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ABSTRACT 

Most governments around the world have put considerable financial resources 

into the development of e-government systems. They have been making significant 

efforts to provide information and services online. However, previous research shows 

that the rate of adoption and success of e-government systems vary significantly 

across countries. It is argued here that culture can be an important factor affecting e-

government success. This paper aims to explore the relevance of personal values to 

the e-government success from an individual user’s perspective. The ten basic values 

identified by Schwartz were used. A Delphi study was carried out with a group of 

experts to identify the most relevant personal values to the e-government success from 

an individual’s point of view. The findings suggest that four of the ten values, namely 

Self-direction, Security, Stimulation, and Tradition, most likely affect the success. 

The findings provide a basis for developing a comprehensive e-government 

evaluation framework to be validated using a large scale survey in Saudi Arabia. 
 

Keywords: e-government, e-government evaluation, e-government portals success, 

personal values, culture. 

 

INTRODUCTION 

Governments all over the world have invested heavily in Information and 

Communication Technology (ICT) in general and e-government systems in particular. 

For example, the Canadian government has allocated $880 million to invest in e-

government technologies from 2000 to 2005 (Kumar et al., 2007). Another example 

from the Eastern world is the South Korean government. It invested $5 billion in ICT 

between 1996 and 2001 (Lee et al., 2005). Saudi Arabia as both a Middle Eastern and 

developing country has invested about $800 million in e-government (AMEinfo, 

2006). 

This big spending on e-government technologies is, however, offset by a great 

fear of failure. A study by Heeks (2003) found that 35% of e-government initiatives 
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were total failures (i.e. “the initiative was never implemented or was implemented but 

immediately abandoned”), 50% were partial failures (i.e. “major goals for the 

initiative were not attained and/or there were significant undesirable outcomes”), and 

only 15% of e-government initiatives were regarded as being successful (i.e. “most 

stakeholder groups attained their major goals and did not experience significant 

undesirable outcomes”). Nowadays, the fears of failure is not the only issue but other 

issues have also emerged, such as the impact of e-government in terms of 

environment and corruption (e.g. Almalki et al., 2012; Shapiro, 2013; Karunasena & 

Deng, 2012; Bertot et al., 2010). 

Research on e-government has a relatively short history (Dwivedi, 2009). 

Governments all over the world have started launching their e-government initiatives 

only since the late 1990s (Torres et al., 2005; Meijer et al., 2009), aiming at 

delivering their information and services in electronic form to their citizens, residents, 

and businesses (Torres et al., 2005). E-government, like any other application of 

information systems (IS), has been researched since it has emerged. However, its 

short research history means that some crucial issues such as e-government success 

have not been fully investigated yet from different perspectives despite a significant 

number of papers being published in this area. 

Analyzing the most cited articles published since 2008 in the Government 

Information Quarterly Journal reveals that the most frequently cited paper was about 

assessing the success of e-government. This study was conducted by Wang & Liao 

(2008) and empirically tested and validated the updated IS success model of DeLone 

& McLean (2003) in the context of e-government. It adapted the model without any 

modification. However, the many citations of this study indicate the substantial 

interest in academia in issues related to the success of e-government. 

In addition, looking at the recent publications in e-government research by 

(Worrall, 2011) reveals that the evaluation of e-government success in general is still 

one of the major issues investigated by researchers. Studies on e-government have 

focused on a variety of issues, such as its adoption and acceptance (e.g. Shareef et al., 

2011; Ozkan & Kanat, 2011; Kumar et al., 2007; Srivastava & Teo, 2009; Tung & 

Rieck, 2005), its evaluation (e.g. Barnes & Vidgen, 2006; Papadomichelaki & 

Mentzas, 2012; Karunasena & Deng, 2012; Irani et al., 2005) and success (Wang & 

Liao, 2008; Floropoulos et al., 2010; Gil-García & Pardo, 2005). The aforementioned 

studies within their classified groups look at e-government from different angles. For 

instance, the trust in e-government has been investigated from different perspectives 

(e.g. trust in governments and trust in using e-government technology). Another 

important theme of e-government research is the impact of e-government systems on 

individuals (e.g. Irani et al., 2012; Chan et al., 2010). 

 

CULTURE AND VALUES 

Culture has always been considered as a major factor affecting IS adoption and 

success and many researchers have examined culture and its impact on IS success (e.g. 

Leidner & Kayworth, 2006; Agourram, 2009; Al-Gahtani et al., 2007). E-government, 

as a specific application of ICTs, can also be affected by culture (e.g. Lean et al., 2009; 

Aladwani, 2012; Zhao, 2013). A previous study conducted by the authors suggests 

that culture can also play a critical role affecting individuals’ perception of the e-

government portals’ success (Al. However, culture is a challenging variable to study 

since it has various definitions and measurement items (Leidner & Kayworth, 2006). 

When conducting research that involves culture, the first challenge is to 

understand what culture is, how it is conceptualized, and what the possible 
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dimensions are that formed the concept of culture (Straub et al., 2002). Many 

definitions of the term “culture” are available in the literature. It is notable to mention 

that Kroeber & Kluckhohn (1952) identified 164 definitions of culture. These 

definitions were formed in different ways and from many perspectives (Kroeber & 

Kluckhohn, 1952). 

The definitions of culture differ in their understanding and using of a central 

concept (Sackmann, 1992). These central concepts might be: a set of beliefs, basic 

assumptions and a set of shared core values. This may create some ambiguity and 

confusion since different authors use these concepts in different ways (Sackmann, 

1992). 

The differences between conceptualizations of culture manifest themselves at 

four different levels (Hofstede et al., 2010). These levels explain the culture concept 

when going into depth of its concept. The importance of mentioning these levels is to 

show where the value concept is located into the culture. Values occupy the kernel 

position in the culture concept. Table 1 shows the manifestations of culture at five 

levels: Symbols, heroes, rituals, practices and values. The definitions and examples of 

these manifestations are taken from (Hofstede et al., 2010). 

 

TABLE 1 DEFINITIONS AND EXAMPLES OF MANIFESTATIONS OF 

CULTURE (Hofstede et al., 2010) 

Manifestations 

of Culture at 

Different 

Levels 

Definitions and Examples 

Symbols 

Words, gestures, pictures, or objects that carry a particular meaning 

that is recognized as such only by those who share the culture (e.g. 

language) 

Heroes 

Persons, alive or dead, real or imaginary, who posses 

characteristics that are highly prized in a culture and those serve as 

models for behaviour (e.g. parents)  

Rituals 

Collective activities that are technically superfluous to reach 

desired ends but that , within a culture, are considered socially 

essential 

Practices Symbols, heroes, rituals are subsumed under the term practices 

Values 

Broad tendencies to prefer certain states of affairs over others. 

Values are feelings with an added arrow indicating a plus and a 

minus side (e.g. evil versus good and dangerous versus safe) 

 

 

Personal Values 

Values were defined by Rokeach (1973) and Schwartz (1992) as cognitive 

representations of desirable and abstract goals. Personal values can influence the 

behaviour of individuals in various aspects of life. Rokeach (1973, p. 3) states the 
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importance of personal values for all sciences and when it is vital to study human 

behaviours: “The value concept, more than any other, should occupy a central 

position ... able to unify the apparently diverse interests of all the sciences concerned 

with human behavior”. Schwartz (1992, p. 3) justifies the identification and 

classification of human values in his study, arguing that “identification of a universal 

structure would permit the derivation of basic value dimensions that could be used for 

the purposes of comparison”. 

The ten basic values identified by Schwartz (1992) include all the core values 

that are widely recognized in cultures around the world (Schwartz, 2009). Table 2 lists 

the ten value types taken from Schwartz (2009). Schwartz’s classification can help 

researchers to know what values are most related to their phenomenon and what 

values have less of an impact. Schwartz (1992) commented on these terms and stated 

that they proclaim the centrality of personal values. 

 

TABLE 2 THE VALUE TYPES AND DEFINITIONS (Schwartz, 2009) 

Value Type Definition  

Power Social status and prestige, control or dominance over people and resources 

Achievement Personal success through demonstrating competence according to 

social standards. Hedonism Pleasure and sensuous gratification for oneself 

Stimulation Excitement, novelty, and challenge in life 

Self-direction Independent thought and action; choosing, creating, exploring 

Universalism Understanding, appreciation, tolerance, and protection for the welfare 

of all people and for nature Benevolence Preserving and enhancing the welfare of those with whom one is in 

frequent personal contact (the ‘in-group’) Tradition Respect, commitment, and acceptance of the customs and ideas that 

traditional culture or religion provide the self Conformity Restraint of actions, inclinations, and impulses likely to upset or harm 

others and violate social expectations or norms 

Security Safety, harmony, and stability of society, of relationships, and of self 
 

Personal Values in e-Government Portals' Success 

Personal values have been considered in many different research areas. 

Researchers have included personal values as an important aspect in their studies. 

Such studies include environmental studies (e.g. Papagiannakis & Lioukas, 2012; Lee, 

2011), mall shopping behaviour (e.g. Shim & Eastlick, 1998; Cai & Shannon, 2012), 

food consumption (e.g. Vermeir & Verbeke, 2008; Hauser et al., 2011). 

Personal values have also been considered in a number of studies in relation to IS 

adoption. For example, in the electronic shopping (e-shopping) context, Jayawardhena 

(2004) conducted a study to enhance the understanding of electronic consumers’ (e-

consumers) purchase behaviour by taking into consideration the effects of personal 

values on consumer attitude and behaviour. Jayawardhena (2004) followed the value-

attitude-behaviour model that is widely used to examine the role of personal values in 

various contexts. Jayawardhena (2004) found that:" Individual attitudes towards e-

shopping were a direct predictor of e-shopping behaviour and mediated the 

relationship between personal values and behaviour. His findings on the relationship 

among personal values, attitudes and behaviour may be exploited by e-tailers to 

position e-shops and to provide a persuasive means for e-shoppers to satisfy their 
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needs. Moreover, Haag et al. (2009) also explored the relationship between personal 

values and personal knowledge development in e-learning environments. 

The rationale of considering personal values in our study is based on the 

argument made by Schwartz and Bilsky (1987). They point out that the impacts of 

values as independent variables on both attitudes and behaviour can be predicted, and 

interpreted more effectively by using indexes of the importance of value domains as 

opposed to single values. Adopting the personal value theory in the context of e-

government portals will enable us to use this theory to explain the role of personal 

values in affecting individuals’ perceptions on the e-government portals success. 

 

RESEARCH METHOD 

To know which of the ten personal values are mostly relevant to e-government 

portals success, a Delphi study was conducted with a panel of experts. The aim of this 

Delphi study was to investigate which value types are particularly relevant to e-

government portals’ success from an individual user’s perspective. The result of this 

Delphi study will be used later in a PhD research to examine to what extent, and how, 

the identified value types affect e-government portals’ success. 
 

Delphi Method 

The Delphi method seeks to obtain consensus on the opinions of experts through 

a series of questionnaires that collect and aggregate informed judgements on specific 

questions or issues (Duan et al., 2010). The Delphi method has been widely used in 

various research disciplines and has become an important technique in a variety of 

research areas (e.g. engineering, technology, social sciences, business administration 

and physical sciences) (Krishnaswamy et al., 2009). It has been a very useful method 

in IS research (Okoli & Pawlowski, 2004; Gonzalez et al., 2010; Brüggen & Willems, 

2009). 

A Delphi method is suitable when researchers or practitioners find no sufficient 

information to rely on to make decisions. Consequently, researchers seek the help 

from experts in the field of their research and conduct their study in the form of a 

series of questionnaires in one or more rounds (Krishnaswamy et al., 2009; Skulmoski 

et al., 2007). The number of rounds that is required to arrive at an acceptable level of 

consensus can differ. Some researchers can reach an acceptable consensus in two 

rounds (Turoff, 1970). However, some studies carried out a Delphi study using only 

one round (Skulmoski et al., 2007). This is because the prime goal of a Delphi method 

is not to carry out specific number of rounds but to obtain a significant and substantial 

consensus among experts (Krishnaswamy et al., 2009). 

The key advantage of this method is to avoid direct interaction and confrontation 

between the experts (Okoli & Pawlowski, 2004). This will enable the nominated 

experts not to provide their opinions under the influence of other experts since the 

opinions are provided in an anonymous manner.  

The Delphi method is adopted in this study for a number of reasons. First, this 

study is to examine which value types are relevant to e-government portals’ success. 

This ambiguous issue which has not been investigated in the literature requires 

knowledge from people who understand factors affecting IS success, e-government, 

and cultural and personal values. Second, the Delphi study method allows the 

researchers to collect richer data leading to a deeper understanding of the research 

questions. 

 

Expert Selection 
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A Delphi study requires qualified experts with a deep understanding of the issues. 

According to Okoli & Pawlowski (2004) choosing appropriate experts is the most 

important but also the most neglected part of a Delphi study. Therefore, great caution 

has been taken when selecting experts in this study. The main goal of the research was 

to determine which of the ten individual-level value types are particularly relevant to 

e-government portals' success. The research theme covers three major research 

streams that are e-government, websites evaluation and personal values/cultural 

studies. Forty experts were invited to participate. All of them were selected based on 

their publications, esteem in the field and experience from the information published 

on their personal website. They have demonstrated extensive knowledge and 

understanding of the chosen fields. For example, some experts were identified through 

research on the relevant journal editorial board members. 

There is a lack of agreement between scholars on the number of experts required 

for a Delphi study. Some researchers (e.g. Brockhoff, 1975) suggest that the minimum 

number of experts needed in order to get valid results is four. Others, such as Okoli & 

Pawlowski (2004) suggest to use 10-18 experts. Although forty experts were invited 

to participate in the study, we expected to have over 10 experts to participate in all 

rounds of surveys until a satisfactory consensus level is achieved. 
 

Data Collection Procedure 

The data were collected in two rounds. In the first round, a questionnaire was 

adapted based on the questionnaire of Haag (2010). The questionnaire was divided 

into different sections and intended to be as short and simple as possible in order to 

increase the response rate. 

In the first round, the following information was collected: 

1. Section one provides instructions to participants on how to participate in this 

Delphi study. 

2. Section two provides background information about the Delphi study. 

3. Section three collects participant’s demographic information. 

4. Section four asks the participants to select no more than five value types based on 

their judgement. These value types should be either particularly relevant or have a 

significant impact on e-government portals' success. The participants were invited 

to add their justification. 

5. Section five explains the value types under investigation. This section lists all the 

ten individual-level value types along with their definitions and explanations from 

different sources of information. 

E-mails were sent to forty experts to brief them about the Delphi study. The 

experts had the option to fill in the Word document questionnaire or the online 

version. Two rounds of reminder e-mails were sent. Eleven experts out of forty 

responded to the survey in the first round, which represents a response rate of 28%. 

The level of consensus in the first round was not sufficient and another round 

was carried out. Based on the compiled results, customised e-mails were sent to the 

eleven respondents. Each e-mail included the compiled results along with the selected 

value types by that particular respondent. In the second round, the experts were 

requested to rank no more than five value types from 1 to 5, where 1=least relevant 

and 5=most relevant. All the 11 experts responded to the second round. Reminder e-

mails were sent once to some of the respondents who did eventually respond by the 

specified deadline. 

 

RESULTS AND ANALYSIS 
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This section is divided into two main parts based on the number of rounds 

carried out in this Delphi study. The first part summarizes the results of the first round. 

The second part summarizes and discuss the results of the second round and their 

implications on this stage of the PhD and the future stages. 

 

Results of the First Round 

Eleven responses were received after sending reminder e-mails to all the 

nominated experts twice. The results have been compiled and presented in Table 3. 

The percentage of agreement was calculated by dividing the number of responses by 

the number of respondents and multiply it to 100. 

 

 

TABLE 3 DELPHI STUDY: FIRST ROUND RESULTS 

Value type 

Selecting Value Types as 

Particularly Relevant To/ 

Having an Impact on e-

Government Portals' Success 

Total Number of Respondents: 

11 

No. of 

responses 
Percentage 

Self-direction 9 82% 

Stimulation 7 64% 

Security 7 64% 

Tradition 5 45% 

Conformity 5 45% 

Achievement 4 36% 

Hedonism 4 36% 

Power 4 36% 

Universalism 3 26% 

Benevolence 1 9% 

 

As it can be seen in this table, Self-direction has the highest level of agreement. 

The remaining value types have medium, low and very low level of agreement. The 

last two value types, namely universalism and benevolence, showed the least level of 

agreement (26% and 9%, respectively) and it was decided to remove them from the 

second round. 
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Results of the Second Round 

The percentage of the level of agreement was calculated in this round based on 

the rankings given by the respondents. The level of agreement for each of the 

remaining eight value types was calculated by dividing the average of the rankings by 

the number of responses for each value type. The value types are listed in descending 

order based on the average rankings in Table 4. 

 

 

TABLE 4 DELPHI STUDY: SECOND ROUND RESULTS 

Value Type 

Selecting Value Types as Particularly Relevant To/Having an Impact of e-

Government Portals' Success 

Total Number of Respondents: 11 

No. of Responses Sum of Rankings = ∑Rankings 

Percentage of 

Agreement = 

(∑Rankings / 55) * 100 

Self-direction 10 39 71% 

Security 10 38 69% 

Stimulation 9 34 62% 

Tradition 9 28 51% 

Conformity 7 19 35% 

Achievement 6 17 31% 

Power 5 13 24% 

Hedonism 4 7 13% 

 

Based on the calculations in Table 4, a summary of the levels of agreement for 

the two rounds is provided in Table 5. It can be seen that the levels of agreement in 

both rounds are quite similar. 
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TABLE 5 COMPARISONS BETWEEN THE FIRST AND THE SECOND ROUND 
Selecting Value Types as Particularly Relevant To/Having an Impact of e-

Government Portals' Success 

Total Number of Respondents: 11 

Percentage of Agreement 

Value type Round 1 Value type Round 2 

Self-direction 82% Self-direction 71% 

Security 64% Security 69% 

Stimulation 64% Stimulation 62% 

Tradition 45% Tradition 51% 

Conformity 45% Conformity 35% 

Achievement 36% Achievement 31% 

Power 36% Power 24% 

Hedonism 36% Hedonism 13% 

 

DISCUSSION 

The ranking of the importance of the personal value types helps to identify the 

most relevant value types to e-government portals’ success. Thus, these values were 

added to the proposed framework that is going to be tested in the context of Saudi 

Arabian e-government portals. 

In this section, the opinions given by the expert panel in the first round are 

illustrated and discussed. It is noted that most of the comments were made when an 

expert felt that the value type is particularly relevant to e-government portals’ success. 

Very few comments were given by the experts on why other values types are less 

relevant to e-government portals’ success. Therefore, it can be noted that the 

comments presented in this section are largely supporting the relevance of value types 

to e-government portals’ success. In the following discussion, some comments by the 

experts regarding self-direction, security, stimulation and tradition are presented and 

discussed. 
 

Self-Direction 

Self-direction is the highest ranked value type in this Delphi study. Experts gave 

different justifications for selecting self-direction as particularly relevant to e-

government portal's success. 

One of the experts commented: “By visiting the e-government portal, you often 

have a particular aim in mind, i.e. something you want to achieve, e.g. submitting a 

particular request”. This comment points to one of the measurement items of self-

direction which is “Choosing our own goals” (Schwartz, 1992). This might mean that 

an e-government user who scores high on self-direction might want to share his 

goals/purposes of using the portals with others (i.e. government organizations, 

officials, users, etc). He/she might not want the others (i.e. government organization) 

to be dominant in specifying the goals of creating or using the portal. Moreover, those 
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users who score high on self-direction may think that it is important to be interested in 

using e-government portals in general and also to be independent (i.e. not to rely on 

the public sector organizations’ employees to do things and to be restricted by their 

rules to get information or receive services). 

Another expert commented: “Freedom in terms of time and place is the biggest 

thing that an e-government user is looking for, as he/she does not want to visit the 

government office but do things online at a convenient time and place”. This 

comment clearly relates to the measurement item “Freedom” (Schwartz, 1992). This 

suggests that a person who scores high on self-direction may be eager not to be 

restricted by the time and place to receive the e-government services. He/she believes 

that dealing with the government can be conducted in a convenient manner regardless 

of time and location restrictions. 

One of the experts pointed out that “an e-government user who scores high on 

self-direction is likely to be independent and do not prefer to be under the control of 

the others”. This person might not like to be controlled by the public sector employees 

and does not prefer to interact with them face-to-face. Almalki et al. (2012) identified 

that one of the reasons why users prefer to use available e-government services is that 

one may be able to avoid the possibility of corruption that exists when visiting offices 

and ask for services in a face-to-face setting. This may indicate that when dealing with 

government organizations, interacting with government employees and being 

controlled by them can be seen as a negative experience due to the possible 

administrative and/or financial corruptions. 
 

Security 

First of all, it is crucial to distinguish between the term “security” in the context 

of human values and in the context of IT. In the context of human values the 

definition of security given by Schwartz et al. (2001) is as follows: “Safety, harmony 

and stability of society, of relationships, and of self”. In the context of IT and its 

applications, security is mainly defined as protecting users from fraud/financial loss 

and ensuring that a transaction is carried out as it was supposed to be 

(Papadomichelaki & Mentzas, 2012). 

The issue of security has received a lot of interest in IS research. In developed 

countries, security is given great attention in various applications of IS such as online 

banking (Yuen et al., 2010). According to Yuen et al. (2010), commenting on security 

in online banking, they suggest that users in developed countries enjoy more security 

and better privacy measures and legislation. This should be considered with the same 

importance in the field of e-government because some services could involve money 

transfer. In sum, security is an important factor in whether or not individuals will use 

web-based services (Belanger & Hiller, 2006). 

In the context of e-government, the users are expected to provide more personal 

information when making transactions with e-government systems, in which they 

expose themselves to viruses, hacker attacks and identity theft (Kaisara & Pather, 

2011). This makes security one of the worrying issues when using computers in 

general and being connected to the Internet in particular. Moreover, the expert panel 

has ranked security as one of the values that is particularly relevant to e-government 

portals’ success. Therefore, an e-government portals’ user who scores high on security 

as a value may score high as well on measurement items related to financial risk, 

security risk, and privacy risk. 

The experts in this Delphi study look at security from a different point of view. 

The first comment raises a concern about the relationship between the government 
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and the individuals: “I think this is very important. If I use an e-government portal, I 

do not want the government to use my interaction against me. There needs to be trust 

that my data is not misused”. The other two comments discuss the issues of security 

and privacy when using the e-government portal: “I guess this may be very important 

because users should feel that the shared information is safe and secure”, whereas the 

other comment states: “Users will use the portal when they have the feeling that their 

user data is safe”. 

 

Stimulation 

Stimulation is defined as “Excitement, novelty, and challenge in life” (Schwartz, 

1992). In the context of using IT in general and e-government systems in particular, it 

is expected that the stimulation value may drive a person to leave the traditional 

method of receiving government services and utilize e-government systems. Using e-

government is still a relatively new method of interacting with governments. This has 

been expressed by different experts in slightly different terms. One of the experts 

stated: “Using e-government portals might be for some people a relatively new and 

exciting approach to search for information provided by public bodies. Browsing and 

exploring e-government portals could also be interesting and stimulating to people 

and make them want to find out more about the services public bodies can offer”. 

One of the experts stated that the stimulation should come from the e-

government systems itself. These systems should include means to foster a user’s 

engagement with the site: “An e-government system, like all interactive systems, 

should stimulate me and provide means to foster my engagement with the site. I need 

to have a positive user experience; I think this is the one of the crucial factors for a 

portal' success and the reason why I may choose the portal over just picking up the 

phone”.  

Another expert mentioned that there is a “need to define 'success' of e-

government portals. If it is increased usage by public, I see using e-government portal 

may make certain people feel convenient, thus an enjoyable thing to get things done”. 

In this situation, the e-government users will be stimulated after using e-government 

portal and feel convenient when using it. Both of the previous comments may indicate 

that the e-government user who scores high on stimulation is likely to score high on 

the quality dimensions of an e-government portal. 
 

Tradition 

When governments deliver services to their clients (i.e citizens and residents), 

their services can be categorized into two major types: the traditional way of visiting 

the government office in person or using telephone (Heeks, 2008), and the new way 

of using the e-government systems to obtain the information/services. Using e-

government portals is an example of the second type of governments' services 

delivery. 

Generally, clients expect a better quality of services delivery via e-government 

portals. According to Lin et al. (2011), Gambians using e-government websites tend 

to expect more efficiency and effectiveness of online services compared to the 

traditional face-to-face/counter approach. However, this is not something that can be 

generalized to all clients. Based on the definition of the tradition value, i.e. “respect, 

commitment, and acceptance of the customs and ideas that traditional culture or 

religion provide” (Schwartz, 1992) and its explanation given by Changingminds.org 

(2012) that “The traditionalist respects that which has gone before, doing things 

simply because they are customary. They are conservatives in the original sense, 

ISS & MLB︱September 24-26, 2013

ISS 107

1
矩形



12 
 

seeking to preserve the world order as is. Any change makes them uncomfortable”; 

clients who are supposed to be traditionalist are likely to be reluctant to use e-

government portals. This is due to their internal belief that they respect what has gone 

before which is visiting the government office to interact face-face to the employees. 

One of the experts on the panel commented on what could be the relationship 

between people who can be described as traditionalist and using e-government portals 

by saying: “scoring high on tradition might have a negative effect here. People might 

prefer the old-fashioned way of getting government information or they might prefer 

to deal with real people that can be advice them face-to-face”. 

Another expert discussed the importance of the tradition value and stressed that 

e-government portals should not disrupt a user’s traditions: “this may also be 

important for users to feel that e-government does not disrupt their traditions. but this 

may vary a lot for different individuals”. One expert recommended that, when users 

use e-government portals, they should not feel that they are disconnected from what 

they used to do with the government offices and the e-government portals should be 

implemented based on their requirements. This can be achieved, as the expert 

suggested, as follows: “[a] system will be easier to use when users find 

features/information/functionality that they know from the 'offline world' and they can 

connect to”. 

 

CONCLUSION 
To understand the e-government portal success from an individual’s point of 

view, it is argued that personal values play an important role. The ten basic values 

identified by Schwartz have been recognized as a valuable instrument to measure 

various dimensions of personal values. They have been used in different studies to 

establish the relationships between personal values and their impact on the chosen 

issues. However, not all of the ten values may be equally relevant to e-government 

success. Therefore, this study aims to identify the most relevant value types to the e-

government portals’ success. The findings will lead a more focused approach in 

developing and testing a framework for e-government portal success evaluation. 

The findings of this Delphi study show that self-direction, security, stimulation 

and tradition have been selected from the ten individual-level value types with regard 

to their relevance to e-government portal’s success. These preliminary findings 

provide valuable insights and a sound basis for future research. For example, these 

four value types will be included in a theoretical framework of a PhD research. The 

framework will be tested along with other dimensions in the next stage of the research 

to further validate the relevance and extent of the impact of personal values on e-

government success in Saudi Arabia. 
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