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Abstract— Today, mobile devices have become a channel through which many organisations launch and market their services to the users. However,
mobile devices that serve as channels for accessing government services have been the critical concerns by many government organisations. The quali-
ty of information provided through m-Government mobile technologies is seen as one of the most critical dimensions towards organisational achieve-
ment and success. In fact, User interface designed for mobile device is the main concern in designing applications. Currently, there is few of research
that particularly evaluates the quality on m-Government services. Therefore, the information quality of Government sites in mobile interface, which is
important for user convenience, has not been evaluated. In this paper, m-Government services will be examined in three main areas: mobile interface

design from different government sectors, the information quality of the applications, and whether this information has met user satisfaction.

Index Terms— mobile interface, information quality, user satisfaction, m-government

1 INTRODUCTION

interfaces that provide many m-Government services.

Thus, the issues of information quality and acceptance
have become serious concerns among the citizens. According
to Rossel et al. (2006), “mobile government (m-government)
has become a relatively consensual perspective progressing
towards the triple goals of; 1) Providing better services to the
citizen, 2) Empowering the private economy both in terms of
private-public partnerships or inter-enterprise capabilities at
all levels and, 3) Re-enforcing process flexibilitiation intra- and
inter-administrative and government-wise”.

Nowadays, citizens are faced with sophisticated mobile

However, mobile devices that serve as channels for accessing
government services have been the critical concerns by many
government organisations. This is particularly when citizens
have access to public services from multiple government
agencies via internet through their mobile devices. The quality
of information provided through m-Government mobile tech-
nologies is seen as one of the most critical dimensions towards
organisational achievement and success. The information
quality in terms of location-awareness, information provided,
and channel used may be improved over time.

Furthermore, the small size of mobile interface is the main
concern in designing running applications. Because of the
friendly nature of mobile phones and their interactive applica-
tions, many organisations have created their services using
mobile technologies to reach their audience. Some researchers
have examined the satisfaction in mobile context and they
found that information quality is the key element for mobile
internet. Good information also enhances user loyalty in mak-
ing use of mobile device.

Currently, there is lack of research on the framework for eva-
luating the quality of m-Government. The evaluation of in-
formation quality on mobile interface design for government
site is unclear. The m-Government services will be examined
in three main areas: mobile interface design from different

government sectors, the information quality of those applica-
tions, and how this information has met user satisfaction.

2. LITERATURE REVIEW

A. Overview of Information Quality (IQ)

According to DeLone and McLean (2001), information quality
refers to “quality of information within what system produc-
es”. Information system rates the information quality as a
measure of semantic success of information system. Lee et al.
(2004) grouped the information quality into four criteria: a)
intrinsic 1Q, which implies that information has quality in its
own right such as accuracy, reliability, credibility, consisten-
cy, and objectivity; b) contextual IQ, which refers to the main
requirements that the information must be faced within the
contexts of the task at hand such as timeliness, relevance,
completeness, and currency; c) representational IQ, which
refers to the way of presenting the information within specific
context; and (d) accessibility IQ, which emphasises on the
importance of computer systems that present the information
(Lee et al., 2002).

Moreover, Jeong and Lambert (2001) explained that IQ can be
measured based on three main dimensions that will lead users
to make decision making. The first dimension is the informa-
tion content, which refers to the accuracy, relevance, security,
validity, and completeness of the information. The second di-
mension is the information format, which emphasises on the
design and links. Finally, the third dimension is the physical
environment, which is related to user accessibility.

Several other studies (Auster & Choo, 1993; Culnan, 1985; Mil-
ler, 1996; and Smith, 1996) have expanded those three I1Q di-
mensions introduced by Jeong & Lambert (2001). The studies
categorised the dimensions into three, namely perceived use-
fulness, perceived ease of use, and perceived accessibility.
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The first dimension named perceived usefulness focuses on
the importance and unstableness of the information. This di-
mension concerns on how relevant, informative, meaningful,
important, helpful, and significant is the information for user’s
decision making. It is more about website delivery — how ac-
curate, relevant, timely, secure, and valid the information is.

The second dimension is perceived ease of use, which is more
about self-efficacy (Bandura’s, 1982). In general, perceived ease
of use refers to ease of learning, understandability, controlla-
bility, skilfulness, and usefulness. It is also more about free of
effort and difficulty when searching for information. This di-
mension focuses on web design, format, navigation, clarity,
links, and colour appropriateness.

Lastly, the third dimension is perceived accessibility that can
be measured using three other dimensions. The first one is
physical access to the information source, followed by the in-
terface between system and user, and lastly the ability to phys-
ically retrieve the desired information. The distinguishing fac-
tor between perceived ease of use and the other two dimen-
sions (namely perceived usefulness and perceived ease of use)
is the concerns about website’s connectivity, interactivity, load
ability, retrievability, and search options.

B. Mobile User Interface Design

User interface and mobile size are the two main concerns in
designing mobile device (Goyal et al., 2003). Currently, the
competition among mobile devices manufacturers in produc-
ing mobile devices that are small and thin but with wide
screen size is increasing. User interface on mobile devices is
part and parcel of any applications that allows users to use
and interact with the mobile devices (Goyal et al., 2003). This
interface shows content screen, windows, menus, control, and
any parts that user can see and use. User will keep on using
and interacting with interesting and attractive interface, and
vice versa. There are three principles that need to be followed
in designing user interface: 1) let the users be in control of the
interface, 2) reduce user’s memory load, and 3) make the user
interface consistent (Wiley & Sons, 1997). Rayport and Jawors-
ki (2001) conducted a study on design elements of customer
interface. They highlighted seven factors named 7C’s that can
be used to evaluate the user interface of electronic services in
e-commerce. The 7C’s are context, content, community, custo-
misation, communication, connection, and commerce. A brief
discussion about the 7C’s is as follows:

1. Context is to whom the system is being developed
and the way of delivery such as pages seamlessly, na-
vigation, and scrolling up-and-down. It should have
two dimensions and functionality within two issues;
firstly organising all information into sales of pages
(layout), and secondly providing the users with capa-
bilities of navigation (performance). The layout has
three areas: section breakdown, which refers to how a
piece of information is partitioned into sets of pages;
linking structure, which refers to how each page

would be linked with others; and navigation tools,
which are equipped within site.

2. Content focuses on what the system/site would
present or deliver to the users, and who the system
will interact with in disseminating the information
and knowledge, and in making the information avail-
able, easy to access, clear for the users. This dimen-
sion has a few sub-dimensions: offering mix, which
refers to how this site will mix with the information
about product and services; appeal mix, which refers
to promotion and communication messages; multi-
media mix and content type, which refers to the de-
gree of time sensitivity, current content, and reference
content.

3.  Community refers to the interaction between the sys-
tem and users. The information exchange method is
done by using short messaging services (SMS). The
short messages appear in the small screen.

4. Customisation refers to the extent where users can
have their personal preference towards the interface
and the site can tailor that preference.

5. Communication refers to the dialogue between the
site and users. The examples of communication are
interactive, broadcast, and hybrid communications.

6. Connection presents the links between sites, how
much the sites can be connected with one another to
meet the user’s need.

7. Lastly, commerce refers to the payment interface
within a site like a shopping cart and order tracking.

In addition, Lee & Benbasat (2003) have extended the 7C'’s
framework to cover two important issues. The issues are
grouped into mobile device constraint and mobile setting. This
extension happened to make the framework more fixable to
work within mobile environment. Because of this extension,
the framework has advance capabilities that can be imple-
mented in other area such as in developing mobile interface
for e-Government services.

Mobile Device Constraints

Mobile device has fewer sources than the normal desktop
computer. In comparison to desktop computer, mobile device
has lower performance such as limited input/output, less con-
venient, lower multimedia and processing capabilities, smaller
screen size that could affect the navigation activities, lower
number of scrolling within one page, and limited content and
delivery within a page (Lee & Banbasat, 2004). Moreover, mo-
bile device has short-term memory, which would limit the ac-
tivities and thus subsequently cause low user performance.

Mobile Setting

Mobile setting refers to the mobile environment where mobile
users can perform their tasks in terms of time, place, and con-
text. The setting mostly converges at three points of view: 1)
spatiality concern where the user can carry the mobile any-
where and anytime, 2) temporality in which mobile users can
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access the internet even when engaged in normal phone call,
and 3) context ability, which means that the circumstance at
the level of interaction with others. However, regardless of
what the information holds and contains, the issues are how
the users can find information to his/her satisfaction. Mobile
setting could be an infrastructure, location, resources nearby,
context, application, system, and time (Jones & Brown, 2003).

C. User Satisfaction Concept

User satisfaction refers to the feelings received by the user be-
fore, during, and after communicating with a website (Pérez-
Mira, 2010). According to DeLone and McLean in information
system success model, user satisfaction can be measured from
recipients’ response to the use of the output of an information
system. Next, Naylor et al. (1980) defined satisfaction as “the
result of the individual taking outcomes that have been re-
ceived and evaluating them on a pleasant-unpleasant conti-
nuum”.

1. Yao and Zhao (2010) built user satisfaction model
with six dimensions:

2. Citizen expectations, which refers to citizen’s expecta-
tion towards e-Government before using it.

3. Perceived quality, which evaluates the overall quality
of the system, services, information, and application
after using it.

4. Perceived value, which refers to citizen’s perception
towards the benefits of electronic service that they can
obtain from the e-Government.

5. Government image, which refers to what would be
remembered from e-Government experience.

6. Citizen reliability, which refers to citizen’s confidence
and support towards online services; whether they
will re-use the services or not.

7. Citizen participation, which refers to the initiative of
the citizens to participate in online services.

D. Mobile Government Services
Mobile Government services are defined as strategy of using
mobile and wireless technologies to deliver services in order to
improve the benefit of electronic government (Antovski & Gu-
sev, 2005). Government sectors can gain advantages from us-
ing mobile and wireless technologies as delivery channels be-
cause they have these features: continuous availability, loca-
tion-centric, convenience, customisation, and identifiability
(Mahatanankoon, Wen, and Lim, 2006).

Moreover, m-Government services are strategy and imple-
mentation that contain all types of wireless and mobile tech-
nologies, services, application, and devices by: 1) pushing the
information to citizens, 2) pulling the information from citi-
zens, and 3) reaching a wide source (Abramowicz et al., 2006).
The types of m-Government services are Government to user,
Government to employees, and Government to business
(Kushchu & Kuscu, 2004. Naqvi & Al-Shihi, 2009).

Among the benefits of using mobile technology to deliver ser-

vices and products are: 1) the delivery becomes more efficient
and effective; 2) the services and products can be accessed an-
ytime and anywhere; 3) exchanging knowledge and informa-
tion is possible; and 4) it could remove infrastructure con-
straints (Sheng, H. & Trimi, S, 2008). However, m-
Government applications are still in early stage of develop-
ment. The perfect m-Government services and application
have not been produced yet (Abramowicz et al., 2006; Naqvi &
Al-Shihi, 2009; Thunibat et al., 2010, Thunibat et al., 2010).

M-government, like any other technologies, has many chal-
lenges that have been the limitations for its wide implementa-
tion. The first challenge is information quality. This is because
government sectors hold a lot of sensitive information and this
information needs to be delivered in good quality to meet user
satisfaction. Other challenges include technical challenges
such as interface design, screen size, and capabilities of devic-
es (Misuraca, 2009). In addition, privacy and security issues of
using mobile devices also pose challenges to achieve user trust
especially when the information exchanged involves third
parties (Chatzintas et al., 2006; Kushchu and Kuscu, 2004). The
accessibility of the services and information within time re-
quested is also a challenge of m-Government. Finally, there are
also challenges related to infrastructure capabilities. These
include soft infrastructures such as institutional arrangement
and physical infrastructure, which refer to technologies used,
equipment, and network (Kushchu and Kuscu, 2004).

3. CONCEPTUAL FRAMEWORK

The research model highlights the relation between dimensions of
the study. In this research model, the users will browse those services
and they will determine the information quality based on the three
information quality dimensions namely perceived usefulness, per-
ceived ease of use, and perceived accessibility. As the result, users
will have an intension to use the information when the desired in-
formation has been provided, and the intension to use will guide
users to the actual use of information. This then will determine the
level of satisfaction towards the given information which can be
either high or low. Finally, the overall satisfaction and association
between the 7C’s factors towards m-Government will be determined.

Information quality

Perceived usefulness

Perceived ease of use Information use Citizens Satisfaction

Perceived accessibility

1

Mobile (setting, constrain)

Context

Content

Communication

Customization

Fig 1: Information quality for mobile interface of m-government
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4. RESEARCH HYPOTHESES

The research hypotheses would be drowning depends on the conceptual framework as a following;:

No Statement hypotheses

Hilb | tion use

Hi1d | tion use

Hla | information usefulness of mobile context interface has significant related with general informa-
Hilc information usefulness of mobile context interface has significant related with specific informa-

Hle information ease of use of mobile context has significant related with general information use
Hif information ease of use of mobile context has significant related with specific information use
information accessibility of mobile context has significant related with general information use
information accessibility of mobile context has significant related with specific information use

H2a | the usefulness of mobile interface content significant related to general information use
H2b | the usefulness of mobile interface content significant related to specific information use
H2c | the ease of use of mobile interface content significant related to general information use
H2d | the ease of use of mobile interface content significant related to specific information use
H2e | the accessibility of mobile interface content significant related to general information use
H2f the accessibility of mobile interface content significant related to specific information use

H3a | usefulness of mobile interface communication is significant related to general information use
H3b | usefulness of mobile interface communication is significant related to specific information use
H3c ease of use mobile interface communication is significant related to general information use
H3d | ease of use mobile interface communication is significant related to specific information use
H3e | accessibility mobile interface communication is significant related to general information use
H3f | accessibility mobile interface communication is significant related to specific information use

H4a | usefulness of mobile interface customization is significant related with general information use
H4b | usefulness of mobile interface customization is significant related with specific information use
H4c | ease of use of mobile interface customization is significant related with general information use
H4d | ease of use of mobile interface customization is significant related with specific information use
H4e | accessibility of mobile interface customization is significant related with general information use
H4f | accessibility of mobile interface customization is significant related with specific information use

Hb5a | General information use has a positive relation with user satisfaction
Hb5b Specific information use has a positive relation with user satisfaction
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5. CONCLUSION

In this paper, the researcher have been viewed the three di-
mensions of the study which are information quality, mobile
interface, user satisfaction, and m-Government . This study
also comes up with conceptual framework that highlights the
relations between interface design elements and information
quality within each of them, and to determine the level of user
satisfaction towards the information used besides determining
how the information quality is going to influence m-
Government services.

Being this a research in progress, the researchers intent to test
the hypotheses to validate the framework of the study . the
future study shall employed the smart phone uses to examine
the user satisfactions of information provided by m-
government services
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