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Citizens’ participation in e-government is imperative for the government as it implies citizens’ participation in public policy.
Furthermore, how government strategies allocate resources to increase participation in e-government is essential to investigate.
Nevertheless, scant literature debates how e-government can facilitate citizen participation as part of the government’s
deliberative policy-making process. To fill the gap, this study uses social media, good governance, and trust to predict e-
government participation and testing the hypothesis using PLS-SEM and fsQCA on 455 Indonesian participants who have
experience with e-government. The results from SEM confirmed that trust in e-government is the principal predictor of
achieving citizens’ participation. To achieve citizens’ trust in e-government, the government must consider perceived ease of
use and usefulness as critical factors while spreading e-government-related information on social media. At the same time,
transparency from the good governance aspect enhances citizens’ trust. The results of fSQCA equip theoretical and practical
insights for the government to determine whether citizens have high or low levels of e-government participation. In achieving
high e-government participation, trust, information quality, perceived ease of use, and perceived usefulness are necessary.
Besides, low participation occurs when information about e-government is absent on social media and do not care about good
governance. These findings will assist the government in comprehensively improving public services through social media and
good governance.

1. Introduction

Information, communications, and technology (ICT) encour-
age the government to have the structures to perform public
policies efficiently [1]. In Indonesia, the government considers
ICT a crucial resource in operating public services since it can
accommodate a wide range of services for the public in a rela-
tively short time. Also, the increasing use of ICT in delivering
public services to citizens caused it to become increasingly cru-
cial to deliver government services. Though, execution effective
public service using ICT continues to challenge the government

[2]. This was identified by observing the high public demand for
solving problems and fulfilling various public service interests.

One of the ICT products, namely, e-government, was
used by the government at that time to provide adequate ser-
vices to the public [3]. The essence of e-government centers
on the delivery of government services electronically [4]. e-
Government can be implemented to improve information
management systems and public service progressions and
augment the use of information technology. The objective
of e-government in the public sector is to provide informa-
tion and services and build strategic relationships among
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the government, private sector, civil society organizations,
and public [5]. As a result of e-government, the possibility
of improving public trust in decision-making processes and
creating policies, information, and services in cooperation
with the government is enhanced. Due to the effective
and eflicient interaction between government and society,
e-government plays a vigorous role in public policy [6].

The United Nation survey in 2022 revealed that Indonesia
is ranked 77th in the E-Government Development Index
(EGDI) and has risen 11 ranks from 2021 [7]. Databox survey
in year of 2022 reports that Indonesia ranks fifth in the
Southeast Asia in terms of EGDI, with an index value of nearly
0.80 [8]. However, the government must recognize whether
this corresponds to the quality of service the community feels
they receive. Despite its ranking, e-government implementa-
tion could be more “fabulous.” Indonesia faces several imped-
iments when implementing e-government. The following
points are summarized: (1) transparency of the legal protec-
tion, (2) unclear mechanisms for implementation, and (3)
limited IT support. Due to this, the public needs amplification
about how e-government should be implemented, resulting in
an ineffective deliberative approach in implementing public
policy.

e-Government research has discovered that good gover-
nance plays an imperative role in supporting the successful
implementation of e-government [9]. Thus, in addition to its
ICT components, good governance is essential because it will
facilitate community participation through government per-
formance concerning the enactment of e-government. Along
with implementing e-government, the government can also
increase public participation by implementing good gover-
nance principles [10]. Nevertheless, it is essential to investigate
how to achieve a high level of public participation in e-
government to expand public service efficiency. As noted in
previous studies, e-government participation has amplified
in a variety of practices, including electronic services, that sup-
port e-government participation (e.g., e-informing and e-con-
sulting) [11], national culture [12], user awareness, experience,
and access barriers [13], which are primarily intensive on user
characteristics and technology awareness. A key achievement
of the government in implementing public policy is e-
government participation, which is not solely observed from
the perspective of culture, user experience, and technology
but also from the perspective of the government’s role in
socializing the use of e-government through media exposure
(e.g., social media) since it is favorably pledging to the public.
Instead, implementing the principles of good governance by
the government will increase public trust in the government
when appropriately implemented.

e-Government is one of the instruments to increase public
participation in public policy. The increasing public participa-
tion in e-government shows the effectiveness of the imple-
mentation of policy instruments. Deliberative policy theory
asserts that the participation of a diverse range of stakeholders
in a public policy is essential to its effectiveness. Several stake-
holders, including the community, will have to gain their trust
for this to be possible. Mah et al. [14] have developed a model
for achieving deliberative policy-making based on the element
of trust, demonstrating that trust plays a significant role in the
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application of government policies. It is challenging to achieve
citizens’ trust in government practice [15, 16]. Therefore,
exploring ways to increase trust in the e-government as a
deliberative policy implementation tool is essential. The gov-
ernment faces a new challenge in increasing public trust. Espe-
cially in today’s technological age, it becomes a dilemma for
the government to use social media as an effective medium
for socializing e-government [17]. Due to its exposure, it can
create a variability of perceptions about the government
among the general public. There is increasing negative infor-
mation about the government on social media, making it grad-
ually problematic to cultivate a positive impression of e-
government socialization that will increase community partic-
ipation. A lack of good governance in the administration of e-
government will be a predictor that citizen will not be able to
participate actively. Mansoor [18] suggests that good gover-
nance in implementing e-government policies determines
public trust in government policies. As a result, this study
identified gaps in the implementation of e-government as an
instrument of government policy to achieve deliberative
policy-making through considerations such as social media,
good governance, and trust.

To fill the gap in literature, this study recommends a model
of e-government participation using the principles of delibera-
tive policy and incorporating social media, good governance,
and trust into a model predicting e-government participation.
This is based on the following reasons: (1) social media ele-
ments are observed as significant in outreach and increasing
e-government management transparency to the public. Thus,
public trust in the government and the e-government system
is increasing. According to Mansoor [18], social media has
become increasingly crucial for the government in communi-
cating policies due to increased public trust. (2) Good gover-
nance can be understood as a combination of accountability,
responsiveness, and responsibility. Mostly, the three principles
of good governance are vital for the government in operating
their administration, including implementing them in e-
government policies. According to Beshi and Kaur [19], trans-
parency and accountability in government operations and pol-
icies will increase public trust, which can facilitate the growth of
e-government. (3) Trust is critical for the government to sup-
port public participation in every public policy [20]. Conse-
quently, when public trust in government policies and
programs regarding e-government increases, community par-
ticipation in these programs will increase. In order to predict
e-government participation, the three elements of social media,
good governance, and trust are incorporated into a deliberative
policy-based model. In addition, this study uses a dual analysis
approach of structural equation modeling (SEM) and fuzzy set
qualitative comparative analysis (fsSQCA) as a methodological
contribution. As part of the research, SEM analysis will be used
to test research models and hypotheses. Meanwhile, fsQCA
analysis is utilized to advance configurations for e-government
participation. Thus, the management in e-government practices
will be furnished with respective configurations to achieve
“high” participation and avoiding “low” participation. Addi-
tionally, the following section discusses the literature review,
methods, results, theoretical contributions, and e-government
practices in more detail.
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2. Literature Review and
Hypothesis Development

2.1. Deliberative Policy Theory. Deliberative policy theory is
derived from a practice known as “deliberative planning”
[21]. Deliberative planning is a method for addressing com-
plex public sector issues [22]. Initially, this theory was consid-
ered an alternative to standard empirical, analytical methods
for solving public policy problems [23]. However, this method
is limited in that it cannot provide concrete results that will
influence the implementation of public policies. Wagenaar
and Cook [24] provide a fundamental understanding of public
policy practices in modern societies by highlighting three
aspects of policy, namely, interpretative, moral (pragmatic),
and emotional (linguistic). As a result of these three aspects,
government interaction with the public is improved.

A deliberative policy involves community planning policy-
making by inviting the community to participate actively in
discussing and considering public policy values [25]. As one
of the stakeholders, communities will have the opportunity to
identify, evaluate, and discuss the relevance of public policies
to the existing conditions of society in a deliberative manner
[26]. Additionally, the community can communicate its opin-
ions regarding a policy to the government through discussion
activities. The government responds to this view as a means
of being inclusive and involving the active participation of the
community in policy development. In this way, the govern-
ment and the community can collaborate on policy-making
to address dynamic challenges within contemporary society
[24, 27]. As a result, there is a cooperative and communicative
solution to the commitment to implement democracy through
deliberative policies [28].

Technological media (e.g., social media) significantly
delivers public services [29]. Social media is mainly used to
increase public policy-making participation [30]. In order to
increase the effectiveness and efficiency of public services
through social media, this research will examine various aspects
of encouraging public participation and implementing e-
government as public policy. According to Todisco et al. [29],
social media can affect public perceptions of policy-making pro-
cesses and service quality. Social media also provides a high level
of interactive access to information for policy-making by inter-
acting with the government and society directly. This allows for
a complex, relational, and practical formulation of public policy
regarding e-government [31].

A significant purpose of e-government is to provide infor-
mation and services and exchange knowledge and informa-
tion. Increasing interaction, participation, and collaboration
is intended to facilitate collective decision-making regarding
the public interest [1]. e-Government policy has evolved from
utilizing traditional media to utilizing applications. In addition
to providing services related to filing requests, such as applica-
tions for business licenses, licenses, electronic identification,
and electronic key tokens, the e-government application
also provides services related to filing requests. Additionally,
utilities (e.g., electricity, gas, and telephone), fines, and tax
returns can be paid online [32]. Additionally, this online ser-
vice offers the opportunity for the public to be more active
in the administration of public [1]. Consequently, the public

can collaborate in making public policy decisions by observing
how the government takes action. Thus, the community can
become a supervisor by observing the government’s actions.

2.2. e-Government Participation. e-Government is a complex
phenomenon that depends heavily on information and com-
munication technologies (ICT). According to Yang and Rho
[33], e-government is about improving government efficiency,
service quality, and democratic participation. Using e-
government to access relevant information, conduct electronic
transactions with the government, and participate in govern-
ment decision-making is an objective [34]. Additionally, e-
government is used for transactional purposes, information
seeking, decision-making, and creating policies, services, and
information in collaboration with the government. Public pol-
icy relies heavily on e-government since it enables effective
and eficient interaction between the government and the
community [6].

The published literature indicates that e-government can
increase the effectiveness of government-community interac-
tion. Traditional transactions, participation, and management
are associated with it. Seo et al. [35] found that only a few peo-
ple used e-government and that most prefer traditional
services. Consequently, citizens cannot always participate
in decision-making processes [36]. The implementation of
e-government is also hindered by insufficient infrastructure,
transparency, and effective human resource management [2,
35]. The public disregards government policies and actions
because of these obstacles [37, 38]. As a result, trust and partic-
ipation can be increased by implementing e-government ser-
vices. In order to improve public services [39], e-government
is one of the newest management movements designed to
increase community trust and active participation.

According to Nam [6] and Khan et al. [40], e-government
participation is the concept that describes citizens’ behavior
formed after believing in e-government participation, where
they interact and participate in decision-making processes
related to public policies. A key benefit of e-government
is promoting citizen participation, an effective method of
improving government-community relations [40]. As a strat-
egy for enhancing participation in social media and good
governance, the government provides e-government services.
Social media makes it easier for people to access information
and utilize e-government services for convenience, needs,
and community benefits. Hence, social media can enhance
information quality [41], perceived ease of use [40], and per-
ceived usefulness [42]. It is also possible to build trust
through transparent, accountable, and responsive public ser-
vices [43]. Thus, social media factors and good governance
will promote trust in e-government [39].

2.3. Trust. Individuals can develop a sense of trust by establish-
ing positive expectations concerning the intentions and behav-
ior of their trust object [44]. According to Khan et al. [40], trust
to e-government refers to the extent to which citizens under-
stand the risk and uncertainty associated with using govern-
ment so that they can rely on and trust e-government. In
this study, e-government, as the object of trust, plays a vital
role in converting the factors that form trust into trust-



related outputs, namely, participation. Participation in e-
government is expected to be influenced by positive expecta-
tions of trust in e-government. Khan et al. [40] assert that trust
reduces risk and uncertainty. Therefore, predictor trust suggests
that the public understands the risks and uncertainties associ-
ated with using e-government. Khan et al. [40] propose that
trust can facilitate community participation through electronic
government. Thus, this study proposes the following
hypothesis.

H1. When citizens trust to e-government, it will likely
increase their participation.

2.4. Social Media. The use of social media as part of e-
government facilitates interaction between government and
society [45]. Hung et al. [46] examine how social media affects
perceived usefulness, ease of use, and information quality in e-
government. Regarding e-government in social media, informa-
tion quality is essential, particularly when citizens seek informa-
tion and other users’ experiences using e-government on social
media. Lee and Levy [47] and Khan et al. [40] defined informa-
tion quality as public perception about e-government sources of
information that are accurate, complete, relevant, up-to-date,
and valuable according to the community’s needs. Lee and Levy
[47] argue that information content is geared toward those
primarily responsible for e-government usage. Citizens per-
ceive e-government as reliable when it is comprehensive and
accurate [48]. Therefore, information quality fosters trust in e-
government implementation and success [39]. Accordingly,
the hypothesis is as follows.

H2a. Information quality of e-government on social
media will likely increase citizens’ trust.

Citizens consider e-government information on social media
easy to access and utilize without constraints [49, 50]. Accord-
ing to Davis [49] and Khan et al. [40], perceived ease of use
refers to the extent to which citizens believe that e-
government information is flexible and easy to use without
any constraints. In other words, when e-government informa-
tion is available easily and flexibly and is easy to find via social
media, it can affect the ease of use. According to previous study,
the availability and flexibility of e-government information on
social media can affect trust [40]. When e-government infor-
mation is easily accessible, more people will be willing to uti-
lize it, increasing trust [40, 51]. As a result, the following
hypothesis is proposed.

H2b. Perceived ease of use of e-government on social
media will likely increase citizens’ trust.

Social media is increasingly becoming a platform for cit-
izens to mobilize valuable information about e-government.
According to Davis [49] and Chen and Aklikokou [42], per-
ceived usefulness refers to the extent to which citizens
believe that using e-government information on social
media can improve effectiveness and performance and ben-
efit the community. e-Government information is perceived
to be valuable by citizens to the degree that they believe
it will improve their understanding and needs [49, 50].
As e-government becomes easier to use, the public will ben-
efit more from it [52]. A perceived usefulness assessment is
based on the effectiveness and usefulness of information per-
ceived by the public regarding e-government [53]. Accord-
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ingly, when information is considered valuable, this will
increase public trust [51]. Therefore, the hypothesis that
can be proposed is as follows.

H2c. Perceived usefulness of e-government on social
media will likely increase citizens’ trust.

2.5. Good Governance. To enhance the state’s capabilities, it
must create institutions limiting its ability to commit fraud-
ulent acts [54]. e-Government will strengthen, stabilize, and
expand democracy, and citizens will have access to public
policy information. Governments must achieve this goal to
improve public service quality. Accordingly, the concept of
governance and trust suggests that the government should
pay close attention to governance issues such as transpar-
ency, accountability, and responsiveness [18, 55].

Sabani [2] defined transparency as to the availability of
relevant information regarding government performance
procedures and public policy decision-making processes that
are implemented transparently to the public. Therefore, it is
essential to consider that the decision-making process and
performance procedures are transparent to the public [2].
This information assists the public in better understanding
the government [56]. Information includes complete and rel-
evant public service activities, including operational guide-
lines for the use of e-government, government budgets, and
government expenditures [2]. Consistent and comprehensive
communication of government performance information
will increase public trust. Transparency, a conventional issue,
must be implemented to increase trust in e-government [18,
57]. As a result, the following hypothesis may be proposed.

H3a. The citizens’ perceived government’s transparency
will likely increase trust to e-government.

Good governance is associated with many values, includ-
ing accountability, which is viewed by many as a govern-
ment obligation. According to Al-Shbail and Aman [58],
accountability refers to the extent to which the government
is responsible for its decisions and actions towards the com-
munity to achieve e-government program implementation
performance. As a result, the government is responsible for
implementing policies effectively, efficiently, and economically
for the community [58]. A positive channel for accountable
government is the use of e-government as a means to foster
public trust [18]. Beshi and Kaur [19] indicate that a critical
advantage of e-government is enhancing accountability within
the government. This, in turn, increases public trust. The fol-
lowing hypothesis may be formulated.

H3Db. The citizens’ perceived government’s accountabil-
ity will likely increase trust to e-government.

As a critical component of community involvement
through social media-based e-government, responsiveness
is crucial [59]. According to Mansoor [18], responsiveness
assures that the government cares about the suggestions, opin-
ions, and demands of the community in improving the quality
of e-government services. As part of this appraisal, citizens
care about the rapidity with which e-government information
responds to community recommendations, opinions, and
demands [18]. When citizens communicate their aspirations
and needs through e-government, they expect a fast and effec-
tive response from the government [60]. The ability of the
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FIGURE 1: Proposed conceptual model predicting e-government participation.

government to respond appropriately to the aspirations and
requests of the community and to provide efficient feedback
will increase trust in e-government [18, 19].

H3c. The citizens’ perceived government’s responsive-
ness will likely increase trust to e-government.

3. Research Model

According to deliberative policy theory, which will be exam-
ined in further detail, e-government services are the govern-
ment’s strategy for increasing public participation through
social media and good governance. This study is aimed at
examining how e-government can be an object of trust that
contributes significantly to the conversion of the factor of
forming trust into an outcome of trust, namely, participation.
As a result, this study examines how trust in e-government
affects participation in the e-government system. Social
media has affected public perceptions of policy-making and
public services by fostering trust. The information quality,
ease of use, and usefulness of social media are considered
by analyzing e-government information on public trust [40,
51]. Public trust is enhanced by good governance based on
transparency, accountability, and responsiveness [18, 19].
As aresult, Figure 1 shows that social media and good gover-
nance can be combined to increase public trust in predicting
participation.

It was Anthony [21] who introduced the deliberative policy
theory. However, Wagenaar and Cook [24] emphasized the
development of new public policy practices in social media-
based contemporary societies. As a public policy, e-
government can improve the efficiency and effectiveness of
public service. The social media-based deliberative approach is
implemented through e-government. In order to increase pub-
lic participation, e-government services can use social media

and good governance. Lee and Levy [47] have found that people
will use e-government information based on quality, ease of use,
and usefulness [40, 51]. To effectively meet the needs of the
public, the government must be transparent, accountable, and
responsive. Consequently, these two factors drive public confi-
dence in e-government [18, 19]. Trust is crucial to pro-
mote citizen participation through e-government [40]. This
study indicates that e-government plays a significant role in con-
verting factors that form a trust to the output of trust, which is
participation. Positive expectations will translate into behavior,
namely, participation, resulting from trust in e-government.
This study is aimed at identifying different configurations that
can lead to high or low participation through casual sequences
by comparing social media and good governance. This study
considers trust to be a distinctive and unique element. Figure 2
shows the research prepositions formed as follows.

P1. The presence of single constructs of social media,
good governance, and trust is not sufficient to cause high cit-
izens’ participation to e-government.

P2. The absence of single constructs of social media,
good governance, and trust is not sufficient to cause low cit-
izens’ participation to e-government.

4. Research Method

4.1. Measures. This study uses measurement items according
to previous studies summarized in Table 1. The following is
a detailed description of construct operationalization.

4.1.1. Information Quality. Lee and Levy [47] and Khan et al.
[40] defined information quality as public perception about
e-government sources of information that are accurate, com-
plete, relevant, up-to-date, and valuable according to the com-
munity’s needs. The measurement items for construct
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information quality follow that of Khan et al. [40], and the
developed five items include the following: (1) I believe the gov-
ernment has provided accurate information of e-government
through social media; (2) the government has provided an
up-to-date information about e-government through social
media; (3) I believe the government has provided the infor-
mation meets to my needs about e-government through
social media; (4) the government has provided relevant
information about e-government through social media;
and (5) the government has provided information about
e-government which is easy to understand. The items of
information quality are measured with a 7-Likert scale
ranging from 1 = strongly disagree to 7 = strongly agree.

4.1.2. Perceived Ease of Use. According to Davis [49] and Khan
et al. [40], perceived ease of use refers to the extent to which
citizens believe that e-government information is flexible and
easy to use without any constraints. The measurement items
for construct perceived ease of use follow that of Khan et al.
[40], and the developed five items include the following: (1)
most of the e-government service information provided by
government is easy to use; (2) I believe learning to use e-
government from social media is easy; (3) I find social media
as a flexible way of promoting strong relationships between
citizens’ and e-government; (4) my interaction with govern-
ment through social media about the use of e-government ser-
vices would be clear and understandable; and (5) it would be
easy for me to become skillful in using e-government services
through social media. The items of perceived ease of use are
measured with a 7-Likert scale ranging from 1 = strongly dis-
agree to 7 = strongly agree.

4.1.3. Perceived Usefulness. Davis [49] and Chen and Akliko-
kou [42] defined perceived usefulness as to which citizens
believe that using e-government information can improve
effectiveness and performance and benefit the community.
The study developed four measures based on Khan et al.
[40] measurement items, including (1) using social media
regarding government services can improve the service qual-
ity that I will receive about e-government; (2) using social
media is increasing my effectiveness about e-government;
(3) the use of social media can improve my performance to
exchange information about e-government; and (4) gener-

ally, I find it useful to use information about e-government
on social media. Perceived usefulness is measured on a 7-
Likert scale ranging from 1 =strongly disagree to 7=
strongly agree.

4.1.4. Transparency. Lopez-Lopez et al. [61] and Sabani [2]
defined transparency as to the availability of relevant infor-
mation regarding government performance procedures and
public policy decision-making processes that are imple-
mented transparently to the public. Based on Hartanto
et al. [62] measurement items, four measures were devel-
oped, including (1) the government plan and program about
e-government are implemented transparently; (2) the entire
process of plan and program about e-government is trans-
parently disclosed; (3) the public can clearly see the progress
and situations of the administration e-government; and (4)
the government discloses sufficient information to the public
about its performance implementing e-government. Trans-
parency is measured on a 7-point Likert scale, where 1 indi-
cates strongly disagree and 7 indicates strongly agree.

4.1.5. Accountability. According to Al-Shbail and Aman
[58], accountability refers to the extent to which the govern-
ment is responsible for its decisions and actions towards the
community to achieve e-government program implementa-
tion performance. This study develops four items to measure
accountability based on Hartanto et al. [62] including (1) the
government has a regular reporting the achievements and
results of the program against its objectives implementing
e-government; (2) the government recognizes its responsibil-
ity toward the public through implementing e-government
program; (3) the government abides by regulations in all cir-
cumstances in implementing e-government programs; and
(4) the government ensures proper usage of its budget in
an authorized performance in implementing e-government
programs. We measure accountability on a 7-point Likert
scale, where 1 indicates strongly disagree and 7 indicates
strongly agree.

4.1.6. Responsiveness. According to Mansoor [18], responsive-
ness assures that the government cares about the suggestions,
opinions, and demands of the community in improving the
quality of e-government services. Based on Hartanto et al.
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TaBLE 1: Table of measurement items.

Construct Code Measurement items
Q1 I believe the government has provide accurate information of e-government through
social media.
Q2 The government has provide an up-to-date information about e-government through
social media.
Information quality 1Q3° I believe the government has provide the information meets to my needs about e-government
through social media.”
1Q4 The government has provide relevant information about e-government through social media.
1Q5 The government has provide information about e-government which easy to understand.
PEOU1 Most of the e-government service information provided by government is easy to use.
PEOU2 I believe learning to use e-government from social media is easy.
PEOU3 I find social media as a flexible way of promoting strong relationships between citizens” and
Perceived ease of use e-government.
My interaction with government through social media about the use of e-government services
PEOU4
would be clear and understandable.
PEOU5 It would be easy for me to become skillful in using e-government services through social media.
PU1 Using social media regarding government services can improve the service quality that I will receive
about e-government.
) PU2 Using social media is increasing my effectiveness about e-government.
Perceived usefulness . . . . .
PU3* The use of social media can improve my performance to exchange information about
e-government.”
PU4 Generally, I find it useful to use information about e-government on social media.
TR1 The government plan and program about e-government are implemented transparently.
TR2 The entire process of plan and program about e-government is transparently disclosed.
Transparency TR3 The public can clearly see the progress and situations of the administration e-government.
TR4 The government discloses sufficient information to the public about its performance implementing
e-government.
AT1 The government has a regular reporting the achievements and results of the program against its
objectives implementing e-government.
AT2 The government recognizes its responsibility toward the public through implementing
Accountability e-government program.
AT3  The government abides by regulations in all circumstances in implementing e-government programs.
AT4 The government ensures proper usage of its budget in an authorized performance in implementing
e-government programs.
RV1 The government is sensitive to public opinions about e-government.
RV2 The government responds to public needs about e-government quickly.
RV3* The government is making sincere effort to support citizens who need help about
Responsiveness e-government.”
RV4 The government is efficient in providing quality solutions for public needs about e-government.
RVS Citizen’s appeals to the government about e-government are treated properly within a reasonable
period of time.
TTE1 I trust this e-government.
Trust to e-government ~ TTE2 This e-government is a reliable to carry out public services.
TTE3 When it comes to do public services this e-government is trustworthy.
EP1 I intend to participate with e-government.
EP2 To participate with e-government is something that I would do.
e-Government . . .
. EP3 I would use e-government information and services.
participation . ) o . ]
EP4 I predict I will participate with e-government in the future.
EP5 I would not hesitate to engage with e-government.

Notes: * represents removed items.



[62], this study developed five responsiveness measures
including (1) the government is sensitive to public opinions
about e-government; (2) the government responds to public
needs about e-government quickly; (3) the government is
making sincere effort to support citizens who need help about
e-government; (4) the government is efficient in providing
quality solutions for public needs about e-government; and
(5) citizen’s appeals to the government about e-government
are treated properly within a reasonable period of time.
Responsiveness is measured on a 7-Likert scale ranging from
1 = strongly disagree to 7 = strongly agree.

4.1.7. Trust to e-Government. According to Khan et al. [40],
trust to e-government refers to the extent to which citizens
understand the risk and uncertainty associated with using gov-
ernment so that they can rely on and trust e-government.
According to Belanche et al. [63], this study develops three
accountability measures including (1) I trust this e-
government; (2) this e-government is reliable to carry out pub-
lic services; and (3) when it comes to do public services, this e-
government is trustworthy. Trust to e-government is mea-
sured on a 7-Likert scale ranging from 1 = strongly disagree
to 7 = strongly agree.

4.1.8. e-Government Participation. According to Nam [6]
and Khan et al. [40], e-government participation is the con-
cept that describes citizens’ behavior formed after believing
in e-government participation, where they interact and partic-
ipate in decision-making processes related to public policies.
This study develops five-item e-government participation
according to Khan et al. [40] including (1) I intend to partici-
pate with e-government; (2) to participate with e-government
is something that I would do; (3) I would use e-government
information and services; (4) I predict I will participate with
e-government in the future; and (5) I would not hesitate to
engage with e-government. e-Government participation is
measured on a 7-Likert scale ranging from 1 = strongly dis-
agree to 7 = strongly agree.

4.2. Sampling Technique and Data Collection Procedure. In
this study, research participants were selected using a purpo-
sive and a nonprobability sampling method. This survey tar-
gets a specific population and protects respondents’ privacy;
therefore, we used an online survey to collect data. The
research questionnaire includes two initial questions to ensure
that respondents are aware of e-government information and
implementation in Indonesia. Participants will be asked to
confirm that they are familiar with government social media
(e.g., Instagram, YouTube, and Facebook) and that they par-
ticipate in discussions regarding the implementation of e-
government in Indonesia through online media and the sur-
rounding community. When a respondent answers “yes” to
the two initial questions, he is qualified to produce consistent
responses. This study collected respondent data using a Goo-
gle Forms questionnaire distributed randomly through social
media platforms (e.g., Instagram, WhatsApp, and Facebook).
Previous studies also used the same data collection procedure
[64, 65].
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4.3. Analysis Techniques. In this study, two analysis
approaches are used to test the data. First, structural equa-
tion modeling (SEM) will examine the causal relationship
between variables. SEM analysis can be performed using
SmartPLS 3.0 software. The measurement model is initially
evaluated for convergent validity utilizing average variance
extracted, composite reliability, and Cronbach’s alpha values
for internal consistency [66]. Next, this study examined
discriminant validity with the Fornell-Larcker criterion,
heterotrait-monotrait (HTMT), and matrix cross-loading
[67, 68]. To evaluate structural model strength explained
by the endogenous constructs, this study follows Falk and
Miller’s [69] R-square value (R*) to indicate the structural
model’s strength.

The second method of qualitative comparative analysis is
fuzzy set qualitative comparative analysis (fsQCA), which
tests propositions and determines whether the research
model has asymmetrical relationships. A fsQCA test con-
tributes to the development of theoretical and practical guid-
ance by examining the theory’s complexity and its variables’
interdependence. A fsQCA analysis involves the following
steps. The first step in the fsQCA test is calibration selection,
which transforms 7-Likert scales into fuzzy data sets, such as
“2” for nonmembership, “6” for membership, and “4” for the
intersection [70]. A truth table is used to arrange the scores
obtained and analyze them in light of the causal conditions
of the independent variables. Based on the findings of this
analysis, fSQCA was conducted to identify the most efficient
and unique solution [70].

5. Result

5.1. Demographic Profile. There were 455 responses col-
lected. Based on gender, 53.6% of respondents were women,
followed by most respondents aged 21 to 30 years old. A
number of the respondents are graduates with a work status
as a student of 37.8%. 97.1% of people are familiar with
government social media (e.g., Instagram, YouTube, and
Facebook) as a source of e-government information. Addi-
tionally, 88.6% of respondents participated in discussions
on e-government implementation, both through online
media and in person. A summary of the demographic char-
acteristics of the respondents is presented in Table 2.

5.2. Results from SEM Analysis

5.2.1. Common Method Variance. This study used the self-
reported questionnaire method to collect data from respon-
dents, so evaluating the common method variance (CMV) is
imperative. Harman’s single-factor method was applied to
evaluate the common method variance. Performing this test
requires all constructs to be inserted simultaneously. Assum-
ing that all constructs are loaded on one factor, which
accounts for all or most variance, there will be a high level of
common method variance [71]. It was found that the
explained variance is 29.3% which is below 50%. This implies
that there is concern about common method variance.

5.2.2. Validity and Reliability Assessment. Table 3 summa-
rizes convergent validity and internal consistency results.
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TABLE 2: Respondent demographics.

Measure Items Frequency Percentage
Male 211 46.4%
Gender
Female 244 53.6%
20 or below 71 15.6%
21 to 30 191 42%
Age (years old) 31 to 40 103 22.6%
41 to 50 63 13.8%
51 or above 27 5.9%
Senior high school 107 23.5%
ducational Vocational school 55 12.1%
Educationa Undergraduate 191 42%
background
Master 72 15.8%
Doctorate 30 6.6%
University student 172 37.8%
Entrepreneurs 56 12.3%
. Civil servant 120 26.4%
Occupation
Private employee 65 14.3%
State-owned 0 9.2%

enterprises

Based on data analysis, each construct’s outer loading value
exceeds 0.70 [66], which indicates that construct validity is
satisfactory. On the other hand, the value of average variable
extracted (AVE) is higher than 0.5 and satisfactory for con-
vergent validity, according to Hair et al. [66]. The internal
consistency is measured with Cronbach’s alpha (CA) value
higher than 0.70, which is satisfactory. Further, each con-
struct’s composite reliability (CR) value is above 0.70, which
is satisfactory [66]. Therefore, this study has no issues with
convergent validity and internal consistency.

There are three approaches to assessing discriminant
validity. The first is the Fornell-Larcker criterion, which is
calculated by taking the square root of the AVE divided by
the interconstruct correlation. The results in Table 4 demon-
strate that the square roots of AVE are higher than the cor-
relation between constructs (below the diagonal values in
italic). This indicates satisfactory discriminant validity with
the Fornell-Larcker criterion [67].

Second, as a new criterion, the heterotrait-monotrait
ratio (HTMT) assesses discriminant validity with a strict
threshold of 0.95 [68]. The analysis in Table 5 indicates that
the HTMT value is below 0.95, which is satisfactory for dis-
criminant validity with HTMT criteria [68].

Third is the cross-loading matrix approach. In Table 6,
all constructs have outer loadings greater than their correla-
tion coefficients. Therefore, each construct is discriminantly
valid, which leads to a good assessment of the measurement
model and a move toward formulating a model hypothesis.

5.2.3. Hypothesis Results. As a part of this study, SmartPLS
3.0 software is utilized to perform structural equation
modeling with partial least squares (PLS-SEM) to evaluate
the validity of the research model used to test hypotheses.

First, in order to determine the power of an endogenous var-
iable model, this study determines the path coeflicient
between the model’s constructs. The R* value of a valid
approach should be greater than or close to 0.1 [68]. Accord-
ing to the analysis, trust in e-government has an R* = 0.515,
which is explained by the path coefficients of perceived ease
of use, perceived usefulness, transparency, accountability,
and responsiveness. The trust to e-government path coeffi-
cient can be explained by the e-government participation
construct with an R? value of 0.501. As a result, this research
model was determined to be viable with an endogenous con-
struct having an R* value greater than 0.1 [69].

As shown in Figure 3 and Table 7, trust in e-government
is a predictor that can promote participation in e-govern-
ment, thereby supporting H1 (8=0.708 and t=24.154).
From the social media perspective, it was found that there
was no significant effect of information quality on trust in
e-government, with H2a not being supported (f=0.015
and t=0.258). Conversely, perceived ease of use and per-
ceived usefulness significantly affect trust in e-government;
thus, confirming H2b and H2c (8=10.175 and 0.367 and ¢
=2.629 and 5.480, respectively). In contrast, from the per-
spective of good governance, transparency relates positively
to trust toward e-government, supporting H3a (=0.149
and t=2.175). Lastly, accountability and responsiveness
have no significant effect on trust in e-government; there-
fore, both H3b and H3c are not supported (=0.093 and
0.042 and ¢ =1.186 and 0.636, respectively).

5.3. Results from fsQCA

5.3.1. Calibration Selection and Truth Table Construction.
This study uses fsQCA analysis to produce high and low e-
government participation configurations as outcome vari-
ables moulded from the constructs of trust in e-government,
social media (information quality, perceived ease of use, and
perceived usefulness), and good governance (transparency,
responsiveness, and accountability). This study will use the
analysis results to resolve a complex issue developing from
interdimensional relationships between constructs in the
research model. First, in order to transform the data, Pappas
and Woodside [70] advocate calibrating the seven-Likert
scale into three groups (“6” indicates a full membership,
“4” indicates the intersection or median, and “2” indicates
a full nonmembership). Therefore, the calibrated data then
converts to fuzzy scores of “0”, “low,” and “1”, “high,” and
arranged in a truth table that represents entire possible com-
posite conditions that reproduce “high” and “low” participa-
tion in e-government. The calibration results are presented
in Tables 8 and 9.

According to a truth table analysis, eight composite indi-
cators with scores of “1” (yes) indicate a high level of partic-
ipation in e-government. In particular, there were nine cases
in the fifth composite and 319 cases in the eighth composite,
while the remaining cases were less than six. However, eight
cases are considered to have a low level of participation in e-
government, with a score of “0” (no). There were nine cases
in the second and third composite conditions, along with
319 cases in the eighth composite condition, and less than
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TaBLE 3: Convergent validity and internal consistency.
Construct Items Loadings CR AVE
Q1 0.776
1Q2 0.814
Information quality (IQ) 0.811 0.627
1Q4 0.750
1Q5 0.826
PEOU1 0.764
, PEOU2 0.782
Perceived ease of use (PEOU) 0.782 0.589
PEOU4 0.700
PEOUS5 0.826
PU1 0.803
Perceived usefulness (PU) PU2 0793 0.798 0.617
PU3 0.770
PU4 0.775
RV1 0.809
Responsiveness (RV) Rv2 0835 0.809 0.629
RV4 0.728
RV5 0.797
AT1 0.794
AT2 0.821
Accountability (AT) 0.820 0.635
AT3 0.790
AT4 0.783
TP1 0.764
TP2 0.844
Transparency (TP) 0.807 0.622
TP3 0.811
TP4 0.732
TTE1 0.833
Trust to e-government (TTE) TTE2 0.898 0.814 0.727
TTE3 0.826
EP1 0.769
EP2 0.793
e-Government participation (EP) EP3 0.760 0.842 0.610
EP4 0.797
EP5 0.784
Notes: loading > 0.7; CA: Cronbach s alpha > 0.7; CR: composite reliability > 0.7; AVE: average variance extracted > 0.5.
TaBLE 4: Discriminant validity with the Fornell-Larcker criterion.
Construct 1Q PEOU PU RV EP
Information quality (IQ) 0.792
Perceived ease of use (PEOU) 0.691 0.768
Perceived usefulness (PU) 0.607 0.732 0.785
Responsiveness (RV) 0.559 0.594 0.556 0.793
Accountability (AT) 0.555 0.575 0.574 0.74
Transparency (TP) 0.560 0.590 0.536 0.684
Trust to e-government (TTE) 0.517 0.620 0.661 0.530
e-Government participation (EP) 0.547 0.657 0.726 0.495 0.781

Notes: the diagonal and italic values are the square roots of AVE.
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TABLE 5: Heterotrait-monotrait ratio (HTMT).
Construct 1Q PEOU PU RV AT TP TTE EP
Information quality (IQ) —
Perceived ease of use (PEOU) 0.881 —
Perceived usefulness (PU) 0.762 0.828 —
Responsiveness (RV) 0.695 0.762 0.690 —
Accountability (AT) 0.687 0.733 0.712 0.822 —
Transparency (TP) 0.700 0.757 0.670 0.856 0.809 —
Trust to e-government (TTE) 0.638 0.777 0.817 0.650 0.671 0.686 —
e-Government participation (EP) 0.664 0.815 0.885 0.598 0.622 0.624 0.855 —
Notes: threshold of HTMT, <0.85, strong; <0.90, weak.

TaBLE 6: Cross loading matrix.

Construct 1Q PEOU PU RV AT TP TTE EP
1Q1 0.776 0.465 0.392 0.410 0.422 0.447 0.378 0.339
1Q2 0.814 0.534 0.468 0.438 0.439 0.458 0.448 0.443
1Q4 0.750 0.587 0.543 0.435 0.421 0.390 0.353 0.477
1Q5 0.826 0.606 0.524 0.487 0.475 0.472 0.449 0.472
PEOU1 0.555 0.764 0.515 0.509 0.473 0.454 0.457 0.478
PEOU2 0.566 0.782 0.594 0.426 0.433 0.462 0.511 0.509
PEOU4 0.468 0.692 0.508 0.469 0.437 0.449 0.372 0.455
PEOU5 0.532 0.826 0.621 0.441 0.437 0.455 0.542 0.566
PU1 0.515 0.623 0.803 0.477 0.444 0.406 0.529 0.580
PU2 0.466 0.622 0.793 0.475 0.468 0.488 0.584 0.604
PU3 0.437 0.505 0.770 0.403 0.449 0.386 0.483 0.544
PU4 0.489 0.537 0.775 0.378 0.443 0.392 0.466 0.545
RV1 0.453 0.460 0.414 0.809 0.582 0.530 0.422 0.406
RV2 0.447 0.505 0.432 0.835 0.579 0.579 0.472 0.393
RV4 0.453 0.484 0.511 0.728 0.565 0.510 0412 0.423
RV5 0.420 0.427 0.404 0.797 0.633 0.551 0.360 0.342
AT1 0.448 0.438 0.422 0.634 0.794 0.573 0.381 0.367
AT2 0.463 0.489 0.477 0.617 0.821 0.614 0.518 0.439
AT3 0.426 0.448 0.447 0.560 0.790 0.556 0.383 0.370
AT4 0.430 0.452 0.478 0.551 0.783 0.583 0.455 0.463
TP1 0.433 0.426 0.450 0.558 0.629 0.764 0.414 0.446
TP2 0.443 0.514 0.433 0.560 0.595 0.844 0.498 0.438
TP3 0.471 0.486 0.412 0.553 0.570 0.811 0.443 0.386
TP4 0.422 0.430 0.398 0.489 0.517 0.732 0.386 0.344
TTE1 0.457 0.510 0.546 0.512 0.501 0.497 0.833 0.589
TTE2 0.420 0.546 0.602 0.469 0.495 0.502 0.898 0.621
TTE3 0.448 0.531 0.540 0.373 0.419 0.418 0.826 0.600
EP1 0.454 0.482 0.563 0.419 0.416 0.395 0.594 0.769
EP2 0.453 0.546 0.569 0.410 0.417 0.450 0.571 0.793
EP3 0.389 0.514 0.542 0.353 0.382 0.369 0.506 0.760
EP4 0.417 0.504 0.592 0.364 0.399 0.408 0.559 0.797
EP5 0413 0.520 0.567 0.380 0.410 0.373 0.525 0.784

Notes: the italicized values indicated construct loadings.
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FIGURE 3: Structural model results.
TaBLE 7: Summary of hypothesis testing.
Hypothesis Path coefficients T value Conclusion
HI. Trust to e-government —> e-government participation 0.708™** 24,154 Supported
H2a. Information quality => trust to e-government 0.015 0.258 Unsupported
H2b. Perceived ease of use => trust to e-government 0.175** 2,629 Supported
H2c. Perceived usefulness => trust to e-government 0.367*** 5,480 Supported
H3a. Transparency => trust to e-government 0.149* 2,175 Supported
H3b. Accountability => trust to e-government 0.093 1,186 Unsupported
H3c. Responsiveness = trust to e-government 0.042 0.636 Unsupported

Notes: ***P < 0.001, **P < 0.01, and *P < 0.05. ns: nonsignificant.

six cases represented low levels of participation in e-
government. Therefore, this study indicates that the fuzzy
set for analyzing high and low levels of participation in e-
government is diverse and unique.

5.3.2. fsQCA Findings. The results of the fsSQCA analysis of
intermediate solutions, including core and peripheral condi-
tions, form high and low e-government participation, are
presented in Table 10. It is evident from the solutions that
two configurations exist that describe “high” and “low” levels
of e-government participation. Ragin [72] recommended
that the consistency value for “high” levels of overall results
is more significant than 0.75, which indicates a combination
of causal conditions that are highly relevant and acceptable.
For high e-government participation outcomes, the overall
solution consistency value is 0.973, and the overall solution
coverage value is 0.878, and for “low” e-government partici-
pation outcomes, the overall consistency value is 0.769, and
the overall solution coverage value is 0.879. This score
reflects a better prediction for both results of “high” and
“low” participation in e-government activities.

Figures 4 and 5 present the results of the fsSQCA config-
uration with high consistency and relevance to form high
participation in e-government. The entire configurations
lead to “presence” (*) conditions and are unique, thus sup-

porting Proposition 1. Further, the first path (P1) for out-
come high e-government participation is moulded by
combining the “presence” conditions of *TTE, *IQ, *
PEOU, *PU, *RV, and “do not care” conditions of TP and
AT (consistency = 0.980 and coverage = 0.824). The results
from path 1 illustrate how trust in e-government is an
essential predictor of increasing e-government participa-
tion in e-government use. As a result, trust is formed by
social media, which contains high-quality e-government
information, perceived ease of use, perceived usefulness,
and good governance, namely, the responsiveness of the
government to the public. The second configuration (P2),
which incorporates “presence” conditions of *TTE, *IQ,
*PEOU, *PU, *TP, and “do not care” condition for AT
and RV, also results in a high level of e-government par-
ticipation (consistency =0.981 and coverage = 0.820).

As shown in Figures 6 and 7, the results of the fsSQCA con-
figuration with a high level of consistency and relevance for a
“low” level of e-government participation are visualized. The
results demonstrate that overall solution coverage is 0.879
and solution consistency is 0.769, which follows Ragin’s [72]
recommendations. Results of the study demonstrate that a
configurational path with “low” e-government participation
can be derived from a combination of trust, social media,
and good governance, thus supporting Proposition 2. In more
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TaBLE 8: Truth table for high e-government participation.

Antecedents for high e-government participation

IQ PEOU PU RV AT TP TTE Cases Outcome for high e-government participation Raw consistency
1 1 1 0 1 1 1 3 Yes 0.997
1 1 1 1 1 0 1 6 Yes 0.996
1 1 1 0 0 1 1 4 Yes 0.995
0 1 1 1 1 1 1 9 Yes 0.992
1 1 1 1 0 1 1 4 Yes 0.990
1 1 1 1 1 1 0 3 Yes 0.988
1 1 1 1 0 0 1 6 Yes 0.987
1 1 1 1 1 1 1 319 Yes 0.985

Notes: IQ: information quality; PEOU: perceived ease of use; PU: perceived usefulness; RV: responsiveness; AT: accountability; TP: transparency; TTE: trust to
e-government; EP: e-government participation.

TaBLE 9: Truth table for low e-government participation.

Antecedents for low e-government participation
IQ PEOU PU RV AT TP TTE Cases Outcome for low e-government participation Raw consistency

1 1 1 1 1 1 0 3 No 0.773
1 1 1 1 0 0 1 6 No 0.734
1 1 1 0 0 1 1 4 No 0.736
1 1 1 1 0 1 1 4 No 0.705
0 1 1 1 1 1 1 9 No 0.687
1 1 1 0 1 1 1 3 No 0.665
1 1 1 1 1 0 1 6 No 0.665
1 1 1 1 1 1 1 319 No 0.203

Notes: IQ: information quality; PEOU: perceived ease of use; PU: perceived usefulness; RV: responsiveness; AT: accountability; TP: transparency; TTE: trust to
e-government; EP: e-government participation.

TasLE 10: Configuration for “high” and “low” e-government participation.

High e-government Low e-government
Configuration participation participation
P1 P2 P3 P4

Trust to e-government (TTE) ® ®
Social media

Information quality (IQ) () ®

Perceived ease of use (PEOU) [ ® (9

Perceived usefulness (PU) ® ) X
Good governance

Transparency (TR) °

Accountability (AT)

Responsiveness (RV) )
Raw coverage 0.824 0.820 0.795 0.800
Unique coverage 0.030 0.026 0.015 0.017
Consistency 0.980 0.981 0.982 0.982
Opverall solution coverage 0.878 0.879
Overall solution consistency 0.973 0.769

Note: black circle (®) indicates the presence of condition; a circle with a cross (X)) indicates the absence of condition; blank column shows “do not care”
condition.
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FIGURE 4: Path 1 contributes to high e-government participation
(HEP) (consistency = 0.980 and coverage = 0.824). Note: the solid
ellipse represents the presence of the condition. If no ellipse is
displayed, it belongs to the “do not care” condition.
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FIGure 5: Path 2 contributes to high e-government participation
(HEP) (consistency =0.981 and coverage = 0.820). Note: the solid
ellipse represents the presence of the condition. If no ellipse is
displayed, it belongs to the “do not care” condition.
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FIGURE 6: Path 3 contributes to low e-government participation
(LEP) (consistency =0.982 and coverage=0.795). Note: the
dotted ellipse represents the absence of the condition. If no ellipse
displayed, it belongs to the “do not care” condition.
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FIGURE 7: Path 4 contributes to low e-government participation
(LEP) (consistency =0.982 and coverage=0.800). Note: the
dotted ellipse represents the absence of the condition. If no ellipse
displayed, it belongs to the “do not care” condition.

detail, the configuration (P3 and P4) produces a combination
of “absence” and “do not care” conditions. The configurational
path 3 (P3) shows an “absence” (~) condition of perceived ease
of use (~PEOU) and “do not care” conditions of TTE, IQ, PU,
TR, AT, and RV with a higher relevance value than the other
configurations (consistency =0.982 and coverage = 0.810).
This indicates that the information of e-government on social
media still needs to be flexible to use and cannot satisfy the
public’s electronic and informational needs. This ultimately
results in a low level of participation in e-government. Fur-
thermore, the fourth configuration (P4) demonstrates an
absence of perceived usefulness (~PU) and “do not care” con-
ditions of TTE, IQ, PEOU, TR, A, and RV condition with a
high relevance value (consistency =0.982 and coverage =
0.795). This configuration shows that the benefits of PU in
e-government information on social media cannot be
perceived as valuable by citizens, which results in a low partic-
ipation rate.

6. Conclusion

6.1. Main Findings. This study seeks to examine the factors
that influence public participation in e-government and
determine whether the research model can be effectively
implemented to enforce a deliberative policy. According to
previous literature, social media and good governance are
key factors contributing to enhanced public participation
in the effective implementation of e-government [18, 40].
This study examines how social media factors (information
quality, perceived ease of use, and perceived usefulness)
and good governance factors (transparency, accountability,
and responsiveness) impact trust in e-government. Accord-
ing to this research model, trust plays a significant role in
influencing the conversion of the factors forming trust into
the outcome of trust, namely, e-government participation
[40]. Based on the study’s findings, the following discussion
was apprehended, using the deliberative policy theory to test
a research model with respondents who were knowledgeable
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about and actively involved in e-government implementa-
tion in Indonesia.

This study examines the relationship between trust on e-
government participation. The results indicate that citizens’
trust significantly influences e-government participation
(H1). This suggests that citizens’ trust is critical in determining
their participation in e-government. As a result, a higher level
of participation in e-government will result from the aware-
ness of the risk and uncertainty associated with e-
government [73]. This finding is consistent with Khan et al.
[40], who found that trust in e-government significantly
impacts participation. Furthermore, social media has been
shown to facilitate government interaction with the commu-
nity regarding quality information, perceived ease of use, and
perceived usefulness of government information. Information
quality refers to citizen’s perceptions of the accuracy, com-
pleteness, and usability of e-government information sources
[47]. According to the analysis, it indicates no significant
impact of information quality on trust in e-government ser-
vices (H2a). The results indicate that citizens’ use of social
media as a source of information about e-government is inef-
fective in improving trust in e-government; therefore, social
media does not provide information quality that can meet
the needs of citizens about e-government. This finding is in
line with Porumbescu [55], which states that exposure to
social media that contains more detailed information often
generates critical responses and dissatisfaction, which causes
low e-government participation.

Information provided by e-government that is flexible
and user-friendly without any restrictions is referred to as
perceived ease of use [49, 50]. According to the study, a sig-
nificant proportion of trust in e-government is influenced by
perceived ease of use (H2b). This finding suggests that citi-
zens perceive social media as easy to find information about
e-government. Thus, when social media is considered easy
for citizens to find information about e-government, they
tend to trust e-government. Thus, e-government services
will be more likely to be used by users if the service is easy
to use, resulting in greater general trust in the system. The
result is consistent with previous findings [40]. Perceived
usefulness refers to e-government information that pro-
motes effectiveness, performance, and community benefit.
In this study, it was found that perceived usefulness signif-
icantly influences trust in e-government (H2c). This find-
ing confirms that when citizens find e-government
information on social media valuable and insightful, it will
lead them to trust in e-government. Furthermore, trust in
e-government increases when e-government information is
considered beneficial to society. Additionally, Abu-Shanab
[51] confirms that perceived usefulness affects trust in e-
government significantly.

Furthermore, implementing deliberative policies through
e-government can be achieved by providing good governance
characterized by transparency, accountability, and responsive-
ness [18]. Transparency refers to the availability of pertinent
information about government performance procedures and
transparent decision-making processes regarding public pol-
icy. According to analysis, transparency (H3a) is associated
with a substantial increase in trust in e-government. This find-
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ing suggests that the government demonstrated good trans-
parency in implementing e-government instruments for the
community, which will likely increase the citizens’ trust. As a
result, public understanding is increased by submitting consis-
tent, comprehensive, and transparent performance informa-
tion from the government, leading to increased trust among
the public. Previous research has confirmed these findings
[18]. Moreover, accountability refers to the government’s
responsibility to manage policies effectively, efficiently, and
economically. Hypothesis testing indicates that accountability
(H3b) has no significant effect on trust in e-government. This
finding suggests that the government is not accountable when
conducting its instrument of e-government to the public.
Therefore, the citizens perform disbelieve or are reluctant to
trust in e-government. Additionally, the government cannot
demonstrate effective, efficient, and economic management
of policies for the community, resulting in low trust in e-
government [74]. Furthermore, the responsiveness dimension
considers how well the government responds to the local com-
munity’s ideas, opinions, and demands. The analysis indicates
that responsiveness (H3c) has no significant effect on trust in
e-government. This finding confirms that citizens (Indone-
sian) perceived the government as not highly responsive to
respond to the needs of citizens to use e-government. Due to
this, the government’s inability to respond speedily to citizens’
requests results in a low level of trust in e-government.

According to configurational analysis, the complexity
of theory emphasizes the outcomes of high and low levels
of e-government participation based on predictors of trust
in e-government, social media dimensions (information
quality, perceived ease of use, and perceived usefulness),
and good governance dimensions. There are two solutions
to achieve high levels of e-government participation based on
high levels of participation in e-government. Additionally,
each configuration exhibits high consistency and coverage,
indicating that each solution represents the conditions
necessary for implementing high levels of e-government.
For high e-government participation, configurational path
one (P1) is the best and inimitable, which indicates that
high e-government participation will be achieved through
emphasizing trust in e-government, information quality,
perceived ease of use, and perceived usefulness. Although
other constructs seem to be “do not care,” it does not have
an impactful effect on increasing participation. Further-
more, this study measures the results of low citizen partici-
pation in e-government. A key factor determining the
causes of low e-government participation is the lack of per-
ceived ease of use of configuration path four (P4), which
indicates that the government “do not care” about good
governance and social media factors (perceived usefulness
and information quality); the citizens will not participate
with e-government. In this sense, it is essential to practice
and give information related to e-government through
social media to citizens.

6.1.1. Theoretical Implications. This study gives knowledge
to the existing literature about how citizens can participate
in e-government. By establishing a framework model
based on deliberative policy theory, this study provides
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insights into the new planning strategy for government
based on public interest. The conceptual model employs
a deliberative process that emphasizes the needs and inter-
ests of the public in order to enhance the effectiveness of
e-government participation [26]. This study examines e-
government participation using trust in e-government as
a mechanism between social media and good governance.
In this study, trust in e-government is demonstrated to
increase participation in e-government significantly. Thus,
the trust formed impacts community participation, which
impacts the effectiveness of public policy implementation.

This study examines three social media factors to increase
trust in e-government: information quality, perceived ease of
use, and perceived usefulness. A significant amount of trust in
e-government is boosted by perceived ease of use and useful-
ness. However, the dimensions of information quality do not
show significant effects. Therefore, e-government information
on social media is flexible, easy to use, and beneficial to society,
as demonstrated by this study. Additionally, this study identifies
good governance factors such as transparency, accountability,
and responsiveness to increase trust in e-government.

On the other hand, the dimensions of transparency and
accountability are insignificant, but they promote trust in e-
government. The availability of government performance
information in a consistent, complete, and transparent man-
ner contributes to public understanding, affecting trust [18,
57]. In conclusion, this study’s results indicate that both
social media and good governance have a significant positive
impact on e-government participation.

In order to maximize public participation effectiveness,
researchers can integrate trust in e-government, social media
dimensions, and good governance into the results of the QCA
configuration analysis by integrating e-government services.
The causal condition configuration for both high and low e-
government participation outcomes was determined based
on the theoretical complexity achieved in this study. Accord-
ing to the findings of this study, there are two configurations
of e-government participation solutions, and therefore, a the-
oretical foundation can be established for future studies
aimed at increasing participation in e-government.

6.1.2. e-Government Practice. The study also contributes to
e-government practice. This is especially true when the gov-
ernment defines a strategy for enhancing e-government par-
ticipation through social media use and ensuring good
governance in public service delivery. As current informa-
tion and communication technologies (ICTs) become more
popular among citizens, governments can boost efficiency,
improve service quality, and increase democratic participa-
tion [6, 75]. Investigating social media and good governance
factors as forming trust towards e-government will have
implications for increasing e-government participation,
which will benefit governments across the board. For exam-
ple, this study applied to Indonesia and discovered a way to
improve public participation through e-government while
assessing whether the policies had been effectively imple-
mented [76]. Based on these results, a strategy to increase
public participation in e-government services is expected to
be developed.

Human Behavior and Emerging Technologies

This study has found that perceived ease of use and use-
fulness significantly increase trust in e-government. In other
words, e-government information on social media is
regarded as flexible, easy to use, and beneficial to society.
Furthermore, transparency is a significant factor in encour-
aging trust in electronic government. Providing government
performance information consistently, entirely, and trans-
parently to the public is crucial to building trust and forming
a public understanding. Consequently, the results of this
study have confirmed that social media factors (perceived
ease of use and perceived usefulness) and good governance
(transparency) in e-government services contribute to
increased participation in e-government services. Through
the public’s participation, the government can obtain valu-
able advice and opinions that will enable them to make more
appropriate public policy decisions [77]. In addition, fsQCA
results provide government officials with valuable insights
into improving the quality of their public services. Each con-
figuration presents a different combination that will result in
a high or low e-government participation rate. This study
suggests that a combination of configuration path one (P1)
for high e-government participation and configuration path
four (P4) to avoid low e-government participation can be
applied to identify future levels of community participation
in public services. Through this combination of channels,
the government can improve the quality of its public services
and make decisions that benefit both sides.

6.1.3. Limitation and Future Research. Despite its significant
theoretical contributions and exposure to e-government
practices, this study has several limitations. First, this study
is limited by the trust and participation formed due to e-
government implementation. According to Belanche et al.
[63] and Abdulkareem et al. [78], it has been found that trust
has a positive relationship with community satisfaction and
continued intention to use e-government. Therefore, future
research is expected to investigate whether the trust is
associated with community satisfaction and intention to
continue using e-government. Second, the study uses data
from Indonesian respondents that cannot be generalized to
other countries. Because e-government has become increas-
ingly popular in many countries, this study provides only a
perspective on e-government participation in Indonesian
society. Therefore, future research should generalize sample
areas, for example, from the perspective of developed and
developing countries. Finally, this study examines e-
government participation as an implication of deliberative
policy from the perspective of social media, good gover-
nance, and trust resulting from the deliberative policy.
Deliberative policy, however, continues to have a broad
application in achieving public participation in government
policy, even today.
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