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 This study aims to explain the concept of relationship quality on citizen 

intention use of e-Government service. We have built 5 hypotheses. The 

result of 5 hypotheses is positive and significant impact. In building citizen 

relationship, we build two antecedent they are perceived e-Government 

usability and perceived e-Government credibility. The method we use in this 

research is empirical, with 366 valid respondents. 
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1. INTRODUCTION 

In general, electronic government (e-Government) can be defined as a medium that can connect the 

interaction between citizen, business actors or government with government by utilizing information and 

communication technology [1]. E-Government exists because the problems in society today are increasingly 

complex and require fast and precise handling [1], [2]. The existence of e-Government provides many 

benefits to civil society, but only few got its worthiness.The problems faced are very varied such as 

thecontent is not interesting, the system is not functioning properly and lack ofthe information [3]. 

Generally, the study of e-government is divided into tree classifications they are, first is the 

evolution of the e-government which includes the process of development, second the implementation of e-

government and third the impact or adoption of e-government use [4], [5]. Some previous studies confirmed 

that e-government development has increased significantly in some countries. It is because the impact of e-

government implementation can provide benefits to improve service quality, to grow democracy, to reduce 

corruption, to increase transparency, to reduce social gap, to improve competitive business, and to improve 

the quality of services in the community environment [6], [7]. 

Service is an intangible activity but has significant consequences, although in a service process there 

are many complicated procedures. Basically, marketing relationship quality is the root of a relationship 

between the vendor and the customer [6]. Some of literatures about traditional business marketing generally 

focus on two things, namely customer satisfaction and trust in the vendor, both of which are used as a key 

dimension in relationship quality. This confirms that a good relationship between customers and vendors is 
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necessary. Satisfaction reflects the circumstances resulting from customer evaluation of past performance by 

vendors, while trust reflects buyers' trust in performance by vendors. Thus, customer and vendor 

relationships can be valued well if vendors in the past and future will benefit. This confirms that the quality 

of relationships resulting from trust and satisfaction play an important role in increasing loyalty. 

In the context of e-government relations between communities and governments can be represented 

by using information systems, such as licensing, auctions, tax payments and information distribution. The 

two elements of relationship quality become part of the benchmark in the application of e-government. Trust 

and satisfaction are used by the community as a benchmark to ensure and evaluate the performance of e-

government services. 

Thus, relationship quality has been recognized by previous researchers as an element that can serve 

as a benchmark for the success of a relationship to achieve e-government intention use [2], [4], [6]. In this 

study we use trust and satisfaction as a construct to measure relationship quality in e-government.In addition, 

in this study we used two antecedents that have correlation to relationship quality and citizen intention usei.e 

perceived e-government usability and perceived government credibility.In this study we focus on e-

government relationship quality, and examine the impact of relationship quality on citizen intention use of e-

government service, but it also examines some key relationship quality antecedents consisting of credibility 

and usability. 
 

 

2. LITERATURE REVIEW DAN HIPOTESIS 

2.1. Perceived E-government Usability 

Perceived e-government usability can be defined as follows: (a) ease of understanding the structure 

of e-government by the community, (b) the level of ease in using e-government, (c) the speed in accessing 

data and information on e-government, (d) the use of easy-to-use navigation so as to generate conclusions 

according to user needs, (e) conformity control over what is being done, wherever and at any time [2] [4] [6]. 

Usability is key factors for web applications. In addition usability makes the information system can be more 

easy to use. The main concept is to adjust to the needs of users. [3] Defined usability as the ability of a 

software product so that the website can be understood, studied, operated, and appealing to users [3]. 

In software engineering study, usability is used to be a path of a system in order to make the system 

clear and easy to use. The main concept is to adjust the needs of users. In another study, [3] described 

usability as a capability of software which is understandable and well operated [3]. More about software 

engineering study, [8], [9] confirmed usability as one of the methods to verify the software development and 

software implementation [7], [10]. In term of computer behavior, usability is used to assess user loyalty of 

the website [11]. Crosby et al. confirmed that usability can affect the ease of e-government use and will 

ultimately affect the continued use of services in e-government [12]. 

Fernandez et al., Kim and Eom concluded that usability was an important factor in achieving user 

satisfaction [8], [13]. Fernandez et al., Maditinos and Theodoridis showed that the quality of the interface and the 

quality of information provided to consumers (two key aspects of web site usability) had a significant effect 

on the level of user satisfaction [9], [14]. According to all these ideas, we propose the following hypothesis: 

H1. Perceived e-government usability has a positive influence on e-government relationship quality. 

H2. Perceived e-government usability has a positive influence on citizen intention use of e-government. 

 

2.2. Perceived E-government Credibility 
The fundamental provision of credibility is the quality and reliance. In the area of human computer 

behavior, credibility is utilizedto elucidate the activity between systems and information [15]. Defined 

credibility as the trust of information on the website [16]. In the last, credibility was the piece of plausibility 

[17]. Figured credibility as an important factor and had relevance to perceptual manner to establish affective 

idea for consumers [18]. In the line of computer graphics, credibility is utilize for an activity that is used to 

test the perception effect on the application display of the users of the junction [13]. Other studies described 

the important role of credibility in shaping perceptions for students who used scientific websites with regard 

to the information they got [14], [19]. Asserted that credibility and trust, an important part of digging 

information online, was used as a cognitive heuristic proof [15]. 

Hariguna et al. Explained there was a positive relationship of existing features and perceptions of 

credibility on a web application [2]. Aesthetics and credibility in website design was essential to ensure sales, 

or to provide good service [16]. In terms of web application dispatch, credibility was the tight of relationship 

to dynamism that includedunpredict factors such as design and aesthetics [17]. Several research has utilized 

several standards to delineate credibility, which enables a more broad perceptivity [20]. Compressed the 

criteria of credibility, and elucidate it as reliability, confidence, competency, precision, and quality [21]. In 

the term of e-government, confirm that a website is believable was a decent and fundamental [3]. However, 
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the argument citizens did not belief e-government services was because of the insufficiency of warranty in 

online activity for storing private information, although cyber regulations [1]. Therefore, e-government 

providers need to reflect credibility because of the perceived credibility on e-government services, can affect 

trust and satisfaction. 

In another study, [22] Affirmed that the credibility of the website and user behavior had a strong 

relationship [23]. The source of credibility had also been validated to have a significant impact on trust and 

satisfaction [24]. Described a credible website generated favorable reactions from users [19]. Therefore we 

conclude: 

H3. Perceived e-government credibility has a positive influence on e-government relationship quality. 

H4. Perceived e-government credibility has a positive influence on perceived e-government usability. 
 

2.3. E-government Relationship Quality 

Relationship quality can be interpreted as an interaction that has been done by two different parties 

and have an impact on the activity. So the result must meet the expectations of both parties. Therefore, the 

result of the interaction between the two must meet the expectations of both parties. So the results can be 

evaluated based on success or a failure. In the view of [12] if the relationship quality of the firm with the 

customer had a good bond, it would have an impact on the customer, where the customer himself thought that 

satisfaction was part of the interaction with the company, but it also affected the effectiveness of the sales 

force in terms of giving long term service [6]. 

A number of studies have suggested that relationship quality had important indicators of trust, 

satisfaction, and commitment as a benchmark for the relationship quality, while trust and satisfaction 

remained key indicators. Although these theories did not conclude specifically that relationship quality exerts 

a strong influence on intent in the field of e-Government use, other studies also provided explicit 

explanations that relationship quality affected the intention of information technology. Scientists agreed that 

the chain of belief-satisfaction-behavior had causality that can ultimately improve behavior for the user, and 

satisfaction was one of the influences that can be an indicator. 

Satisfaction and trust were two indicators that have been widely used by researchers to confirm the 

effect on the influence of one's intentions especially in information technology such as technological 

acceptance model (TAM), IS success model of Delone and McLean and the study of expectation 

confirmation model (ECM). Previous findings suggested a substantial relationship between satisfaction and 

user intention use. Meanwhile, some other scholars confirmed that citizen satisfaction has ability to increase 

citizen intention in the field of technology adoption [25]. Concluded that user satisfaction positively has 

relationship with user intention. 

In the field of e-government [26], [27], [2] indicated that user satisfaction was an important factor 

for the continued use of e-government services, and for e-government success or failure [2], [4]. 

H5. E-Government relationship quality has a positive influence on citizen intention use of e-government 
 

 

3. RESEARCH DESIGN 

This research utilizes quantitative method. Data collect by questionnaire and utilize references from 

previous study [2], [20]. In this study, utilized five likert scale: strongly disagree (1) disagree (2) neutral (3) 

agree (4) and strongly agree (5), the questionnaire utilize was divided into three group: demographic, 

characteristics of information and number of data. Table 1 figure out the demographics of the respondents 

and Figure 1 elucidate the hypothesis framework. 
 

 

Table 1. Demographics of the sample 
Characteristics Frequency Percent (%) 

Gender   

      Male  156 42.6 

      Female 210 57.4 

Age   

      21–30 years old  82 22.4 

      31–40 years old  170 46.4 

      41 years old or above 114 31.1 

Education level   

      High school certificate or lower degree  66 18.0 

      Undergraduate degree  180 49.2 

      Master or higher degree 120 32.8 

Experiences   

      Less than 3 times/year 75 20.5 

      3-5 time/year 121 33.1 

      More than 5 time/years 170 46.4 
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Figure 1. Research framework 

 

 

4. RESULTS OF THE DATA ANALYSIS 

In this study, we added relationship quality as mediation to citizen intention use of e-government 

service, and we integrated credibility and usability as antecedent rather than relationship quality and citizen 

intention use. Through this concept, this study has high value and high originality from the previous study. 

Most of the scholars described and used TAM, ECM and IS success models in order to measure e-

government performance success, but until now none of the studies focus on the relationship quality as the 

antecedent of citizen intention use of e-government. 

In this research, we utilize software of SmartPLS to elaborate, to examine data and hypotheses. The 

technique utilizes in PLS was structural equation modeling. PLS was utilized to elaborate the model with two 

process indicators simultaneously they are reflective and formative. Moreover, PLS can be utilized to analyze 

data with large or small number, elaborate model of complex predictions, and help multicollinearity 

problems. Outer model was used to measure the relationship between indicators and latent construction on 

PLS. In addition, an inner model was utilized to assess the path structures between constructs [22] [24] [25]. 

 

4.1. Outer Models 

Two tests required in outer models: items construct and construct validity [28]. Justify that the items 

construct utilize cronbach α and composite reliability as an indicator, where the number must be higher than 

0.7, then the construction achieved accepted and reliable [27]. Meanwhile, to measure construct validity 

utilize with two ways, convergent validity test, and discriminant validity test. Based on [28], it was confirmed 

a construction can be achieved convergent validity if the loading factor of each indicator higher than 0.5 [27]. 

In addition, the number of the average variance extracted (AVE) must be higher than 0.5 and the number of 

the composite reliability must be higher than 0.7. Table 2 illustrates factor loads, reliability tests and all 

constructions are appropriate with [28]. 

In addition from Table 3 it shows that the square root of AVE was greater than the correlation 

coefficient of the constructs was tested to confirm discriminant validity. According to Table 2 and Table 3, 

the constructs exhibited discriminant validity. 
 

 

Table 2. Reliability analysis and convergent validity 

Construct 
Measurement 

items 

Factor  loading/coefficient 

(t-value) 

Composite 

reliability 

 

AVE 

 

Cronbach's α 

Perceived e-

Government 

Usability (PEU) 

PEU1 0.65  

 

0.84 

 

 

0.64 

 

 

0.70 

PEU2 0.85 

PEU3 0.87 

Perceived e-

Government 

Credibility (PEC) 

PEC1 0.77  

 

0.88 

 

 

0.70 

 

 

0.80 

PEC2 0.88 

PEC3 0.87 

e-Government 

Relationship 

Quality (ERQ) 

 

 

TRU1 0.86  

 

 

 

0.87 

 

 

 

 

0.53 

 

 

 

 

0.81 

TRU2 0.73 

TRU3 0.84 

SAT1 0.61 

SAT2 0.83 

SAT3 0.71 

Citizen Intention 

Use of e-

Government (CIU) 

CIU1 0.78  

 

0.87 

 

 

0.69 

 

 

0.78 
CIU2 0.93 

CIU3 0.78 

Note: Perceived e-Government Usability (PEU); Perceived e-Government Credibility (PEC); e-Government Relationship 

Quality (ERQ); Citizen Intention Use of e-Government (CIU). 
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Table 3. Correlation matrix 
  CIU ERQ PEC PEU 

CIU 0.83       

ERQ 0.53 0.73     

PEC 0.52 0.72 0.84   

PEU 0.72 0.62 0.60 0.80 

Note: Perceived e-Government Usability (PEU); Perceived e-Government Credibility (PEC); 

e-Government Relationship Quality (ERQ); Citizen Intention Use of e-Government (CIU). 

 

 

4.2. Inner Model 

In the PLS to measure the significance of the benchmark hypothesis used is the path coefficient T-

values, in Table 4 describes the results of the hypotheses of all significant and positive values. 

 

 

Table 4. Summary of hypotheses testing results 
Hypothesis Path Standardized 

path coefficient 

T-value Supported 

H1 PEU-ERQ 0.57*** 8.16 Yes 

H2 PEU-CIU 0.98*** 19.06 Yes 

H3 PEC-ERQ 0.40*** 6.25 Yes 

H4 PEC-PEU 0.59** 10.32 Yes 

H5 ERQ-CIU 0.43*** 5.78 Yes 

Note 1: Perceived e-Government Usability (PEU); Perceived e-Government Credibility (PEC); 

e-Government Relationship Quality (ERQ); Citizen Intention Use of e-Government (CIU). 

Note 2: **p-value < 0.01; ***p-value < 0.001 

 

 

4.3. Testing of Mediation Effects 

In this study there are three mediation effects that must be tested, to test the significance of all three 

used Sobel test to analyze, which to get a significant value then z-value must be worth 1.96 or more [29] 

[30]. In this study we found that the three have met the criteria and significant value, as shown in Table 5. 

 

 

Table 5. Mediation effects testing 
Constructs Construct relationships T-value of path coefficients Sobeltest's z-value 

PEU-ERQ-CIU 
PEU-ERQ 

ERQ-CIU 

8.16 

5.78 
4.71*** 

PEC-ERQ-CIU 
PEC-ERQ 

ERQ-CIU 

6.25 

5.78 
4.24*** 

Note 1: Perceived e-Government Usability (PEU); Perceived e-Government Credibility (PEC); e-Government 

Relationship Quality (ERQ); Citizen Intention Use of e-Government (CIU). 

Note 2: ***p-value < 0.001 

 

 

5. DISCUSSION 

This study aims to measure the performance results of e-government implementation based on user 

perspective. In this research the approach used is empirical relationship quality as a mediator in assessing the 

performance of e-government to determine citizen intention use. Assessment used multi-dimensional factor, 

refered to research that has been done by previous researchers [2] [4] [6]. 

This study provides explicit impacts for the academic world and practitioners in the field of e-

government. Based on the analysis results found that H1 and H5 have significant direct impact on CIU, while 

H1 and H3 are significant to CIU indirectly. In addition, H4 is significant to PEU, and also significant to CIU 

indirectly. Meanwhile PEU and PEC are the two main variable factors that support ERQ as confirmed 

by [28] [2]. 

 

 

6. CONCLUSION 

The contribution of this research applies the concepts of PEU and PEC to add relationship quality as 

an intermediary variable to build a comprehensive framework for analyzing the impact on the continuing 

intentions for e-government. In the procurement concept the customer or user will always repeat the 

purchasing behavior, buy another product from the same company, and will set aside the influence of the 
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competitor. Thus, relationship quality can be a successful instrument or marketing mechanism including the 

use of e-government. The influence of citizen credibility and high citizen usability has an effect on high 

relationship quality which also has a positive impact on loyalty and continuity of intention. The context of 

cause and effect can be a reference for the development of managerial strategies for e-government organizers. 

Most research focuses on the quality of e-government only. This study applies PEU, PEC and extends it to 

include relationship quality as an intermediary variable to develop a comprehensive framework in order to 

analyze the impact and impact on continued intentions of e-government use. 
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