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ABSTRACT

This paper presents the results of an empirical survey study conducted on people living in North
Cyprus, aiming to measure awareness of e-government practices. Brief information regarding
e-government, awareness and adoption concepts, and current situation in North Cyprus is also
provided. A particular survey is designed based on preliminary pre-testing methods and academic
supervision. This study aims to contribute to a literature that is lacking studies regarding awareness
of e-government in small islands. As Cyprus is a Small Island Developing State (SID) member
and has the last divided capital, revealing the main reasons for awareness, usage and trustiness of
e-government practices is believed to contribute to the literature.
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INTRODUCTION

In an era that revolves around digitalization, information, and communication technology (ICT)
serves for various purposes. Electronic government (e-government) is one of the biggest harvests of
this. The concept of e-government involves applying information and communication technology
to multiple aspects of a government’s daily processes. It aims to “enhance access to and delivery of
government services to benefit citizens’” (Solinthone & Rumyantseva, 2016). This is simply achieved
by enhancing the information flow between the government and citizens, which leads to a whole
another way in which both parties interact. In simpler words, e-government services enable citizens
to exploit IT to improve accessibility, convenience, and quality of interactions with the government.

On an exploratory study, Hu et al. (2009) concluded the following points that are dealt with
e-government; significant management initiatives and delivery of information and public services,
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taken by all stages of government, on behalf of citizens and local businesses, involving using multi-
ways of Internet, web site, system integration, and interoperability, to enhance overall services and
as a key approach and strategy. It aims to enhance access to and delivery of government services
to benefit citizens (Solinthone & Rumyantseva, 2016). This is simply achieved by enhancing the
information flow between the government and citizens, which leads to a whole another way for both
parties to interact. Due to this, ICT plays a vital role in the e-government concept.

By changing the management and transforming existing governmental processes, e-government
tends to strengthen the government’s drive toward more transparent and effective governance. Dudley
et al. (2015) stated that transforming service delivery begins with understanding citizens’ needs and
priorities. In such a user-centric or this case citizen-centric, approach various measures should be
studied to ensure effectiveness. Reddick (2005) categorized the adoption of e-government into two
groups as the supply and the demand-side. This study is concentrated on the demand-side, which is
the residents.

The first aim of this paper is to understand how aware the locals are, living in the Northern part
of Cyprus, of available e-government services. Secondly, statistical analysis is aimed to reveal how
adopted those available services are. An empirical study approach is followed to measure awareness
and adoption via an online survey. Despite literature having a substantial amount of studies measuring
awareness via the method of surveying, this study aims to offer a considerable contribution to various
stakeholders of Small Islands Developing States (SIDS). Separating aware and unaware citizens with
reasons is believed to provide a better understanding. Also, due to its political state and the well-
known Cyprus dispute, it is believed that this study is going to reveal how e-government awareness
and adoption can relate and demonstrate to the country’s situation. Furthermore, it is aimed to clarify
whether physical isolation creates digital isolation as well. The findings of the research can be used
to understand and develop a strategy to promote awareness and adoption for SIDS.

BACKGROUND

The e-government concept came to light with the advent of government websites in the late 90s
(Mittal et al., 2013). The web provides transparency in functioning, which gives the potential to
supply a corruption-free government (Saxena, 2017). It is vital to embark on the use of technology
across governmental structures. Computers were being used independently for specific purposes
which were causing isolation and disconnection among the governmental units. ICT has such a
high potential that, using it only for automation would be inefficient (Dwivedi, Papazafeiropoulou,
Gharavi & Khoumbati, 2006).

After the potential was realized, the first e-government systems started to appear. However, initial
e-government systems had limited functions and had been implemented by a few governments for
some reason (Meftah, Gharleghi & Samadi, 2015). Overall, e-government aims to increase citizens’
participation and enhance their access. E-government touches on pretty much all aspects of citizens’
relationship with the government (Abu-Shanab, 2017). It serves to the delivery of government-related
processes via the utilization of ICT. E-government concepts, as researched and practiced over the past
two decades, continues to evolve (Janowski, 2015). For citizens, the perks of such services are; greater
access and easier interaction with the government, and for the government, perks are lower service
delivery costs and a completely different channel to engage with citizens (Venkatesh et. al, 2016).

As its role serves both citizens and the government, countries are seeking different ways and
technologies to implement e-government services and achieving these results in a better integration,
management, sharing, and transfer of information between government and citizens (Behzadi et al.,
2012). That is utterly proportional to the level of ICT deployment, which depends on the development
status of the country.

As mentioned above, it is important to approach the e-government concept not just through the
government’s perspective, but also through the citizens’ perspective. Citizens, as essential stakeholders
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in the process, do have a collective expectation from a possible e-government service (Twizeyimana
and Andersson, 2019). Belanche, Casal6 and Flavian (2010) prove that citizens’ expectations positively
affect their intention to use that service. Banu Ali, Saleh Wafer and Ramlogan (2019) stated some
factors that have an important impact on citizens’ intention to use e-government services. These
factors involve; trust in the Internet, trust in Government awareness, lack of policy and regulation for
e-usage, information communication technology (ICT) infrastructure and most importantly, citizen’s
participation. E-government can improve this trust through citizen participation, and by providing the
public with more control of actions and decisions of their government (Castelnovo,2013). Finally,
Baxter (2017) stated the fact that citizens’ participation plays a significant role in determining the
success of e-government adoption.

Adoption and Awareness

Both awareness and adoption have been popular research topics across e-government literature despite
being proven as the most challenging (Meftah, Gharleghi & Samadi, 2015). As Ozkan and Kanat
(2011) stated, adoption measures determine the success of the government to citizens. There have
been many types of research focusing on the adoption of e-government using various models such
as the Technology Acceptance/Adoption Model (TAM). As more studies have been carried out, this
has led many researchers to focus on the factors that influence citizens’ adoption of e-government.
Initial findings showed that the demand for e-government is deficient, which has led to even more
research that aims to identify factors affecting this demand. According to Shareef et al. (2011), public
administration can obtain potential implications and insights from the findings of the adoption behavior
of e-government at different maturity levels. This public administration, including policy and decision-
makers, need to know the issues that might affect users’ decision instead to use a particular system
(Simtowe, 2012). These identified issues can then be taken into consideration during the development
phase. Simtowe (2012) stated that “technology diffusion (awareness) is an important precondition for
adoption to occur’’. Therefore, it is significant to focus on these both concepts, respectively. Through
the review of literature, it has been found out that this is roughly the leading approach researchers
use when talking about adoption and awareness.

Meftah, Gharleghi and Samadi (2015) conducted an empirical study to identify the factors that
affect citizen’s intention to adopt e-government services from some perspectives. Respondents have
been selected through a convenience sampling method. The targeted population included private-sector
employees of Bahrain city, and surveys have been carried out for three months. Through a regression
analysis, a significant relationship has been found between e-government and culture, e-government
and awareness and e-government and trust. Amongst these three relations, trustiness is the one with
the most reliable relationship. That briefly means that trusting the system has a substantial effect on
the adoption process. Another similar study has been carried out by Al-hashmi and Suresha (2013),
where the main focus was to measure the level of awareness in the Republic of Yemen. Researchers
used a random sampling method and collected responses from 750 people. The questionnaire used
was also validated through the professionals and extensive literature review. By this evaluation, they
reduced the risk of potential ambiguity and confusion some respondents might face. Overall results
showed a little amount of awareness with females being the lowest gender group. High literacy rate
and young population of Yemen have also been mentioned during the analysis section.

Abu-Shanab (2017) applied another approach where two different sample models have been
created with two different objectives. For each sample model, a survey has been conducted. Through
an extensive literature review, 20 e-government related concepts have been selected to compose the
first survey. These concepts included providing e-government services to citizens from different
settlement areas, age groups, genders. Concepts focusing on the supply-side (administration) were also
involved. For the second model, the researcher took four success factors as the core for the survey;
ease of use, privacy, security and trustiness. For the first sample model of Jordanian students, the
study indicated a high amount of perception of all e-government concepts. The highest means were
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reported for service provision and social influence of e-government. For the second model, a class
including undergraduate students were given the survey both at the beginning and end of the semester.
Both the results of the second model alone and comparison to the first one indicated that familiarity
with e-government has a significant influence on e-government perceptions.

Rehman et al. (2016) focused on different levels of service maturity while focusing on the
factors that might have an impact on citizens’ adoption of e-government services in Pakistan. Also, a
conceptual model has been proposed. For the empirical approach, a quota sampling method has been
used for two different groups of citizens (online and offline users). They recommended that the usage
level of e-government should be considered carefully for a better understanding of citizen demands.
Also, the lack of ICT availability has been pointed out, and it’s been suggested for the government
to provide these for better access.

Anna Xiong (2006) focused on the current status of Chinese e-government maturity by a
comprehensive review of the literature and the government reports. More than ten years ago,
it was found out that both the awareness and usage of e-government was very low. Also, the
need for training and assistance has also been stated. The study by Reddick and Zheng (2017)
on the mobile government in Chinese local governments, identified the strongest predictors
of both current and future use as demand and satisfaction with mobile applications. Also, the
results have indicated that socio-economic status did not have an impact on citizens’ future
use of mobile apps.

Finally, a cross-national study has been conducted by Carter, Weerakkody, Phillips and Dwivedi
(2016) where the main focus was on conspicuous concepts that potentially affect citizen adoption
of e-government. Initially, the study stated the lack of cross-country studies and identified itself as
a preliminary one for further research. They stated that “due to the global presence of citizens in
different countries, it is necessary to understand factors affecting adoption of electronic government
services in a cross-country context.” (Carter et al., 2016). Kaya (2020) investigated the usability of
the official websites of the Asian countries and recommended to increase the tools to e-participate
and shift towards user-centric design.

E-Government Services in Small Island Developing States (SIDS)

SIDS is usually acknowledged with the significant challenges they need to manage due to
the natural characteristics of their environments and governance communications (Sari,
2016). Just like any other, governments in such situations have many attempts regarding
enhancing service delivery through the means of e-government. For example, in the early
stages of e-government integration, SIDS showed progress towards enhanced environmental
sustainability through e-government (Lee, 2017). Considering the ICT involvement in the
e-government concept, the fact that SIDS have limited resources causes challenges (Sari,
2016; United Nations, 2018). Some of this could be due to technical expenses or computational
resources required. Kaya (2019a) informed that artificial intelligence-driven decision making
is available due to the recent developments while the availability of data is a concern within
SIDS. Furthermore, the lack of a legal framework is also a barrier towards e-government
development (Kaya, 2019b).

According to the United Nations’ E-Government Survey 2018, e-government development is
most influential in SIDS, and Singapore is the one with the highest progress (United Nations, 2018).
An example provided in the survey is Singapore, with significant progress since the previous edition
and has historically had a very-high-EGDI score. Also, it has been stated by the United Nations (2018)
in the survey that more than half of the countries that moved from Middle to High EGDI level group
belong to SIDS. Furthermore, it has been mentioned that this indicates the fact that many SIDS are
already well advanced in implementing e-government policies and strategies and incorporating these
into their development plans and policies.
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E-Government Services in North Cyprus

As adeveloping country, Cyprus is in a dispute situation that affects citizens in many ways. Altinay et
al. (2016) stated that the Cyprus problem (aka Cyprus Dispute) restricts the enrichment of education
systems and the formation of identity. Availability and transparency of national governments are also
one of the ways that affect the citizens. Due to the current situation and being politically unstable,
North Cyprus is in a restricted state. In a situational analysis, Kaya et al. (2016) stated that only
half of the local municipalities in North Cyprus have a website with room for many improvements
especially considering the enhanced stage of e-government. Kaya and Over (2019) mentioned that
municipality websites were used more efficiently and actively than ministry websites.

According to the United Nations’ E-Government Survey 2018, Cyprus has an EGDI (E-government
Development Index) greater than 0.75, placing it in the Very High EGDI (VH-EGDI) group. It has
also been stated in the same report that Cyprus has advanced from a lower EGDI group to a higher
one since the previous edition. The survey report is carried out by the United Nations on the 193
Member states. Despite Cyprus being in the list and placing in the VH-EGDI group, this does not
show anything regarding North Cyprus. The situation in Cyprus (Cyprus Conflict) excludes North
Cyprus from this well-known survey. This is another motivation for this study.

As a result of a detailed literature search using relevant keywords, a lack of studies regarding
adoption and awareness of e-government in North Cyprus has come to light. Sagsan and Yildiz
(2010) also mentioned this by stating “analyses of e-government adoption in the Northern part of the
island are almost non-existent”. Kaya et al. (2020a) conducted interviews on decision-makers and
analyzed that importance given to e-government practices increased while the level of importance
changes depending on the decision-maker. Kaya et al. (2020b) carried out a study aiming to propose
methods for improving e-government based processes. They followed an approach involving variable
identification that influences e-government usage in Northern and Southern Nicosia. They focused on
determining similarities and differences between the two parts of Nicosia. This study has a significant
highlight as Nicosia is the world’s last divided capital and comparisons in such situations are very
rare. The impact of this isolation on digitalization was also studied. The research indicated that the
potential e-government benefits positively affect the use of e-government practices for both parts.
Also, nepotism negatively affects the e-government practices, where social media and human rights
also have a positive relationship with the e-government services of Northern Nicosia. It is argued that
as the country is a recognized EU member, Southern Nicosia respondents are keener to have more
up-to-date concepts. For instance, as the European Union (2017) states, having a mobile government
is an essential target for European Union Countries. Also, public sector organizations were rated
poorly in potential benefits and improvements for e-government practices.

Sari (2017) stated the importance of The Corruption Problem in Cyprus and stated that “the
rate of corruption has become an inevitable factor for evaluation.” in the concept of e-government.
The CPI (Corruption Perceptions Index) score of Cyprus has not significantly increased or decreased
within the last ten years but steadily shifted from 63 to 58 last year (Transparency International,
2020). Despite the study suggesting the use of ICT in e-governance leading to lower corruption (Lupu
& Lazdr, 2015; (Nam, 2018), The CPI score of Cyprus shows that there is no significant impact of
deployment of e-government on the prevention of corruption in Cyprus. As stated by Sari (2017), “It
requires time for adoption and distribution of usage to create a possible interaction in society with
e-government services to investigate the impact and measure of the corruption”. However, it can still
be stated that, as Cyprus is still being developed socially and economically, the impact of corruption
management through e-government is still a strong effort. Efficient corruption management can
contribute more effectively to transparency of government. According to Venkatesh et al. (2016, p.
106), “Transparency and trust showed significant mediating and moderating effects on the relationships
between the relevant factors and citizens’ intentions to use e-government.”

In a document reviewed by Sagsan and Yildiz (2010), which was an e-readiness survey carried
out by United Nations Development Program (UNDP, 2007), a digital divide has been identified
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regarding settlement areas, incomes, educational background and age. Also, according to the same
study, it has been found out that the demand for e-government was at low levels. It has stated that more
than half of the participants said “no need to use computers”. Also, the fact regarding government
websites being static and involving one-way interaction have been found out.

Based on the E-Government Development Stage Model (Wirtz & Daiser, 2015), this indicates
the very first stage, which is presentation and information where static content is provided without
any personalization or interaction. Considering the year this study (UNDP, 2007) was conducted
and the availability/reliability of the Internet back in those days, these results could be expected.
However, due to the infrastructural and technological developments, it is believed and further proven
to be changed. This is the part where this study’s potential contribution comes into place. Via this
research, it is believed that a substantial contribution can be offered to public administration or any
stakeholder interested in the current situation of North Cyprus regarding e-government.

METHODOLOGY

Objective

This study aims to measure awareness of available e-government services among citizens of North
Cyprus. The empirical research approach is used via distributing an online link that directs to a survey
hosted on Google Form. So the main objectives are:

e To measure awareness of available e-government services among people living in North Cyprus
e Toidentify the potential relationship between respondents demographic variables and awareness
e To identify trustiness across e-government services by the respondents that are aware

e Toidentify potential trustiness across e-government services by the respondents that are not aware
Sampling

Sampling theory simply relies on probability sampling, where each person in a population is known
and has a chance of involving (Wolf, Joye, Smith & Fu, 2016). The process of selecting respondents
involves randomization without any purposive selection (Wolf, Joye, Smith & Fu, 2016). However,
in this study’s case, due to the total population being unknown and due to time limitation, the non-
probability sampling method is used. Unlike probability sampling where randomization is carried
out, here it depends on the subjective judgment of the researcher. The targeted population for this
research is the people currently living in North Cyprus. They do not necessarily have to be citizens
of the North and can simply be residents.

Challenges

Ciochetto & Haley (2016) identified the following obstacles regarding survey studies aiming to
measure awareness:

To measure what people know as well as what they do not know

Providing “do not know” option to avoid respondent making a guess

It is socially desirable to appeal well-informed, but this is not easy with “do not know.”

The likelihood that some of the respondents will affirm knowledge that they do not have
Introduction to the question should be making the respondent feel free to pick “do not know.”

Another challenge for this study has been the language barrier. As the research is focused on people
currently living in North Cyprus, it does not necessarily mean they all speak the same language. Also,
some people tend to feel more comfortable using their mother language for sharing and expressing
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themselves. Therefore, the survey was prepared and conducted in two languages; English and Turkish
(primary language used in North Cyprus). Further details regarding the combination of results are
explained in the following Survey Design section.

Survey Design

For designing the survey, literature has been reviewed besides consulting with an academic
professional. Before actually implementing the study online, few pretesting methods were used to
predefine the questions. This has been carried out by some cognitive think-aloud interviews to find
out potential respondent responses. This preliminary study helped with a better survey design.

The survey has been designed as five sections. The significant feature of this survey is that all the
sections except the first one are shown based on the respondent’s answer given to specific questions.
For example, at the end of the first section, the main question of “Are you aware of e-government
services available in North Cyprus?” is asked. A “yes” answer to this question directed the respondent
to Section 2, which only related to people who are considered as “aware of e-government”. On the
other hand, a respondent with a “no” answer given to this question has been directed to the last section
skipping all the other unrelated questions.

By this way, time efficiency has been ensured for the overall survey experience. The general
relation between sections is shown in Figure 1.

Figure 1. Survey design

1. Respondent based questions

not aware

2.Aware

5.You are not aware

Used before Never used before

3.Aware and used 4.Aware and not used

Section 1 of the survey included multiple choice and checkbox questions focusing on respondent’s
profiles (age, nationality, location, occupation, etc). Section 2 is for the respondents who are considered
Aware. This section involved two multiple-choice questions. Based on the second question, respondents
who Used at least one e-government service before are directed to Section 3. In this section, five
checkbox questions, one multiple choice question and one multiple-choice grid question are involved.

On the other hand, respondents who Never Used any e-government service before are directed to
Section 4, which involved one multiple-choice grid question. Finally, Section 5 is for the respondents
who are considered Not Aware. This section involved two multiple choice and one checkbox questions.
Another critical design feature used in this survey was initially identified via the pretesting method
carried out. When some potential respondents were asked “Do you consider yourself aware of
e-government services?” face-to-face, answers were usually “No” or “I think No”. However, some of
them were aware and active users of e-government services without knowing that these services are
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being referred to as “e-government”. This leads to another issue regarding the concept is not known
but used at the same time. This is believed to be a further improvement for this study. So, to solve this
issue, the survey had to be re-designed with some additional explanations being added to questions.

As shown in Figure 2, further detail was added to the question by using a straight-forward
language as possible. Also, the examples given in brackets are currently the most popular e-government
services in North Cyprus. This was believed to remind people the services are actually referred to
as “e-government”.

Figure 2. “Are you aware of E-government services available in North Cyprus” question

Are you aware of E-Government services available in North
Cyprus ? *

E-Government services are all of the online public services delivered by a government or semi-
government (partnership) organization to citizens following the laws and regulations of a nation
state describing rights and duties. (Ex: Governmental unit portals, municipality portals etc.)

O VYes
O No

Another challenge tackled with the design was the language barrier. As explained in the previous
section, it cannot be assumed that everyone knows English. People from different age groups,
educational background or personal preferences, might only be able to fill Turkish surveys. To avoid
the potential exclusion of a reasonable amount of respondents, after completion of pretesting, two
surveys were implemented. It is important to note that both of the surveys have the same question
where the researcher did translations.

Additionally, at the end of the survey, respondents were given a chance to put key (generated by
name & surname initials) in case they wanted to withdraw for any reason. After the completion of
the survey, nobody reached out to be withdrawn from the survey.

Survey Distribution and Data Integration

As described above, both of the surveys were created and implemented in Google Forms. Google Forms
is a web application that allows users to create questionnaires and share them publicly or privately.
It is a free tool and has been used for a lot of research studies (Djenno, Insua & Pho, 2015). It also
allows the survey owner to export results in various formats, including xlsx (spreadsheet format). By
this way, it can be used in any data analysis tool. When the surveys were created on Google Forms,
they were made publicly available. Two links (one for the Turkish version and one for the English
version) were taken from the system and used when sharing with targeted respondents. Shortened
versions of links were used. As a non-probability sampling method is used based on the subjective
judgment of the researcher, the link was shared via social media, e-mail, SMS and direct messages.
The surveys were active between the period of April and May 2020. While distributing, both of the
links were shared, leaving the language preference to the potential respondent.

As of 25th May 2019, both of the surveys were deactivated. Initially, the results of both Turkish
and English versions were exported. Then Turkish results were integrated into the English one. As both
of the surveys used the same question structure, the results effectively combined. The only challenge
was answered being different as language differed. In order to do that, Turkish version results were
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translated back to English after the integration. After completing the translation, the resulting list
included all the responses in English in one x/sx file.

FINDINGS

Respondents Profile

A total of 342 people have completed the survey, and the general respondents’ profile is shown in
Table 1. The same table also provides frequency distribution amongst some variables that are believed
to place significant findings.

Table 1. Respondents profile

Variables Options Number of Respondents Percentage
18-24 30 8.77
25-29 122 35.67
30-34 100 29.24
Age
35-39 35 10.23
40-44 16 4.68
45+ 39 11.40
TRNC 246 48.52
Cyprus 138 14.00
Nationality
TR 71 27.22
Other 52 10.26
Middle/High School 24 7.02
Undergraduate 150 43.86
Education Degree Postgraduate 131 38.30
PhD 37 10.82
No academic background 0 0
No income 40 11.70
< Minimum wage 24 7.02
Income (TRY) Minimum wage 39 11.40
Minimum wage - 6000 145 42.40
6000+ 94 27.49
Urban 288 84.21
Settlement Area
Rural 54 15.79
Public Sector 56 16.37
Private Sector 203 59.36
Occupation Institution NGO 14 4.09
Unemployed 9 2.63
Student 60 17.54
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Awareness

In Table 2 and Figure 3, awareness results show that 64.3% of the respondents are aware of the
e-government services in North Cyprus. Each option is reviewed in the upcoming sections.

Table 2. Awareness of E-government services in North Cyprus

Variables Options Number of Respondents Percentage
Yes 220 64.33
Awareness
No 122 35.67

Figure 3. Awareness of E-government services in North Cyprus

Are you aware of E-government services
available in North Cyprus ?

mYes mNo

For the people who are not aware of the available services, almost 87.7% stated that they would use
it if they knew about it. Interestingly, only 50% of these people said that they would trust the service
if they knew about it, while 40% being not sure. The final question of this section was regarding the
way people wish to be informed about the services. Results show that 74.5% would prefer an official
statement by an administrative unit, or simply government itself. 44.3% also would prefer seeing a
post or advertisement on social media.

Awareness vs. Demographic Variables
Awareness by Age Groups

From Table 3, awareness frequencies among age groups can be observed. For the most popular age
group (25-29), it can be seen that 60.66% is aware. The most significant difference is in the 55+ age
group, where 85.71% is aware. This can potentially be related to the case of retirement. However, in
the context of the survey, this case is not considered. The results are also presented in Figure 4. The
Chi-Square test of independence is applied and based on the calculations (p = .00827), the result is
significant at p < .05. It can be stated that variables are dependent, and the relationship between age
groups and awareness is significant.

10
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Table 3. Awareness by age groups

Aware Not Aware
Age
Freq % Freq %

18-24 16 53.33 14 46.67
25-29 74 60.66 48 39.34
30-34 70 70.00 30 30.00
35-39 19 54.29 16 4571
40-44 7 43.75 9 56.25
45-49 7 87.50 1 12.50
50-54 3 100.00 0 0.00
55+ 24 85.71 4 14.29

Figure 4. Age group vs. awareness

Age Group vs. Awareness

40+ 74.55 25.45

30-39 65.93 34.07

18-29 59.21 40.79

0% 20% 40% 60% 80% 100%

mAware mNot Aware

Awareness by Education

From Table 4, awareness frequencies among different educational backgrounds can be observed.
For the most popular educational background (Undergraduate), it can be seen that 62.67% is aware.
Following this is the people with a Master’s background, which is 61.83%The most significant
difference is in people with a Ph.D. background, where 83.78% is aware. This can be reasonable as
people from more strong academic backgrounds tend to research more which might result in a higher
awareness rate. The results are also presented in Figure 5. The Chi-Square test of independence is
applied and based on the calculations (p = .071413), the result is not significant at p < .05. It can be
stated that variables are independent.

Awareness by the Occupational Institution

From Table 5, awareness frequencies among different organizational backgrounds/institutional
backgrounds can be observed. For the most widespread occupational institution (Private sector), it
can be seen that 62.07% is aware. The most significant difference is in people working in the public

1
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Table 4. Awareness by education

Educational Aware Not Aware
Background Freq % Freq %
Middle/High School 14 58.33 10 41.67
Undergraduate 94 62.67 56 37.33
Master’s 81 61.83 50 38.17
PhD 31 83.78 6 16.22
No academic background | O 0 0 0
Figure 5. Educational background vs. Awareness
Educational Background vs. Awareness
PhD 83.78 16.22
Postgraduate 61.83 38.17
Undergraduate 62.67 37.33
Middle/High School 58.33 41.67
0.00 20.00 40.00 60.00 80.00 100.00
m Aware mNot Aware
Table 5. Awareness by occupational institution
Occupation Aware Not Aware
Institution Freq % Freq %

Student 33 55.00 27 45.00
Private Sector 126 62.07 77 37.93
Public Sector 44 78.57 12 21.43
NGO 10 71.43 4 28.57
Unemployed 7 77.78 2 22.22

sector, where 78.57% is aware. This can be related to the mandatory tasks given to public sector
employees where they have to use e-government services as it is their task. An example of this is the
MEB-NET Portal which is the system where teachers of state schools use to enter grades at the end
of each term. They have to carry out this task through this portal as the final transcripts are approved
via the portal. The results are also presented in Figure 6. The Chi-Square test of independence is
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Figure 6. Occupational Institution vs. Awareness

Occupational Institution vs. Awareness

Unemployed
NGO

Public Sector
Private Sector
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applied and based on the calculations (p = .069205), the result is not significant at p < .05. It can be
stated that variables are independent.

Awareness by Income Range

From Table 6, awareness frequencies among different income levels can be observed. For the most
popular income level (in the range between minimum wage — 6000 TRY), it can be that 62.76% is
aware. The income level with the most significant difference is for 6000 TRY+, which is 76.34%.
The results are also presented in Figure 7. The Chi-Square test of independence is applied and based
on the calculations (p = .012891), the result is significant at p < .05. It can be stated that variables
are dependent, and the relation between income range and awareness is significant.

Table 6. Awareness by income range

Aware Not Aware
Income
Freq % Freq %

No income 26 65.00 14 35.00
< Minimum wage 13 54.17 11 45.83
Minimum wage 19 47.50 21 52.50
Minimum wage - 6000

TRY 91 62.76 54 37.24
6000+ TRY 71 76.34 22 23.66

Awareness by Settlement Area

From Table 7, awareness frequencies among two settlement areas can be observed. For the most famous
settlement area (Urban), it can be seen that 64.58% is aware. The results are also presented in Figure
8. The Chi-Square test of independence is applied and based on the calculations (p = .819567), the
result is not significant at p < .05. It can be stated that variables are independent.
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Figure 7. Income range vs. Awareness
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Table 7. Awareness by settlement area

Aware Not Aware
Settlement Area
Freq % Freq %
Urban 186 64.58 102 3542
Rural 34 62.96 20 37.04

Figure 8. Settlement area vs. Awareness

Settlement Area vs. Awareness

Rural 62.96 37.04

Urban 64.58 35.42

0.00 20.00 40.00 60.00 80.00 100.00

mAware mNot Aware
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Awareness vs. Usage

In Table 8, awareness and usage results are shown. It can be observed that almost 70% of the aware
respondents actually used at least 1 of the e-government services in North Cyprus. The results are
also presented in Figure 9.

Also, people were asked “How did you first hear about e-government services?”” which revealed
that 28% of them heard from governmental units/municipalities/local authorities and 25.5% from
family/friends.

Table 8. Awareness and usage results

Variables Options Number of Respondents Percentage
Yes 153 69.55
Aware & Used
No 67 30.45

Figure 9. Usage of aware people

Settlement Area vs. Awareness

Rural

Urban

0.00 20.00 40.00 60.00 80.00 100.00

mAware mNot Aware

Social media plays an enhancing role and contributes as a bridge in e-government (Eom, Hwang
& Kim, 2018). In a public environment where social media is kind of going ahead of e-government
availability, it was expected that it positively impacts citizens’ awareness regarding e-government.
However, the study suggested that only 23% of respondents became aware of e-government from
social media.

Aware and Used

For people who are aware of and used e-government before, service-based questions are asked. That
is considered as one of the most significant sections of the survey. Initially, 18 e-government services
are listed. These are the services that are publicly announced and in use. In Figure 10, this list with
the usage frequency is shown. It can be observed that the most popular e-government services are
Online Navigation and vehicle fees payment and the Ministry of Internal Affairs - Permissions for
curfew during Covid-19 with 68% of active usage. Following these are the Social Insurances Portal
with 60% usage. This service has been up since 2012 (“Online Islemler”, 2019). This result is
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Figure 10. List of e-government services provided in the survey and frequency of people

Which e-government services did you use before ?

Ministry of Labor and Social Security - Reserve Fund support application during COVID-19 I — 39
Online real estate tax and other local tax / penalty payment I 39

Online Navigation and vehicle fees payment 105

Ministry of Labor and Social Securty - Social Securty salary support application during COVID-10 I ———————— 4

Ministry of Internal Affairs - Permissions for curfew during Covid-19 105

E-popuiation

TRNC CourtE-Justice Portal IEEEEE— 32

Hospital Appointment/Test Result Tracking EEEEEEEEES————— 35
TRNC Citizenship Pre-Application Portal mmmm 7
Student Permission Portal EE— 21
Military Service mm— 7
MEB-NET Portal n— 26
E-Signature e 10
E-ldentity Card/ New ID Cards Em——— 19
TRNC E-Government Portal —— 17

Municipality Portals 49

KIB-TEK 63

Social Insurances Portal 92

expected as checking social insurance status, salary plans, pension schemes, etc. are popular actions
amongst employed people. Following popular services are KIB-TEK (publicly owned electricity
company), and Municipality Portals (41.2% and 32.03% respectively), which are again expected
as both of these services allow registered people to make payments for their household bills. These
services also provide information regarding debts; therefore, it could be mentioned that citizens are
using e-payment practices.

Furthermore, regarding the devices people use to access, 63.4% prefer smartphones, while
60.1% prefer laptops. High e-payment indicates that citizens who are using the e-government portals
do not have hesitation in using payment feature, which is promising due to several reasons. Firstly,
e-payment enables the continuation of government services without physical disruption. Secondly, the
COVID-19 pandemic highlighted the importance of digital transactions that need citizen acceptance
and usage of the available systems.

Another question asked to people was regarding the reasons for using services. It has been found
out that 77.78% of people use it because they find it “useful” and “time-saving”. Considering the
actual aims of implementing e-government, this is a positive result showing that it serves its purpose
in North Cyprus. Full results are shown in Table 9.

Table 9. Reasons of using e-government services

Statement Number of Respondents Percentage
I don’t have tlme.to visit 7 47.06
governmental units
I find it useful and time saving 119 77.78
I don’t have any other option 9 5.88
I dor'1 t know any other way to access 6 3.02
services
I have t(? use it due to my work 3 20.92
responsibility
.It takes.longer to carry out some tasks 75 49.02
in physical
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The statement related to trustiness highlights that 52.94% of users do trust the services that
they are using. Also, respondents declared that they trust the service provider. Almost 39.87% of
users also said they do not trust e-government practices but still use them as it makes their life more
comfortable (Table 10).

Table 10. Trust-related statements

Statement Number of Respondents Percentage
I trust the service & service provider | 81 52.94
I dor} t trusF but still use it as it make 61 39.87
my life easier
I don’t trust but still use it because I 2 137

don’t have any other option

Regarding recommendations, the majority of the active users (81.7%) said that they would
recommend e-government services to their friends and family.

At the end of this section of the survey, a general question was asked with various statements
included. Options were given in a range from Strongly disagree to Strongly agree. Results are reviewed
as followings:

Almost 67% of active users agreed on that overall services are simple to use

62% of the active users strongly agreed on that overall services are easy to understand
Regarding the information they are getting being clear and enough; 49.6% agreed while 29%
being neutral

Regarding the error messages provided by the system, 65% stated that they are neutral or disagree
58% of the active users agreed on the language being clear and as users feeling comfortable
with the system

64% of the active users agreed on being able to complete their intended operation successfully
55% of the active users stayed neutral or disagreed on the availability of instructions and FAQs.

Aware and Not Used

For the people who are aware of the services but never used before, a general question was asked
with various statements included. Options were given in a range from Strongly disagree to Strongly
agree. For this section, all of the results are shown the majority of negativity. In more simple words, it
seems like the majority of respondents did not positively agree on the statements provided. Therefore,
from this piece of data, no insight is drawn as it is believed to be not efficient enough. Part of the
results is shown in Figure 11.

CONCLUSION

Awareness of available e-government services among people living in North Cyprus is 64.3% based
on this study. The relationship between respondents’ demographic variables and awareness is also
stated. Another significant concept that is evaluated through this study is the trustiness factor. 52.94%
of active users seem to be trusting the service and service provider. The same factor for the unaware
people showed 50%, which stated they would trust the service if they knew about it. It was surprising
that there are users who are using e-government practices, but they are not aware of it. The circulation
of e-government practices via decision-makers can increase the awareness and usage of it. The users
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Figure 11. Part of statements regarding people who are aware and not used before

Considering you are not using any e-government service, please select
approporiate answer for following statements.

ji=] 1'454 35
| find it difficult to use egoverment services v—'g*fﬁ i ii ii a
46.38
W 145
e e vy |
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2().292A 64
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find e-government practices useful and a time saver which is a good indication. It is advised that the
e-government concept is circulated as a theoretical concept rather than ideological to increase its
adaptation. It was promising that e-government practices are used significantly during the COVID-19
pandemic. Authors argue that COVID-19 increased the digitalization of public sector organizations
as well as the acceptance of digital services by citizens. The results of this research will be useful
for decision-makers in several ways. As users are willing to use the system without trust issues, the
benefits of using e-government practices should be circulated by the decision-makers. In order to that,
discounts for using e-government practices can be provided. For example, a user can get a discount
of 10% for the renewal of the driving license or road tax if the process is completed online. This will
both benefit the user financially and efficiency as well. Providing a discount to enable the first use
of the system also will help to increase awareness as it will create a word of mouth effect. Public
authorities can also provide training to explain the use and related benefits of e-government practices.
This can be done via central or local governmental units. As social distancing and group meetings
are a concern and have potential risks due to COVID-19, these workshops can be organized online,
which also conforms to the digitalization prospect. Furthermore, users’ involvement for the electronic
decision-making practices is really low as it is mentioned by the current UN E-Government Survey.
Tools to increase electronic participation (e-participation) can be created whether the users will have
the chance to declare their opinions electronically. This can be applied as a local or central level, and
successful implementation can be expanded to other municipalities or regions. As the importance
of digitalization is obvious and more demanded due to COVID-19 pandemic, being an active and
participative leader on digital platforms is also gaining importance. The participatory medium will
enable the chance for both users and decision-makers to take inclusive decisions. Successful case
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studies can be used in other parts of the world where the e-government awareness or e-participation
levels are low.

As Cyprus is a small island, there will be a tendency of completing public administrative tasks
physically. E-government practices enable faster, accountable and effective ways of completing this
task. It will be interesting and valuable to check e-government awareness in small island developing
states and to see if there are any similarities and differences between the SIDS. Furthermore,
longitudinal analysis of e-government analysis will be wise to examine to see the effects of government
policies and their effect on e-government awareness. Mobile government and social media-driven
e-government practices are the future of e-government so have a potential area to be researched as well.
Awareness of m-government and social media government practices is a subject to research further.

As a further study, obviously, the first limitation is related to the respondent size. It should
be increased, and more people should be reached to get even more efficient results. Furthermore,
research can be conducted on the older age group (44+). Another potential improvement can be made
to identify reasons for people being aware but not using any e-government service.
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