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ABSTRACT

The level of usability of the current eGovernment infrastructure in Jordan was investigated by soliciting the
views of the management, i.e. the professionals in charge of managing eGovernment projects. The manage-
ment was addressed in order to gain an understanding of the root causes of the existing usability problems.
The study was based on questionnaire which distributed to 37 managers from different institutions providing
eGovernment services. The findings show that the main problems undermining the Jordanian eGovernment
usability are: 1) the lack of the general usability awareness amongst the management, 2) the lack of clear us-
ability standards and guidelines, 3) the insufficient level of end-user involvement in the process of design and
maintenance of eGovernment services, 4) limited budgets and 5) the lack of expert web-designers. Unearthing
the views of those in the position to make a change, these findings are useful not only in the context of redefin-
ing the strategy for improving eGovernment in Jordan, but also in other developing countries.

Keywords:

eGovernment, Jordan, Management, Usability, Usability Awareness

1. INTRODUCTION

The proliferation of information and commu-
nication technology (ICT) over the last two
decades has brought about a number of positive
changesand delivered significantimprovements
in the interaction between citizens and their
governments.

By way of eGovernment, ICT has greatly
enhanced the efficiency and effectiveness of

DOI: 10.4018/ijesma.2014100102

the services that many governments around
the world offer to the public - thus supporting
economic and social development both locally
and globally (Kumar et al, 2007).

The term eGovernment does not have a
unique definition. It is often defined as the use
of any form of ICT (e.g. the Internet, Wide
Area Networks etc.) to support the delivery
of government-related information, services
and transactions through seamless interactions
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between citizens and all governmental entities
(Beynon-Davies, 2007; Fagan, 2006). The
United Nations Public Administration Network
defines eGovernment as: “utilizing the Internet
and the world-wide-web for delivering gov-
ernment information and services to citizen”
(UNPAN, 2002, p.1), while the World Bank
(2010) defines it as “the use by government
agencies of information technologies, such as
Wide Area Networks, the Internet, and mobile
computing, that have the ability to transform
relations with citizens, businesses and other
arms of government”.

In defining eGovernment, some authors
emphasise its business facilitation role. For
example, Buckley (2003) defined eGovernment
as implementing cost-effective ICT models
for all stakeholders (citizens, industry, federal
employees) to conduct business transactions
online. Poon and Huang (2002) considered
eGovernment to be the range of processes
implemented by governments to provide the
public with e-business solutions (e.g. buying,
selling and conducting other types of business-
related electronic transaction). In this context,
eGovernment is seen as part of a wider sphere
of so-called eDemocracy (i.e. the electronic
communication between government and its
users in any shape or form).

The availability of computers and the
Internet are not only factors to be considered
in any eGovernment form but the gap between
the government and citizens’ perspectives on
eGovernment should be considered. Heeks
(2003) and Choudrie etal (2009) mentioned that
in the information systems implementation that
there is a gap between the reality and design.
This is considered one of the main reasons
behind eGovernment projects failure in most
developing countries.

Despite the proliferation of eGovernment
services, governments have faced some chal-
lenges in making their websites usable (Soufi
and Maguire, 2007). One of these challenges is
the lack of understanding eGovernment in gov-
ernment agencies which will affect negatively
on usability of websites by ignore users’ needs
and this will lead to decrease users demand on
eGovernment websites.

According to Thomas and Streib (2003 ) and
Kampen et al (2005) that there are some users
prefer to obtain informative services instead of
integrative services, while, other users are de-
manding improvement on the existing services
instead of launching new online services. These
differences make a gap between the supply and
demand for eGovernment services. This is due
to the low level of standardization for e-services
usability from the supply side particularly in the
developing countries as most the governments
have problems in addressing the citizen’s needs
to use eGovernment services (Mofleh, 2008).

Casalo et al (2005) stated that failure
to achieve acceptable levels of usability for
eGovernment services threatens not only the
eGovernment initiatives, but also the relation-
ship between the government and citizens in
general.

These issues are more significant in de-
veloping countries such as Jordan, where the
digital divide is wider (Elsheikh et al, 2008),
further inhibiting the eGovernment project.
Mofleh (2008) and Mohammad (2009) stated
that the construction and design of Jordanian
eGovernment websites, expectations and needs
of end-users have been ignored, and no account
given of what Jordanians want from the exist-
ing system.

The purpose of this article is to investigate
the level of usability of eGovernment from
managers’ perspective. The study focused on
the views of professionals in charge of manag-
ing eGovernment projects in Jordan. This study
is important as there is a lack of eGovernment
usability studies done so far in Jordan.

2. EGOVERNMENT
AND USABILITY

The term ‘usability’ refers to the ability to learn,
interact with and use a product or service to
achieve the purpose it is meant to facilitate. The
International Organization for Standardization
(ISO) 9241-11 defines usability as “the extent
to which a product can be used by specified
users to achieve specified goals with effective-
ness, efficiency and satisfaction in the specified
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context of use” (Abran et al, 2003, p.326).
Nielsen (1993)described usability asacombina-
tion of quality components depicting how easy
the user interface for a product or service is to
operate. These components include learnability,
efficiency, memorability, errors and satisfaction.

Some authors define usability as the move-
ment towards making products or services
easier to use (George, 1996). While usability
is defined in a general context, web usability is
more specifically defined as clarity, simplicity,
and consistency in the website design in order
to allow users to perform their tasks easily
(Cappel and Huan, 2007).

Weerakkody and Choudrie (2005) pointed
out that website usability needs to be taken
seriously in eGovernment projects, especially
in the stages of planning, development and
implementation. Moreover, Carter and Bélanger
(2005) said that users may become frustrated
and unlikely to adopt or even use eGovernment
services if they encounter problems while us-
ing a website.

As eGovernment has become a global
fact; Asiimwe and Lim (2010) and Stanziola
et al (2006) stated that usability is one of the
main problems influencing the adoption and
development of eGovernment. Poor usability
often prevents eGovernment adoption and de-
velopment. Furthermore, it affects the success
or failure of eGovernment and a low usability
index is a major symptom of the failure of an
eGovernment project.

Usability plays a key role in ensuring that
eGovernment fulfils its aims (Holden et al,
2003). Therefore, eGovernment services must
be designed with ease of use being the primary
design criterion in order to ensure they are
accessible and easily operable by the widest
possible pool of users - including people who
are disabled (e.g. visual impairment) and those
with less than average IT skills (Eynon, 2006;
Nielsen, 2000; Shi, 2007).

The usability measures not only how well
the website works, but also the degree to which
the website meets user needs (Thompson et al,
2003). eGovernment websites have to focus on
user satisfaction, control, needs and flexibility.

The failure to achieve the acceptable levels of
usability of eGovernment services threatens
not only the eGovernment initiatives, but also
the relationship between the government and
citizens in general (Casalo et al, 2005).

Nielsen (2000) stated that users have very
little patience if websites are slow, or difficult
to navigate. A well-designed eGovernment
website should permit the average user to
gain the full understanding of how to operate
it after scanning its home page for just a few
seconds. Furthermore, the websites should be
made operable irrespective of the type of ac-
cess device used (e.g. mobile phone, classic
PC) (Baker, 2009).

eGovernment websites are not always de-
signed with usability in mind. Baker (2009) cited
the Council for Excellence in Government and
stated thatseveral of non-governmental users do
not interact with eGovernment due to difficulty
of finding the website information they need.
West (2007) made several recommendations
that might make eGovernment websites more
accessible and usable, including to:

» Standardize templates with consistent
navigation; governments need to shift into
standardization between all the website
agencies. However, to avoid the confusion,
it is important to differentiate between
different agencies, such as showing the
logo of agencies prominently and making
significant colour differentials between
websites.

»  Create accessibility aids to reduce confu-
sion; governments should implement some
aids for users, as they sometimes need
aids to customize their needs (i.e. change
and choose the text size, line spacing, text
colour).

» List when pages are updated; govern-
ment should refer to when pages were
last updated.

*  Have personalized sections; it is better for
a government website to list everything
it is able to achieve online in the same
place, and also be listed based on groups
or categories.
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e Make “Most popular” lists; government
website needs to provide boxes with
frequently required services to help users
utilize the website quickly.

*  Make it attractive or interesting; as far as
possible without superfluous information
and graphics, web pages should be interest-
ing and engaging.

*  Fix faulty links; government websites
should make sure all its links are not bro-
ken, and allow easy clicking and linking
to avoid frustration.

*  Improve language accessibility; any gov-
ernment website should offer multiple
languages to allow any overseas users (i.e.
students, tourists) communicating and get
their information.

In addition, Nielson (1994) identified a
set of usability heuristics for user interface
design which are consisting of visibility of
system status, match system to the real world,
user control and freedom, consistency and
standards, error prevention, recognition rather
than recall, flexibility and efficiency of use,
aesthetic and minimalist design, help users
recognize, diagnose and recover from errors,
and help and documentation.

2.1. eGovernment in Jordan

The Jordanian eGovernment program was
launched in 2001. The Program Manage-
ment Office (PMO) was established by the
Ministry of Information and Communications
Technology (MoICT) to provide support for
the program and manage its functions, which
include e-services, shared services, operation
management, technology services and change
management (Elsheikh et al, 2007).

The eGovernment program in Jordan was
initiated as a national program. The idea of the
program is to increase the overall quality of the
services provided by the Jordanian government
- by improving efficiency, accuracy, saving
time and costs; and by increasing customer sat-
isfaction, transparency and cross-government
integration. These improvements are expected

to have a positive effect on government per-
formance and to contribute to the relationships
between government, citizens and businesses.

Furthermore, the program is aimed at re-
ducing the complexity for citizens in dealing
with government administration, and helping to
make the government more transparent, acces-
sible and responsive by providing information
andservices online (EDS,2001; MoICT, 2006).

According to Btoush (2009), almost all the
websites in Jordan are considered as being at the
informative stage, which means they are only
providing information about services such as
contact numbers, office locations and hours of
operation, a general description of the service,
and sometimes identifying the processes needed
for a particular piece of bureaucracy.

Moreover, around half of the websites
can be categorized as being at the interactive
stage, which provides communication with the
service provider. In this stage, the user is able
to communicate with the service provider by
downloading basic forms or documents, but they
cannot submit the forms online. In addition,
although technically queries can be answered
via websites, in reality off-line methods (tele-
phone, or more likely, going to an office in
person) remain the more reliable ways to obtain
information or guidance, such as responding to
complaints or suggestions.

The Driver and Vehicle Licensing Depart-
ment, Borders and Residence Department,
Ministry of Education, and Civil Status and
Passport Department are the best examples
of partial application of the interactive stage.

Some government websites provide com-
plete interaction capabilities. These websites
allow users to complete and submit online
forms and provide tools for responding to
online queries. The Department of Lands and
Survey, Greater Amman Municipality, Ministry
of Higher Education and Scientific Research,
Department of Income and Sales Tax, and
Customs Department are the best examples of
the fully interactive stage.

The Income and Sales Tax department
website is the only one that has reached the
intercommunicative stage. In this stage users
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are able to access and complete transactions
online. This includes filling forms electroni-
cally in order to make payments. Creating and
saving their own personalized files or update
and modify such files are one of the services
offered by Income and Sales Tax department
and Greater Amman Municipality to their users.
Amman Greater Municipality allows users to
give their opinions on some issues, for instance,
concerning the best way for solving the heavy
traffic problems in the city of Amman.

Based on the five stages model (emerging,
enhanced, interactive, transactional and con-
nected), the services offered by the Jordanian
government through the websites have so far
scored the web measure index of 0.60 (out
of 1.00) on the United Nations eGovernment
Survey (2008). The same report assessed Jor-
dan’s telecommunication infrastructure with an
index of 0.17 (out of 1.00) in terms of internet
users, PCs, main telephones lines, mobiles and
availability of broadband. This measure reflects
basic level of the country’s e-readiness. (UN
Report, 2008).

Mofleh (2008) conducted a website content
analysis study in order to measure the usability
of eGovernment services websites in Jordan
by adopting the same instrument used for
conducted the website content analysis studies
for the most populated counties in the US by
Baker in 2004, and for Trinidad and Tobago
ministry websites by Roachin 2007. The instru-
ment examines six dimensions of government
websites of online services. These dimensions
included online services, user help provided,
ease of navigation, legitimacy, information
architecture, and accessibility accommodations.

The reported results have declared a poor
usability status of the current websites. The
usability of Jordanian websites has averaged
29%. This score is poor compared with the
usability average in the study of the most
populated counties in the USA, which have an
average of 70% (Baker, 2004), and Trinidad
and Tobago ministry websites, which averaged
54% (Roach, 2007).

Mofleh’s websites content analysis of us-
ability revealed that despite the government in

Jordan is providing informative services; how-
ever the reality is that the developed websites
ignored in a way the needs of the users and
not meet their expectations. Accordingly, this
ignorance built gap between the government
and users perspectives about eGovernment.

This result shows that Jordanian govern-
ment websites are in the informative stage,
and have a very poor design (hard to navigate,
not user friendly) and do not meet citizens’
needs. Moreover, there are problems with
the construction of the Jordan government
websites, indicating a lack of understanding
of basic standards to deliver well-constructed
eGovernment services.

3. METHODOLOGY
3.1. The Study

An exploratory study was conducted to in-
vestigate the level of usability of the current
eGovernment in Jordan from the management
perspective. The study focused on the views
of professionals in charge of managing and
maintaining eGovernment projects in Jordan.
The management was addressed in order to
gain an understanding of the root causes of the
existing usability problems. According to Wang
and Huang (2009), professionals can carry out
structured assessment and answer questions
quickly and directly.

3.2. Sample

The study involved a sample of 37 managers,
in various capacities, and all were responsible
for the uptake of eGovernment in Jordan. This
number has been as sufficient to provide reli-
able data. Obtaining this number of sample was
based on the ability to access into the officials’
managers and time availability. The websites for
this study involved typical types of public ser-
vicesinJordan. The sample was represented the
following governmental institutions (Table 1):

The study participants were aged between
22 to 65 years, with the majority (over 60%)
being between 22 to 40 years. 76% of the
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Table 1. The study sample

Government Institutions

Civil Status and Passport Department

Driver and Vehicle License Department

Education Ministry

Income and Sales Tax Department

Interior Ministry

Jordan Customs Department

Lands and Surveys Departments

Social Security Corporation

participants were male and 24% were female.
The majority of the participants hold bachelor
degrees (54%) in disciplines such as computer
science, computer information systems, com-
puter engineering, and management information
systems; around 32% had postgraduate degrees.

24% of the participants have worked with
the eGovernment project for more than 4 years,
41% for between 2 and 4 years, 22% for 1 to
2 years and 13% for less than 1 year. Roles
of the participants varied from one institution
to another, their positions were varied from
manager of information technology, manager
of eGovernment project, manager of adminis-
trative development and training to computer
engineer and programmer.

3.3. Procedure

This study applied the questionnaire technique.
According to Hsieh and Huang (2008) ques-
tionnaire is an easy, inexpensive, effective,
and efficient ways to investigate the usability
problems. A structured questionnaire has been
employed; the answer sheet was requiring
participant to choose one of the alternatives
offered for each question. The questionnaire
items have been measured using a standard
five point likert scale.

The questionnaire was organised into
sections; the introduction section (5 ques-
tions) covered the demographics and profes-
sional status of the participants and the level
of their engagement and experience with the
eGovernment in Jordan. The second section (4

questions) addressed the understanding of the
eGovernment and usability issues while the last
section (9 questions) covered the factors affect-
ing the usability of eGovernment in Jordan.

The questionnaire was originally designed
in English and it was then translated into Arabic,
the mother tongue of the participants in order to
achieve the full understanding of the questions.
All the participants were visited personally by
the lead author of this paper. The questionnaire
took on average 20 minutes to complete. On
completion of all the participants, the ques-
tions and their responses have been coded to
be analysed using SPSS software.

3.4. Reliability

To ensure high data reliability, a pilot study was
run and several changes to the draft question-
naires were made based on the feedback. In
addition, Cronbach alpha test was used to assess
the reliability of the obtained data. Cronbach
alpha was found to be above 0.70 (varied be-
tween 0.87-0.94). Such values are considered
acceptable according to Hair et al (2000).

4. OUTCOMES

It was clear that nearly 67% of respondents
think that usability is an important element of
success or failure of eGovernment projects,
while 8% of respondents thought the opposite,
and 25% of respondents did not know much
about usability.
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The usability of eGovernment in Jordan
was also addressed in terms of the issue of user
interfacing. 59% of the participants have expe-
rienced average and below average satisfaction
with the interfaces of eGovernment websites,
whilejust 35% thought the interfacing was very
good and good, and 6% poor.

The user’s experience was measured
from the feedback and complaints sent to the
service providers. Accordingly, the most com-
mon problems were mentioned by the users of
eGovernment website (user’s perspective) were
also investigated.

It was found that 27% of the system users
believed that the current website is a bit confus-
ingto follow, and difficultto navigate. Addition-
ally, 25% of'the feedbacks which obtained from
the users were not happy about the appearance
of the website while 22% considered lack of
customization as a major problem. Moreover,
19% of the system user’s believed that the
website does not have an efficient search to
facilitate information acquirement.

Furthermore, as shown in (Table 2), the re-
sults showed thataround 59% ofrespondents did
not pay attention to the end-user requirements
before establishing the eGovernment websites,
while 35% did. Moreover, after launching the
eGovernmentsystem, only 45% ofrespondents
investigated the requirements of the end-users
for further developments.

Moreover, it is observed that 57% of
respondents believe that a mechanism such
as email and FAQs is sufficient to address the
problems encountered by the users, while 43%
of respondents had the opposite views. As for

Table 2. Paying attention to end-users
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the incentives, the majority of the respondents
(78%) stated that the government in Jordan
does not offer any incentives to encourage the
usage of its eGovernment websites.

Afterasking the managers about their views
on the biggest challenges of making a website
usable to the end-users (Table 3), 73% thought
that lack of awareness of usability amongst the
management is the first challenge, followed by
lack of involvement of the end-users in the state
of design (62%). In addition, 54% focused on
lack of budget as the main challenge, followed
by 48% for lack of feedback from end-users.
Finally, the lack of expert website designers
and management problems were taken 48%
and 29% respectively as the major challenges.

When the respondents were asked what
resources they thought would be most helpful
to enhance and increase usability of existing
eGovernment websites (Table4), 78% indicated
for clear guidelines and standards, followed
by 67% for involving end-users, then 66%
increased budget, and finally 64% for more
well-trained staff would have the biggest impact.

Additionally, as stafftraining is considered
important factor of any project successful,
therefore this was investigated with a focus on
the usability aspects. As shown in (Table 5), it
was noticed that 62% of the respondents (this
includes all staff who are in charge of running
eGovernment services) did notattend any train-
ing on the usability of eGovernment websites
before or after the project was established,
while only 35% mentioned that they did some
training sessions.

Yes, Not Sure No, Mean Std.
Possibly Possibly Deviation
Yes No
Paid attention to the end user requirements 35% 6% 59% 2.51 1.909
before establishing the eGovernment
website
Surveyed the requirements of end user after | 45% 4% 51% 2.78 1.902
launching eGovernment system for further
improvement
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Table 3. Biggest challenges of making a website usable for end-users

Strongly Not Sure Strongly Mean Std.
Agree, Disagree, Deviation
Agree Disagree
Lack of awareness of usability 73% 8% 19% 4.72 0.450
Notinvolving end-userin the stage of design. | 62% 11% 27% 3.56 1.385
Lack of budget 54% 16% 30% 3.45 1.282
Lack of feedback from end-users 48% 23% 29% 3.40 1.517
Lack of expert website designers 47% 26% 27% 3.08 1.299
Management problems 30% 14% 56% 2.62 1.497
Table 4. Improving and increasing usability
Strongly Not Sure Strongly Mean Std.
Agree, Disagree, Deviation
Agree Disagree
Clear guidelines and standards 78% 12% 10% 3.97 1.166
Involving end-users 67% 19% 14% 3.83 1.236
More budget 66% 13% 21% 3.75 1.320
Trained staff 64% 14% 22% 3.64 1.274
Table 5. Attending training
Yes, Not Sure No, Mean Std.
Possibly Possibly Deviation
Yes No
Attending training on usability of eGovernment | 35% 3% 62% 2.56 1.818
websites before or after the project

5. DISCUSSION

The conducted study hasrevealed thateGovern-
ment systems in Jordan did not pay significant
attention to the end users’ requirements before
establishing the websites or after launching them
for further developments. This is in agreement
with Mofleh (2008) and Mohammad (2009),
who pointed out that during the construction
and design of Jordanian eGovernment websites,
the expectations and needs of end-users have
been ignored, and no account taken of what
they want from the existing system.

Implementing imported systems from
developed countries has been perceived by the
Jordanian government as an appropriate form
of'action to adopt such new services. However,
this is considered as a clear indication that the
requirements for the real users as well as other
factors such as knowledge, culture and the dif-
ferent needs have been ignored. Mofleh (2008)
mentioned that Jordanian government is import-
ing methods applied inadvanced countries with
the belief they are adding value to citizens.

On the other hand, there is a lack of trust
between the users and eGovernment project.
This sometimes considered as an encouraging
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reason for the users to be uncooperative in
participation. Users believe that government
will not consider their views seriously and
will apply its proposal at the end. According
to Szeremeta and Kerby (2005) users will not
answer questionnaire or even not participate in
eGovernment if there is no trust to deal with
their views seriously by the government.

The responsible staff in eGovernment
project in Jordan should consider involving
end-users and consider their feedback in the
initial stage of websites design seriously in order
to achieve satisfied level of usability. Stanziola
et al (2006) mentioned that the participation of
users during the design process increases their
feeling of not being ignored, and encourages
the adoption of any new system.

Furthermore, although around two third
of the respondents believed that the usability
is important factor for eGovernment project to
become either successful or failure; however,
lack of usability awareness remains one of the
biggest challenging factors for making web-
sites usable for the Jordanian end-users. This
strongly suggests a very limited understanding
of usability and its importance for the success
of the websites.

Thisisnotsurprising as eGovernment proj-
ectin Jordan has been facing problems with the
majority of staff notattending any training on the
usability of eGovernment before or even after
the establishment of the project to understand
the system within a limited budget. Therefore,
eGovernment projectin Jordan should direct its
efforttowards obtaining qualified staff, provid-
ing training schemes and other necessary skills
as well as providing higher budgets in order to
ensure a successful project implementation.

The conducted study also tried to know the
respondents views about the websites interfaces
of their institutions. Accordingly, it concluded
that over half of respondents experienced
average and below average satisfaction of the
interfaces of the current eGovernment websites
in Jordan. It seems that the lack of applying the
website usability standards affected the quality
of'the interfaces of the Jordanian governmental
websites.

This is not surprising as Mofleh (2008)
stated that eGovernment websites in Jordan were
developed by the IT government departments’
teams, and the rest were developed by different
certified IT companies in Jordan, and each one
has a different layout and architecture. This
need to be changed and Jordanian government
websites should follow the usability standards in
order to make its websites usable and consistent.

Finally, the Jordanian government has
invested in eGovernment, however; it seems
that the investment has not been accompanied
with frameworks or guidelines on eGovernment
usability to ensure the success of this project and
to encourage both citizens and government to
fully utilise them. The eGovernment in Jordan
should adapt to users’ needs and expectations,
and this will not be achieved unless they pri-
oritise the usability dimension.

6. CONCLUSION

Despite several studies having been done about
eGovernment in Jordan, there is still a lack of
research to tackle usability issues. Therefore,
this exploratory study is trying to fill this gap
by focusing on the views of professionals in
charge of managing eGovernment project in
Jordan from the perspective of eGovernment
usability.

The outcome has revealed that there are
stillno clear guidelines with regards to websites
usability that the websites managements should
follow, particularly lack of usability awareness
amongst the management and citizen partici-
pation at the website design phase. These are
considered as challenges facing usability of
Government websites in Jordan.

Although all the investment by the Jorda-
nian government into the eGovernment project,
the absence of clear guidelines to govern eGov-
ernment project initiation and operation might
inhibit many difficulties to take off.

In addition to the fact that Jordanian gov-
ernmental websites have not accommodated
usability standards, there is no awareness of
users’ needs and expectations. The limited
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budget of Jordanian eGovernment project and
lack of expert web-designers are also consid-
ered as significant problems encountering the
improvement of the usability of eGovernment
websites in Jordan.

It is important at this stage that the Jorda-
nian eGovernment should address the current
problems to ensure the provision of usable
eGovernment websites in Jordan.

The study adds to the existing body of
knowledge and itis useful not only from the per-
spective of improving Jordanian eGovernment
services but also to those of other developing
countries. Atthe methodological level the study
offers an upgrade to the existing methods used.

The study was only focused on highlight-
ing reasons behind the lack of usability from
managers’ perspective and it did not include the
end-users. The next phase of the research work
will be focused on the end-users.
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