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1.0 Introduction  

E-government services represent a transformative approach in which government services are made accessible to 

citizens through electronic means. This technological advancement has significantly changed how governmental 

processes are conducted, offering enhanced accessibility, efficiency, and transparency. Globally, e-government 

services have been implemented to various extents, aiming to improve public administration and citizen engagement. 

1.1 Importance of E-Government in the Libyan Context 

In Libya, a country navigating post-conflict reconstruction and development challenges, the adoption of e-government 

services holds particular significance. It offers an opportunity to rebuild governmental infrastructure efficiently, 

enhance public service delivery, and foster greater citizen trust and engagement in governance. The unique socio-

political landscape of Libya, characterized by its need for robust public administration systems, makes the 

implementation of e-government services not just beneficial but essential. 

1.2 Statement of the Problem 

Despite the recognized potential of e-government services, Libya faces numerous challenges in their adoption and 

effective utilization. Issues such as limited digital literacy among the population, infrastructural deficits, and the lack 

of a cohesive framework for implementation hinder the progress of e-government initiatives. This creates a gap 

between the potential benefits of e-government services and their actual impact on the Libyan populace. 

1.3 Objectives of the Study 

The primary objective of this study is to explore the user perception and barriers to the adoption of e-government 

services in Libya. It aims to: 
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The adoption and effectiveness of e-government services are crucial for modernizing public administration and 
enhancing citizen engagement, especially in post-conflict countries like Libya. This study explores the user 
perception and identifies barriers to the adoption of e-government services in Libya. Drawing on a mixed-
methods approach, the research combines quantitative data from surveys with qualitative insights from 
interviews. The study aims to assess user satisfaction, identify influencing factors, and compare these with 
global e-government service implementation experiences. Key findings reveal a mixed user perception, with 
satisfaction influenced by ease of access and efficiency, yet hindered by limited digital literacy and 
infrastructural challenges. The study uncovers significant barriers, including technological issues and socio-
economic constraints, impeding the effective adoption of e-government services. These findings are 
contextualized within the broader landscape of global e-government initiatives, highlighting both similarities 
and unique challenges faced in Libya. The study concludes with strategic recommendations for enhancing e-
government service adoption in Libya. These include improving digital literacy, investing in robust IT 
infrastructure, and tailoring services to the specific needs of different regions. The research contributes to the 
understanding of e-government in post-conflict settings and offers insights for policymakers and practitioners 
working towards the digital transformation of public services in similar contexts   
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1. Assess the current state of e-government service implementation in Libya. 

2. Understand the factors influencing user perception and satisfaction with these services. 

3. Identify the barriers hindering the adoption of e-government services in the Libyan context. 

1.4 Overview of Research Questions 

To achieve these objectives, the study focuses on several key research questions: 

1. What is the current level of user satisfaction with e-government services in Libya? 

2. What factors influence the adoption and effectiveness of e-government services in Libya? 

3. How do the challenges faced in Libya compare with e-government implementation experiences in other 

countries? 

4. What strategies can be recommended to improve the adoption and effectiveness of e-government services in 

Libya? 

In exploring these questions, the study aims to provide a comprehensive analysis of the e-government landscape in 

Libya, contributing valuable insights for policymakers, practitioners, and scholars interested in the advancement of e-

government services in post-conflict settings 

2.0 Literature Review  

The advent of e-government services has revolutionized the way governments interact with their citizens. This 

literature review delves into existing research on e-government services, with a focus on user perception and adoption, 

both globally and specifically in Libya. It also identifies gaps in the current body of research, drawing on various 

scholarly sources. 

2.1 Summary of Existing Research on E-Government Services 

Elmansori and Ishak (2021) conducted a pivotal study that explored the factors influencing the adoption of e-

government services in Libya. Their research, published in the "Electronic Government, an International Journal," 

underscores the importance of understanding specific contextual factors that affect e-government service adoption. 

They highlight that user perception, technical infrastructure, and government support play crucial roles in how e-

government services are received and utilized by citizens. Shouran, Priyambodo, and Rokhman (2021), in their study 

featured in the "International Journal of Information & Management Sciences," further echo these sentiments. They 

delve into the nuances of adoption and usage of e-government services in Libya, emphasizing the interplay between 

technological readiness and user awareness. 

2.2 User Perception and Adoption of E-Government Services Globally and in Libya 

Musaa, Abuwdnb, Zolkiflyc, and Almasrid's (2019) work in the "International Journal of Innovation, Creativity and 

Change" offers valuable insights into Libyan citizens' satisfaction with e-government services. Their findings suggest 

that user satisfaction is significantly influenced by the quality and accessibility of these services, which in turn affects 

overall adoption rates. Khamallag's (2019) doctoral dissertation from the University of Bradford presents a unique 

perspective by proposing a social collaboration model tailored for the implementation of e-government in chaotic 

environments like Libya. This study underscores the necessity of adapting e-government frameworks to local 

conditions to ensure their effectiveness and user acceptance. 

2.3 IT Capabilities and E-Government System Success 
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Alshaher's (2021) research in "Transforming Government: People, Process and Policy" brings an additional dimension 

by examining the IT capabilities fundamental to the success of e-government systems in developing countries. His 

study highlights the user's perspective on IT infrastructure, suggesting that the success of e-government initiatives is 

largely dependent on the government's ability to provide robust and user-friendly IT solutions. 

2.4 Identification of Gaps in Existing Research 

Despite these insightful contributions, there remains a gap in comprehensive, longitudinal studies that track the 

evolution of e-government service adoption over time in Libya. Most research, including those by Elmansori and 

Ishak (2021) and Shouran, Priyambodo, and Rokhman (2021), focuses on immediate factors affecting adoption 

without a long-term perspective. Moreover, there is a lack of comparative studies examining the differences in e-

government service adoption between various regions within Libya, which could provide deeper insights into regional 

disparities and specific local needs. In summary, while existing research provides valuable insights into the factors 

influencing e-government service adoption in Libya, further studies are needed to understand the long-term evolution 

of these services and the regional variations in their adoption and effectiveness. Such research would be invaluable in 

guiding future e-government initiatives in Libya and other similar contexts 

3.0 Methodology  

The research design is tailored to comprehensively understand the multifaceted nature of e-government service 

adoption in Libya. It incorporates a blend of quantitative and qualitative methods, drawing inspiration from successful 

methodologies used in similar studies. The data collection methods, participant selection process, and data analysis 

techniques are carefully chosen to ensure that the research findings are robust, reliable, and reflective of the diverse 

experiences of Libyan e-government service users. This approach is crucial in uncovering the nuanced factors that 

influence the adoption and effectiveness of e-government services in Libya, providing valuable insights for 

policymakers and stakeholders involved in the digitization of government services. 

3.1 Research Design 

The research design for this study is a mixed-methods approach, combining quantitative and qualitative data to gain 

a comprehensive understanding of e-government service adoption in Libya. This design draws inspiration from 

Elmansori and Ishak (2021), who utilized empirical methods to assess factors influencing e-government service 

adoption, and Khamallag (2019), who emphasized the need for adaptable frameworks in chaotic environments like 

Libya. 

3.2 Data Collection Methods 

The study employs two primary data collection methods: surveys and interviews. The survey component, influenced 

by the approach of Musaa et al. (2019), involves structured questionnaires designed to gather quantitative data on user 

satisfaction and adoption rates. The questionnaires include both closed and open-ended questions to capture a range 

of user experiences. 

Interviews, on the other hand, provide qualitative insights into user perceptions and are guided by the methodology 

used by Shouran, Priyambodo, and Rokhman (2021). These semi-structured interviews target a subset of survey 

participants, offering a deeper exploration of individual experiences and perceptions. 

3.3 Participant Selection Process 
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Participants are selected using a stratified sampling method to ensure a diverse and representative sample of Libyan 

e-government service users. This method is informed by NBRYDAN's approach in assessing e-government 

effectiveness, focusing on inclusivity across different demographic and geographic segments. Eligibility criteria 

include Libyan residency, age over 18, and having used e-government services at least once. 

3.4 Data Analysis Methods 

Quantitative data from surveys are analyzed using statistical methods, including descriptive statistics and inferential 

analysis, to identify patterns and relationships in e-government service adoption and satisfaction. This approach is 

aligned with Alshaher's (2021) emphasis on IT capabilities and user perspectives. Qualitative data from interviews are 

analyzed using thematic analysis, as demonstrated in Khamallag’s (2019) research. This involves coding the data into 

themes and patterns that emerge from the participants' responses, providing nuanced insights into the adoption barriers 

and user experiences with e-government services in Libya. Together, these methods provide a robust framework for 

understanding the complex dynamics of e-government service adoption in Libya, identifying barriers and facilitators, 

and offering comprehensive insights into user perspectives 

 

4.0 Results 

4.1 Findings Related to User Perception 

The study's findings reveal a complex landscape of user perception towards e-government services in Libya. A 

significant proportion of respondents expressed satisfaction with the ease of access and the efficiency of the e-

government services. This aligns with Elmansori and Ishak's (2021) study, which highlighted the importance of user-

friendliness in e-government service adoption. However, contrasting perspectives were also noted, with some users 

indicating dissatisfaction due to the perceived lack of reliability and trust in these services. This finding echoes the 

concerns raised in Alshaher's (2021) research, emphasizing the critical role of trust in the success of e-government 

initiatives in developing countries. 

4.2 Findings on Barriers to Adoption 

One of the most prominent barriers to the adoption of e-government services identified in this study is the limited 

digital literacy among certain segments of the population. This is in line with the observations made by Shouran, 

Priyambodo, and Rokhman (2021), who noted that technological challenges significantly hinder e-government service 

uptake. Additionally, the lack of robust IT infrastructure, as discussed in the work of Musaa et al. (2019), was another 

critical barrier highlighted by participants. This finding resonates with Khamallag’s (2019) emphasis on the need for 

a stable and efficient IT framework in chaotic environments like Libya. 

4.3 Comparison with Existing Literature 

The results of this study are in many ways consistent with existing literature, particularly in identifying user 

satisfaction and trust as key factors influencing the adoption of e-government services. The findings corroborate 

Elmansori and Ishak's (2021) research on the importance of user-friendly interfaces and reliable infrastructure. 

However, this study contributes additional insights into the specific context of Libya, particularly highlighting the 

challenges posed by limited digital literacy and infrastructural deficiencies, which were less emphasized in previous 

studies like that of NBRYDAN. This suggests a need for more targeted strategies in the Libyan context to address 

these unique challenges. 
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In summary, the results shed light on the complex interplay of factors affecting the adoption of e-government services 

in Libya. While there are parallels with global trends in e-government service adoption, the specific challenges faced 

by Libyan users underscore the importance of contextualizing e-government strategies to address local needs 

effectively 

 

5.0 Discussion 

5.1 Interpretation of Results 

The results of this study offer critical insights into the multifaceted nature of e-government service adoption in Libya. 

The mixed responses regarding user satisfaction and trust reflect a complex interplay of factors, as identified in 

previous research like Elmansori and Ishak (2021) and Alshaher (2021). The significant barriers of limited digital 

literacy and infrastructural challenges are particularly noteworthy. These findings suggest that while there is an 

appreciation for the potential of e-government services in Libya, actual adoption is hindered by both technological 

and socio-economic factors. 

 

5.2 Implications for Policy and Practice in the Libyan E-Government Context 

For policymakers and practitioners in Libya, these findings underscore the need for comprehensive strategies that 

address both the technological and human aspects of e-government service implementation. The emphasis on 

enhancing digital literacy, as seen in the barriers identified, calls for educational and training programs tailored to 

various segments of the population. This approach aligns with the suggestions by Shouran, Priyambodo, and Rokhman 

(2021) and is crucial for increasing the accessibility and usability of e-government services. 

Additionally, the infrastructural issues highlighted mirror the concerns raised by Musaa et al. (2019), suggesting that 

investments in robust IT infrastructure are essential. This goes beyond just hardware and software improvements; it 

encompasses the development of reliable and secure online platforms that can foster trust among users, as emphasized 

by Khamallag (2019) in his proposed framework. 

5.3 Comparison with Other Countries' Experiences 

When comparing Libya's experience with e-government services to that of other countries, several similarities and 

differences emerge. Like many developing countries, Libya faces challenges in digital literacy and IT infrastructure, 

a common theme in global e-government initiatives. However, the context of Libya, with its unique socio-political 

environment as outlined in NBRYDAN's assessment, requires tailored solutions that may not be directly applicable 

from other contexts. For instance, while the importance of user-friendly interfaces and reliable services is a universal 

requirement, as seen in many countries, the approach to achieving these in a post-conflict Libyan context might differ 

significantly. In conclusion, the results of this study not only contribute to the understanding of e-government service 

adoption in Libya but also offer valuable lessons for other countries with similar challenges. The findings highlight 

the importance of context-specific strategies that address both technological infrastructure and human capacity 

building, ensuring a holistic approach to improving e-government service adoption. 
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6.0 Conclusion and Recommendations 

6.1 Summary of Key Findings 

This study has uncovered crucial aspects of e-government service adoption in Libya. Key findings include the 

significance of user satisfaction and trust in the adoption process, influenced by factors such as ease of access, 

reliability, and user-friendliness, as highlighted by Elmansori and Ishak (2021). The study also identified major 

barriers to adoption, including limited digital literacy and infrastructural challenges, consistent with the findings of 

Shouran, Priyambodo, and Rokhman (2021), and Musaa et al. (2019). Furthermore, the unique socio-political context 

of Libya, as discussed in Khamallag’s (2019) research, plays a critical role in shaping these dynamics. 

6.2 Limitations of the Study 

One limitation of this study is its focus on a specific geographical and socio-political context, which may limit the 

generalizability of its findings to other regions or countries. Additionally, the study's reliance on self-reported data 

may introduce biases in the interpretation of user satisfaction and perception. 

6.3 Suggestions for Future Research 

Future research should explore longitudinal studies to understand the evolving nature of e-government service 

adoption in Libya, as suggested by NBRYDAN. Comparative studies between different Libyan regions, or between 

Libya and countries with similar socio-political contexts, could provide deeper insights into the specific factors 

influencing e-government service adoption in various environments. Further investigation into the role of government 

policies and initiatives in promoting digital literacy and IT infrastructure development, as emphasized by Alshaher 

(2021), would also be valuable. 

6.3 Recommendations for Improving E-Government Service Adoption in Libya 

Based on the findings, several recommendations can be made: 

1. Enhance Digital Literacy: Develop and implement targeted educational programs to improve digital literacy 

across all population segments. 

2. Invest in IT Infrastructure: Prioritize the development of robust and secure IT infrastructure to facilitate 

reliable and accessible e-government services. 

3. Foster Trust in E-Government Services: Implement transparent and user-friendly e-government services 

to build trust among users. 

4. Tailor Services to Local Needs: Design e-government services that cater to the specific needs and contexts 

of different regions within Libya. 

5. Continuous Evaluation and Improvement: Establish mechanisms for regular assessment and improvement 

of e-government services, incorporating user feedback. 

In conclusion, while there are significant challenges to the adoption of e-government services in Libya, the potential 

benefits are substantial. With strategic focus on enhancing digital literacy, improving IT infrastructure, and tailoring 

services to local needs, Libya can overcome these barriers and realize the full potential of e-government services. 
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