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Abstract

E-government projects have become an important aspect of modernizing the public sector because they make it easier for
people to get services, be open, and become involved. In Saudi Arabia, the Ministry of Interior is very important for putting
in place digital platforms that affect how involved and happy citizens are. This literature review integrates recent academic
research (2019-2024) regarding the impact of e-government platform usability, digital accessibility, online service quality,
public awareness and education, and customer support and feedback mechanisms on citizen engagement and satisfaction, with
perceived service quality serving as a mediating variable. This analysis synthesizes findings from recent peer-reviewed studies
in technology adoption, service quality, and public administration literature to discern patterns, identify gaps, and highlight
new trends. The literature analysis indicates that augmenting user-centric design, guaranteeing fair access, promoting digital
literacy, and instituting effective feedback mechanisms are crucial for elevating perceived service quality, hence raising
engagement and satisfaction. The paper finishes by emphasizing theoretical implications for e-government research and
offering practical advice for policymakers in Saudi Arabia, while also delineating potential routes for future research, including
longitudinal and comparative cross-national studies.
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1. Introduction factor in this relationship is perceived service

E-government, or providing governmental services
through digital platforms, has become a strategic

quality: consumers' assessments of e-services
regarding trustworthiness, usability, security, and

goal around the world. In Saudi Arabia, for example satisfaction profoundly influence their adoption and

the Yesser and Absher apps give people access to ongoing use of these platforms (Elayn Aldroubi &

Yusof, 2024; Aleisa, 2024). Despite increasing
interest in these domains, the current literature
indicates deficiencies in integrating how e-

thousands of services online (Saudi Authority,
2019). Empirical evidence indicates that efficient e-
government not only increases efficiency and

transparency but also fosters citizen involvement government  activities correlate with  citizen

and satisfaction by enhancing contact and service participation and satisfaction, particularly in the

responsiveness (Chan et al., 2021). A principal application  of  comprehensive theoretical

frameworks across various contexts. Numerous
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reviews provide summaries of e-participation trends
(Thota et al., 2024) or factors influencing adoption
(Aleisa, 2024); nevertheless, there is a scarcity of
studies that systematically connect characteristics
such as perceived service quality to actual
engagement outcomes using validated models (Chan
et al., 2021). This systematic review seeks to fill
these gaps by rigorously analyzing literature from
the past three years concerning the relationship
between e-government service quality, citizen
participation, and satisfaction. By delineating the
theoretical underpinnings and empirical evidence in
this field, this paper will contribute to both academic
discourse and practical application, providing a
unified framework for comprehending how e-
service quality influences the relationship between
digital governance and citizen outcomes.

2. Problem Statement

Saudi Arabia has made significant progress in
implementing e-government services, particularly
through platforms like Absher managed by the
Ministry of Interior. However, the effects of these
services on public involvement and satisfaction
remain insufficiently examined (Emerald, 2023).
Service quality is essential for building trust and
encouraging ongoing usage; however, existing
research does mnot provide a comprehensive
understanding of how the various dimensions of e-
government service quality (such as system quality,
information quality, and transparency) affect user
engagement and satisfaction, particularly through
the perspective of perceived service quality as a
mediating variable (Nawafleh & Khasawneh, 2024).
Current research, including investigations into
citizen e-loyalty, underscores that e-service quality
is a catalyst for trust and customer retention
(Nawafleh & Khasawneh, 2024). However, these
insights have not been methodically implemented
within the context of the Saudi Ministry of Interior,
which exhibits distinct institutional dynamics and
user expectations. Moreover, frameworks such as
UTAUT and IS success models suggest the
importance of system and information quality for
satisfaction and reuse intention; yet, the
amalgamation of public knowledge, feedback
mechanisms, and actual satisfaction outcomes is still
disjointed (Emerald, 2023). Consequently, there is
an urgent necessity to conduct a systematic literature
review that integrates research about the influence of
service qualities, system usability, and citizen-
centric outreach on satisfaction and engagement.
Specifically, examining the mediating function of

perceived service quality would address a significant
deficiency in both theoretical and practical
comprehension, guiding the development of more
efficacious e-government design techniques to
bolster public trust and adoption in Saudi Arabia.

3. Literature Review

Scholars are increasingly seeing e-government as a
multi-faceted service system, where its efficacy is
contingent not solely on the implementation of
technology but also on the people' perception of the
service experience quality. According to service-
design perspectives, usability, information quality,
and responsiveness together make up the main user
experience that leads to satisfaction and continued
use. This means that design characteristics are the
things that come before core beliefs (like perceived
usefulness and trust), which in turn affect perceived
service quality and behavioral outcomes (like
continuance and engagement). Recent empirical
research substantiates this sequence, demonstrating
that citizens' evaluations of design and usability
forecast their assessments of e-service quality and
subsequent intentions to engage (Design X
experience — quality — engagement) (Chan,
Thong, Brown, & Venkatesh, 2021; ScienceDirect
study on design characteristics, 2024). These results
indicate that technical enhancements are inadequate
unless they are converted into user-centric design
elements that citizens can easily recognize and
appreciate.

An increasing amount of research breaks down the
quality of e-government services into specific areas,
such as ease of use, fulfillment, citizen care
(customer  support),  security/privacy, and
trustworthiness. It also shows that these areas have
different effects on perceived value, satisfaction, and
loyalty. Research from emerging and developing
contexts indicates that fulfillment (the system
delivering promised outcomes) and citizen care
(effective support/feedback) are particularly potent
determinants of satisfaction and loyalty, whereas
security and ease of use function as essential
prerequisites rather than direct value generators
(Cambridge Journal of Public Policy study; PLOS
ONE, 2023). This distinction is significant for
public managers as it establishes investment
priorities: enhancing security and accessibility
mitigates rejection, but investments in fulfillment,
follow-up, and responsive citizen support are the
elements that transform users into satisfied and
involved citizens.
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Studies at the regional and national levels
demonstrate the contextual sensitivity of these
interactions. Studies examining Saudi Arabia and
adjacent Middle Eastern contexts identify obstacles
such as inadequate digital literacy, inconsistent
digital infrastructure, and insufficient public
awareness initiatives, which collectively diminish
the efficacy of e-government platforms in fostering
citizen engagement (Emerald, 2023; research on
Saudi adoption drivers, 2024). Studies indicate that
institutional trust and agency reputation either
moderate or enhance the impact of platform quality
on user satisfaction. Specifically, when citizens
perceive greater institutional credibility, a specific
level of technical quality results in proportionately
higher engagement (Taylor & Francis article on
citizen expectations and agency reputation, 2023).
This means that in order to get the most people to
use the service, technical advances should be
combined with techniques for developing trust and
managing reputation.

4. Methodology

This study utilized a systematic literature review
(SLR) methodology to investigate the impact of e-
government activities on citizen involvement and
satisfaction with public services, emphasizing the
mediating effect of perceived service quality. The
review adhered to the Preferred Reporting Items for
Systematic Reviews and Meta-Analyses (PRISMA)
standards (Page et al., 2021), thereby guaranteeing
methodological transparency and replicability. We
utilized a mix of Boolean search strings, such as "e-
government initiatives," '"citizen engagement,"
"public service satisfaction," "perceived service
quality," and "digital government adoption." We
searched Emerald Insight, Taylor & Francis Online,
Scopus, and Web of Science to make sure we found
high-quality, peer-reviewed journal articles. Google
Scholar was utilized as a second search tool to find
any studies that weren't listed in the primary
databases.

5. Recommendations

First, design teams should put helping citizens and
fulfilling their needs ahead of making simply
technical improvements. Basic things like usability
and security are important, but studies from
developing countries suggest that results delivery
(fulfillment) and timely customer care have a bigger
effect on citizen happiness and participation (Lee et
al., 2022; Chan et al., 2021). In practice, this
involves making sure that people get the services

they were promised on time and setting up easy ways
for them to give comments and get help.

Second, future e-government platforms should
clearly include characteristics that promote trust and
openness, like clear updates on service progress and
open feedback loops. Trust fortifies the correlation
between perceived service quality and involvement,
especially in public services administered by entities
such as the Ministry of Interior (Hasan et al., 2024).
Thirdly, design changes need to be backed up by
focused initiatives to raise citizen awareness and
motivation.  Studies from Saudi Arabia and
analogous settings demonstrate that inadequate
digital literacy and insufficient public awareness can
compromise even effectively developed e-services
(Hasan et al., 2024). To improve both competency
and motivation to use e-government services,
governments should invest in educational outreach
through media, community centers, and online
tutorials.

6. Suggested Future research

Future study could expand upon the existing
findings by investigating longitudinal trends in e-
government adoption and their enduring impact on
citizen involvement and satisfaction within the

Saudi context. A longitudinal study might examine
whether enhancements in platform usability, digital
accessibility, and service quality foster sustained
trust and more profound citizen-government
connections over time. Furthermore, comparative
analyses among various ministries or regions may
elucidate contextual factors, including cultural
norms, regional infrastructure preparedness, or
disparate levels of public digital literacy, that
influence the relationships identified in this study
(Alshahrani & Pennington, 2021).

7. Conclusion

This assessment emphasizes that successful e-
government transformation relies not just on
technological implementation but also on the
nuanced quality of service delivery as experienced
by citizens. In new places, like Saudi Arabia,
platform usability and infrastructure are important
building blocks. However, fulfillment, which means
making sure promised services are delivered, and
trustworthiness are consistently stronger drivers of
perceived value, satisfaction, and long-term
engagement (Chan et al., 2021; Cambridge study,
2023). Perceived service quality serves as a crucial
mediator, converting certain service features
(usability, information correctness, awareness
efforts, feedback mechanisms) into significant
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