
“Discovering citizen’s reaction toward e-government adoption: The role of
uncertainty avoidance”

AUTHORS

Khoirul Aswar

Wisnu Julianto

Ingrid Panjaitan

Andreas Andreas

Husni Mubarak

ARTICLE INFO

Khoirul Aswar, Wisnu Julianto, Ingrid Panjaitan, Andreas Andreas and Husni

Mubarak (2024). Discovering citizen’s reaction toward e-government adoption:

The role of uncertainty avoidance. Problems and Perspectives in Management,

22(1), 366-376. doi:10.21511/ppm.22(1).2024.30

DOI http://dx.doi.org/10.21511/ppm.22(1).2024.30

RELEASED ON Friday, 09 February 2024

RECEIVED ON Monday, 27 November 2023

ACCEPTED ON Wednesday, 10 January 2024

LICENSE

 

This work is licensed under a Creative Commons Attribution 4.0 International

License

JOURNAL "Problems and Perspectives in Management"

ISSN PRINT 1727-7051

ISSN ONLINE 1810-5467

PUBLISHER LLC “Consulting Publishing Company “Business Perspectives”

FOUNDER LLC “Consulting Publishing Company “Business Perspectives”

NUMBER OF REFERENCES

64

NUMBER OF FIGURES

0

NUMBER OF TABLES

4

© The author(s) 2024. This publication is an open access article.

businessperspectives.org



366

Problems and Perspectives in Management, Volume 22, Issue 1, 2024

http://dx.doi.org/10.21511/ppm.22(1).2024.30

Abstract

One of the leading indicators of how well an e-government system is being implement-
ed is how much citizen acceptance of e-government has increased. Thus, this study 
looks at social and psychological traits and uncertainty avoidance as moderating fac-
tors to identify the factors influencing Indonesian citizens’ adoption of e-government. 
SEM-PLS was utilized for data analysis. An online survey with measurement questions 
tailored to 520 respondents was used to gather data for the proposed model’s quantita-
tive validation. A purposive sampling approach based on self-selection was used in this 
study. The analysis findings show that citizens’ intents as end users of e-government 
systems are significantly and positively impacted by the influence of compatibility (β 
= 0.265; p < 0.05), relative advantage (β = 0.482; p < 0.05), and trust in e-government 
websites (β = 0.243; p < 0.05). On the other hand, complexity (β= –0.293; p < 0.05) 
significantly and negatively affects their intention to use the system. Additionally, the 
connection between relative advantage (β = 0.213; p < 0.05), complexity (β = 0.294; 
p < 0.05), compatibility (β = 0.275; p < 0.05), and propensity to use e-government 
was found to be moderated by uncertainty avoidance. Encouraging citizens to use e-
government will aid the Indonesian government by increasing individuals’ experience 
with the system and potentially lowering their perception of its hazards.
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INTRODUCTION

According to UU No. 25 of 2009 (Republik Indonesia, 2009), public 
service is defined as any activity that satisfies all service require-
ments for administrative services, goods, and services offered by 
public service providers in compliance with community legislation. 
Publicating e-government services is one way the government per-
forms public service. Governments utilize technology extensively 
to transform their operations and enhance citizen-government re-
lations through e-governance.

According to the 2020 United Nations (UN, 2020) e-government 
study, Indonesia is placed 88th in terms of the implementation 
and development of e-government services, also known as an elec-
tronic-based government system. According to the United Nations 
(2020), nations with an EGDI (E-Government Development Index) 
of more than 0.75 are considered to have an extremely high EDGI. 
Menpan (2020) showed that individuals scoring between 0.50-0.75 
are classified as high-EDGI, 0.25-0.50 as mid-EDGI, and those 
scoring less than 0.25 as low-EDGI.
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Citizen acceptance is critical to e-government effectiveness (Ozkan & Kanat, 2011). This is because the 
system’s enormous benefits will never be realized if citizens do not use the service. The importance 
of citizen adoption of e-government and the necessity for additional research on this popular topic in 
Indonesia are why this study focuses on the government-to-citizen context.

1. LITERATURE REVIEW 

All country’s governments, including Indonesia’s, 
can benefit enormously from the use of e-govern-
ment services. E-government can change govern-
ment to provide better services and foster greater 
public trust (Susanto & Aljoza, 2015). According 
to Holmes (2001), e-government offers public ser-
vices that yield financial benefits and increased 
convenience. Participation and representation 
of citizens in politics and governance are funda-
mental to a democracy. The essential elements of 
democracy are lost when the populace is not in-
volved. The foundation of liberal democracy is the 
idea that the general people choose representatives. 
Citizens must communicate their views on policy 
matters and issues to their legislators (Clift, 2004). 

Based on how the government and its stakeholders 
interact, e-government can be divided into four 
categories (Tan et al., 2007): government-to-gov-
ernment (G2G), government-to-employee (G2E), 
government-to-business (G2B), and government-
to-citizen (G2C). The research emphasizes the sig-
nificance of the government-to-citizen category 
because it is in this context that e-government sys-
tems are most useful, even though each category 
is essential in its own right (Jaeger, 2003). On the 
other hand, low rates of system and service adop-
tion may indicate system failure (Savoldelli et al., 
2014). Numerous studies acknowledge the signifi-
cance of citizens as system users and as determi-
nants of the success or failure of implementation 
(Rana & Dwivedi, 2015). 

Government-to-citizen interaction and partici-
pation enable citizens to obtain services directly 
through information and communication systems 
(Omari, 2013). Even if everyone benefits from e-
government, citizens appear to receive a larger 
proportion. Citizens gain from e-government 
through direct communication with the govern-
ment, constant access to public services, and par-
ticipation in creating new laws and regulations, 
along with having greater knowledge of rules and 

regulations from the government and being able 
to communicate with it even though they are in 
various places (Jaeger, 2003).

Prior research on e-government in various set-
tings to identify the primary drivers of its uptake 
concentrated on the citizens as the primary recip-
ients of any enhanced system architecture (Choi 
et al., 2016; Twizeyimana et al., 2018). However, it 
can be challenging to restructure systems to meet 
the requirements of residents, particularly in de-
veloping countries (Choi et al., 2016). 

People’s reluctance to embrace e-government 
stems from a variety of worries concerning securi-
ty measures, privacy, and trust (Belanger & Carter, 
2008). Rotter (1967) defined trust as the expecta-
tion that an individual or organization would be 
dependable. The idea of trust is examined in this 
study, with a focus on trust in e-government web-
sites. The idea that citizens may rely on govern-
ment websites as a single location for information 
sharing and transactions is known as trust in e-
government websites.

Since websites are the primary medium by which 
people communicate or transact, these online 
retailers must be the primary factor influencing 
how customers view them (Lee & Koubek, 2010). 
The literature on electronic commerce and online 
buying supports this. The main factor influencing 
people’s trust is their confidence in the Internet, 
which connects people’s trust to its dependability 
and security as a way for them to communicate 
and transact securely and to the capacity of em-
ployees to confidently deliver necessary services. 
Choudrie et al. (2017) experimented to measure 
the impact of trust in government. Their study, 
though, was limited to senior Saudi nationals. 
Instead, this paper employed a sufficiently large 
sample size to be representative, focusing on vari-
ous ages, genders, and geographic areas. A few 
of the drawbacks of earlier research on technol-
ogy trust were that it was performed in a limited 
number of cities (Alateyah et al., 2013; Alomari et 
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al., 2012; Choudrie et al., 2017; Weerakkody et al., 
2013) and it did not include participants of various 
ages and genders.

Relative advantage is the degree to which a person 
believes a new invention is better than the one it 
replaces (Rogers, 1983). The relative benefits con-
siderably impact people’s propensity to embrace 
electronic tax filing systems in India (Ojha et al., 
2009). When visitors shop online, their opinions 
of the relative benefits affect their propensity to 
make an online purchase (Kim & Lee, 2006; Moital 
et al., 2009). The key distinction between the two 
constructs, according to Shin (2010), is that when 
participants make a usability evaluation, they do 
not compare the new technology with the old to 
arrive at a conclusion or decision. As a result, the 
relative advantage was incorporated into the re-
search model, as Saudi residents’ opinions on e-
government services and systems diverged from 
traditional methods of communicating with the 
government.

Compatibility is the degree to which people be-
lieve that a newly adopted technology or system 
is more in line with their culture, society, and 
way of life than the one it replaces (Rogers, 1983). 
Accordingly, compatibility is crucial to adopting 
new technology (Rogers, 1983). Compatibility is a 
feature that predicts readiness to file taxes online 
(Hung et al., 2006). Social and cultural values are 
essential for a system’s compatibility (Shareef et al., 
2011). Therefore, compatibility was also a consis-
tently significant factor in this study. 

Complexity is the belief that a particular person 
finds using and understanding new technologies 
complicated (Rogers, 1983). Similar to the com-
plexity construct in the diffusion of innovation 
theory is the perceived ease of use construct from 
the technology acceptance model. Even while re-
search on e-government shows that both aspects 
are highly predictive, especially in less developed 
countries, other researchers distinguish between 
the two constructs (Alomari et al., 2012). It is ex-
pected that easily understood new technology will 
be embraced more broadly than technology that 
necessitates learning sophisticated new abilities 
(Rogers, 1995). Perceived ease of use in the tech-
nology acceptance model is compared to complex-
ity in the diffusion of innovation theory, which is 

analogous to the parallels between perceived use-
fulness and relative advantage previously high-
lighted (Venkatesh et al., 2003). The two constructs 
are similar (Wu & Wang, 2005). The intricacy 
of participants’ comparisons between new con-
structs (e-government) and previously replaced 
ones (traditional ways) in order to obtain conclu-
sions or make judgments, however, is a significant 
distinction between the conceptions (Shin, 2010). 
However, this was not the case when participants 
assessed their opinions regarding usability.

Cultural components are examined in the current 
study. Hofstede (1991) explained human cogni-
tion and emotion and the cumulative impact of 
life events on conduct using a method taken from 
computer programming. The study identified four 
distinct programming components. Individuality 
against collectivism, power distance, long-term 
orientation, and masculinity versus femininity are 
some characteristics that distinguish one culture 
from another (Hofstede, 1980, 2001). Individuals 
with strong individualism orientations and low 
power distance, masculinity, and uncertainty 
avoidance like to live in a world without laws. On 
the other side, people who score highly on collec-
tivism, power distance, masculinity, and uncer-
tainty avoidance are drawn to rigid institutions, 
norms, and guidelines. Rather than utilizing e-
government platforms, traditionalists are more in-
clined to deal with their government traditionally 
and request information. It is now known that by 
looking at how culture affects people’s reactions to 
new products and services, cultural impact can be 
used to identify circumstances with less chance of 
adoption (Anne Lee et al., 2007). Previous studies 
have demonstrated the impact of culture on indi-
vidual innovation (Steenkamp et al., 1999). 

When introducing new services and goods, uncer-
tainty avoidance is the most relevant cultural fea-
ture (Maheswaran & Shavitt, 2000). Research car-
ried out across multiple nations, including France, 
Germany, and the United States, has repeatedly 
shown that there is a negative relationship be-
tween the spread of cutting-edge technological 
goods and services and high scores in the uncer-
tainty avoidance category (Anne Lee et al., 2007; 
Yeniyurt & Townsend, 2003). Hofstede (2003) de-
fines uncertainty avoidance as a person’s degree of 
fear of unclear and unknown events whose results 



369

Problems and Perspectives in Management, Volume 22, Issue 1, 2024

http://dx.doi.org/10.21511/ppm.22(1).2024.30

are impossible to foresee or interpret in a given 
cultural context. Thus, compared to those with 
a high uncertainty avoidance orientation, those 
with a low uncertainty avoidance orientation are 
more tolerant of ambiguity, diversity, and uncer-
tain situations (Hofstede et al., 2010). 

Culture can affect individual innovation, the 
adoption rate, and the proliferation of innova-
tive goods and services (Steenkamp et al., 1999). 
However, it is still being determined which of the 
cultural elements has the most significant bearing. 
Nonetheless, the most conceived aspect is uncer-
tainty avoidance (Maheswaran & Shavitt, 2000). 
According to Becker (1982), “people continuously 
create and shape culture according to their own 
perspectives.” This statement applies to contextu-
al studies of culture. Despite this, “culture can be 
seen as a repository of widely shared values and 
customs into which people are socialized so that 
they can function as good citizens or as full par-
ticipants” (Bryman, 2008). 

Culture or uncertainty avoidance significantly in-
fluences the adoption and usage of IS-related apps 
(Tam & Oliveira, 2019). Numerous scholarly in-
vestigations have examined the impact of culture, 
endeavoring to elucidate its effect on the utiliza-
tion, acceptance, and execution of IT/IS (Leidner 
& Kayworth, 2006). The characteristics of the e-
government system that work well in one culture 
might need to be revised in another. Cultural dis-
tinctions exist not only between nations but also 
among the populations of such nations, according 
to Baskerville (2003). It has been demonstrated 
that cultural elements like uncertainty avoidance 
restrict the uptake of IT/IS-related applications. A 
significant impact has been observed on people’s 
intention to utilize the application (Baptista & 
Oliveira, 2015; Lee et al., 2007). Uncertain avoid-
ance was chosen as the major strategic approach 
to address concerns about the design of e-govern-
ment, how people use these platforms, and how 
different citizen cultural characteristics affect the 
development of e-government services.

Using one or more of its dimensions, Hofstede’s 
well-known culture model has been effective-
ly used in IT/IS-related applications (Leidner & 
Kayworth, 2006). Several factors have led to the 
adoption of uncertainty avoidance. First, a model 

based on Hofstede’s cultural aspects was created. 
Secondly, several studies have verified its validity 
(Baptista & Oliveira, 2015). Thirdly, the success-
ful assessment of e-government’s elements has 
occurred during its adoption stage (Zhao, 2011, 
2013). Research suggests that most anxiety related 
to implementing systems like e-government de-
rives from the desire to avoid uncertainty. Based 
on that, people can start to take on the character-
istics of their cultural setting, combining deeply 
held beliefs with cultural ideals. 

2. AIM AND HYPOTHESES

The goal of this study is to determine the elements 
that affect Indonesian citizens’ acceptance of e-
government by looking at social and psychologi-
cal characteristics and uncertainty avoidance as 
moderating variables. When taken into account 
collectively, the following hypotheses are offered: 

H1: Trust in e-government websites influences 
the intention to use e-government services.

H2: Relative advantage influences the intention 
to use e-government services.

H3: Compatibility influences the intention to use 
e-government services.

H4: Complexity influences the intention to use e-
government services.

H5: The association between relative advantage 
and propensity to use e-government is mod-
erated by uncertainty avoidance.

H6: The association between compatibility and 
propensity to use e-government is moderated 
by uncertainty avoidance.

H7: The association between complexity and pro-
pensity to use e-government is moderated by 
uncertainty avoidance.

3. METHODS

The study’s target audience is Indonesian nationals 
who have used any e-government website to apply 
for government services or conduct information 
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searches and are at least eighteen years old. The 
study employed purposive sampling to select the 
samples. 

Multiple choice questions and a 5-point Likert 
scale, with 1 denoting strong disagreement and 
5 denoting strong agreement, were included into 
the questionnaire’s design. The questionnaire con-
sists of 32 items in total. Nine questions about de-
mographic information are included in the first 
section of the questionnaire. Twenty-three vari-
ables selected from the technology acceptance 
model and diffusion of innovation framework are 
included in the second section and are believed to 
be relevant to Indonesia’s e-government adoption. 

Individuals’ expectations that they can rely on 
government websites to do business and share 
information are measured by their level of trust 
in e-government websites. Based on trial results 
and expert opinions, four indicators were chosen 
to be modified (Teo et al., 2008). Relative advan-
tage gauges how much e-government website in-
teraction is considered superior to more conven-
tional approaches, such as paper-based work, that 
it replaces. Six indicators were taken from the 
works of Vassilakis et al. (2005) and Jarvenpaa 
et al. (2000). 

Compatibility measures how closely a person’s 
viewpoint on e-government adoption conforms to 
his/her cultural values and way of life. Five indica-
tors were taken from Vassilakis et al. (2005) and 
Jarvenpaa et al. (2000). Complexity is a metric that 
quantifies how hard it is for an individual to com-
prehend and utilize e-government services. Five 
indicators were taken from the works of Vassilakis 
et al. (2005) and Jarvenpaa et al. (2000). The inten-
tion to use e-government gauges the individual’s 
subjective likelihood of using it. Four recommen-
dations made by Aswar et al. (2023) were adopted 
and modified. Uncertainty avoidance is taken in-
to consideration how uneasy a person feels under 
strange or unclear circumstances. The two indica-
tors adopted are from Hofstede (1980, 1991) and 
Yoo et al. (2011). 

Path modeling, factor analysis, variance anal-
ysis, and regression analysis are all skillfully 
combined in SEM. Table 1 describes respondent 
demographics.

Table 1. Respondent demographics 

Characteristics Information Frequency Percentage

Gender 
Male 250 48.08%

Female 270 51.92%

Education  
level

Junior High 
School 0 0.0%

Senior High 
School 116 22.31%

Bachelor’s Degree 357 68.65%

Master’s Degree 27 5.19%

Doctoral Degree 20 3.85%

Occupation 

Student 172 33.08%

Government 
employee 46 8.85%

Private employee 281 54.04%

Unemployed 21 4.04%

How long have 
you used the 

Internet?

Less than 1 year 12 2.31%

2-3 years 22 4.23%

4-5 years 39 7.5%

More than 5 
years 447 85.96%

How often do you 
use the Internet?

Every day 509 97.88%

Several times a 
week 11 2.12%

Several times a 
month 0 0.0%

Once a month 0 0.0%

Less than a 
month 0 0.0%

4. RESULTS

The necessary samples were gathered and screened; 
the results are shown in Table 1. The subsequent 
stage employed the SmartPLS 3.0 tool to analyze the 
data using the structural equation model (SEM). The 
descriptive findings are shown in Table 2.

Table 2. Descriptive statistics

Variable
Total  

Question Items Mean
Standard 

 Deviation (SD)
TE 3 3.54 0.286

RA 6 3.67 0.274

CB 4 3.83 0.453

CX 3 3.68 0.287

IU 4 3.95 0.351

UA 3 3.86 0.374

Note: TE means usage behavior; RA means relative advan-
tage; CB means compatibility; CX means complexity; IU 
means intentions to use e-government; UA means uncer-
tainty avoidance.

Table 2 displays the descriptive data. The mean 
values for usage behavior are 3.54, with the SD of 
0.286. Moreover, the mean value of relative ad-
vantages is 3.67, and the SD is 0.274. The mean 
value in compatibility is 3.83, and the SD is 0.453. 



371

Problems and Perspectives in Management, Volume 22, Issue 1, 2024

http://dx.doi.org/10.21511/ppm.22(1).2024.30

Additionally, the mean value for complexity is 
3.68, with the SD of 0.287. In the meantime, with 
the SD of 0.351, the mean intention to use e-gov-
ernment is 3.95. Lastly, uncertainty avoidance has 
a 3.86 mean and a 0.374 SD. 

The convergent validity and reliability tests were 
performed to ascertain Cronbach’s alpha, average 
variant extracted (AVE), and composite reliability 
(Table 3). 

Table 3. Convergent validity and reliability test 

Variable AVE
Composite 

Reliability

Cronbach’s 

Alpha

TE 0.724 0.932 0.827

RA 0.727 0.945 0.879

CB 0.738 0.986 0.895

CX 0.792 0.973 0.873

IU 0.785 0.941 0.917

UA 0.796 0.927 0.928

Note: TE means usage behavior; RA means relative advan-
tage; CB means compatibility; CX means complexity; IUmeans 
intentions to use e-government; UA means uncertainty avo 
The average variance extracted (AVE), composite 
reliability, and Cronbach’s alpha tests are shown 
in Table 3, along with the results of convergent 
validity and reliability tests. According to Hair et 
al. (2016), who described the composite reliabil-
ity and Cronbach’s alpha test results, the funda-
mental minimal threshold is 0.7. The results of 
this investigation show that the parameters for 
Cronbach’s alpha and composite dependability 
have been met. Aside from that, the minimal lim-
it value for the convergent validity test’s average 
variance extracted (AVE) is 0.5 (Hair et al., 2016). 
The AVE values have satisfied the requirements 
since the test findings show that each of the re-
sultant variables’ AVE values is greater than 0.6 
and 0.7, respectively. All variables satisfied the re-
quirements according to the reliability and con-
vergent validity tests conducted, indicating the 
validity of the study’s data.

The path diagram is generated using SmartPLS 
version 3.0, and the outcomes of the path algo-
rithm and bootstrapping are shown in Table 4. 

Table 4 indicates that the TE → IU results have a 
significant value of 0.000 < 0.05, a positive rela-
tionship with a t-count value of 2.532, and a path 
coefficient value of 0.243. These findings support 
the acceptance of H1 since they show that inten-
tions to use e-government are positively impacted 
by usage behavior. For the RA → IU results, the 
t-value of 7.975 and the path coefficient value of 
0.482 show a positive correlation with a significant 
value of 0.000 < 0.05. According to these results, 
H2 is accepted since relative advantage positively 
influences intentions to use e-government.

Subsequent findings indicate that the path coeffi-
cient value of CB → IU is 0.265, resulting in a posi-
tive correlation with a t-count of 4.852 and a sig-
nificant value of 0.000 < 0.05. According to these 
findings, compatibility positively influences inten-
tions to use e-government, so H3 is approved. The 
link between complexity and intentions to use e-
government is negatively correlated with a t-count 
of 7.866, a path coefficient value of –0.293, and a 
significant value of 0.000 < 0.05. These results im-
ply that complexity has a detrimental effect on the 
intentions to use e-government, so H4 is approved.

The route coefficient value of UA → RA → IU for 
uncertainty avoidance as moderation is 0.213, in-
dicating a positive association, a t-count value 
of 12.947, and a significant value of 0.002 < 0.05. 
Based on these findings, H5 is approved. The path 
coefficient value for UA → CB → IU is 0.294, indi-
cating a positive link with a t-value of 11.764 and 
a significant value of 0.016 < 0.05. Based on these 
findings, H6 is approved. With a path coefficient 
value of 0.275, the association between uncertain-

Table 4. Bootstrapping testing with PLS path algorithm
Relationship Path Coefficient (Original Sample) T-Statistics P-Values 

TE → IU 0.243 2.532 0.000

RA → IU 0.482 7.975 0.000

CB → IU 0.265 4.852 0.000

CX → IU –0.293 7.866 0.000

UA → RA → IU 0.213 12.947 0.002

UA → CB → IU 0.294 11.764 0.016

UA → CX → IU 0.275 8.294 0.000

Note: TE means usage behavior; RA means relative advantage; CB means compatibility; CX means complexity; IUmeans inten-
tions to use e-government; UA means uncertainty avo
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ty avoidance, complexity, and intentions to use e-
government is positive. The t-value is 8.294, and 
the significant value is 0.000 < 0.05. According to 
these findings, so H7 is approved.

5. DISCUSSION

Trust in e-gov websites positively impacts citizens’ 
intention to adopt e-government in the Indonesian 
government (β = .243, p < .05). These data support 
the findings of Lee and Koubek (2010), who conclud-
ed that websites are crucial as a conduit for informa-
tion between the public and the government. When 
Indonesian citizens believe that official websites are 
a dependable and trustworthy medium for safe and 
secure interaction, transactions, and information re-
quests, their desire to use e-government tends to rise. 
This study is in line with Venkatesh et al. (2003), who 
found that the media interacted with e-government 
websites, influencing citizens’ desire to use e-govern-
ment. These results are consistent with Mahmood 
et al. (2020) and Alzahrani et al. (2017). Public dis-
closure of personal data might affect citizens’ confi-
dence in government processes and lead to system 
adoption (Belanger & Carter, 2008).

Enhancing Indonesians’ perception of government 
organizations and their ability to meet demands is 
essential to boosting public trust in e-government 
websites (Wang & Lu, 2010). Furthermore, the costs 
of engaging in opportunistic activity must outweigh 
any gains any party makes from engaging in such 
action. Because individuals may try to cognitively 
assess new methods of interacting with the govern-
ment, decision-makers must also be mindful of ini-
tial impressions (Srivastava & Teo, 2009). Srivastava 
and Teo (2009) claim that regularly soliciting sug-
gestions for improvements from system users – like 
those utilizing e-government – will increase user 
satisfaction and system confidence. Also in favor of 
this viewpoint is Alzahrani et al. (2017). The contri-
bution of e-government users is crucial to the cre-
ation of e-government policies.

The study’s findings show that relative advantage 
has a significant and positive impact on intentions 
to use e-government services in Indonesia (β = .482, 
p < .005). When citizens believe that e-government 
services are more effective than traditional services 
for carrying out transactions, communicating with 

the government and locating information may in-
crease their desire to utilize e-government services. 
Belanger and Carter’s (2008) findings align with 
this because the latter study was conducted in a de-
veloped nation where people were accustomed to e-
gov services, frequently browsed the Internet, and 
were comfortable with online purchasing. It is pos-
sible that participants will not view e-government 
as novel. Carter et al. (2016) found inconsistent re-
sults in their comparison study between the United 
Kingdom and the United States, which further sup-
ports the purpose of understanding e-gov adoption 
in varied situations. Because the Indonesian system 
is based on religious, cultural, and tribal institu-
tions, underestimating their impact could result in 
inaccurate generalizations from other studies ap-
plied to the Indonesian government.

The findings show that compatibility has a ma-
jor impact on intentions to use e-government (β 
= .265, p < .005). These results are consistent with 
other research conducted in e-commerce, such as 
e-government tax e-filing services (Shareef et al., 
2011; Hung et al., 2006; Kim & Lee, 2006; Ojha et 
al., 2009). A citizen’s perception of e-government 
is likely to be more favorable when it aligns with 
the lifestyle and place of employment. Both initial 
and ongoing adoption are positively impacted by 
compatibility (Sun & Jeyaraj, 2013). This implies 
that the government must replicate citizens’ past 
experiences with traditional government services 
in order for citizens to use e-government services 
efficiently. Electronic forms, for instance, have to 
be compatible with traditional government forms. 
Furthermore, users’ views of compatibility would 
be enhanced by standardizing e-government 
websites.

Intentions to use e-government are negatively 
impacted by complexity (β = .293, p < .005). The 
public’s presentation of e-government services re-
quires careful consideration. Information should 
be presented to make it easy to understand, ap-
ply, and generalize prior knowledge in new situ-
ations (Webb, 1997). For instance, e-government 
services and information should be simple to lo-
cate and use techniques people are accustomed 
to, like online purchasing. The findings of this 
investigation are consistent with Venkatesh et al. 
(2003), Weerakkody et al. (2013), Alateyah et al. 
(2013), and Choudrie et al. (2017). But occasionally, 
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a task’s intricacy does not automatically translate 
into difficulty (Webb, 1997). If the system is kept 
simple, it can accomplish simple tasks. 

Furthermore, the intention to use Indonesian e-gov-
ernment services is impacted by their desire to avoid 
uncertainty about how relative advantage, compat-
ibility, and complexity are related. According to the 
results, relative advantage, compatibility, and com-
plexity have less of an impact on citizens’ intentions 
to use e-government in citizen groups with high lev-
els of uncertainty avoidance than with low levels of 
uncertainty avoidance. Older and more conservative 
persons are more inclined to favor traditional meth-
ods of obtaining information and conducting busi-
ness with the government. They often perceive un-
structured situations as novelties that provide secu-
rity risks and tend to see things as unstructured and 
regarded as dangerous (Hofstede, 2011). Their view is 
that utilizing new IT/IS-related applications, includ-
ing e-government, carries dangers, which makes it 

less acceptable to them. Because they lack confidence 
and anticipate making mistakes in their interactions, 
they frequently believe that using new technology is 
challenging.

The results of this investigation are consistent with 
earlier studies conducted by Zhao (2011, 2013), 
Warkentin et al. (2002), and Tam and Oliveira (2019). 
Warkentin et al. (2002) highlighted the critical role 
that power distance and uncertainty avoidance 
play. These will likely be the main elements affect-
ing how people accept e-government. The study’s 
findings demonstrate that cultural variations ex-
ist not only across nations but also among people 
who reside in particular nations (Baskerville, 2003). 
Comprehending these distinctions is crucial while 
advocating for the adoption of e-government. Every 
nation, including Indonesia, has a distinct environ-
ment, culture, and set of beliefs that should be con-
sidered while evaluating and implementing e-gov-
ernment technologies.

CONCLUSION

The purpose of this study is to identify the motivations behind Indonesians’ adoption of e-government. 
The study’s conclusions show how encouraging users to provide feedback might improve e-government 
services and include them in the growth and development of e-government and its websites. Regarding 
people’s intention to use e-government services, relative advantage is beneficial. This implies that citi-
zens’ intention to use e-government services may rise if they think they are superior to traditional 
services for completing transactions, interacting with the government, and finding information. The 
intention to use e-government services is positively influenced by compatibility. This implies that citi-
zens evaluate the pre- and post-adoption compatibility of e-government technologies. Furthermore, the 
results validate that people’s intention to use e-government services is adversely affected by complexity. 
On the other hand, when citizens perceive that utilizing e-government services is no more complicated 
than traditional government services, they are more likely to embrace them.

Furthermore, this study’s findings indicate that e-government adoption is less likely among citizens 
who genuinely would rather avoid uncertainty. When available and compatible with the e-government 
system, they are more inclined to select traditional methods of transacting business and communicat-
ing with the government. Since conventional techniques involve less uncertainty, these individuals are 
projected to find them to be more profitable, highly compatible, and less complex; conversely, low levels 
of uncertainty increase the likelihood that citizens will adopt e-government.

These findings might be useful in helping decision-makers handle difficulties about the components 
that have been investigated in order to better understand the phenomena and raise citizen adoption 
rates. Moreover, decision-makers stand to gain by arranging these components’ combined influence to 
maximize adoption. Using this setup, they can better understand the significance of combining compo-
nents that complement one another and the relative relevance of each factor. This work suggests several 
directions for future research. Future research may use data collected from other developing countries 
to have a deeper understanding of the factors influencing the adoption of e-government.
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