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Proposed model to measure the impact of e-services quality dimensions
on customer satisfaction in government sector

* Dr. Suleiman bin Abdullah Al-Thuwaini
Abstract

The study aimed to present a model for the process of
measuring the quality of electronic government services
and its impact on customer satisfaction in "Absher"
smartphone application of the Ministry of Interior,
Kingdom of Saudi Arabia. The study was considered an
evaluation research of a practical/field nature and aimed
to shed light on the concept of measuring the quality of
e-government services from the point of view of its
beneficiaries (citizens). The researcher used the
descriptive analytical method, and the questionnaire was
used as a tool for collecting primary data through
convenience sampling. A total of 640 valid
questionnaires were obtained for statistical analysis.
After the data collection process, it was processed
statistically using the Statistical Package for Social
Sciences (SPSS). Frequencies, means, standard
deviations, analysis of variance, multiple and simple
regression were used in the statistical analysis of the data.
The results showed that the level of quality of electronic
services provided by the Ministry of Interior in “Absher”
from the point of view of citizens was high. The results
also indicated that the level of citizens' satisfaction with
the e-government services provided in “Absher” was
high. The results also indicated that there was a
statistically significant effect of applying the proposed
model of quality standards for e-government services on
the level of citizens' satisfaction with these services
provided to them in “Absher”. The study recommended
the importance of continuing to conduct more evaluation
studies to measure the impact of the quality of e-
government services provided to citizens in various
sectors of the state.

[The research winning the first place in the field of
administrative studies in the 39th session of the Rashid
Bin Humaid Award for Culture and Science]
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