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Abstract

In the last few years we have witnessed the rapid development of electronic public
administration services in the Republic of Croatia, while, at the same time, there are
no clear indications what has an influence on the acceptance of such services. The
purpose of this paper is the identification of factors that contribute to or hinder the
adoption of electronic public administration services in the Republic of Croatia. The
concept of electronic public administration services (eGovernment) is related fo
information technology that facilitates the process of information exchange,
communication and transactions between state institutions, citizens and businesses.
Although the eGovernment became available to everyone not everyone is using it.
This research will fry to give an answer to why is this so and what can be done to
improve the acceptance of eGovernment.The research will help to detect factors
that contribute to or hinder the adoption of eGovernment in Croatia and help to
understand the impact of various characteristics such as demographics, security,
and other, on the level of acceptance of eGovernment, the intended use of
eGovernment services, and, finally, the actual use of these services. Some of the key
questions here are whether the usefulness of available eGovernment services affects
the intended use; whether the usability of ICT systems influences the infended use
and whether perceived shortcomings affect the intended use of the eGoverment
services. Primary research will be carried out by a structured questionnaire. The
collected data will be statistically processed through quantitative econometric
analysis that would confirm or deny the existence of a strong correlation between
the above factors.
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Infroduction

The paper will focus on the analysis of models of acceptance of electronic public
administration services in Republic of Croatia. The use of modern information
technology in the field of public administration services has increased the availability
of public administration services for those citizens who, so far, have had limited
access to the eGovernment (e.g. disabled people, patients, persons with isolated
and geographically remote residence, for people who cannot adjust the working
hours of the administrative bodies, etc.). At the same time, although the electronic
public administration services became available to everyone, some people do not
use it.

The term technological change or technological development, in any areaq, refers
to a process that consists of three phases: invention or creation of new technology,
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innovation or improvement of new technology and the diffusion as well as the
spread of new technology in society and industry. The basic elements of diffusion,
according to “Rogers (1983)" are (1) innovative technology (2) that communicates
through certain channels (3) with the members of a social system (4) which is
adopted during a certain period of time. The tool used to describe the way in which
technological changes are adopted during a certain period of time is technology
acceptance model (TAM).

The interest of science for technology acceptance model corresponds to the
beginning of intensive development of information technologies. The first models are
based on the so-called “Theory of reasoned action” set in 1975 by Fishbein and
Ajizen (1975). Thereafter, in 1989 Davis developed Technology Acceptance Model
Davis (1989) which introduced the terms Perceived usefulness (PU), which represents
the degree of user belief that technology will increase its efficiency and Perceived
ease-of-use (PEOU), which represents the degree of users’ belief that the technology
can be used without significant effort.

A large number of authors divided the electronic public administration services
according to the level of development, but all authors share four basic stages. More
details about the individual models that describe the stages of development of
electronic public administration services can be found in the comparative study
Fath-Allahat et al. (2014). Notably, models always contain the following phases:

e Presence: the availability on the web, static pages, links to other sites

e Interaction: the possibility of communication with management, downloading
forms, e-mail communication

e Transaction: performing tasks remotely, database availability

e Integration: information sharing, integrated features, single access point

In almost all countries that have started to develop electronic public
administration services, as well as in the Republic of Croatia, development of
services began sporadically. This isolated islands, the services that the individual
government body has offered to citizens or legal entities in the Republic of Croatia,
developed regardless of any integration framework. Currently available services are
scaftered throughout all stages of development. For example, the Ministry of
Tourism’s web site, http://www.mint.hr/, is undoubtedly in presence stage, while the
Ministry of Finance’'s web site, with its organizational units, Tax Administration and
Customs Administration, is well in the stage of integration, providing integrated
services, with  a single access point, through the system eCitizens:
https://pretinac.gov.hr/KorisnickiPretinac/eGradani.html.

In the last few years we have witnessed the rapid development of electronic
public administration services in the Republic of Croatia as well as the region. None
of these countries has a clear vision on parameters that have a significant impact on
the acceptance of such services. Considering these arguments, there is a need for
research of electronic public administration services adoption model in Croatia.

TAM of eGovernment services in Croatia is defined as shown in the following
figure.
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Figure 1

Technology Adoption Model of Electronic Public Administration Services in Croatia
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Structure of the paper will contain:

Infroduction, where development and current state of electronic public
administration services in Croatia will be described. Also, theoretical
assumptions, the history of development and implementation, and
previous research models acceptance of new technologies in the field of
electronic services of public administration will be infroduced.
Methodology, where research methodology and characteristics of the
research data sample will be presented. The research hypotheses and
associated research questions will be explained, as well as description of
the statistical methods used.

Results, with presentation of the results after data processing.

Discussion, where the limitations and suggested future research will be
stated.

and Conclusion, where the main guidelines for the growing acceptance
of technology of electronic public administration services in Croatia will be
given as well as answers to the proposed hypotheses.

Methodology

Working hypothesis which will be tested are defined on the basis of previous
research studies from relevant international and domestic sources, and will be tested
using structural equation modelling method as a combination of several statistical
methods: analysis of variance and covariance, joint factor extraction as well as

others.

To test the hypothesis, primary research, will be conducted by using the structured
questionnaire. Primary contact to respondents will be established by e-mail and
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answers (data) will be gathered via @ web form questionnaire. The target population
of this research are adult Croatian citizens, who use the services of a public
electronic administration. The research will measure the perceived usefulness of
public electronic government services, perceived ease of use, intended use, the
perception of security, and the actual use of eGovernment services. The sample to
be used for this research is deliberate, quota sample. Control variables will be age,
gender and education of the respondents. It is planned to elect a total of 300
subjects, distributed according to age, gender and level of education following the
structure of the Croatian population in accordance with the currently valid census.

This research will be conducted in two phases. The first phase will carry out a
preliminary survey testing which additionally aims to test the understanding of the
questionnaire. The preliminary part of the research will include a smaller number of
respondents. During this phase it will be checked whether the survey questions are
unambiguous and whether respondents understand them. Based on the results of
the first phase of the research, questionnaire should be adapted and developed to
the final version. Second phase wil perform research using a structured
questionnaire from phase one. This part of the research will be carried out using a
web form questionnaire. During the research, it will be verified whether the data
follow a planned quota sample design. Once the data is collected, accessed will be
the preparation and verification of data collected by a survey. Once the data is
collected, outliers in the data will be examined, as well as the assumption of normal
distribution of manifest variables. In order to test the hypothesis of research, analysis
of the data wil be carried out, using structural equation modelling method
according to the model shown in Figure 1.

Results
The results of this research should:

e examine whether there is a connection and influence between perceived
usefulness and intention to use electronic public administration services

e examine whether there is a connection and impact between the perceived
ease of use and intention to use electronic public administration

e examine whether there is a relationship and influence between perceived
ease of use and perceived usefulness of electronic public administration
services,

e examine whether there is a connection and influence between perceived
lack of protection of personal data and the intention of using electronic
public administration services,

e examine whether there is a connection and influence between demographic
characteristics and intentions of using eGovernment services,

e examine whether the intention of using electronic public administration
services significantly affects the actual use of electronic services of public
administration.

Discussion

Governments understand very well how to increase economic growth by investing in
roads, power grid and other physical infrastructure, but only recently have they
understood that investing in the services of electronic public administration - digital
channels, applications, portals and websites that connect citizens with public sector,
can also produce significant economic improvement.
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This research is based on the assumption that the information about the intentions
of use and the actual use of electronic public administration services, collected by
empirical primary research, can be representative and “shed light” on the actual
circumstances. However, based on the sample size, which includes 300 Croatian
citizens aged 18 to 65, it can be concluded that this research will be representative
and will well reflect the characteristics of the population. The relatively small sample
size is one of the possible mayor limitations of this study.

The primary research wil be carried out in a period of time, which will have
characteristics of a cross-sectional research. Therefore, one of the main limitations of
this study stems from the fact that the collected data represent a “snapshot” of
specific data in a certain moment, while not giving an insight into the long-term
infegration and change. However, cross-sectional studies are widely used in the
social sciences, due to high costs of longitudinal studies which are the reason why
the said approach will be used.

Therefore, conducting of a similar research, on data collected by observing
behaviour of many users of the e-Government services by computer logs analysis,
over a long period of time, wil be suggested. This would bypass the factor of
subjectivity.

Conclusion

The goal of this research is to determine the parameters of successful diffusion and
user acceptance of electronic public administration services, which has not yet
been explored in the Croatian, European and even international scientific literature.
Therefore, this research will have a significant scientific and practical contribution.

A large number of unsuccessful fransformations of government public services is
based on the fact that, regardless of the good wil, many governments continue to
design and release services that meet their needs, instead the needs of the citizens.
In order to avoid this mistake, it is useful to measure the customer satisfaction.

According to the study of the European Commission, 29% of users in the EU is
disappointed with electronic public administration service plausibility, and are willing
to give up the use of it Tinholt et al. (2012). These are the people who have used
online government channels, but prefer to use other channels due to the poor
service. In order to increase the rate of electronic public administration services
usage by their citizens, countries should look to the private sector where they have
developed many successful techniques to attract customers online, but also
confinuously improve their strategies in order to be competitive. The implementation
of new technologies in mobile devices, tablets, applications, etc. can be helpful.

The conftribution of this research is primarily in determining the prerequisites for a
good acceptance of electronic public government services and the parameters
that affect the use of these services. The citizens, the government and enterprises
are interested to use public electronic administration service as much as possible, as
this will achieve significant cost savings in public administration and business
enterprises, as well as financial and time savings for the citizens. It will increase the
efficiency of interaction with government bodies and allows that this interaction
becomes completely independent of the physical location of the user and the fime
of services’ access.
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