| Jl daly

Al al-Bayt University

Jlaz¥y Jlall &5l 22
Jlaz ¥ a5l g

el ihenil | b0 ) Gl (& 02 5§09 dutel§ | 0 2| b 2 S0
Stk | ot gl | 50 &) Gk el 1) 83139 (& | idend ]2

The Quality of E-Government Services and its Role on

Achieving Beneficiaries Satisfaction
Applied Study in Ministry of Interior of United Arab Emirates

o)
oelbluid | alllis il e L@

d g
S3 00l oo 3uf] it 3k | 3
Juae1 39 b sealal da 3 o Jgaanl) cilthial Ylasio) Al ) 038 ciash

il ey B
| J et

A Juadl
2016 /2015

www.manaraa.com



* o0

O gemd s i ) J1 dadls (gl gl o s teas plla U
G pgall die (aliil) )l el wgd) el €l Al
Andal) 85300 lagledl

www.manaraa.com




capall JT dnaln cilalaig Akl alyillg 5|

1220505006 : aalad) 28 el dlae e teaa plla scllal) U
s g Jlad) 51 sAuy Jlesi 3413 1 Gawaddll

A Ll Leladet s Lialad 5 il JF el ol s a0 8 il o L
iy Jaels Lads cudd Lasie o) i€l 5 ginalal) By ool Gl ol Jsaial

PO sy

Ol et | b2 g G (§ LR 5909 dutei§ il ) 90| il 2 D29
Ot | il ol | | 3o &) el el fdf 39139 @ e | et i 53
) 5 Jila ) AU b Lgle Ca i) palall B3LY) e mae by Loy oL 13

S S 2l il (e Aliae o Algiie ye oda il b el ) LS LA e

Lo o Ly cdpadle) Al ol (8 L 3as o o i 5 dgale @l i e of o Gl

G elaead) Odae Ga Loy @l pe it ) Lad A8 Ll il Al gl Jantd s o

Cﬂ‘bd@@}lﬁhmg\w‘h‘)ﬂ‘@.\AJ\JE;M}J‘&-\:L\S‘ d‘:\_au\\;

'&J}agi__agxu\ju'a\)ic\ﬁ\jéﬁﬂ\&é;giédédjdjacu)}ma_’qﬁ
uall g slaeall (ulae e palall ) 8l & calS

22016/ [ gl el ad

www.manaraa.com



kil Gyl Bkt
| Jf 2ty

dui bl | duid | b

Al o3a culldyd
Ontiinal) Ly (3ol B Wy 909 Aig Sl dagSal) ciladd 3a5a

Baaciall Ay pad) clay) Adgay AN 559 (B Ailase Ao

The Quality of E-Government Services and its Role on

Achieving Beneficiaries Satisfaction
Applied Study in Ministry of Interior of United Arab Emirates

Jae)

Al dlae s daaa plla

il

@00 adll Olaaler giSal) S

il AiBlial) dad ¢ Lae]

i Wl aaal galyy g aga)

sl 4 Sy 83

SV R | I KV PR X\

www.manaraa.com




TSN |

@ully @l
@imlly @l

Jalsa eligl @l Jumlgsall lasazin g lasegangl
il 1l st mlinc]

www.manaraa.com



iy i

i graall Gl pall 9 (BIAY) Gl Al Jguy Ao aSladl g B3kall g cOpallall i) Al d—aad
cOmran) dpaa g Al o 5 dana Ut ¢ Cppallall Laa

a3l of Lo Loy aaly o ptoaldl Al dae) (e Cugil 38 o2 anys ) Joa
iy FatV) e J canli ) cud) 0T dadls Y olB) s dgay S5 N 4 Tae
e sy paradty JueYl s Jldl 4K 3 el il

Olaes S 3T LY L) Jya s SN adaey acil o 3ty LS

e B s 3305 Lo IS (52 Al o3 e il (55 all patl 5
Aa s b 038 dac) Jal y

2 W by Sl B S Al diad elaaed dojall G ML an & Gll) <,
peds (o Flacl age S5 o @lldy sl dilae ) giSall y A3 sall gy )5 Sall
ALl o3a Al b AS Ll

Al oda play (B aale e JS1 el Sl sl J Y) Al B e Y
Sy LS chaniall Ay all el LeY) Asny Ada0al 5 ) 55 b oDl 5 5 5AY) Sy ja Al
SAsay a3 5 L LAl Al aSan 8 el agiy saie oo 1) Joaldll 5L LYY
08 PP PN g W P R K [P PP 3~ B P YSRGS P E A [P
ol s 4y Lo () gaenl) 3ds (5 4T 5 dans (s (e palans

Eald)

www.manaraa.com



b giaall 4aild

dadall £ 3 gall

< U 58
z Gl JI dnala claddas g dadaily ol 53l 5 ) )
3 Ll daal ) 8
—2 ¢laay)
s oy S5
3 el ginall Al
L BEEN P
< JaY) s
< Gkl Al
d A pad) Axdlly Gasldl
J A ) Al (adlal
1 A yall alal) U :JSY) Juadl

2 dediall :(1-1)
2 Lealiad 5 Al al) A 1(2—1)
3 Al ) daal £(31)
4 Al alaal :(4-1)
5 Al ol Gl i 1(51)
6 Aul A bk (6 —1)
7 Al Al agaa 1(7 1)
7 A Al Claasa 3(8-1)
8 Al A8 ) iy el 2(9—1)
10 A8l b jall g (g il U)o Y (uaidl)

11 deaid) 1(1-2)
13 il ULyl :(2-2)
17 Ay SN Jlec) S 8 :(322)
17 Ay pSN) Jlac) sladf :(422)

www.manaraa.com




daial £ s gal)
17 Ol L ) 1(5-2)
18 Laa )l claaas 1(7-2)
G el ol ey A g ANl 5 ) 55 Lgi ) A 5KV el e 330 (8-2)
1 3asial
19 Al @l L (9-2)
25 Al il 3 e sl A e L (10-2)
26 cis) Ay g ALkl i) Juadl)
27 fesid :(1-3)
27 Al e 3(2-3)
27 Al )l adine 3(3-3)
27 Aul Al due 1(4-3)
28 Al ol die 3 Y Al jranll < el :(5-3)
31 Slasbed) e Jpanll jalasy dudjall ¢ 5 1(6-3)
33 Laxdindd) Lilasy) dallad 1(7-3)
34 Lol s Al Ll 313 (30 1(8-3)
36 il 3l LS g izl Y Juad
37 deaid) :(1-4)
37 Al by Jiss 1 (2—4)
43 Al yall il j il il 58y bl deedle s Jila 1(3-4)
44 A ol il i jladl 1 (4-4)
49 il gil) g guilisl) A8l : ualdd) Juadl)
50 bl Addla 1(1-5)
54 Sl 5l 1(2-5)
55 ) el Al
59 Gkl 4l

www.manaraa.com



Jglaat) daild

daial £ 3 gall a8 )
29 e Lo Jalad i) dadl ¢ 5 oy dd Lol e 3 s | 123
30 oinll e Cana A all e 4 55| 23
30 bl Jasall e Cas Al due 38 w55 | 323
31 Apial) e s Ayl Die o 4 5| 43
32 A g ySIY) Aa Sall Cland g Joiia) uaiall | 53
32 Craiisall Ly il uid) | 63
34 (W 5L 558 ebie) Jaiaadl pariall sl A0 SLaa¥) ol Jalaa | 73
35 (Wl L5 S elie) il yiall Al 3Las¥) s Jalee | 823
T Gsd apaal ol Aled) il el dleal cillan gl o

s A

38 48 ¢ ) 2 Al Cldl a5 dbial) cllan g | 2— 4
39 L) and A bl il a5 duluall cllangidl | 3— 4
40 dpa seadll g e aad 4y bl cldl a5 dlead) e aidl | 4 4
41 Cola slaall 8 g5 aed 4y ) il i) dpbial) Gllas il | 54
41 aladiay) A gen i ¢ aaal &y jlamal) ) a5 Apbial) cllan il | 6— 4
42 Cpdaivall Lia y and Ay jlall Cldl a5 dubial) cllas aid) | 7— 4
43 bl a5l U 5 4y~ ganal) Gl g cplil) add jlodl 8l | 8— 4
44 it ) daa il sl | 94
45 Ayl Ly yil) (e A8 Al il ) il sl | 10— 4

www.manaraa.com



JEy) Aaild

dadal £ 3 9ol ad
6 Al 5 lalad 1-1
(Badeal) daild
daduall £ 3 94l ad )
59 (A1) Al a5l 1
63 (Alay) A 52l 51 aSae ol o land 2

www.manaraa.com



Cradadioal) L@Jé#&“)\’d\’ @\9}&}1\ LUSA}\ Gladd 336
daatiall Ay jal) <l jlay) PR IESRI| SJ‘JJ‘?A@\J&A du) 2
e

i) 2eae mlla

) )
o)) Al Oledda gisal) Sl

L
sall arena) Laalasly 355 5V Ae sSal) laad 5o i st D) A ) cdon
gy Claslaall a5ty cdaa a2y ey ot WV g (A8 6 gall 5 ¢ g Y
Liay (3aind 8 sasiall Ay jall ol LeY) Algay 4y 180all 55 5y Leaa & 3l (aladn )
W sk @ Al ASLEl) A (e bl aen @ Al jall Calaal By Sl . cpasdine )
g 4dalall 5 55 Lgwai AN Cleadd) (o el e Ao Ao e Lemy 535
asiall A el < LYl
Gl aaY bl Jalas 8 Al Gdlasy) ) dadia) o 52 4y
o O ) e 2 ) A jall clia @ as Slaal) Jdadll &30 e ol LA )
il 8 dnaine A5 IV leadl) 53 ga lad aead Ailian) AND 23 aga s Lgaal
ilia 5 LS saniall Ayl il Hlal Aga b A0 5 ) 5y (e Aadiall 5 Cpsdinal) L
Ly (3 (b 45 iSIY) el 3asa alad (g 2y JSI 3 3ms () Al L
Ay sina (5 siase die Saaial) Ay pall < LeY) A sy & A20A0 5 ) 5y (e Aediall 5 (padiae

-(0<0.05)

G Slaa a0 23y Gl el 8 L) Jea gl 5 ) E Y 5 LaYL
S oLy A gy Aalall 6 ) 55 L A A S o) (6 ghaney B J Ll s
Sasiial) Ay yall

Lol ciley) QRN 55y adual (Ll Auig SN AagSal) (Aaddl agal) :Aa el
Saaiall

www.manaraa.com



The Quality of E-Government Services and its Role on Achieving
Beneficiaries Satisfaction

Applied Study in Ministry of Interior of United Arab Emirates
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ABSTRACT

The study aimed to analyze the impact of the quality of e-government services
dimensions (website design, reliability, responsiveness, and security and privacy, and
the availability of information and ease of use) provided by the Ministry of Interior of
the United Arab Emirates in achieving customer satisfaction. To achieve the objectives
of the study data were collected through a questionnaire that was developed and
distributed to the appropriate sample of beneficiaries of the services provided by the
Ministry of Interior of the United Arab Emirates. The use of appropriate statistical
methods in data analysis to test the hypotheses of the study. Based on the results of the
statistical analysis, the study has reached a number of conclusions was the most
important: the existence of the impact of a statistically significant for all dimensions of
quality electronic services community in achieving the satisfaction of beneficiaries and
provided by the Ministry of Interior of the United Arab Emirates also it study found the
presence of the impact of each dimension of the dimensions of quality electronic
services to achieve customer satisfaction and provided by the Ministry of Interior of the
United Arab Emirates at the abstract level (a< 0.05).

Referring to the results that have been reached researcher has recommended a
number of recommendations that would elevate the level of electronic services provided
by the Ministry of Interior of the United Arab Emirates.

Keywords: Quality, Service, E-Government Customer, Satisfaction, Ministry of Interior,
United Arab Emirates.
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