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THESIS SUMMARY 

 

Over the years, economic change has been the main concern of numerous contemporary 

government officials and financial specialists everywhere throughout the world. Clearly all 

nations, including the developed and the less developed ones, are trying to accomplish one 

noteworthy objective, which is enhancing and supporting the financial development. In any 

case, there is delay being developed which is because of the powerless money related 

arranging, absence of e-citizen participation, lack of innovation, shortcoming in the ventures, 

and wrong accomplishing progress. Consequently, this examination centers around the 

utilization of data and information and communication technology (ICT) in municipalities' 

practices, basically mainly e-services  or electronic services which is viewed as of late as a 

standout amongst the most driving parts of the monetary change. 

Information systems have progressed toward becoming very significant in all private 

or the public sector. The introduction of information systems changed the way management is 

structured and functioned. The different styles of business planning and implementation are 

not just tools to record and process data, but have become an essential part in the process of 

decision support that improves performance. 

Some countries were able to embed ICTs quickly and successfully in their governmental 

administrative operations, yet numerous developing countries have been battling as of recently to 

change this necessity into certainty. One of the real challenges regarding the implementation and 

use of e-services is characterized by the citizen's behavior toward citizen e-participation services. 

The success of E-commerce led to the emergence of E-government. Computers or information and 

communication technologies in general were seen as a method for making associations more 

efficient and effective.  

Governments have realized the need to go significantly further than technological 

improvement to achieve what they are seeking from implementing e-government. Some countries 

were able to embed ICTs quickly and successfully in their governmental administrative operations, 



yet numerous developing countries have been battling for quite a long time to change this necessity 

into a reality. Application of the management efficiency of public institutions such as 

municipalities requires a reconsideration of the structure of the administrative system and 

its associated management tools, taking into account the specific economic, social, and 

cultural history of each state. Besides solution redesign, management must start from these 

features, it is necessary that it is in accordance with the values, norms, standardized procedures 

and principles established at the state level, among which the most important are those of 

transparency, accountability and effectiveness.  

In case of Lebanon, it can be noted that reforms in the public sector ought to be 

implemented in order to facilitate full participation of citizens in governance issues that 

affect their welfare. For citizen participation to be effective, there should be clear policies that 

promote citizen involvement in matters that affect their welfare. For this reason, it is imperative 

for municipalities in Lebanon to adopt information systems that are user friendly such that they 

can be easily used by different citizens regardless of their level of education or status in society. 

Some people still believe that the use of IT in conducting their business is a preserve for the 

elite members in society due to lack of knowledge about their importance. It is important for 

municipalities in Lebanon to enlighten people about the significance of IT in doing business.  

These individual perceptions towards IT systems are important to municipalities since 

they help them to determine the readiness of citizens to use IT powered programs in their 

operations. It is the responsibility of the municipalities in Lebanon to lobby for IT use among 

the citizens where they clearly explain the perceived benefits of using this particular technology 

in conducting business such as paying their bills as well as making other general inquiries about 

their accounts. 

In Lebanon, many municipalities are still on ‘record book’ basis instead of being 

computerized and automated.  Citizens still receive bills manually and at times even 

handwritten. Furthermore, most of the transactions recorded by these municipalities are also 

manually completed, and possibly backed up by primitive computerized systems.  The 

researcher at this point highlights the inevitable need for proper intervention, to include 

feasible operations management and adequate information technology system application.   

This thesis focuses on how citizen e-participation as an economic reform tool that can 

guide municipalities to enhance the efficiency and effectiveness of IT readiness and improve 

operational performance. The study contributes to highlight the information systems affects 

and impacts inside municipalities to reveal the importance of use, and highlights the 



strengths and weaknesses resulting.  Also such issue has not been addressed to research inside 

any municipality.  

The problem addressed in this study is the quality of services provided by 

municipalities in Lebanon which do not meet the citizen’s expectations and needs. Thus, 

implementing an effective Information Technology System along within internal and external 

driving factors can enhance the operational performance with in the Lebanese municipalities 

through the effect of IT readiness as a mediating factor. These services are also related to day-

to-day utility and other public services that are required of every municipality, however may 

not have necessarily been achieved.   

The purpose of this research is to answer what is the mediating effect of IT readiness 

on the relationship between citizen participation and operational performance within 

Lebanese municipalities.  

The following specific objectives were considered:  

1. Examine the nature of current information technology practices among the public sector 

in Lebanon, mainly at the level of municipalities; 

2.  Evaluate whether significant relationship exists between citizen e-participation 

and operational performance of Lebanese municipalities; 

3. Evaluate whether significant relationship exists between citizen perception and 

operational performance of Lebanese municipalities; 

4. Evaluate whether significant relationship exists between citizen participation and 

operational performance of Lebanese municipalities; 

5. Determine the influence of IT readiness on operational performance of Lebanese 

municipalities. 

This study extends the applicability of Technology Acceptance Model (TAM) to 

citizen e-participation. In the same context, the resource based view RBV Daft stated that 

firm’s resources as all firm’s assets, capabilities, processes, attributes, information, and 

knowledge which are controlled by the firm to be able to visualize and implement its 

strategies that improve its effectiveness and efficiencies. Also a third theory was used 

which is the Diffusion of Innovation Theory (DoI). DoI is primarily based on the 

technology features and users’ awareness of the system.  

To measure the level of correlation among the research variables, a quantitative study is 

applied among the Lebanese citizens where a sample frame from different provinces across 

Lebanon is chosen. However, Beirut and Mount Lebanon municipalities were selected because 



they resemble all categories of the Lebanese people and are considered to be the core part of 

the economy in the country and play a central role in enhancing the economic dynamism. Also, 

the citizens of Beirut and Mount Lebanon are selected because it constitutes a representative 

sample of educated citizens who deal with e-services regularly. Thus, a survey is developed to 

collect the primary data from a sample size of 564 citizens. The data collected is analyzed and 

then discussion and some recommendations for future studies are displayed. 

 The doctoral thesis is structured into six chapters: 

Chapter One reviews the background of the study, including the theoretical side as 

well as the context of the country of study: Lebanon. Furthermore, it is pursued by the problem 

statement, research objectives, significance and a scope of the study, followed by an overview 

of the thesis organization. 

Chapter Two, Literature review on the management of public institutions using 

information systems, discusses the concept of operational performance and its importance in 

the operations of organizations particularly municipalities in Lebanon. The section also 

discusses the concept of IT readiness and its relatedness to functions of municipalities. The 

importance of IT readiness to the public sector and its dimensions will be critically discussed 

in this section. It also covers the section of citizen participation and its dimensions that include 

citizen perception as well as citizen e-participation. Challenges related to citizen participation 

will also be outlined in this section.  

It can be observed that there are different citizen participation factors that affect 

operational performance through IT readiness in Lebanese municipalities. The literature 

reviewed mainly focused on the concepts of citizen participation, operational performance and 

IT readiness. A close analysis of the reviewed literature shows that these concepts are 

interrelated and they have an impact on the performance of municipalities. Furthermore, it has 

been observed that citizen participation is very important in the operations of municipalities 

since it helps improve their effectiveness. Therefore, factors such as citizen participation and 

IT readiness need to be adopted by municipalities so that they can improve their operational 

performance to improve the welfare and quality of life of the citizens.  

Chapter Three, Research frame work, illustrates the hypotheses of the thesis. The 

research aims to determine the relationships between Citizen Participation, IT readiness and 

municipalities’ operational performance in Lebanon. This chapter proposed the theories of 

technology acceptance model (TAM) and DOI and resource based view (RBV) in addition to 

the research hypotheses which are developed in a consistent way with the research questions 



and objectives. Based on the literature review and the objectives of the study, the following 

hypotheses are stated: 

 Hypothesis 1: There is a significant and positive relationship between Citizen 

Participation and the Municipalities’ Operational Performance.  

 Hypothesis 2: Citizen Perception has a significant and positive influence on the 

municipalities’ operational performance.  

 Hypothesis 3: Citizen electronic participation has a significant and positive influence 

on the municipalities’ operational performance. 

 Hypothesis 4: Citizen Perception has a significant and positive influence on the IT 

readiness.  

 Hypothesis 5: Citizen electronic participation has a significant and positive influence 

on the IT readiness. 

 Hypothesis 6: IT readiness effectively is a mediator between citizen participation and 

municipalities’ operational performance in Lebanon. 

 Hypothesis 7: IT readiness has a significant and positive mediating influence 

between citizen perception and municipalities’ operational performance. 

 Hypothesis 8: IT readiness has a significant and positive mediating influence 

between citizen e-participation and municipalities’ operational performance. 

 

Chapter Four, Research methodology, presents the methodology used to analyze the 

impact of citizen participation moderated by IT readiness on municipalities’ operational 

performance. Also, the measurement of variables, instruments used for the survey and data 

collection procedure including the population and sampling methods related to the public sector 

in Lebanon are highlighted.  The primary data for this research was collected through the means 

of a questionnaire. This study is classified as a correlational research since it studies the 

correlation among different variables, mainly citizen participation, IT readiness and 

municipality operational performance. The methodology of research was selected to be 

quantitative in order to reach larger sample of respondents. It also ensures more objective and 

accurate information for the generalizability of findings.  

The selected target population of this research is the citizens of most provinces with 

in Lebanon but the concentration was mainly on Beirut and Mount Lebanon districts since 

they represent an active environment where most of them are educated citizens such as 

students, employees, and managers are found to be familiar and highly interactive with e-

services more than any other typical citizen who lives in the rural areas. The unit of analysis 



to be used in this research is the Lebanese citizens who are above 22 years (graduated from 

University) and less than 64 years (not retired), and should have access to the Internet and is 

familiar with the use of e-business websites, while the sample size is 560. 

The collected data from the surveyed questionnaires were analyzed and the hypotheses 

were tested through Statistical Package of Social Sciences (SPSS) and Analysis Moment of 

Structures (AMOS). The data analysis of this research involves two stages: the preliminary 

analysis was used to measure the validity and reliability of the data and descriptive analysis 

was conducted for the determination of the demographical features of the sample of the study; 

secondly, the variables were measured and the proposed research hypotheses were tested using 

factor analysis and SEM.  

 Chapter Five, Research findings and discussion, focuses on analyzing the data 

collected from the survey which was conducted among the residents of large cities in Mount 

Lebanon and in Beirut. Based on SPSS results, this chapter presents the response rate, response 

bias, descriptive statistics and the profile of the respondents. Then, it explains the diagnostic 

checking, which consists of detecting missing data, outliers, normality, and linearity. Also, it 

discusses the reliability and factor analysis measures that were conducted to confirm the 

validity of the data used in this research. Afterward, this chapter reports the results of AMOS 

including confirmatory factor analysis for the exogenous and endogenous variables, and how 

the goodness of fit indices for both, measurement and structural model were approved. 

Moreover, the results of hypotheses testing are summarized based on the direct and indirect 

effects among the research constructs. Finally, the research findings are discussed. 

The empirical analysis was performed through two phases. The initial phase was 

prepared using SPSS, where diagnostic checking was done and then tested for outliers and 

missing values before conducting the SEM analysis. Furthermore, it was very important to 

assess each scale for inter-consistent reliability, by using Cronbach`s alpha and, the 

demographic profile of the respondents and descriptive summary of the data were presented. 

As for the second phase which is more related to hypotheses testing, SEM was used through 

AMOS. The validity of each construct was measured through CFA and then measurement and 

structural models were developed based on goodness of fit indices. The analysis using SEM 

technique established significant outcomes. 

The eight proposed hypotheses of this research were tested using AMOS software, 

where direct and indirect effects of citizen participation, basically citizen perception and citizen 

e-participation, and the mediating effect of IT readiness towards municipalities’ operational 



performance were studied. This has resulted in having four hypotheses to be accepted while 

the other four hypotheses were rejected. In general, both citizen e-participation and citizen 

perception have significant and positive effect on IT readiness in Lebanon. However, citizen 

e-participation has a significant but negative effect on operational performance, while citizen 

perception has non-significant but positive influence on operational performance. As for IT 

readiness, it has a positive significant effect on municipalities’ operational performance and it 

has good mediating effect on the relationship between citizen participation including citizen e-

participation and citizen perception and operational performance.  

 Chapter Six, Conclusion, reviews and links the entire research supported what have 

been mentioned within the previous chapters. First, a summary of the research is conferred and 

also the findings of data analysis are summarized. Additionally, the importance of the study is 

illustrated in terms of educational and empirical approaches. Then, suggestions for policy 

makers and practitioners are given through policy implication. The restrictions of this research 

are highlighted and recommendations for future studies are demonstrated.  

Importance of the Study  

This research has important value for public organizations. First, this study focuses 

on ICT features that organizations should observe to properly implement and maintain e-

services progression.  Second, it presents new concepts relating to e-government services and 

tends to encourage organizations to adopt ICT tools in their strategies so as to eliminate 

corruption, foster the trust and afterwards empower the performance of the economy. 

From the theoretical perspective, this study demonstrated the importance of citizen 

participation perception and citizen e-participation at a macro level. Moreover, it contributed 

to the citizen participation literature by highlighting and discussing the gaps regarding the 

relationship between citizen participation and operational performance with in municipalities 

of Lebanon. Additionally, this research demonstrated the impact of citizen participation and IT 

readiness indicators resembling efficiency, transparency and awareness on municipalities’ 

operational performance that has the potential to act as a regular for future macro-level studies. 

The findings of this study clarified the positive and negative impacts of citizen participation on 

the operational performance. 

Furthermore, this research contributed by a complex framework that is completely 

different from previous researches that have used less complicated frame works in SEM 

technique. The application of SEM will be considered as a methodological contribution, as a 

result of it promoted an improved quality of research, particularly in testing the mediating effect 



of IT readiness on the relationship between citizen participation and municipalities’ operational 

performance. Also, the research instrument was measured by Cronbach’s alpha coefficient, 

confirmatory correlational analysis to determine the construct validity and dependability that 

successively provides robust results for conclusions and generalizability. 

This research provides advantageous insights on however e-government practices and 

good governance applications will enhance the public trust in Lebanon. Firstly, the findings of 

this study will raise the attention among government policy-makers on the importance of 

developing the ICT sector in their departments. Thereby, it permits the general public to create 

wise investment decisions. 

The research findings show that awareness and efficiency are significantly mediated by 

IT readiness to improve municipalities’ operational performance. This indicates that the 

Lebanese government has to believe in citizen participation as one of the main characteristics 

of any country to become well developed and must adopt a well-integrated strategy to develop 

these municipalities’ e-services practices to maximize the faith of Lebanese citizens in their 

municipalities. However, transparency showed insignificant relationship to mediate the 

relationship between citizen participation and municipalities’ operational performance. This 

shows that the Lebanese government has discrepancy in this sector and needs restructuring. 

The contribution here is to highlight these problems and invest in future studies to search more 

and discover solutions for such gaps in the municipality performance.  

Limitations of the Study  

Although this research was conducted to fill within the gaps that were determined 

within the reviewed literature and previous empirical studies, there have been still some 

limitations that might not be avoided primarily at the methodological and therefore the 

geographical levels. Also, the focus of this study was limited geographically to the citizens of 

mainly Beirut and Mount Lebanon provinces. Further limitation is that the lack of previous 

empirical studies particularly in Lebanon. This implies that efforts should be taken to support 

this research so as to use it as grounded database for future studies within the field of citizen 

participation, IT readiness and operational performance of Municipalities in Lebanon. 

Future Research  

Additional studies should be conducted on citizen participation and their IT readiness 

adoption which can make to alternative important findings. Also, future research could use 

additional varied sampling to verify the constructs developed during this study. Future research 

will analyze different aspects of the macro-level impacts of citizen participation in Lebanon, 

like e-finance, e-water, e-health and e-commerce.  
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