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 

Abstract: Information and telecommunication technology 

(ICT) are today practiced in various public sectors and are 

considered as a cost-effective and convenient means to encourage 

openness, transparency, and to reduce corruption. It has also put 

innovation and ICT more than ever at the heart of smart 

development. Presently, this phenomenon has also been adopted 

by governments so as to cope with various problems created by 

increasing urban populations in their countries. The main 

objective of this study is to examine the influence of Dubai smart 

government characteristics on the user satisfaction. Online survey 

was used to collect data for this study, the sample size was 

determined as 250 users of Dubai smart government services, who 

are users who got the services from five major strategic or 

government partners of smart government establishment: Dubai 

Police, RTA, DEWA, DHA, and Dubai Municipality. PLS (Partial 

Least Squares) SEM-VB (Structural Equation 

Modelling-Variance Based) was employed to assess the research 

model by utilising the software SmartPLS 3.0. This paper adds to 

the existing literature of smart government characteristics 

(Information System Quality, Relationship with Public Agencies, 

Leadership, Accountability and Transparency, and Productivity) 

and user satisfaction (Usefulness, Awareness, Service Quality, 

Trust, and Social Influence).  The results of this study have the 

potential to give further insights into Dubai government to 

improve their users’ satisfaction. 

 
Keywords: Dubai smart government; user satisfaction; Dubai; 

UAE. 

I. INTRODUCTION 

InformationT andT telecommunicationT technologyT 

(ICT)sT areT todayT practicedT inT variousT publicT 

sectorsT andT areT consideredT asT aT cost-effectiveT andT 

convenientT meansT toT encourageT openness,T 

transparency,T andT toT reduceT corruptionT [1].T 

Moreover,T itT hasT createdT aT newT playingT fieldT forT 

worldwideT competitionT withT anT increasingT premiumT 

forT knowledge,T learning,T agility,T andT connectedness.T 

ItT hasT madeT itT possibleT toT captureT andT deployT 

informationT andT knowledgeT forT allT kindsT ofT 

activity.T ItT hasT alsoT putT innovationT andT ICTT 

moreT thanT everT atT theT heartT ofT smartT 

development.T Presently,T thisT phenomenonT hasT alsoT 

beenT adoptedT byT governmentsT soT asT toT copeT 

withT variousT problemsT createdT byT increasingT urbanT 

populationsT inT theirT countriesT [2,T 3]. 

OneT ofT theT keyT goalsT ofT publicT managementT 
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orT provisionT ofT governmentT servicesT isT toT 

improveT citizenT satisfactionT withT theT government,T 

particularlyT publicT serviceT performance,T efficiency,T 

effectiveness,T andT responsiveness,T amongT otherT 

performanceT dimensions.T InT addition,T theT growingT 

informationT needsT byT differentT stakeholders,T 

increasingT urbanT populationT toT aT greaterT extent,T 

theT lackT ofT effectiveT andT efficientT communicationT 

channelsT betweenT theT governmentT andT residents,T aT 

lackT ofT bestT knowledgeT managementT practicesT areT 

aT fewT criticalT issuesT thatT theT UAET governmentT isT 

aimingT toT resolveT throughT smartT governmentT 

initiativesT inT theT country.T Moreover,T itT isT clearT 

thatT theT ultimateT outcomeT ofT DubaiT smartT 

governmentT initiativesT isT toT enhanceT theT qualityT 

ofT livesT inT theT city,T asT wellT asT happiness,T 

leadingT toT increasedT residents’T satisfactionT inT 

DubaiT towardsT theT governmentT orT publicT services.T 

SinceT theT DubaiT governmentT hasT beenT developing,T 

promotingT andT executingT variousT smartT governmentT 

initiativesT sinceT MayT 2013,T thereT isT noT empiricalT 

studyT orT investigationT whetherT theyT haveT 

effectivelyT beenT adoptedT byT theT residentsT andT 

affectT theT residents’T satisfactionT level.T  

InT theT viewT ofT DubaiT SmartT governmentT 

establishment,T itT canT beT notedT thatT publicT 

managementT isT carriedT outT throughT itsT strategicT 

partnersT suchT asT DubaiT ElectricityT andT WaterT 

AuthorityT (DEWA);T TheT ExecutiveT Council;T DubaiT 

HealthT AuthorityT (DHA);T RoadsT &T TransportT 

AuthorityT (RTA);T DubaiT Tourism;T DubaiT Police;T 

DubaiT MunicipalityT DepartmentT ofT EconomicT 

DevelopmentT (DED)T etc.T Hence,T itT isT clearT thatT 

thoseT governmentT departmentsT mayT directlyT orT 

indirectlyT beT ableT toT influenceT theT residents’T 

satisfaction.T Therefore,T theT importanceT ofT studyingT 

theT significantT associationT betweenT residents’T 

satisfactionT andT DubaiT smartT governmentT 

establishment. 

II. T LITERATURET REVIEW 

A. DubaiT SmartT GovernmentT CharacteristicsT 

(DSG) 

SmartT governanceT isT definedT asT aT subsetT ofT 

theT smartT cityT domainT whereT anT openT dialogueT 

betweenT citizensT andT cityT officialsT isT enabledT 

throughT anT informationT 

andT communicationsT 

technologyT (ICT)T platformT 
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[4].T SmartT governanceT includesT “theT aspectsT ofT 

politicalT participation,T servicesT forT citizensT asT wellT 

asT theT functioningT ofT theT administration”T [5].T ByT 

reviewingT allT ofT aboveT definitions,T thisT paperT 

definesT smartT governmentT asT theT promotionT ofT 

smartT cityT initiativesT toT serveT itsT beneficiariesT andT 

publicT administration/management. 

InT orderT toT deriveT theT criticalT factorsT 

influencingT smartT governmentT performance,T severalT 

journalT articles,T asT wellT asT theT researcher’sT 

opinionsT couldT beT used.T AccordingT toT literatureT 

review,T itT isT foundT thatT thereT areT severalT studiesT 

thatT investigatedT theT successT orT failureT factorsT ofT 

e-governmentT andT smartT governmentT [6-12].T 

Accordingly,T followingT factorsT canT beT establishedT 

asT theT criticalT factorsT affectingT DubaiT smartT 

governmentT performanceT [8,T 12-15]. 

TheT integrationT ofT ICTT withT developmentT 

projectsT canT changeT theT urbanT landscapeT ofT aT 

cityT andT offerT aT numberT ofT potentialT 

opportunities,T theyT canT enhanceT theT managementT 

andT functioningT ofT aT cityT [16].T AccordingT toT 

ElkadiT (2013)T [11],T informationT systemT factorsT 

directlyT impactT theT successT orT failureT ofT 

e-government.T AsT highlightedT byT DeLoneT &T 

McLeanT (2013)T [10],T informationT systemT successT 

factorsT encompassesT severalT aspectsT includingT theT 

qualityT ofT information,T system,T andT services. 

T Furthermore,T thoughT smartT governmentT 

initiativesT areT implementedT inT variousT governmentalT 

departments,T suchT initiativesT willT notT beT successfulT 

asT longT asT thereT isT noT strongT relationshipT 

betweenT governmentalT departmentsT andT peopleT orT 

beneficiaries.T AccordingT toT Al-ShafiT &T WeerakkodyT 

(2010)T [6],T aT poorT trustT relationshipT betweenT 

peopleT andT publicT agenciesT hasT ledT toT theT failureT 

ofT someT smartT governmentT initiativesT inT Qatar,T aT 

neighboringT stateT ofT theT UAE.T Hence,T itT canT beT 

conceptualizedT thatT theT government’sT strongT trustT 

relationshipT betweenT peopleT andT publicT agenciesT 

orT governmentalT departmentsT positivelyT affectT smartT 

governmentT performance. 

Moreover,T LeadershipT andT managementT isT theT 

mostT crucialT dimensionT affectingT theT successfulnessT 

ofT smartT governmentT initiatives.T AsT partT ofT theT 

leadership’sT mandate,T SDGT isT entrustedT withT manyT 

tasksT andT powersT including:T proposingT theT generalT 

strategyT ofT theT smartT government;T overseeingT 

smartT transformationT processesT atT theT levelT ofT 

governmentT entities;T reviewingT governmentT entities'T 

plansT andT budgetsT relatedT toT smartT transformation,T 

IT,T smartT servicesT andT infrastructure;T andT 

proposingT theT legislationT necessaryT forT easingT theT 

smartT transformationT processT [17].T Hence,T itT canT 

beT arguedT theT degreeT toT whichT thoseT activitiesT 

areT ledT andT manageT willT beT determinantsT ofT 

SmartT DubaiT GovernmentT Establishment. 

Additionally,T inT governance,T accountabilityT isT 

referredT toT answerability,T blameworthiness,T liability,T 

andT theT expectationT ofT account-giving,T accordingT 

toT DykstraT (1939)T [18].T EmpiricalT studiesT indicateT 

thatT theT governanceT modelT ofT SmartT CitiesT 

initiativesT followT theT sameT principlesT ofT theT 

governanceT modelT preconizedT byT e-governmentT 

researchT areaT [7,T 19,T 20]T thatT is,T beingT 

transparentT andT accountable. 

Finally,T economicT developmentT canT beT concernedT 

asT theT criticalT externalT factorT affectingT theT 

successT ofT smartT governmentT initiatives.T EconomyT 

isT theT majorT driverT ofT smartT cityT initiatives,T andT 

aT cityT withT aT highT degreeT ofT economicT 

competitivenessT isT thoughtT toT haveT oneT ofT 

propertiesT ofT aT smartT city,T andT therebyT smartT 

governmentT [9].T SmartT CityT IndicatorT surveyT inT 

2017T conductedT byT JohnsonT ControlsT amongstT 150T 

smartT cityT leadersT foundT thatT economicT 

developmentT wasT oneT ofT theT criticalT driversT ofT 

smartT cityT initiativesT [21].T Hence,T itT canT beT 

assumedT thatT thereT isT aT directT associationT betweenT 

successfulnessT ofT smartT governmentT andT Dubai’sT 

economyT performance.T Consequently,T theT followingT 

hypothesesT areT proposed: 

H1:T DubaiT smartT governmentT characteristicsT hasT 

aT positiveT effectT onT Users’T satisfaction. 

B. UserT SatisfactionT (SAT) 

InT theT contextT ofT thisT study,T beneficiaries’T 

satisfactionT isT definedT asT notedT inT theT studyT ofT 

ChatfieldT &T AlanaziT (2013)T [22]T whoT definedT itT 

asT aT pleasurableT orT positiveT emotionalT stateT 

resultingT fromT theT appraisalT ofT usingT transactionalT 

e-governmentT self-servicesT deliveryT optionsT toT 

achieveT theT citizen’sT personalT taskT suchT asT 

seekingT conferenceT travel,T andT reimbursementT fromT 

government.T However,T itT shouldT beT notedT thatT 

suchT definitionT hasT beenT linkedT withT e-governmentT 

andT smartT governmentT [13,T 15]. 

ByT consideringT differentT modelsT ofT userT 

satisfactionT suchT asT technologyT acceptanceT modelT 

DavisT (1989)T [23],T endT users’T adoptionT modelT 

[24],T andT trustT andT riskT modelT [25],T followingT 

factorsT haveT beenT integratedT intoT theT variableT ofT 

beneficiaries’T satisfactionT includedT inT theT currentT 

study’sT model. 

PerceivedT usefulnessT isT oneT ofT theT strongestT 

signsT ofT technologyT adoptionT asT itT reflectsT aT 

significantT effectT acrossT manyT technologiesT andT 

applications,T accordingT toT Thunibat,T AzanT MatT 

Zain,T &T AshaariT (2011)T [26].T Also,T theT relevantT 

studiesT haveT foundT outT thatT perceivedT usefulnessT 

hasT aT significantT effectT onT theT intentionT toT useT 

orT theT adoptionT ofT m-governmentT orT e-governmentT 

servicesT [24,T 27].T Accordingly,T itT isT arguablyT 

clearT thatT perceivedT usefulnessT haveT aT positiveT 

impactT onT beneficiaries’T intentionT toT useT smartT 

governmentT platformsT andT therebyT onT theirT 

satisfactionT level. 

Moreover,T awarenessT isT 

knowledgeT ofT peopleT asT toT 

technologyT andT theT 
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availabilityT ofT electronicT servicesT [28].T AbdelghaffarT 

&T MagdyT (2012)T [29]T impliesT thatT awarenessT isT 

theT firstT stepT towardsT usersT knowingT thatT theT 

governmentT providesT itsT servicesT overT theT InternetT 

technology.T TheT lackT ofT awarenessT hasT aT negativeT 

impactT onT citizens’T intentionsT toT adoptT 

e-governmentT andT m-governmentT servicesT [24].T InT 

viewT ofT that,T itT canT arguablyT saidT thatT theT lackT 

ofT awarenessT leadsT toT aT declineT inT interestT inT 

smartT governmentT services,T andT therebyT users’T 

satisfaction. 

Furthermore,T theT qualityT ofT information,T system,T 

andT servicesT providedT byT smartT governmentT 

initiativesT areT saidT toT beT havingT aT remarkableT 

impactT onT endT users’T intentionT toT useT andT theirT 

satisfactionT [30].T ThisT isT clearlyT evidentT fromT 

informationT systemT successT modelT developedT byT aT 

studyT [10]. 

InT addition,T trustT andT publicT safetyT canT beT 

concernedT asT aT crucialT determinantT ofT theT 

satisfactionT ofT beneficiariesT ofT smartT governmentT 

services.T SmartT CityT IndicatorT surveyT conductedT byT 

JohnsonT Controls,T pointT outT theT trustT andT publicT 

safetyT asT oneT ofT theT importantT driversT ofT smartT 

cityT initiativesT allT overT theT world.T AT modelT ofT 

trustT andT riskT inT e-governmentT adoption,T whichT 

wasT proposedT byT [25]T canT beT usedT toT reviewT 

theT aboveT claim. 

Finally,T accordingT toT AlmuraqabT &T M.T JasimuddinT 

(2017)T [24],T socialT influenceT isT theT degreeT toT 

whichT anT individualT perceivesT importantT thatT otherT 

peopleT suchT asT familyT andT friendsT believeT heT orT 

sheT shouldT useT theT newT system.T ItT isT vitalT toT 

realizeT theT importanceT ofT theT influenceT ofT friendsT 

andT familyT onT decisionsT toT useT aT technology.T 

SocialT influenceT isT emergingT asT aT factorT inT theT 

intentionT toT useT smartT governmentT servicesT asT theT 

communitiesT areT increasinglyT usedT advancedT ICTsT 

inT theirT dailyT activities.T Hence,T suchT factorsT canT 

beT categorizedT asT anotherT dimensionT influencingT 

theT levelT ofT user’sT satisfactionT overT smartT 

governmentT servicesT [27]. 

III. RESEARCH METHOD 

A. Overview of the Proposed Conceptual Framework 

In figure1, conceptual model to theoretically represent how 

Dubai smart government can influence the users' satisfaction. 

The model is developed and operationalized by reviewing the 

possible determinants of Dubai smart government 

characteristics and users' satisfaction.  

      

Fig.1. The proposed conceptual framework 

 

B. Development of Instrument and Data collection 

Online survey was found as the most suitable tool as smart 

government are directly operated through ICT and artificial 

platforms where the internet tool is necessary for both service 

provider and users. Variables were measured using a Likert 

Scale which recommended in the previous studies [31, 32]. 

Random sampling method was adopted to select the 

beneficiaries of Dubai smart government services. The 

sample size was determined as 250 users of Dubai smart 

government services, who are users who got the services from 

five major strategic or government partners of smart 

government establishment: Dubai Police, RTA, DEWA, 

DHA, and Dubai Municipality. Accordingly, with the 

permission of Dubai smart office, 400 email addresses of 

beneficiaries of Dubai smart government initiatives were 

randomly collected in line with the above criteria. The 

questionnaire, which was designed through Google Forms, 

was sent to selected email until the sample size was met. 

However, only 231 respondents were achieved a response rate 

of 92.4%, which is considered to be a healthier survey 

response rate. 

IV. DATA ANALYSIS AND 

RESULTS 
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PLS (Partial Least Squares) SEM-VB (Structural Equation 

Modelling-Variance Based) was employed to assess the 

research model by utilising the software SmartPLS 3.0 [33]. A 

two-phase analytical technique Hair, Hult, Ringle, & Sarstedt, 

2017) [34] consisting of (i) measurement model analysis 

(reliability and validity) and (ii) structural model analysis 

(examining the conceptualised relationships) was employed 

after performing the descriptive assessment. This two-phase 

analytical technique consisting of a structural and a 

measurement model assessment is better than a single phase 

assessment [35]. While the model of measurement explains 

each parameter’s measurement, the structural model describes 

the correlation between the parameters in this model [34]. The 

main reasons for choosing SEM as a statistical method for this 

study is that SEM offers a simultaneous analysis which leads 

to more accurate estimates [31, 32].  

 

A. Descriptive analysis 

 Table 1 presents the mean and standard deviation of each 

variable in the current study. The respondents were asked to 

indicate their opinion in relation to transformational 

leadership and human capital based on a 7-point scale ranging 

from 1 (strongly disagree) to 7 (strongly agree). Service 

quality scores the highest with mean 4.415 out of 7.0, with a 

standard deviation of 0.808. 

 

B.  Measurement Model Assessment 

Construct reliability as well as validity (comprising 

discriminant and convergent validity) were used to examine 

the measurement model. The particular alpha coefficients of 

Cronbach were tested to determine the reliability of every 

core parameter in the measurement model (construct 

reliability). The quantities of all the unique alpha coefficients 

of Cronbach in this research ranged from 0.818 to 0.901, 

which went beyond the proposed value of 0.7. Moreover, for 

inspecting construct reliability, all the CR (composite reality) 

values ranged from 0.892 to 0.938, which went beyond 0.7. 

Thus, as Table 1 shows, construct reliability has been fulfilled 

as Cronbach’s CR and alpha were rather error-free for all the 

parameters. 

 

Analysis of indicator reliability was conducted by utilising 

factor loadings. When the related indicators are very similar, 

this is reflected in the construct and signified by the 

construct’s high loadings [34]. As per Joseph F. Hair Jr, 

William C. Black , Barry J. Babin, (2010) [35], the exceeding 

of values beyond 0.70 suggests substantial factor loadings. 

Table 1 displays that all articles in this research had factor 

loadings greater than the suggested value.  

 

AVE (average variance extracted) was employed in this study 

to analyse convergent validity, which represents the degree to 

which a measure is correlated positively with the same 

construct’s other measures. All the AVE values ranged from 

0.734 and 0.835, which went beyond the proposed value of 

0.50 [35]. Thus, all constructs have complied with the 

convergent validity acceptably, as shown in Table 1. 

 

 

Table 1: Mean, standard deviation, loading, cronbach’s Alpha, CR and AVE 

Constructs Item 
Loading 

(> 0.7) 
M SD 

α 

(> 0.7) 

CR 

(> 0.7) 

AVE 

(> 0.5) 

Information 

System Quality  

(ISQ) 

ISQ1 

ISQ2 

ISQ3 

0.851 

0.880 

0.853 

4.16

0 

0.82

7 
0.827 0.896 0.742 

Relationship 

with Public 

Agencies  

(RPA) 

RPA1 

RPA2 

RPA3 

0.819 

0.895 

0.855 

4.23

9 

0.84

7 
0.818 0.892 0.734 

Leadership 

(LEA) 

LEA1 

LEA2 

LEA3 

0.844 

0.877 

0.869 

4.21

8 

0.83

4 
0.829 0.898 0.745 

Accountability 

and 

Transparency 

(AAT) 

AAT1 

AAT2 

AAT3 

0.833 

0.897 

0.861 

4.17

9 

0.84

2 
0.829 0.898 0.746 

Productivity 

(PRO) 

PRO1 

PRO2 

PRO3 

0.853 

0.865 

0.867 

4.16

9 

0.80

4 
0.826 0.896 0.742 

Perceived 

Usefulness 

(PU) 

PU1 

PU2 

PU3 

0.878 

0.827 

0.869 

4.30

9 

0.73

1 
0.822 0.893 0.737 

Awareness 

(AW) 

AW1 

AW2 

AW3 

0.877 

0.896 

0.867 

4.22

1 

0.81

3 
0.854 0.912 0.774 
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Service 

Quality 

(SQ) 

SQ1 

SQ2 

SQ3 

0.920 

0.917 

0.904 

4.41

5 

0.80

8 
0.901 0.938 0.835 

Trust 

(TR) 

TR1 

TR2 

TR3 

0.909 

0.901 

0.895 

4.32

0 

0.80

6 
0.885 0.929 0.813 

Social 

Influence 

(SI) 

SI1 

SI2 

SI3 

0.897 

0.915 

0.862 

4.40

6 

0.81

4 
0.871 0.921 0.795 

 

Note: M=Mean; SD=Standard Deviation, α= Cronbach’s alpha; CR = Composite Reliability, AVE = Average Variance 

Extracted. 

 

Key: ISQ: information system quality; RPA: relationship with public agencies; LED: leadership; AAT: accountability and 

transparency; PRO: productivity; PU: perceived usefulness; AW: awareness; SQ: service quality; TR: trust; SI: social 

influence. 

 

The degree to which the articles distinguish among 

concepts or measure different constructs is demonstrated by 

discriminant validity. Fornell-Larcker was employed to 

analyse the measurement model’s discriminant validity. 

Table 2 shows the outcomes for discriminant validity by 

employing the Fornell-Larcker condition. It was discovered 

that the AVEs’ square root on the diagonals (displayed in 

bold) is bigger than the correlations among constructs 

(corresponding row as well as column values), suggesting a 

strong association between the concepts and their respective 

markers in comparison to the other concepts in the model 

[36, 37]. According to Hair et al., (2017) [34], this indicates 

good discriminant validity. Furthermore, the exogenous 

constructs have a correlation of less than 0.85 [38]. 

Therefore, all constructs had their discriminant validity 

fulfilled satisfactorily. 

 

Table 2: Results of discriminant validity by Fornell-Larcker criterion 

 AAT AW ISQ LEA PRO PU RPA SI SQ TR 

AAT 0.864          

AW 0.525 0.880         

ISQ 0.758 0.442 0.862        

LEA 0.787 0.487 0.750 0.863       

PRO 0.756 0.514 0.656 0.696 0.862      

PU 0.556 0.728 0.502 0.559 0.539 0.858     

RPA 0.783 0.474 0.774 0.749 0.720 0.570 0.857    

SI 0.514 0.730 0.438 0.488 0.491 0.738 0.489 0.892   

SQ 0.540 0.791 0.486 0.504 0.491 0.785 0.488 0.791 0.914  

TR 0.520 0.765 0.441 0.453 0.485 0.738 0.477 0.703 0.802 0.902 

 

Note: Diagonals represent the square root of the average variance extracted while the other entries represent the 

correlations. 

 

Key: ISQ: information system quality; RPA: relationship with public agencies; LED: leadership; AAT: accountability and 

transparency; PRO: productivity; PU: perceived usefulness; AW: awareness; SQ: service quality; TR: trust; SI: social 

influence. 

 

 C. Structural Model Assessment 

         The structural model can be tested by computing beta 

(β), R², and the corresponding t-values via a bootstrapping  

 

procedure with a resample of 5,000 [34]. 
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Fig 2: PLS algorithm results 

Figure 2 and Table 3 depict the structural model assessment, 

showing the results of the hypothesis tests. Dubai smart 

government characteristics positively influence user 

satisfaction. Hence, H1 is accepted with 

(tp <0.001). Thirty-nine percent of the 

variance in user satisfaction is explained by Dubai smart 

government characteristics. The values of R²  have an 

acceptable level of explanatory power, indicating a 

substantial model [37]. 

 

 

Table 3: Structural path analysis result 

Hypothesis Relationship 
Std 

Beta 

Std 

Error 
t-value p-value Decision R² 

H1 
DSG → 

SAT 0.623 0.090 6.942 0.000 

Supported 0.3

9 

Key: DSG: Dubai smart government characteristics;  SAT: user satisfaction.

V. DISCUSSION 

The main objective of this study is to address the impact 

level of Dubai smart government characteristics on the user 

satisfaction. The suggested hypothesis was supported with 

(tp <0.001). This indicates that there is a 

positive direct impact of Dubai smart government 

characteristics on the user satisfaction. This is result is 

explained by the fact that the more quality of Dubai smart 

government programs system is high and reliable, Dubai 

government effectively coordinates and collaborates its smart 

government establishment with its all public agencies, The 

leadership Smart Dubai Government Establishment is 

visionary and effective, Smart Dubai Government 

Establishment facilitates access to information, economic 

activity and conduct of business, Smart Dubai Government 

Establishment improves the productivity in the state; the more 

the users perceive that smart Dubai government establishment 

is useful or beneficial to them, The users are aware of smart 

government services being provided in Dubai, The users find 

that Dubai smart government systems demonstrate the quality 

features, The users of Smart Dubai Government services trust 

in Dubai government, and The users are influenced to use 

smart government services by their families, friends, and 

communities with which they live. Overall, H1 was supported 

and indicates that there is a positive direct impact of Dubai 

smart government characteristics on the user satisfaction of 

smart Dubai government services. 

VI. IMPLICATIONS, LIMITATIONS AND FUTURE 

DIRECTIONS 

At the beginning, the study is significant to Dubai 

government as its smart government initiatives primarily aim 

to enhance happiness of people living in Dubai. Enhancing 

happiness of residents denotes the satisfaction of residents’ as 

to overall initiatives of Dubai Smart Government 

establishment, and thus, the measurement and evaluation of 

the level of residents’ satisfaction, which arises as a 

consequence of Dubai Smart 

Government establishment is vital.  
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Accordingly, the findings of this study in relation to Dubai 

Smart Government establishment facilitate the government to 

make decisions in relation to their initiatives. For example, 

the findings of this paper will enable Dubai government to 

identify whether Dubai Smart Government initiatives have 

significantly been able to influence the residents’ satisfaction 

level by which their ultimate outcome of increasing happiness 

of people can be assessed. 

On the other hand, the typical assessment by using 

feedback of the systems will not always reflect the reality with 

respect to the level of residents’ satisfaction as it does not 

account for residents who have not used or are unable to use 

such smart government applications. Thus, such assessment 

may extravagate the benefits of such initiatives. However, the 

current study targeted to survey randomly selected residents 

of Dubai to measure and approximate the level of residents’ 

satisfaction towards Dubai Smart Government initiatives, and 

thus relatively a larger audience, which can include many 

types of users of smart government applications could be used 

for the research.  

VII. CONCLUSION 

The main objective of this study was to define antecedents 

that affect the user satisfaction of Dubai smart government 

services. The findings have shed encouraging lights on some 

characteristics such as (Information System Quality, 

Relationship with Public Agencies, Leadership, 

Accountability and Transparency, and Productivity) that 

influence the user satisfaction. The results from the statistical 

analysis showed that there is a positive direct impact of Dubai 

smart government characteristics on the user satisfaction.  

These characteristics will improve the Perceived Usefulness, 

Awareness, Service Quality, Trust, and Social Influence, as 

the user satisfaction indicators. Nevertheless, of the 

limitations of this study, results have managed to shed some 

lights on the impact of Dubai smart government 

characteristics on the user satisfaction, which is encouraging 

results. In summary, Dubai government needs to improve the 

characteristics of Dubai smart government to reach the 

ultimate user satisfaction. 

 

APPENDIX 

Appendix A 

Instrument for varibles 

Varible Measure Source 

Information 

System 

Quality 

(ISQ) 

ISQ1: The quality of Dubai smart government programmes system is high and 

reliable.  

ISQ2: The quality of information provided by Dubai smart government programmes 

is high. 

ISQ3: The quality of the service and support that system users receive from Dubai 

smart government programmes is high. 

[10, 

11] 

Relationship 

with Public 

Agencies 

(RPA) 

RPA1: Dubai smart government initiatives have a strong trust relationship with 

people 

RPA2: Dubai smart government initiatives have a strong trust relationship with public 

agencies 

RPA3: Dubai government effectively coordinates and collaborates its smart 

government establishment with its all public agencies 

[6] 

Leadership 

(LED) 

LE1: The leadership Smart Dubai Government Establishment is visionary and 

effective.  

LE2: The vision and mission of Smart Dubai Government Establishment are well 

communicated over the governmental departments. 

LE3: The changes in the external and internal environment is promptly and 

effectively responded. 

[39] 

Accountability 

and 

Transparency 

(AAT) 

AAT1: Dubai smart government’s decision-making and operations are more 

transparent. 

AAT2: Smart Dubai Government Establishment facilitates access to information, 

economic activity and conduct of business. 

AAT3: Smart Dubai Government Establishment increase accountability and reduce 

corruption. 

[19, 

20]  

Productivity 

(PRO) 

PRO1: Dubai’s economy is smart and features global competitiveness. 

PRO2: Smart Dubai Government Establishment improves the productivity in the 

state. 

PRO3: There is a direct association between Dubai’s smart economy and smart 

government concepts. 

[9] 
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Perceived 

Usefulness 

(PU) 

PU1: The users perceive that smart Dubai government establishment is useful or 

beneficial to them. 

PU2: The users perceive that smart Dubai government establishment is easy to use. 

PU3: The perceived usefulness & ease of use were actually featured when receiving 

Dubai smart government services. 

[23] 

Awareness 

(AW) 

AW1: The users are aware of smart government services being provided in Dubai. 

AW2: The users are well aware of how to use smart government systems.  

AW3: Awareness increases the level of intention to use smart government services. 

[28, 

29]  

Service 

Quality 

(SQ) 

SQ1:  The users find that Dubai smart government systems demonstrate the quality 

features. 

SQ2: The users find that information and data provided by Dubai smart government 

systems and services demonstrates acceptable and reliable. 

SQ3: The users receive quality services from Dubai smart government information 

systems. 

[10]  

Trust 

(TR) 

TR1: The users of Smart Dubai Government services trust in the internet. 

TR2: The users of Smart Dubai Government services trust in Dubai government.  

TR3: The critical issues relating to public safety was not encountered by the users of 

the services. 

[25]  

Social 

Influence 

(SI) 

SI1: The users believe and consider the perceptions of their families, friends, and 

colleagues regarding smart government services in Dubai. 

SI2: The users are influenced to use smart government services by their families, 

friends, and communities with which they live.  

SI3: The users are likely to use smart government system in the future if their friends 

and colleagues use it. 

[27]  
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