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1.1 Research Introduction

The contemporary public sector is undergoing a profound
transformation driven by the need for greater efficiency,
accountability, and responsiveness to an increasingly digitally savvy

citizenry. Public administration, once a field primarily concerned with
traditional bureaucratic management, now integrates a wide range of



scholarly disciplines—from sociology and economics to political
science and business—to build sustainable communities and deliver
vital public services. A central element of this modernization is
digital transformation (DT), which is not merely the adoption of
technology but a fundamental reinvention of organizational models,
methods, and culture. At the heart of this endeavor lies e-
government, a key pillar that seeks to enhance citizen access to
government information and services, improve internal agency
operations, and foster greater transparency.

The evolution of this field reflects a significant shift in strategic
thinking. Early e-government initiatives, which emerged in the late
1990s and gained legal footing in the early 2000s, were primarily
defined by the use of web-based applications and information
technology to deliver government information and services. This was
a functional, tool-based approach focused on automating "stove
piped” operations. In contrast, modern digital transformation is
conceptualized as a holistic, organization-wide endeavor that
leverages digital technologies to fundamentally change how the
government operates and creates value. This progression highlights
a crucial distinction: while e-government is a measurable outcome,
digital transformation is the strategic and cultural process that
enables it. The current research is founded on this nuanced
understanding, treating e-government adoption as a key metric of a
much larger, more complex transformation.

This investigation narrows its focus to the Kingdom of Saudi Arabia
(KSA), where the national digital government strategy is a
cornerstone of its ambitious Vision 2030 blueprint for economic
diversification. By seeking to position itself among the top three
countries globally in digital government maturity by 2030, the
Kingdom is engaged in a monumental effort to deliver seamless,
citizen-centric, and data-driven services. However, the path to
achieving these goals is complex, facing both internal and external
pressures. This study aims to provide a critical examination of the
factors influencing this national effort, moving beyond a simple
assessment of progress to a deeper analysis of the systemic drivers
and barriers at play.

1.2 Research Problem

Despite Saudi Arabia's notable progress in digital governance, as
evidenced by an 82.34% citizen satisfaction rate with online services
and an 85.04% service maturity level by the end of 2024, the nation



faces persistent and multifaceted challenges on its journey to Vision
2030 goals. The problem lies not in a lack of technological
investment, but in a gap between strategic vision and operational
reality. Existing literature identifies a host of factors influencing
public sector digitalization, yet there is a lack of a comprehensive,
integrated understanding of how these different dimensions—from
institutional culture to individual behavior—interact to shape the
success of e-government initiatives.

A primary challenge stems from a bureaucratic culture that is often
risk-averse, siloed, and constrained by a top-down, hyper-centralized
decision-making process. The government's reliance on a
"management thinking" approach, rather than a robust public policy
framework, has resulted in project-based strategies often led by
external consultants. This approach, while providing a clear roadmap
and milestones, can hinder the development of internal public policy
expertise and institutional memory, thereby undermining the long-
term capacity of Saudi civil servants. This is further complicated by
organizational silos, where a lack of integration between government
systems weakens the collective effort to provide unified services and
creates systemic barriers to information exchange.

Compounding this institutional dynamic are the challenges rooted in
individual behavior. Employee resistance to change is a significant
and widespread barrier, often stemming from a lack of trust in
management, fear of job displacement, and inadequate training and
support. Even with new technologies, a risk-averse culture and
resistance from a frontline workforce can stall implementation and
prevent the full realization of benefits. Furthermore, a "digital divide"
exists among the public, where a lack of digital literacy, coupled with
persistent concerns about data security and privacy, acts as a
significant barrier to equitable service adoption among certain
demographics, such as older or less educated citizens.

This research aims to bridge this knowledge gap by developing and
testing a conceptual model that explicitly accounts for the causal
relationships between these multifaceted factors. The study will seek
to move beyond a simple identification of drivers and barriers to
provide a nuanced understanding of their complex interplay, thereby
offering a more targeted and effective framework for guiding future
digital transformation efforts in the Saudi public sector.

1.3 Research Significance



The contributions of this research are both theoretical and practical,
extending existing academic discourse while providing actionable
guidance for policymakers.

1.3.1 Theoretical Significance

The study will contribute to the academic literature by extending
established technology adoption theories—such as the Technology
Acceptance Model (TAM), the Unified Theory of Acceptance and Use
of Technology (UTAUT), and the Diffusion of Innovations (DOI)
theory—to a context where their direct application is often
insufficient. These models were largely developed and validated in a
business environment, where technology adoption is often voluntary
and driven by individual or market-based motivations. However, in
the public sector, technology adoption may be mandatory and is
influenced by a different set of factors, including political will,
regulatory frameworks, and public trust.

This research proposes to integrate critical variables specific to the
public sector, such as top-level leadership support, organizational
culture, and citizen trust, into a single, comprehensive framework.
This integration addresses a significant limitation of existing models,
providing a more robust and context-aware tool for analyzing e-
government adoption. By examining how these macro-level factors
influence individual perceptions of usefulness and ease of use, the
study will provide a more complete and nuanced understanding of
the complex socio-technical dynamics that drive or impede digital
change. The findings will thus enrich the academic dialogue on
technology adoption in non-Western and public administration
contexts.

1.3.2 Practical Significance

On a practical level, this study will provide a data-driven roadmap for
Saudi policymakers and public administrators as they navigate the
challenges of Vision 2030. By empirically identifying the most
significant drivers of success and the most pervasive barriers, the
research will offer specific recommendations for targeted
interventions. This includes guidance on developing effective
change management strategies, which the literature indicates are
essential for overcoming employee resistance and fostering buy-in.
The findings will also highlight the importance of investing in
tailored training programs to enhance digital literacy among both
public employees and citizens, thereby addressing the digital divide
and ensuring equitable access to services.



Moreover, the research will provide a framework for evaluating
leadership styles and their impact on digital projects, suggesting
which approaches are most effective at different stages of
transformation. Ultimately, this study aims to help the Saudi
government improve its governance, enhance service delivery, and
diversify its economy by providing a more effective, holistic strategy
for digital transformation.

1.4 Research Questions
This study seeks to answer the following research questions:

RQ1: What are the key organizational, technical, and environmental
factors driving digital transformation and e-government adoption in
the public sector of Saudi Arabia?

RQ2: What are the major barriers and challenges, particularly related
to institutional culture and individual behavior, that impede the
successful implementation of e-government initiatives?

RQ3: What is the relationship between different types of leadership
(e.g., transformational, task-oriented) and the success of digital
transformation projects in the Saudi public sector?

RQ4: How does the level of digital literacy among public employees
and citizens influence their intention to adopt and effectively utilize
e-government services?

RQ5: How can established theoretical frameworks, such as the
Technology Acceptance Model (TAM), be modified or extended to
provide a robust model for analyzing e-government adoption in the
public sector context of Saudi Arabia?

1.5 Research Objectives
Aligned with the research questions, the objectives of this study are
to:

O1: To identify and categorize the critical success factors for digital
transformation in the Saudi public sector, including top-level political
and leadership commitment and investment in modern
infrastructure.



02: To analyze the role of organizational culture and employee
resistance as key barriers to change and to propose strategies for
their mitigation based on a comprehensive understanding of their
root causes.

03: To empirically investigate the relationship between different
leadership styles and the successful management of digital change,
particularly in overcoming bureaucratic inertia and fostering a
culture of innovation.

O4: To assess the impact of digital literacy on both public employee
performance and citizen engagement with e-government platforms,
thereby evaluating the effectiveness of current digital skills
development programs.

O5: To develop a conceptual framework, based on a synthesis of
TAM, UTAUT, and other relevant theories, that accurately represents
the unique dynamics of technology adoption in the Saudi Arabian
public sector.

1.6 Research Hypotheses
Based on the research questions and objectives, the following
hypotheses will be tested:

H1: The level of digital literacy and skills among public employees
and citizens has a significant positive influence on the perceived
ease of use and perceived usefulness of e-government services.

H2: Strong leadership, particularly a transformational leadership
style, positively moderates the relationship between digital
transformation initiatives and their successful implementation by
fostering a receptive organizational culture and overcoming
employee resistance to change.

H3: Employee resistance to change, stemming from a lack of trust
and fear of job displacement, is a significant barrier that negatively
impacts the pace and success of e-government adoption.

H4: The perceived usefulness and perceived ease of use of an e-
government system are the primary determinants of a user's
behavioral intention to adopt it.



H5: Public sector organizational and technical infrastructure (e.g.,
interoperability, security) has a significant positive influence on the
perceived usefulness and ease of use of e-government services
among citizens and employees.

An examination of the available literature reveals a potential nuance
in the role of leadership. Some sources suggest that a task-oriented
leadership style is crucial for the early stages of digital
transformation, as it has a direct and positive influence on
operational performance and cost efficiency. In contrast, other
research highlights the importance of transformational leadership for
motivating followers and building shared visions, a style that aligns
with cultural and behavioral change. This suggests a two-stage
process. The initial implementation of a digital project may require a
clear, goal-oriented, task-driven approach to get the project off the
ground. The later, more complex stage of ensuring widespread
adoption and cultural buy-in, however, may require a more
transformational style that builds trust and consensus. The
hypothesis will be tested with this temporal dynamic in mind,
seeking to determine which leadership style is most effective at
specific junctures of the transformation process.

Table 1.1: Research Hypotheses and Associated Constructs

Hypothesis Independent Variable(s) Dependent Variable
Supporting Research

H1 Digital literacy and skills Perceived usefulness, Perceived

ease of use

H2 Leadership style (transformational) Successful

implementation, Employee resistance

H3 Employee resistance to change Pace and success of e-

government adoption

H4 Perceived usefulness, Perceived ease of use Behavioral

intention to use

H5 Technical and organizational infrastructure Perceived

usefulness, Perceived ease of use

1.7 Research Model

To address the research questions and test the hypotheses, a
conceptual model is proposed. This model is an extension of the
Technology Acceptance Model (TAM), integrating elements from the
Unified Theory of Acceptance and Use of Technology (UTAUT) and
other relevant theoretical frameworks to account for the unique



public sector context. The model will graphically illustrate the
proposed relationships between key variables.

The model's core structure posits that the behavioral intention to use
an e-government service and its subsequent actual usage are
determined by the user's perception of its usefulness and ease of
use. However, the model goes beyond this traditional view by
introducing several critical independent and mediating variables that
are particularly salient in the public sector.

Independent Variables (IVs):

Leadership Support: Acknowledging that political will and top
management support are crucial for any public sector initiative, this
variable represents the extent to which leaders provide guidance,
resources, and motivation for digital change.

Organizational Culture & Employee Resistance: This variable
captures the inherent willingness or reluctance of an organization’'s
members to embrace new technologies and processes. A positive,
adaptive culture is expected to facilitate adoption, while high
resistance is expected to impede it.

Digital Literacy & Skills: This variable measures the competency of
both public employees and citizens in using and interacting with
digital systems. It is expected to be a moderating variable that
strengthens the relationships between perceptions and behavioral
intentions.

Technical Infrastructure: This variable encompasses the quality,
interoperability, and security of the government's IT systems, which
are foundational for service delivery.

Mediating Variables (MVs):
Perceived Usefulness (PU): The degree to which a user believes
using an e-government service will enhance their job performance or

daily life, as in traditional TAM.

Perceived Ease of Use (PEOU): The degree to which a user believes
an e-government service is easy to use and learn.



Citizen Trust: A key factor in the public sector, this variable
measures the public's confidence in the government's ability to
protect their data and deliver services reliably. Trust is a prerequisite
for a citizen's willingness to engage with digital platforms.

Dependent Variables (DVs):

Behavioral Intention to Use (BITU): The user's stated intent to use e-
government services in the future.

Actual Usage (AU): The ultimate measure of success, representing
the real-world adoption and frequency of use of the digital services.

The proposed model visualizes a multi-layered causal framework
where external factors, such as leadership, culture, and
infrastructure, directly influence a user's perceptions of usefulness
and ease of use. These perceptions, in turn, drive the intention to
adopt and, ultimately, the actual usage of e-government platforms.
This model serves as a robust analytical tool for understanding the
complex interplay of human, organizational, and technological
factors that shape digital transformation outcomes in a public sector
environment.

1.8 Scope of the Study
The scope of this research is defined by its specific focus and
limitations:

Geographical Scope: The study is focused exclusively on the public
sector within the Kingdom of Saudi Arabia. While global trends will
be referenced for context, the primary data collection and analysis
will be confined to this specific region.

Organizational Context: The research will examine digital
transformation and e-government adoption within a select number of
Saudi Arabian government ministries and agencies. This allows for a
deeper, more focused analysis than a broad, national-level study.

Thematic Scope: The study is delimited to the factors influencing the
adoption of digital services, including the roles of leadership, digital
literacy, and organizational barriers. It will not delve into the specific
technical architecture of government systems or the minutiae of
individual e-services.



1.9 Project Structure

This study is structured as a five-chapter research paper designed to
systematically investigate the factors influencing digital
transformation and e-government adoption in Saudi Arabia.

Chapter 1: The Research Foundation: This chapter introduces the
research topic, defines the problem, and presents the research
questions, objectives, hypotheses, and the conceptual model.

Chapter 2: Literature Review: This chapter will conduct an in-depth
review of existing academic and professional literature on public
administration, digital transformation, and technology adoption
theories, with a specific focus on the identified success factors and
challenges.

Chapter 3: Research Methodology: This chapter will detail the
research design, data collection methods (e.g., surveys, interviews),
sampling strategy, and data analysis techniques (e.g., statistical
analysis, thematic analysis) to be used to test the hypotheses.

Chapter 4: Findings and Analysis: This chapter will present the
results of the data collection and analysis, providing a detailed
breakdown of the findings relative to each hypothesis.

Chapter 5: Discussion, Implications, and Conclusion: This chapter
will interpret the findings, discuss their implications for theory and
practice, propose recommendations, acknowledge the study's
limitations, and suggest areas for future research.
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