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Abstract

This study aimed to measure the impact of e-government service quality, across its
four dimensions (ease of use, electronic responsiveness, security and privacy, and information
quality), on citizen satisfaction with Hajj and Umrah e-services in the Kingdom of Saudi Arabia.
The study adopted a descriptive-analytical methodology, utilizing an electronic questionnaire
distributed to a convenience random sample of beneficiaries of Hajj and Umrah e-services. A
total of (411) valid questionnaires were analyzed using SPSS software, employing descriptive
statistics, Pearson correlation coefficient, simple and multiple linear regression analysis, T-
Test, and One-Way ANOVA. The findings revealed that the level of e-service quality was high,
with a mean of (3.80), and that citizen satisfaction was also high, with a mean of (3.85). The
study confirmed a statistically significant impact of e-service quality, with all dimensions
combined, on citizen satisfaction, with a coefficient of determination (R2=0.717). Electronic
responsiveness emerged as the most influential dimension, followed by information quality,
ease of use, and finally security and privacy. The study recommended enhancing the technical
infrastructure of Hajj and Umrah e-platforms, improving electronic responsiveness

mechanisms, and promoting linguistic diversity across the platforms.

Keywords: E-Service Quality, Citizen Satisfaction, E-Government, Hajj and Umrah Services,

Kingdom of Saudi Arabia.
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