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ABSTRACT  

  This paper seeks to empathetically examine the contextual situations of adopting E-

Government initiatives by the citizens of Zimbabwe using the Unified Theory of Acceptance 

and Use of Technology (UTAUT). Literature study on e-Government combined with 

questionnaire survey findings were used to determine the behaviours and perceptions of the 

citizens acting as drivers and hindrances towards the adoption of e-Government in 

Zimbabwe. The questionnaire survey targeted respondents seeking services from the Home 

Affairs Ministry in Zimbabwe’s three major cities (Harare, Bulawayo and Gweru). The study 

findings revealed three key drivers namely: social influences (peer influence (55%)), 

performance expectancy (perceived usefulness (72%)) and effort expectancy (perceived ease 

of use (79%)). Facilitating conditions was noted to be the key barrier manifesting itself as 

citizens’ lack of trust (security and privacy (53%)) in e-Government usage, the perceived 

high cost of doing business over the internet and lack of awareness of the e-Government 

initiative and its benefits. The study winds off by proffering recommendations to tackle the 

identified barriers in order to improve acceptance of the e-Government services by 

Zimbabwean citizens. 
 

KEYWORDS: E-Government, UTAUT, Zimbabwean Citizens, Social Influences, 

Performance Expectancy, Effort Expectancy 
 

INTRODUCTION 

 The implementation of information and communications technology to collaborate the 

structures and processes of government organisations aiming at public service delivery 
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improvement is referred to as electronic Government (e-Government) (Mofleh et al., 2009). 

E-Government initiatives are in their early stages in many developing countries and faced 

with various issues pertaining to their implementation, adoption and diffusion (Al-Shafi and 

Weerakkody, 2009). The Zimbabwean Government, in an effort to improve public service 

delivery, launched a results-based management programme in August 2011 whose major 

thrust is e-Government focusing on modernising Government systems and processes through 

the use of information and communication technologies (ICTs) (Mano, 2011). In embarking 

on this initiative, the Zimbabwean Government’s intention is to avail online services with a 

view to improve convenience to the citizens, enhance communication between Government 

and citizens and increase transparency and accountability in its service delivery. While the 

potential of e-Government to transform service delivery has been highly publicised, the 

failure rate of e-Government initiatives worldwide has been reported as catastrophic.  

One fatalistic assumption that can be made is to take it for granted that the numerous 

documented benefits of e-Government will automatically translate to take up of e-

Government services by citizens. It has to be understood that acceptance of e-Government 

services is contingent upon willingness of citizens to accept them. A thorough understanding 

of the factors that would drive or bar citizens of a particular country from adopting e-

Government will go a long way in preparing for an environment that ensures that the e-

Government initiative is a success. Jelassi and Enders (2004) noted that e-Government is a 

key instrument for modernization and reform as governments face the continuing pressures of 

increasing their performance and adapting to the pressures of the new information society. 

This study seeks to report on the barriers and drivers of e-Government adoption in 

Zimbabwe. E-Government is a relatively new concept in Zimbabwe and is characterised by a 

paucity of prior published research that explores the factors affecting the adoption of e-

Government in this domain. This research highlights and creates an awareness of barriers and 

drivers to successful e-Government in Zimbabwe and acts as a reference for future studies by 

other scholars and e-Government implementers. 

The research study seeks to determine the current status of e-Government initiative in 

Zimbabwe, to identify the beneficial driving forces towards the adopting of e-Government in 

Zimbabwe and to determine key factors acting as barriers in the adoption of e-Government in 

Zimbabwe. The European Commission and the Oxford Internet Institute (2006) cited by 

Salem (2006) defines e-Government barriers as “The real or perceived characteristics of the 

social, technological, legal and institutional context which hinder developing e-Government, 

either through hampering demand by the citizens and businesses for e-Government services 
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or through obstructing supply of e-Government services by the public sector.” This study is 

concerned with the demand-side barriers, i.e., barriers from the citizen’s perspective and not 

from the government/organizational perspective. 

Materials and Methods 

Site description  

The study was done in Harare ,17°85’ S and 31°04’ E, Bulawayo, 20°16’ S, 28°56’ E and 

Gweru, 19°41’ S and 29°83’ E of the capital city of Zimbabwe (Harare). The research 

process ‘onion’ by Saunders et al (2003) in Figure 1 was adopted for the study.  The onion 

articulates the beliefs, approach, strategy and techniques to be followed. It sets a systematic 

strategically process of conducting research.  

 
Figure 1: The research process Onion (Saunders et al, 2003) 

 

The interpretivistic philosophical stance was adopted in this study. The philosophy advocates 

that the meaning of a phenomenon under study must be found by comprehending that there 

exist multiple subjective realities (Saunders et al., 2003). Thus factors impacting on the 

adoption of e-Government are subjective to individual’s preferences and such must be 

interpreted.  A combination of qualitative and quantitative inductive approach was used. A 

case study was used from which cases were selected from the Zimbabwean population 

sample.  Several techniques were used to collect data. This approach facilitated triangulation 

of results, that is, achieving the same results from a multitude of methods to improve validity 
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(Saunders et al., 2003). These included questionnaires and Literature study. 120 

questionnaires were issued in Gweru, Bulawayo and Harare. The questionnaire was designed 

to collect data on background of ICT usage, frequency of internet usage, prior experience 

with e-Government website, performance expectancy, effort expectancy, social influence, 

facilitating conditions and behavioural intention as emphasized by Venkatesh et al (2003). 

The face validity of the questionnaire was established by giving the questionnaire to experts 

to comment on its validity. 

Results 

The results obtained from the Zimbabwe e-Government adoption case study will be presented 

in the form of tables, figures, pie charts and graphs. 

Table 1: Questionnaire Response Rate 

Respondent Region Questionnaires sent out Questionnaires returned Response rate (%) 

Harare 40 32 80 

Gweru 40 40 100 

Bulawayo  40 40 100 

Total 120 112 93.3 

 

Respondents’ demographical data  

 
 

Figure 2: Participants’ gender and age groups data 

Figure 2 summarises the participants’ age groups and gender data. In terms of gender, male 

participants involved in the study dominated females at 55% males and 45% females.  The 

majority of the participants were in the 20-29 years age group at 43% followed by the 30-39 

years age group at 31%. The minimum level of academic attainment of the participants was ‘O’ 
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level at 50%, followed by those with tertiary education at 30% while holders of ‘A’ Level 

certification accounted for 20%. In terms of occupation, the study was dominated by participants 

in the informal sector at 55%, while participants in the formal sector accounted for 31% and 

students accounted for 14%. 

Background of ICT usage and level of trust in internet 

 
Figure 3: Participants internet usage experience characteristics 

Figure 3 shows the participants’ internet usage experience characteristics. Most of the 

participants (92%) have internet usage experience with 33% indicating that they have been using 

internet for about 1 to 5 years, 23% indicated experience of less than 1 year while 22% claim to 

have used internet for over 10 years. Only 8% admitted to have no experience of internet usage 

and Figure 4 shows the participants frequency of internet usage. 

 

 
Figure 4: Participants’ frequency of internet usage characteristics 

Figure 4 summarizes the participants’ prior experience with the Zimbabwean e-government 

system. 53% of the participants indicated that they use the internet on a daily basis and 10% use 
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it on a weekly basis. Therefore, the majority of participants (63%) can be regarded as frequent 

users while 10% who use internet about once a month can be regarded as moderate users. 3% 

claim to use internet infrequently at non significant instances in a year. Most of the participants 

use internet on a regular basis. However, the number of participants who have been to or used the 

Zimbabwean Government web sites was very low with the majority (79%) indicating that they 

have never been to those websites as shown in Figure 5. 

 
Figure 5: Participants prior e-Government usage experience 

 

Table 2: Participants responses to the Performance Expectancy questions 

Performance Expectancy   Strongly 

Disagree 

(%) 

Disagree 

(%) 

Neutral 

(%) 

Agree 

(%) 

Strongly 

Agree 

(%) 

Sample 

Size 

(N) 

PE1. Using e-Government system would 

enable me to accomplish tasks more 

quickly  

0.0 8.0 10.7 61.6 19.6 112 

PE2. Online Government system would 

enable me to access government 

information and services when I need them 

- 24 hours/day, 7 days/week. 

0.0 17.9 10.7 37.5 33.9 112 

PE3. E-Government services will remove 

existing bureaucratic services in the Home 

Affairs agency 

0.0 2.7 16.1 32.1 49.1 112 

PE4. Using e-Government system will help 

to reduce face to face contacts with Home 

Affairs officials 

1.8 9.8 12.5 15.2 60.7 112 

PE5. E-Government system via the 

Internet will not be useful due to inefficient 

0.0 6.3 34.8 43.8 15.2 112 
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Table 3: Participants responses to the Effort Expectancy questions 

 

 

 

 

 

availability of government information and 

services in the e-Government portal.  

PE6. I expect that the e- Government 

Home Affairs website could be adapted to 

meet a variety of my needs due to 

flexibility of the internet 

7.1 55.4 13.4 14.3 9.8 112 

PE7. Using e-Government system to 

access Home Affairs services would fit into 

my life style 

0.0 5.4 7.1 18.8 68.8 112 

PE8. The Home Affairs agency can be 

trusted with personal information 

10.7 48.2 32.1 8.9 0.0 112 

PE9. Overally, the use of e-Government by 

the Home Affairs agency would be useful 

to me 

1.8 9.8 17.0 54.5 17.0 112 

Effort Expectancy  Strongly 

Disagree 

(%) 

Disagree 

(%) 

Neutral 

(%) 

Agree 

(%) 

Strongly 

Agree 

(%) 

Sample 

Size 

(%) 

EE1. Learning to use the e-Government 

system would be easy for me 

3.6 12.5 25.9 48.2 9.8 112 

EE2. I expect that interacting with the e-

Government system would be clear and 

understandable 

7.1 33.0 27.7 15.2 17.0 112 

EE3. I would find the e-Government 

system easy to use if I got suitable 

training. 

5.4 21.4 25.0 34.8 13.4 112 

EE4. If I got all the necessary resources, 

e-Government system would be easy to 

use 

2.8 8.3 19.3 39.4 30.3 109 
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Table 4: Participants responses to the Social Influence questions 

 

Table 5: Participants responses to the Facilitating Conditions questions 

Social Influences  Strongly 

Disagree 

(%) 

Disagree 

(%) 

Neutral 

(%) 

Agree 

(%) 

Strongly 

Agree 

(%) 

Sample 

Size 

(%) 

SI1. Important people to me would think I 

should use the online government system 

2.7 4.5 40.2 49.1 3.6 112 

SI2. I find it difficult to use the e-

Government services due to lack of 

information and awareness campaigns.  

0.9 5.4 0.0 21.4 72.3 112 

SI3. I am aware of the benefits of using e-

Government systems 

0.0 70.5 3.6 18.8 7.1 112 

SI4. If people around me use the e-

Government system they would have more 

prestige. 

0.0 7.2 17.1 54.1 21.6 111 

SI5. I would use online government services 

if my friends and colleagues used them 

0.9 6.3 38.4 43.8 10.7 112 

Facilitating Conditions  Strongly 

Disagree 

(%) 

Disagree 

(%) 

Neutral 

(%) 

Agree 

(%) 

Strongly 

Agree 

(%) 

Sample 

Size 

(%) 

FC1. I have easy access to a fixed telephone 

which can access internet 

32.1 46.4 4.5 13.4 3.6 112 

FC2. I have a mobile phone with internet 

access capability 

2.7 10.0 7.3 62.7 17.3 110 

FC3. Internet charges in Zimbabwe are 

affordable and will not affect my use of e-

Government 

21.4 43.8 10.7 24.1 0.0 112 

FC4. I am satisfied with the security and 

privacy measures provided with the e-

Government system 

17.0 41.1 8.0 30.4 3.6 112 

FC5. I feel assured that the legislation level  

currently implemented encourage me to adopt 

e-Government services. 

7.1 50.0 2.7 20.5 19.6 112 

FC6. There is no doubt of the high 

government support towards the e-

Government project 

20.5 33.0 25.0 13.4 8.0 112 
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Table 6: Participants responses to the Behavioral Intention question 

 

 
Figure 6: Participants’ behavioural intention to use e-Government. 

Figure 6 summarises the participants’ intention to use e-Government. The participants were 

asked to indicate if they had any intention of using the e-Government system in future and the 

majority (82%) indicated their readiness to use it while only 15% indicated they would not be 

using it. 

Discussion 

Response rate  

From 120 questionnaires issued accounted Gweru and Bulawayo had a high response rate 

which amounted to 100%. In Harare, a few respondents did not return completed 

questionnaires and this resulted in a response rate of 80% which was deemed a fair 

representation of the citizens’ thoughts, feelings and understandings.  

Respondents’ demographical data  

Venkatesh et al (2003) based on their UTAUT model reported that the influence of the 

Performance Expectancy (PE) construct on behavioural intention was hypothesized to be 

moderated by gender and age. Demographic data shows that most of the elderly were not 

aware of e-Government; also those with education levels below O’ level did not comprehend 

the existence of e-Government. While others were aware of e-Government, some lacked in 

Behavioural Intention Strongly 

Disagree 

(%) 

Disagree 

(%) 

Neutral 

(%) 

Agree 

(%) 

Strongly 

Agree 

(%) 

Sample 

Size 

(%) 

BI. I predict that I will use the e-

Government system in the future 

4.5 9.8 3.6 68.8 13.4 112 
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depth knowledge on the benefits of e-Government. They are not aware of what is in it for 

them when they use e-Government. The employed and those with at least tertiary education 

at university level had an understanding of the benefits of e-Government. 

Background of ICT usage and level of trust in internet 

Figure 3 and Figure 4 shows the participants’ internet usage experience characteristics and 

the participants’ frequency of internet usage. Most of the participants (92%) have internet 

usage experience and 53% of the participants indicated that they use the internet on a daily 

basis. The reasons may be due to increased readily available handheld gadgets that can gain 

connectivity to the internet that are owned by most Zimbabwean citizens. 

Prior experience with e-Government website 

The influence of social influences on behavioural intentions is hypothesized to be moderated 

by gender, age, voluntariness and experience (Venkatesh et al., 2003). Figure 5 summarizes 

the participants’ prior experience with the Zimbabwean e-Government system.79% of the 

Zimbabwean citizens who participated in the research study indicated that they have never 

been to e-Government websites.  

Performance Expectancy 

Performance Expectancy expresses the extent to which an individual has confidence that the 

using a system will help to achieve his/her performance targets (Venkatesh et al., 2003). It is 

apparent from the results that the citizens of Zimbabwe perceive e-Government to be useful. 

The related drivers towards the need of adopting e-Government by Zimbabwean citizens are: 

The need to accomplish tasks quickly, Unlimited and unrestricted access to government 

resources such as online applications, enquiry of application and information access 

anywhere and anytime, Doing away with hindering bureaucratic hierarchies that slow down 

efficiency, Need to reduce on corruption and the need for remote assistance. Relating the 

benefits of using the internet to e-Government use, the potential benefits of using e-

Government increased the behavioural intention of the citizens wanting to use e-Government system.  

The social influencing factors also act as drivers toward the adoption of e-Government. With 

the current wave of technology inception no one wants to remain backward as technophobia. 

Therefore the majority of the Zimbabwean citizens want to belong to the technology era and 

fall out of the digital divide hereby adopting e-Government. Although the majority of 

participants indicated that e-Government would be useful, the following challenges are 

envisaged as negatively impacting on the usefulness of e-Government: e-Government portal 

will not have useful information, e-Government websites will not adapt to citizen needs and 

Lack of trust in privacy of personal information. The result were closely the same as the 
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results presented by Alomari et al (2012) who identified trust in internet, trust in government, 

attitudes and beliefs, internet and computer skill confidence, website design as predicators in 

the adoption of e-Government. Gefen et al (2002) also noted trust as a vital component of e-

Government. 

Effort Expectancy 

Venkatesh et al (2003) defined Effort Expectancy (EE) as the degree of ease linked to the use 

of a system. The responses show that most of the participants believe e-Government would 

be easy to use if suitable training is provided and all necessary resources availed. The major 

challenge noted is that most of the citizens do not believe that interaction with system would 

be clear and understandable.  

Social Influences 

According to Venkatesh et al (2003), Social Influence (SI) is the extent to which an 

individual perceives that important people around that individual believe he/she should use 

the new system. The responses to the Social Influence construct show that peer influence will 

also affect the citizens’ intention to adopt e-Government. The most important finding from 

this construct is that most of the participants lack awareness about the existence of e-

Government and also lack awareness of its benefits. Kroukamp (2005) also argues that the 

biggest challenges for e-Government are the creation of awareness about e-Government 

advantages and to subsequently persuade citizens to take it up. Colesca and Dobrica (2008) 

noted that awareness campaigns aimed at potential users should be conducted to facilitate 

successful adoption of the e-Government services. 

Facilitating Conditions 

Facilitating Conditions (FC) is the extent of an individual’s belief that there exists 

organizational and technical infrastructure to support use of the system (Venkatesh et al., 

2003). The results from the Facilitating Conditions enquiry indicate that most of the 

participants have devices required to access internet by way of mobile phones. This could be 

a result of the recent growth in mobile internet.  On the downside, the results show that most 

citizens: Feel the cost of accessing internet is prohibitive, Feel current legislation does not 

encourage adoption of e-Government services, Are dissatisfied with the security and privacy 

measures associated with the e-Government system An e-Government adoption study done in 

Jordan by Alomari et al (2012) revealed that a lack of collaboration between government and 

its entities in formulating laws and regulations related to ICT usage made citizens suspicious 

of the capability of government to deliver satisfactory e-Government systems. 

 



JIARM VOLUME 1           ISSUE 7             (AUGUST 2013)       ISSN : 2320 – 5083 
 

422 
www.jiarm.com 

Behavioural Intention 
The influence of effort expectancy on behavioural intentions was hypothesized to be moderated by 

gender, age and experience (Venkatesh et al., 2003). This result indicates that most of the participants 

plan to adopt and use e-Government due to its benefits aforementioned earlier on. 

CONCLUSION  
The current status of e-Government initiative in Zimbabwe was evaluated based on the United 

Nations stage model for evaluating e-Government initiatives. From the findings it can be concluded 

that the Zimbabwe e-Government initiative is still at its emergency stage. There is a presence of a 

structural web portal, however the site is not transactional; it does not offer governance resources; and 

it is not interactive and not connected. Some of the departments’ website for example ministry of 

Home Affairs site is said to be down for maintenance hence not functional. It has been evident from 

the results that the following factors act as barriers in adopting e-Government in Zimbabwe: lack of 

awareness, lack of trust in e-Government, Lack of facilitating infrastructure: people do not have 

adequate infrastructure to support them to access government resources online. The ratio of computer 

to users is very low in Zimbabwe also there are limited bandwidth facilities which come at a high cost 

to the citizens.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
Current State of 
Affairs 

 
 
 
Desired State of 
Affairs 
(Successful 
adoption of    e-
Government) 

-Time Saving 
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-Easy to use 
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efficacy  

Effort Expectancy 
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benefits of E-Government  
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internet rates 
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Government 

Facilitating Conditions 

Key barriers and drivers to successful e-Government adoption in Zimbabwe 
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Figure 7: Key barriers and drivers to the successful adoption of e-Government in Zimbabwe 

Figure 7 provides a summary of the key barriers and drivers to the successful adoption of e-

Government in Zimbabwe. The key drivers are performance expectancy, effort expectancy 

and social influence while a key barrier was concluded to be the prevailing facilitating 

conditions. 

Recommendations 

In order to tackle the key barrier identified, the following recommendations should be 

implemented: The use of awareness tools like media advertisements, road show campaigns, 

use of brochures and seminars to raise awareness on e-Government but awareness alone does 

not bring adoption, people need to be enhanced to have a desire to e-Government and they 

need to be trained and given the knowledge on how to use it. Secondly, educating people and 

making them aware of the safety of their data over the electronic medium. Thirdly the digital 

divide issue may be attacked by leapfrogging the delivery of e-Government resources to the 

citizens over the mobile phones contrary to the traditional computer based system since there 

is already a rapid proliferation of mobile technologies in Zimbabwe. Fourthly, designing the 

Home Affairs website so that it offers all these benefits to the people will make the e-

Government initiative in the ministry more likely to be accepted and used by the citizens. 

This will mean an alleviation of the long queue for the people waiting to be served physically 

because they will do most of the tasks online. Future research must seek to expand on the 

targeted respondents to include rural and small town Zimbabwean citizens to improve 

representation, expand on the 4 UTAUT constructs to include other factors such as culture 

and demography to see their effect on behavioral intention to adopt e-Government and lastly 

improve the methodology through the use of interviews and focus group meetings 
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