHA -0.287 -0.292 0.046 6.203 0.000 Supported 

H2 TEA  THR 0.180 0.184 0.056 3.199 0.001 Supported 

H3 CHA  PRO 0.231 0.232 0.056 4.093 0.000 Supported 

H4 THR  PRO 0.185 0.190 0.055 3.362 0.001 Supported 

H5 PRO  BI 0.311 0.315 0.055 5.695 0.000 Supported 
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Indirect effect 

This study further explores the indirect effects between the study variables, whose 

results are presented in Table 4. The analysis revealed significant positive indirect effects 

of both challenge appraisal (β = 0.072, p = 0.005) and threat appraisal (β = 0.057, p = 

0.012) on citizens' behavioral intention to use e-government. Conversely, the indirect 

effect of technology anxiety on problem-focused coping (𝛽� = -0.03, p=0.199) was not 

statistically significant. Similarly, the total indirect effect of technology anxiety on 

citizens’ behavioral intention to use e-government (𝛽� = -0.01, p=0.237) was not 

significantly correlate, thus both of which were not supported.  

Table 4. Total indirect effects 

Hypothesis 𝛽  Mean St.Dev t-value p-value Result 

TEA BI -0.01 -0.01 0.009 1.182 0.237 Unsupported 

   TEA  PRO -0.03 -0.03 0.026 1.285 0.199 Unsupported 

CHA BI 0.072 0.074 0.025 2.818 0.005 Supported 

THR  BI 0.057 0.061 0.023 2.499 0.012 Supported 

5.  DISCUSSION 

 This study expands the existing body of knowledge on e-government adoption by 

leveraging coping theory to explore the relationship between technology anxiety, coping 

process, and citizens' intention to use e-government services. The findings reveal a 

nuanced interplay between these factors, shedding light on understanding how e-

government is perceived by citizens experiencing technology anxiety, and most 

importantly, highlighting the critical role of problem-focused coping in shaping citizens' 

behavioral intentions towards e-government use. 

As expected, technology anxiety exerted a positive influence on threat appraisal. This 

means that citizens with higher levels of technology anxiety perceived e-government 

services as more threatening. This aligns with the prior studies suggesting that the 

technology anxiety can heighten negative attitudes and perceptions regarding information 

technologies (Alahakoon, 2016; Ubed et al., 2017; Wilson et al., 2023). In contrast, 

technology anxiety had a negative influence on challenge appraisal, suggesting a converse 

interpretation with threat appraisal as citizens were less likely to perceive e-government as 

a challenge to be overcome. Individuals experiencing technology anxiety express a low 

level of self-confidence in technology skills and perceive e-government platforms as 

somewhat uncomfortable and confusing, leading them to view using e-government as 

threats rather than opportunities. 
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Interestingly, threat and challenge appraisals both significantly influenced problem-

focused coping in a positive direction, contributing to our understanding of the 

relationship between primary appraisal and problem-focused coping. This suggests that 

regardless of how citizens initially perceive e-government (as a threat or a challenge), 

they are likely to adopt problem-focused coping strategies and attempt to put efforts into 

exploring methods to overcome their anxieties and navigate e-government platforms with 

greater confidence. These problem-focused coping behaviors might involve actively 

seeking information and tutorials to learn how to use e-government services effectively or 

exploring alternative approaches to accomplish tasks. This finding consistent with the 

original coping theory of Lazarus and Folkman's (1984), and also align with current 

studies (Krok et al., 2023; Marakhimov & Joo, 2017; Tomaka et al., 2018). 

Finally, the study demonstrated a significant positive correlation between problem-

focused coping and citizens’ behavioral intention to use e-government, indicating that 

citizens who actively seek solutions to mitigate their technology anxiety regarding e-

government are more likely to intend and plan to use e-government in the future. This 

finding is similar to previous research (Beaudry & Pinsonneault, 2005; Thompson et al., 

1991), implying that individuals engaged in problem-focus coping are likely to develop 

positive attitudes towards the use of information technology, leading to a greater 

inclination to adopt it.   

6.  IMPLICATIONS 

6.1. Theoretical contributions 

This study proposes a novel theoretical model for investigating e-government 

adoption through the lens of coping theory, focusing on their anxieties (stressors) related 

to e-government use. The findings provide strong support for the applicability of coping 

theory in examining behavioral intentions, not only within the realm of psychology but 

also in the context of information technology adoption. Furthermore, the study contributes 

to the existing knowledge of coping mechanisms by demonstrating that problem-focused 

coping strategies can be employed in response to both challenge and threat appraisals. 

While Lazarus and Folkman (1984) suggest that individuals facing threat tend to rely 

more heavily on emotion-focused coping due to the associated negative emotions, our 

findings reveal that citizens experiencing technology anxiety as a threat still engage in 

problem-focused coping to actively manage their stress. This highlights the complex 

interplay between primary appraisal and subsequent coping strategies, enriching our 

understanding of this dynamic. Additionally, the study offers valuable insights into 

citizens' perceptions of e-government through the examination of technology anxiety. By 

examining these psychological aspects, our research contributes to the current literature 

on e-government adoption in Vietnam, specifically from the perspective of citizens in a 

developing nation and their stress-related responses to e-government use. 
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6.2. Practical contributions  

Given the modest e-government adoption rate in Vietnam, this study offers several 

practical contributions for Vietnam’s government agencies to raise more citizens’ 

intentions to utilize e-government. Considering the research’s findings, it is utmost 

significant for the governmental institutions to address the technology anxiety among 

citizens. By alleviating these anxieties and the associated perceived threats of e-

government use, the government can foster positive attitudes and a greater willingness to 

participate in e-government services. 

To ease technology-related stress, Vietnamese government should develop a more 

user-friendly and accessible e-government platforms with intuitive interfaces and 

seamless navigation, which subsequently enhancing citizens’ experiences when accessing 

online public services. Furthermore, the e-government portals must provide clear 

instructions accompanied by visual aids (if applicable) for each section. These instructions 

should explain how e-government functions and offer step-by-step guidance on 

effectively utilizing various services. Also, it is crucial for the governmental agencies to 

provide readily available and accessible user support services, such as online tutorials, 

frequently asked questions (FAQs), and helplines staffed by trained personnel. As citizens 

are willing to put effort into actively learning and exploring novel approaches to use e-

government, public institutes should equip citizens with the skills and knowledge 

necessary to navigate e-government platforms effectively. For example, the government 

can offer digital literacy training programs focusing on the most in-demand online public 

services. With readily and sufficient resources (e.g. guidelines, instructions), citizens can 

directly find solutions to their own problems easier, fostering a problem-solving mindset 

and a sense of control, thus reducing their technology anxiety level with e-government use. 

By implementing these initiatives, Vietnam’s government agencies can create a more 

supportive environment for e-government adoption, empowering citizens to overcome 

their anxieties and enjoy various benefits provided by e-government. This can ultimately 

lead to increased public satisfaction with government services and greater citizens’ 

intention to willingly participate in the future digital landscape. 

7.  CONCLUSION 

This study contributes to the current literature on e-government adoption from the 

view of coping to understand citizen perceptions towards e-government. By investigating 

the interplay between citizens' appraisal of technology anxiety related to e-government 

use and their subsequent adoption of problem-focused coping strategy, the study provides 

insights into how the coping process shapes citizens' behavioral intention to use e-

government. Notably, the findings reveal that citizens tend to perceive technology anxiety 

associated with e-government as a threat rather than a challenge. Yet, both threat and 

challenge appraisals were found to significantly influence the adoption of problem-
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focused coping, which ultimately leads to increased intention to utilize e-government 

among citizens. 

8.  LIMITATIONS & FUTURE RESEARCH 

This study recognizes certain limitations that should be taken into account for 

strengthening future investigations. Firstly, due to time and geographic constraints, the 

data collection employed a convenience sampling method via online surveys. This 

approach has led to selection bias, as participants likely comprised medium to frequent 

Internet users, potentially limiting the generalizability of the findings. Besides, the survey 

was primarily conducted in a single city, resulting in a relatively small sample size 

compared to the national population. Consequently, the findings may not accurately 

reflect the assessments of the entire Vietnamese citizens. Future research efforts should 

aim for a larger sample size and more geographically diverse sample through probability 

sampling techniques to enhance generalizability and reduce potential bias. Secondly, 

given the study's context in Vietnam, this may limit its applicability to other cultural 

settings. Cross-national comparisons through research conducted in multiple countries 

would be valuable in future studies. Third, the subjective nature of stress highlights the 

potential benefit of incorporating qualitative methods, such as in-depth interviews, in 

future research. This approach could provide a more nuanced understanding of citizens' 

concerns regarding e-government use. By exploring stressor categories that inhibit user 

adoption, future studies could delve deeper into the specific stressors related to e-

government use faced by citizens and further explore a wider range of factors affecting 

their beliefs and perceptions towards e-government implementation. These insights could 

support the government agencies to tailor practical recommendations more effectively for 

e-government development initiatives. Lastly, future research could incorporate other 

coping mechanisms (e.g. emotion-focus coping) into the current research model, thereby 

examining a more holistic view of how citizens cope with stress associated with e-

government use. 
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