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Abstract: Electronic government is the use of Information and Communication Technologies in the public administration
processes to provide better public services to citizens and the general public. The adoption of e-government services is vital for
the success of e-government projects. The purpose of this study is to investigate factors influencing the Russian students in
China willingness to adopt and use e-government services. Predictors such as perceived usefulness, perceived ease of use,
perceived service quality, citizen trust and language barrier would be explored. The Technology Acceptance Model would be
used as the theoretical framework for the study. The questionnaire instruments would be administered to 500 Russian students
in the City of Harbin. The data gathered would be captured and analyzed with SPSS while a further analysis would be
conducted using the Structural Equation Model (SEM). Based on the data analysis, appropriate recommendations would be
offered to improve public service delivery through e-government not only to Chinese citizens but foreign nationals who reside
in China as well.
Keywords: E-government, E-government Services, Adoption, Technology Acceptance Model (TAM), Russia, China

1. Introduction
Electronic government (e-government) is considered as the
strategies, organizational reforms and processes provided by
the power of the Information and Communication
Technology (ICT) to enhance access to and delivery of
government information and services to citizens, businesses,
government employees and other agencies [1]. E-government
is defined as the use by the government of innovative
Information and Communication technologies (ICTs) such as
web-based internet applications to provide citizens and
businesses with more convenient access to government
information and public services as well to improve the
quality of the services [2]. It is also meant to provide greater
opportunities for participation in democratic institutions and
processes [2]. The adoption of e-government by using ICT in
the public administration processes is expected to make
government operations more accessible, effective, and
accountable and transparent [3]. E-government as a
transformational tool seeks to enhance the quality of life of
citizens through redefining of the interaction between
citizens and government [4]. E-government is seen as the

revolutionary phenomena which seek to bring about a
fundamental change in the entire public administration
structure, values, culture and the manner of dealing with
business as well as citizens [5]. The public administration of
state institutions has been criticized for poor performance,
slow and inefficient service delivery and stringent rigid
regulations [6]. The adoption of e-government is expected to
address these challenges and criticisms.
The important factors affecting the success of egovernment are the governing factors, the technical factors
and the organizational factors [7]. Weerakkody et al [8] also
identified four major factors determining the success of egovernment initiatives; these are political factors,
technological factors, organizational factors and social
factors. According to Weerakkody et al., [8], the political
factor has to do with major support from the government
through the provision of funding, leadership and political
commitment to the development of e-government. This
operation includes setting laws, operational regulations, and
contractual regulations. Another critical factor for the success
of e-government is the technological factor which includes
setting the information technology standards for hardware,
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software, data, information compatibility of different systems
and technologies, the safety of data and privacy etc. [8]. The
organizational factor has to do with changes in the
organizational structures and cultures, decentralization of
power in relations to functions and internal processes while
the social factors have to do with training and educating the
public on new technologies and breaching the gap in terms of
ICT access and use with regard to gender, age, income, and
language [8].
The interaction of Government with major actors in
society such as citizens, business etc. has led to the creation
of e-government services to meet the demands and
expectations of all these actors. These forms of e-government
are Government-to-Government (G2G), Government-toCitizens (G2C), Government-to-Businesses (G2B) and
Government-to-Employees (G2E). The Government-toGovernment (G2G) form of e-government provides
government’s agencies and departments to communicate and
share vital information across different agencies,
departments, and ministries. It could be the sharing of
information and data within and among sector agencies or
between local governments agencies with a central
government agency. The Government-to-Citizen type of egovernment (G2C) enables the public sector agencies and
government machinery to provide public services online to
citizens in the form of downloadable forms, uploading forms,
application for birth certificates, acquisition of passports,
payment for utilities, filing of tax and also by providing
critical information with regard to public policy formulation
and regulations. This form of e-government can also serve as
a platform for citizens to provide essential feedback to
government and its agencies with regard to service delivery
and inputs into public policy formulation. The Governmentto-Business (G2B) form of e-government is initiated to ease
and smooth interaction between government agencies and the
business sector. This type of e-government services provides
an opportunity for the business community to engage in
transactions and procurement as well as tendering processes
with government agencies. Finally, the Government-to Employee (G2E) provides services to manage the
communication and interaction with public sector workers
with a goal to ensure the creation of a paperless office. All
these forms of e-government importantly provide a two-way
communication between a government with the citizenry,
businesses, government itself and public sector employees.
This two-way communication enables these actors; citizens,
businesses, employees, and agencies to provide valuable
feedback about government service delivery and also
contribute to refining policy regulations.
The focus of this study is about the Government-to-Citizen
(G2C) form of e-government but in this case, we are dealing
with non-citizens i.e. Government-to-non-citizens (G2NC).
Globalization has made the world a small village with people
migrating to countries to settle, work, and study and for
tourism. Once people migrate and live in another country
they would have to enjoy public services from the
government agencies in such a country and so the design and

implementation of e-government services by the government
must be carried out to cater for not only citizens but for
foreign nationals too. Hence the focus of this study is on the
Foreign Russian nationals (students) in China.
The objective of this study is to examine the factors
determining the willingness of Russian students in China to
adopt and use e-government services. The following research
questions would be investigated to achieve the objective of
this research.
a. Does perceived usefulness of e-government services
have a significant direct on the willingness of Russian
students in China to adopt and use e-government
services?
b. Does perceived ease of use of e-government services
have a significant direct on the willingness of Russian
students in China to adopt and use e-government
services?
c. Does perceived service quality of e-government
services have a significant direct on the willingness of
Russian students in China to adopt and use egovernment services?
d. To what extent does Language Barrier have a significant
direct on the willingness of Russian students in China to
adopt and use e-government services?
e. Does citizens’ trust have a significant direct on the
willingness of Russian students in China to adopt and
use e-government services?
f. Does language barrier have a direct impact on the
perceived service quality of e-government services?
g. Does language barrier have significant direct impact on
the perceived ease of use of e-government services?
h. Does language barrier moderate the significant direct
impact of perceived service quality on the willingness
to use e-government services?
i. Does language barrier moderate the significant direct
impact of perceived ease of use on the willingness to
use e-government services?

2. Literature Review and Research
Theoretical Framework
Several theories have been advanced to explain the
acceptance and behavior of users with regard to Information
Technology and its related applications. Some of this
proposed technology acceptance theories are Theory of
Reason Action (TRA) [9], Theory of Planned Behavior
(TPB) [10], United Theory of Acceptance and Use of
Technology (UTAUT) [11], Innovation Diffusion Theory
[12] and Technology Acceptance Model (TAM) [13]. For the
purpose of this research, the Technology Acceptance Model
(TAM) would be used as the theoretical foundation for this
study.
The Technology Acceptance Model (TAM) by Davis [13]
is the widely used technology acceptance theory applied to
understand and predict the behavioral acceptance of
information technology systems. It has been applied in varied
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different research such as e-commerce and e-governance/egovernment. TAM proposed two very important factors such
as Perceived usefulness and perceived ease of use as the
major and relevant to explaining the behavioral intention to
use. Davis [13] defined perceived usefulness as the
subjective belief that the use of particular information and
technology related application would enhance his or her job
performance. The perceived ease of use is defined as the
extent to which the user believe that the use of an
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information technology system would be free of effort or
challenges. Davis [13] emphasized that these factors are the
major determinants of actual system use. According to Davis
[13], perceived usefulness and perceived ease of use are
influenced by external variables such as social factors,
cultural factors, and political factors whilst the behavioral
intention is the measure of probability or tendency of an
individual using technology related applications. The
technology Acceptance Model is depicted in Figure 1.

Figure 1. Technology Acceptance Model (TAM) [13].

Over the years, The TAM has undergone several
modifications by researchers by including new variables to
explain the adoption of technology in specific contexts. For
instance, TAM was modified to include the construct
compatibility in Technology Acceptance Model [14]. It was
also modified by adding playfulness factors to understand the
acceptance of the World Wide Web [15]. Further, Lim [16]
modified TAM by including factors such as social influence,
experience, self-efficacy and perceived risk. TAM was again
modified to include two categories of perceived usefulness
such as near-term and long-term [17] whilst Van de Heijden
[18] included perceived entertainment value and perceived
presentation attractiveness.
2.1. TAM and E-government Adoption
In the field of e-governance/e-government, the Technology
Acceptance Model (TAM) has been applied to explain the
acceptance and use of e-government services. The following
sections would discuss studies which have applied the
Technology Acceptance Model (TAM) to predict the
adoption of e-government services.
Appling TAM in examining the adoption of e-government
services among the citizens in selected districts in Tanzania,
Komba [19] found out that social influence was a
determining factor in the adoption of e-government services
in Tanzania. In Sri Lanka, Ranaweera. [20] Found that trust
was vital and significant in the readiness of people Sri Lanka
to use e-government services. Lai and Pires [21] provided
evidence through TAM that information quality, system
quality, and social influence were success factors determining
the adoption of e-government services. Cegarra-Navarro J., et

al [22] also tested the core constructs of TAM and revealed
that perceived usefulness, perceived ease of use and attitudes
were influencing factors in the use of e-government services.
Determining the readiness of Teachers in Greece to adopt egovernment services, it was revealed that cognitive and
intrinsic factors were positive significant in influencing the
intention to use e-government websites [23]. In another study
to determine user attitude towards e-government initiatives in
the Kingdom of Saudi Arabia, perceived ease of use,
perceived usefulness and attitudes were all important factors
for the usage of e-government in the Kingdom of Saudi [24].
Further, TAM was adopted to examine the acceptance of egovernment services in Malaysia and the results indicated
that perceived usefulness, perceived ease of use,
compatibility, interpersonal influence, external influence,
self-efficacy, facilitating conditions, attitude and subjective
norms were all positive determinants of Malaysians to adopt
and use e-government services [25]. In exploring the
business sector perspectives towards the adoption of egovernment services, Alghamdi and Beloff, [26]
demonstrated that perceived benefits, awareness, previous
experience and regulations and policies were significant
factors influencing the business sector towards the adoption
of e-government services in Saudi Arabi.
2.2. Discussion of the Factors Used in This Study
The factors such as perceived usefulness, perceived ease of
use, perceived service quality, language barrier and citizen
trust applied to conduct this study are discussed briefly
below:
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2.2.1. Perceived Usefulness (PU)
The perceived usefulness is one of the major determinates
of technology adoption proposed by Davis [13]. It is
conserved as the degree to which a person believes that using
a particular technology application would contribute to
improving his/her job performance [13]. The perceived
usefulness in TAM is similar to relative advantage factor in
the DOI and performance expectancy in UTAUT [11].
Perceived usualness has been established to have a direct
impact on the Actual Use [27, 28, 29, 30]. PU also has a
direct impact on the behavioral intention to use. In the
context of e-government, PU has been investigated to have a
positive significant influence on the intention to adopt and
use e-government services.
2.2.2. Perceived Ease of Use (PEOU)
Perceive ease of use has also been found to be essential to
the success and adoption of technology related applications.
It is considered as the extent to the use of a system would be
free from any challenge or difficulties [13]. It is also
considered similar to the effort expectancy in UTAUT [11].
PEOU has a direct determinate on behavioral intention (BI)
[31, 32, 33]. Studies have supported the indirect impact of
perceived ease of use (PEOU) on BI (Behavioral Intention)
through perceived usefulness (PU) [34, 28, 35].
2.2.3. Perceived Service Quality (PSQ)
The service quality of e-government services has an
impact on the adoption and use e-government services based
on service performance, citizens’ expectations towards
service delivery. E-government service quality can be
considered as the citizen's expected service delivery and
perceived service. Service quality is considered as the degree
to which a service delivery meets the expectations of citizens
[36, 37, 38]. Service quality is also defined as the comparison
between citizens’ expectations and perceptions towards
service delivery [39]. According to Sharma [40], the primary
objective for the development of e-government services is to
bridge the gap between service delivery and citizens’
expectations. The provision of high-quality service by the
government through e-government services can contribute to
enhancing the effectiveness of governance thereby achieving
a higher degree of participation, awareness, and engagement
between government and its users [40]. The preference of
citizens and the general public to use e-government services
is high due to the convenience of service availability 24/7
[40].
There are different e-service quality dimensions which
have been proposed by several scholars. Parasuraman et al.,
[39] proposed 10 e-service quality dimensions such as
reliability, responsiveness, competence, Access, courtesy,
communication, credibility, security, understanding, and
Tangibles. Yang et al., [41] also outlined 5 dimensions of eservice quality which are usability, the usefulness of content,
adequacy of information, accessibility and interaction.
Fassnacht and Koese [42] have described 12 e-service
dimensions such as environment quality, delivery quality,
outcome quality, graphic quality, clarity of layout, the

attractiveness of service selection, information quality, ease
of use, technical quality, reliability, functional benefits and
emotional benefits. Further, Cristobel et al., [43] identified 4
e-service dimensions such as customer service, web design,
assurance and order of management whilst Sohn and Tadisina
[44] also proposed 6 dimensions of e-service quality like
trust, customized communication, ease of use, website,
content functionality, reliability and speed of delivery. These
service quality dimension enumerated above have been
explored with respect to Internet banking users [45, 46] but
remains largely unexplored in the e-government adoption
context [40].
The service quality dimensions such as reliability, security,
efficiency, and responsiveness were found to be major
determinants influencing the willingness to use e-government
services in Oman [40]
2.2.4. Language Barrier (LB)
The United Nations E-government survey 2012 reported
that language and literacy is one the major challenges
confronting the adoption and use of e-government. It also
indicated that issues such as gender, income; location and age
affect the adoption and use of e-government services around
the world. Language has been found to be significant in
affecting perceived ease of use and perceived usefulness of egovernment services in a study conducted in the UAE [47].
2.2.5. Trust
The element of trust as a predictor has been found to
influence the intention to adopt and use e-government
services and for the success of e-government projects [48].
Trust is considered as a psychological state comprising the
intention to accept vulnerability based on positive
expectations of the intentions or behavior of another party
[49]. According to Mayer et al [50] trust is the willingness of
a party to be vulnerable to the actions of another party based
on the expectation that the other party will perform or act in
particular action important to the trustor, irrespective of the
ability to monitor or control that other party. There are
different perspectives and approaches to understanding the
concept of trust. These approaches include the economic
approach, the managerial approach, the human computer
interaction approach and the sociology approach and
technology approach. The economic perspectives has to do
with building trust with respect to transactions [51, 52], the
managerial perspective concerns the persuasion of consumers
to build [53], the computer interaction perspectives is
focused on building the trust of consumers in information
and communication technology applications [54, 55] and the
sociology perspective has to do with regard to interpersonal
and group interactions [56]. The technology perspective is
concerned with the adoption and use of new and modern
technology related applications [57, 58].
The concept of trust in relation to e-government adoption
has to do with trust in government and trust in the Internet.
These categories of trust in respect of e-government services
are crucial for achieving high patronage and for egovernment to succeed. The trust in government is the ability
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of citizens to have confidence that government has the
potential and resources including the political will to
successfully implement e-government projects. Trust in the
Internet is considered as the strong confidence that the use of
the internet to provide public services would be secure and
privacy of users are not violated. Low levels or lack of trust
in both governments’ potential to implement e-government
and in the internet will lead to the apathy of citizens and the
public towards the e-government initiatives of government
[59]. Both the trust in the Internet and in government have
been determined as a predictor of e-government adoption
[60, 61, 62, 63].
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3. Research Model and Hypotheses
3.1. Research Model
The research model is depicted in Figure 2. Perceived
usefulness, perceived ease of use, perceived service quality,
language barrier and citizen trust are considered as the
independent variables whilst the willingness to use egovernment services is the dependent variable. It is assumed
that all the independent variables would have a positive
impact on the dependent variable. The language barrier is
considered as a moderating variable as well. It moderates the
direct impact of both perceived service quality and perceived
ease of use on the willingness to use e-government services.

Figure 2. Research Model.

3.2. Research Hypotheses
This research would attempt to investigate the following
hypotheses based on the research model depicted in Figure 2.
Hypothesis One (H1): Perceived usefulness of egovernment services has a significant direct impact on the
willingness of Russian students in China to adopt and use egovernment services.
Hypothesis Two (H2): Perceived ease of use of egovernment services has a significant direct impact on the
willingness of Russian students in China to adopt and use egovernment services.
Hypothesis Three (H3): Perceived service quality of egovernment services has a significant direct impact on the
willingness of Russian students in China to adopt and use egovernment services.
Hypothesis Four (H4): Language barrier has a significant
direct impact on the willingness to Russian students in China

to adopt and use e-government services.
Hypothesis Five (H5): Citizens’ trust has a significant
direct impact on the willingness of Russian students in China
to adopt and use e-government services.
Hypothesis Six (H6): Language barrier has a significant
direct impact on the perceived service quality of egovernment services.
Hypothesis Seven (H7): Language barrier has a significant
direct impact on the perceived ease of use of e-government
services.
Hypothesis Eight (H8): Language barrier moderates the
significant direct impact of perceived service quality on the
willingness to use of e-government services.
Hypothesis Nine (H9): Language barrier moderates the
significant direct impact of perceived ease of use of egovernment services on the willingness to adopt and use egovernment services.
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4. Research Methodology
The data for this research would be collected from Russian
students studying in China. Specifically, the sample for this
study would be taken from the City of Harbin, located in
Heilongjiang, one of the Provinces in China. A research
questionnaire instrument would be designed and
administered to 500 potential respondents (Russian
Students). The questionnaire instruments would be translated
into the Russian Language because the targeted population
for this study’s language is Russian. The instrument would be
measured on five Likert scales from 1= strongly Disagree to
5= Strongly Agree. Each variable would contain five unique
and unrelated questions. The data would be captured and
analyzed with SPSS version 20 while a further in-depth
analysis would be conducted using the Structural Equation
Model (SEM) by conducting Confirmatory Factor Analysis
(CFA) and Path Analysis (PA). This would be done using
AMOS Graphics. The graphical representation of the
moderating effect would be plotted with the software called
Interaction 1.7.2211. In order to remove any ambiguity from
the questionnaires, it will be piloted and pre-tested.

of this study would provide usefulness insight into factors
determining the willingness of foreigners to use egovernment services in China. The recommendations from
this research would help towards the implementation of egovernment in China, particularly towards foreign nationals
in China. This would contribute significantly to enriching the
e-government literature.
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