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ABSTRACT  

Smart government provides e-service through many different information technology applications. UAE provides e-services to 

deliver an integrated public services to its citizen easily through various information technology including smart phone 

application. This paper presents an initial study to establish relationship between the service qualities with citizen satisfaction for 

UAE smart government services. Based on the literature review a proposed conceptual model was presented. The model is a 

mediation model where it intended to determine the mediating effect of service value on smart government service quality and 

users satisfaction in UAE smart government service. It depicted six noteworthy groups of components, specifically information 

quality, service quality, system quality, product quality, service value and citizen satisfaction. This research is significant because 

citizen satisfaction is one of the most important in terms of activity rates, labor absorption and creating employment opportunities 

among others. This model is expected to assist the government in providing quality service to users’ satisfaction in UAE 
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1. Introduction  

In 2013, the UAE government has formulated a 

smart government by adopting mobile 

Government services to its citizens [1]. The main 

intention of the smart government was to adopt 

the advantages of technology advancement in 

giving better services to the people. Through 

smart services, it integrates all public services and 

make it easier to deliver to its citizens through 

smart phone application [2]. With smart 

government service, it introduces easy access to 

government information in alternative forms to 

attract people to participate and to increase 

citizen-oriented services. To ensure all the smart 

services are integrated, all system like wireless 

and mobile networks infrastructure, software 

development, data security and privacy and 

legislation on data protection, should be 

considered. UAE Smart Government needs to 

seriously look on these matters for continuous 

future development future [1]. 

Smart government is a more sophisticated new 

concept as compared with e-government concept. 

Since the users of smart government whether 

individuals or organizations have many 

expectations about the smart government services, 

then it can relate with e-service that provides 

services through many different information 

technology applications. Thus it can be said that 

smart government is the government that use e-

service to provide various category of services 

with all dimensions and characteristics. Smart 

government electronic services will speed up the 

completion of transactions and giving convenient 

to customer. With providing services smartphone, 

customer does not need to go to the government 

department for the services. Smart government 

services can be defined as the implementation of a 

set of business processes and underlying 

information technology capabilities that enable 

information to flow seamlessly across government 

agencies and programs to become intuitive in 

providing high quality citizen services across all 

government programs and activity domains [3, 5].  

Hence it is important to determine the service 

quality of the smart government to fulfil the 

customer requirement. Service quality (SQ) is 

important to organization as it is associated with 

customer satisfaction, customer retention, costs, 

profitability, and positive word of mouth. Service 

quality has been recognized as one of the major 

factors for organization sustainability. It is also 

considered as one of the driving forces for an 

organization’s achievement. Service quality 

represents the comparison between customers’ 

expectations of how a company or organization 

should perform and the service performance that 

customers perceive [4, 6]. To improve UAE smart 

government, it is important to identify customer 

satisfaction on the service provided in its e-

services. By identifying the customers’ 

expectations and also satisfaction on the provided 
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services continuous improvement will achieve the 

target of the smart government [7].  

 

2. Service quality  

It is not an easy task to measure citizen 

satisfaction especially if measurement factors and 

criteria are not well specified. Development of e-

government citizen satisfaction measurement 

criteria is still progressing. Several researches 

were conducted to uncovered factors to measure 

e-government citizen satisfaction [12, 13]. Hence 

there is a need for more study on citizen 

satisfaction on e-government services. The 

findings will provide an input to the government 

to improve the service and this will finally achieve 

the smart government [14, 15]  

Many researchers adopted SERVQUAL scale in 

their study related to service quality. The original 

SERVQUAL scale consists of 22 items that 

measure perceived service quality across five 

dimensions. These five dimensions are tangibles, 

reliability, responsiveness, assurance and 

empathy. The tangibles dimension measures the 

effects of the appearance of the physical facilities, 

equipment, personnel, and communication 

materials on the client’s perception of service 

quality. Reliability addresses the ability to 

perform the promised service dependably and 

accurately. Responsiveness is defined as the 

willingness to help clients and provide prompt 

service. Assurance measures the knowledge and 

courtesy of employees and their ability to convey 

trust and confidence. Empathy is the caring and 

individualized attention provided to clients [1, 9]. 

However for information system service quality, 

the dimension of tangibles means that the 

hardware, software, and information of the 

information system can be updated frequently; for 

reliability dimension it means the trustworthy of 

service provider;  for responsiveness it means that 

the services are provided timely; for assurance it 

means that the service providers have sufficient 

knowledge and ability to do a good job and finally 

for empathy it means the services are very  

enthusiastic and patience to the customer [8]. 

There are many service quality dimensions that 

need to be evaluated before can be adopted in 

smart government applications especially for 

UAE. Furthermore, the basic concerns which need 

to handle in e-government research are such as 

identifying problems which hold back the 

advancement of e-government, the sustainability 

of e-government, the ability of e-government to 

improve the government current poor quality of 

services, evaluating the e-government services 

and others. Several research found that  in 

developing countries, about 35% of e-government 

projects failed, 50% partially failed and only 15% 

are successful [10, 11]. To overcome these issues, 

there is a need to conduct research to evaluate 

citizen satisfaction using e-government services 

and this can improve the services especially for 

the UAE government administration. 

 

3. Conceptual model of smart government 

service quality  

Many studies had uncovered smart government e-

service quality however the most popular quality 

dimensions are information quality, service 

quality, system quality and product quality;  

• Information quality refer to provide 

informative, necessary and authoritative timely, 

reliable and accessible information services [18, 

19] 

• Service quality refers to rapid service, 

convenient service, and many other aspects [20, 

21].  

• System quality based on reliability, 

flexibility, ease of use, a level that includes many 

elements such as response time [22, 23].  

• Product quality is based on performance, 

features, reliability, conformance, durability, 

serviceability, aesthetics, and perceived quality 

[24] 

Service quality represents the comparison between 

customers’ expectations of how a company or 

organization should perform and the service 

performance that customers perceive [4, 6]. While 

service value is to create value in the form of 

services. Service value system encourages service 

providers to think about how all the different 

components needed to deliver services can work 

together to help co-create value with service 

consumers [7]. To improve UAE smart 

government, it is important to identify customer 

satisfaction on the service provided in its e-

services. By identifying the customers’ 

expectations and also satisfaction on the provided 

services continuous improvement will achieve the 

target of the smart government. For this reason, a 

conceptual model is proposed as figure 1 
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Figure 1 – The Development of the Conceptual 

Model 

 

Figure 1 shows the proposed mediation model for 

UAE Smart government services. It consisted of 

four dimensions of service quality act as 

independent variable construct which relates to 

one dependent variable construct of citizen 

satisfaction and also on mediator construct of 

service value. The hypotheses that can be derived 

from this model are the service quality has 

significant relationship with citizen satisfaction 

and the mediator has some effect to this 

relationship. 

 

4. Conclusion 

The citizen satisfactions are extremely varied and 

impacted significantly to the quality of services 

that the smart government provided. This paper 

presents an initial study to establish relationship 

between the service qualities with citizen 

satisfaction for UAE smart government services. 

Based on the literature review a proposed 

conceptual model was presented. The model is a 

mediation model where it intended to determine 

the mediating effect of service value on smart 

government service quality and users satisfaction 

in UAE smart government service. It depicted six 

noteworthy groups of components, specifically 

information quality, service quality, system 

quality, product quality, service value and citizen 

satisfaction. This research is significant because 

citizen satisfaction is one of the most important in 

terms of activity rates, labor absorption and 

creating employment opportunities among others.  
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