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ABSTRACT

The government's distribution of open data makes considerable use of various
platforms, one of the most important of which is government websites. As proposed by
the previous study, this study explores variables including information quality with
completeness, accuracy, and relevance as the dimensions, system quality with
responsiveness, flexibility, and reliability as the dimensions, perceived ease of use,
perceived usefulness, and relationship quaity with satisfaction and trust as the
dimensions. However, reliability has been removed as a dimension of system quality
because it did not surpass the predetermined threshold. Thus, there remained only two
dimensions of system quality. This study aims to measure citizens' engagement levels
concerning the usage of government websites. Apart from that, this study also measures
the relationship between information quality, system quality, perceived ease of use,
perceived usefulness, and relationship quality with citizens' engagement in government
websites. The study used a quantitative approach with non-probability sampling
(purposive sampling) involving Klang Valley residents with experience using
government websites who are 21 years old and above. A theoretical framework was
suggested, and a few hypotheses have been constructed. The data were collected from
413 respondents; the valid number was 411, exceeding the minimum number of
respondents as suggested by the Raosoft calculator. The data were analyzed using
Statistical Package for Socid Sciences (SPSS) and Partial Least Square Structurd
Equation Modelling (PLS-SEM). All the proposed hypotheses tested were significantly
positive and supported. The study's principal contributions can be evaluated from
theoretical, empirical, and practical perspectives. From atheoretical standpoint, as most
Open Government Data (OGD) and/or government website-related studies only utilize
satisfaction or trust separately, it is believed that using RSQ as one entity can contribute
to advancing knowledge. This study also introduced RSQ as a new variable that has a
positive significant relationship with citizens' engagement in government websites. As
apractical contribution, the research proposes reworking the produced instrument into
a module that could serve as a streamlined set of rules and guidelines for both the
website's design and the information and data it presents. From an empirical viewpoint,
this study adds value to the field of OGD, where the initiative should not only emphasize
an open government portal as a one-stop center but also emphasizes the ministry's
website. However, despite achieving its objectives, this study islimited in severa ways,
including the survey method, obtaining respondents, the group of respondents, and the
role of the variables. In the future, to avoid time consumption, the questionnaire design
may consider proceeding without trandation into other languages. Thisis related to the
selection of target respondents, who were involved from various walks of life. In
addition, perceived ease of use and perceived usefulness were not used as mediating
variables in this study. Therefore, for future research, both variables may be considered
as mediating variables,



ACKNOWLEDGEMENT

Completing a PhD is a monumental achievement, and it would not have been possible
without the support and encouragement of so many people. First and foremost, | would
like to express my sincere gratitude to Allah the Almighty for giving me the opportunity
to complete this journey. Secondly, my supervisors, Associate Professor Dr. Azman
Mat Isa and Dr. Norizan Anwar, for their invaluable guidance, expertise, and patience
throughout my research journey. Their unwavering commitment to excellence has
inspired me to push the boundaries of my own academic abilities.

| also extend my deepest appreciation to my mock viva committee members, Associate
Professor Dr. Roziya Abu, Dr. Abdul Rahman Ahmad, and Dr. Mohamad Rahimi
Mohamad Rosman for their valuable feedback, insightful suggestions, and
encouragement. Their expertise and guidance have been instrumental, and | have
learned so much from their diverse perspectives and experiences. Not to be forgotten, a
gpecia appreciation to Mdm. Nor Haryati and Mdm. Ramlah from Post Graduate
Studies, School of Information Science, for their support and kindness throughout my
studies there. | am also grateful to the Research Assistant, Fatin Nurliyana, for assisting
me during the data collection.

Lastly, but certainly, not least, | want to express my deepest gratitude to my family,
especially my husband, , and my children,

and for their unconditional love,
support, and sacrifices. | also tnandc my greatest cheerleaders, confidants, and role
models, in loving memory of my late mother, who passed away during my
sixth semester: thank you for your prayers, which became the impetus for me to
continue advancing forward. To my father, thank you for always
believing in me since | was a little girl. | owe them everything. In closing, | dedicate
this thesis to dl who have supported and believed in me, especialy my PhD mates.
Writing this section fedls like entering a surreal dream, because attaining a Doctor of
Philosophy had never existed in my dream, and | never thought | could. This
accomplishment is precious and meaningful, so | want to dedicate it to my younger sdif.
| hope that my research will contribute to advance our understanding of the field of
study and | look forward to continuing to learn, grow, and remember to keep my feet
on the ground when | reach for the stars.



TABLE OF CONTENTS

Page
CONFIRMATION BY PANEL OF EXAMINERS i
AUTHOR'S DECLARATION i
ABSTRACT \Y,
ACKNOWLEDGEMENT v
TABLE OF CONTENTS Vi
LIST OF TABLES Xii
LIST OF FIGURES XVii
LIST OF ABBREVIATIONS XXi
CHAPTER ONE INTRODUCTION 1
11  Oveview 1
12  Background of The Research 1
13  Problem Statement 8

131 TheLack of Studies on Citizens' Engagement and Government
Websites 9

132 The Lack of Relationship Quality in Using Government
Websites 10

133 The Lack of Usage of Government Data and Information in the
Government Websites 11
134 Weakness of Government Websites 14
14 Research Questions 19
15  Research Objectives 19
16  Context and Scope of The Research 20
17  Definition of Terms 21
171 Data 21
172 Information 21
173 Citizen Engagement 21
174 Perceived Ease of Use 22

175 Percelved Usefulness 22

Vi



18
19
110
i1

176 Relationship Quality
177 Information Quality
178 System Qudity

179 Open Government Data
1.7.10 Government Information
1711 Government Website
Assumption of The Research
Research Methodology
Significance of The Research
Structure of The Thesis

CHAPTER TWO LITERATURE REVIEW

21
2.2
2.3

24

25
2.6

2.7
2.8
29

2.10
211
212

Overview

Government Information Sharing Platform

Open Government Data

2.3.1 Open Government Datain Malaysia

2.3.2 Roles and Functions of OGD

2.3.3 Open Government Data Initiatives in Malaysia
The Government Websites

24.1 MinistriesWebsites

2.4.2 Malaysia Open Data Portal Website

24.3 OpenDOSM Website

24.4 Malaysia Open Science Platform (MOSP) Website
Previous Studies on Government Websites

Citizens Engagement in Using Government Website
2.6.1 Previous Studies on Citizens Engagement
Perceived Ease of Use

Perceived Usefulness

Relationship Quality

29.1 Sdisfaction

292 Trust

Information Quality

System Quality

Summary
Vil

22
23
23
24
24
24
25
26
26
28

2R

75
82

85
86
87
88
0
92



