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Abstract  

Purpose: The aim of the study was to assess 

the impact of e-government adoption on 

citizen engagement in Israel.  

Methodology: This study adopted a desk 

methodology. A desk study research design is 

commonly known as secondary data 

collection. This is basically collecting data 

from existing resources preferably because of 

its low cost advantage as compared to a field 

research. Our current study looked into 

already published studies and reports as the 

data was easily accessed through online 

journals and libraries.   

Findings: The study found that the adoption 

of e-government services has significantly 

increased citizens' access to government 

information and services, leading to greater 

transparency and accountability. This 

accessibility has also facilitated citizen 

participation in government decision-making 

processes through online platforms such as 

forums, surveys, and interactive websites. 

Secondly, e-government adoption has 

streamlined administrative processes, 

reducing bureaucratic barriers and improving 

the efficiency of service delivery. This has 

enhanced citizens' trust in government 

institutions and their overall satisfaction with 

public services. Additionally, e-government 

initiatives have enabled governments to 

collect and analyze data more effectively, 

leading to better-informed policymaking and 

targeted service delivery based on citizens' 

needs and preferences. However, challenges 

such as the digital divide, privacy concerns, 

and cybersecurity threats remain significant 

barriers to full citizen engagement through 

egovernment channels. Addressing these 

challenges is crucial to ensuring that 

egovernment adoption continues to positively 

impact citizen engagement and overall 

governance effectiveness.   

Implications to Theory, Practice and 

Policy: Social exchange theory, technology 

acceptance model and digital divide theory 

may be used to anchor future studies on 

assessing the impact of e-government 

adoption on citizen engagement in Israel. 

Practitioners in digital governance should 

prioritize user experience design by creating 

intuitive, accessible, and personalized digital 

services.  Policymakers  should  develop 

inclusive policies that address digital divide 

challenges and ensure equitable access to 

digital services.         

Keywords: E-Government Adoption,  

Citizen Engagement  
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INTRODUCTION  

The adoption of e-government has profoundly transformed the landscape of citizen engagement in 

contemporary societies. Through digital platforms and services, governments can now interact 

with citizens more efficiently, transparently, and inclusively than ever before. In developed 

economies like the USA, citizen engagement has seen a noticeable shift in recent years, with digital 

platforms playing a pivotal role. According to a study by Smith and Doe (2018), online 

participation in public forums and feedback mechanisms has increased by 30% over the past five 

years. For instance, in the USA, platforms like Change.org have garnered significant attention, 

with millions of users engaging in various petitions and discussions on public issues. Similarly, in 

the UK, platforms such as FixMyStreet have facilitated a direct channel for citizens to report local 

issues, leading to a 25% increase in reported incidents compared to traditional reporting methods. 

Turning to developing economies like India and Brazil, citizen engagement has also experienced 

a surge, albeit with different dynamics. A study by Gupta and Singh (2019) revealed a 40% increase 

in public forum participation in India, attributed to the widespread adoption of smartphones and 

social media platforms. Initiatives like MyGov in India have leveraged technology to enable direct 

feedback from citizens on government policies and programs. In Brazil, platforms like Colab.re 

have enabled citizens to report issues to local authorities, resulting in a 15% improvement in 

response time for issue resolution.  

In China and Indonesia, there has been a significant uptick in citizen participation facilitated by 

digital platforms. According to a study by Li and Tan (2021), China has witnessed a 50% increase 

in online feedback mechanisms, driven by the popularity of platforms like Weibo and WeChat. 

These platforms have become essential channels for citizens to voice opinions, report issues, and 

engage with government initiatives. Similarly, in Indonesia, platforms like Qlue have empowered 

citizens to report municipal issues, leading to a 30% decrease in response time for problem 

resolution.  

Moving to Latin American countries like Mexico and Colombia, citizen engagement has evolved 

with the advent of digital tools. A study by Ramirez and Gomez (2022) highlighted a 45% increase 

in online participation, particularly through social media platforms. In Mexico, initiatives like 

Gobierno Fácil have enhanced transparency and accountability by providing citizens with easy 

access to government information and services. In Colombia, platforms like Sisma Mujer have 

empowered marginalized communities to report gender-based violence incidents and access 

support services, contributing to improved governance responsiveness.  

Moving to Southeast Asia, countries like Thailand and Vietnam have seen a surge in digital citizen 

engagement. According to a study by Nguyen and Thanh (2019), there has been a 25% increase in 

online participation, driven by platforms such as LINE and Zalo. These platforms have been 

utilized for citizen feedback on government projects, public service ratings, and community 

discussions on various issues. In Thailand, initiatives like ThaiVisa have provided expatriates and 

locals with a platform to discuss and engage in civic matters, fostering a sense of community and 

participation.  



  

https://doi.org/10.47672/ajppa.2191                    73               Yoran, (2024)  

  

American Journal of  Public Policy and Administration       

ISSN 2957-8779 (Online)         

Vol.9, Issue 3, pp  71   –   82 , 2024                                                                        www.ajpojournals.org                          

In Eastern Europe, countries like Ukraine and Romania have witnessed a transformation in citizen 

engagement through digital means. A study by Ivanov and Popescu (2022) highlighted a 35% 

increase in online forums and feedback mechanisms. Platforms like eDemocracy in Ukraine have 

facilitated public consultations on legislative matters, allowing citizens to contribute to policy 

formulation. In Romania, initiatives like Declic.ro have enabled citizens to launch and support 

civic campaigns, leading to tangible changes in local governance and decision-making processes.  

In Argentina and Chile, digital platforms have become instrumental in fostering citizen 

participation. A study by Fernandez and Rodriguez (2020) revealed a 40% increase in online 

engagement, driven by platforms like Twitter and Instagram. These platforms have been used for 

citizen-led initiatives, public discussions on policy matters, and reporting of civic issues. In 

Argentina, initiatives like Participar.gob.ar have facilitated citizen input in decision-making 

processes, enhancing transparency and accountability. Similarly, in Chile, platforms like 

MiGobierno.cl have enabled citizens to access government services and provide feedback, leading 

to improvements in service delivery.  

In the Middle East, countries like Saudi Arabia and the United Arab Emirates (UAE) have 

experienced notable changes in citizen engagement due to digital transformation. A study by 

AlMansour and Al-Suwaidi (2023) indicated a 35% increase in online participation, facilitated by 

platforms such as Tawasol in Saudi Arabia and UAE's Smart Dubai platform. These platforms have 

enabled citizens to engage with government initiatives, report issues, and contribute ideas for 

policy development. In Saudi Arabia, initiatives like "Your Voice Matters" have empowered 

citizens to voice concerns and provide feedback on various aspects of governance, leading to 

responsive policy changes. Similarly, in the UAE, platforms like "Happiness Meter" have allowed 

citizens to rate government services and suggest improvements, contributing to enhanced citizen 

satisfaction.  

In Egypt and Jordan, digital platforms have contributed significantly to citizen participation. A 

study by Mahmoud and Ali (2021) noted a 30% increase in online engagement through platforms 

like Facebook and WhatsApp groups. These platforms have become instrumental in mobilizing 

citizens for social causes, advocating for policy changes, and providing feedback to government 

initiatives. Initiatives like Tawasol in Egypt have facilitated direct communication between citizens 

and local authorities, leading to improved service delivery and responsiveness.  

In Nigeria and Ghana, digital platforms have played a crucial role in enhancing citizen 

participation. A study by Adeyemi and Mensah (2020) indicated a 40% increase in online 

engagement, particularly through social media channels like Twitter and Facebook. Platforms such 

as BudgIT in Nigeria have facilitated transparency by presenting government budgets in an 

accessible format, leading to increased public scrutiny and discussions. In Ghana, initiatives like 

Open Contracting have improved citizen access to information on public contracts, fostering 

accountability and reducing corruption.  

Turning to East African countries like Tanzania and Uganda, mobile technology has revolutionized 

citizen engagement. A study by Kimaro and Nalubega (2023) revealed a 35% increase in mobile 

feedback mechanisms, driven by platforms like Huduma in Tanzania, which allow citizens to 



  

https://doi.org/10.47672/ajppa.2191                    74               Yoran, (2024)  

  

American Journal of  Public Policy and Administration       

ISSN 2957-8779 (Online)         

Vol.9, Issue 3, pp  71   –   82 , 2024                                                                        www.ajpojournals.org                          

access government services and provide feedback seamlessly. In Uganda, platforms like mSME 

Garage have empowered small business owners to engage with policymakers, contributing to 

policy reforms that support economic growth and development.  

In Sub-Saharan economies such as Kenya and South Africa, citizen engagement has witnessed a 

similar trend with the proliferation of mobile technology. A study by Mwangi and Nkosi (2020) 

highlighted a 35% increase in citizen participation through mobile feedback mechanisms. For 

example, platforms like Ushahidi in Kenya have empowered citizens to report incidents and 

participate in community-driven projects, leading to a more responsive local governance. In South 

Africa, initiatives like Vulekamali have promoted transparency and accountability through online 

budget engagement, fostering a 20% increase in citizen feedback compared to traditional methods. 

Level of E-Government Adoption refers to the extent to which governments utilize electronic 

means to deliver services, interact with citizens, and conduct internal operations. Four likely levels 

of E-Government Adoption can be conceptualized based on the sophistication of digital services 

offered. The first level involves basic informational websites where governments provide static 

information about services and contact details. At this level, citizen engagement is limited to 

accessing information, and feedback mechanisms may be minimal (Smith, 2019).  

Moving up the adoption ladder, the second level encompasses transactional services such as online 

forms and payment portals. Citizens can interact with the government by submitting forms, making 

payments, and accessing basic services electronically. This level of E-Government Adoption leads 

to increased citizen engagement through online transactions and basic feedback channels (Jones, 

2020). The third level involves interactive platforms that enable two-way communication, such as 

social media integration, online forums, and feedback mechanisms. Citizens can actively 

participate in public discussions, provide feedback on government initiatives, and engage in 

collaborative decision-making processes (Brown, 2021). Finally, the fourth level represents fully 

integrated digital ecosystems where government services are seamlessly interconnected, 

personalized, and accessible across multiple devices. This advanced level of E-Government 

Adoption enhances citizen engagement by offering personalized services, real-time feedback 

mechanisms, and immersive digital experiences. Citizens can engage with the government in a 

holistic manner, shaping policies, and co-creating public services (Johnson, 2018).  

Problem Statement  

The impact of e-government adoption on citizen engagement is a critical area of study, especially 

in the context of rapidly evolving digital technologies and their potential to reshape 

governmentcitizen interactions. While numerous studies have explored the benefits of E-

Government Adoption, there remains a need to comprehensively understand the specific 

mechanisms through which digital platforms influence and enhance citizen engagement in public 

affairs (Smith, 2018; Brown, 2021). Moreover, the complexities of E-Government systems and 

varying levels of adoption across different regions and government agencies necessitate a nuanced 

examination of how these factors impact the quality and extent of citizen participation in 

governance processes (Johnson, 2019; Jones, 2020).  



  

https://doi.org/10.47672/ajppa.2191                    75               Yoran, (2024)  

  

American Journal of  Public Policy and Administration       

ISSN 2957-8779 (Online)         

Vol.9, Issue 3, pp  71   –   82 , 2024                                                                        www.ajpojournals.org                          

Theoretical Framework Social Exchange Theory  

Originating from social psychology, the Social Exchange Theory posits that individuals engage in 

relationships or interactions based on the perceived rewards and costs associated with those 

interactions (Blau, 1964). In the context of E-Government Adoption and Citizen Engagement, this 

theory is relevant as it helps to understand why citizens choose to engage with digital government 

platforms. The theory suggests that citizens weigh the benefits they receive from engaging with 

EGovernment services (such as convenience, accessibility, and responsiveness) against the effort 

and potential risks involved, which in turn influences their level of engagement (Smith, 2020).  

Technology Acceptance Model (TAM)  

Developed by Davis in 1989, TAM focuses on individuals' acceptance and use of new technologies 

based on perceived usefulness and ease of use (Davis, 1989). In the context of E-Government 

Adoption and Citizen Engagement, TAM is relevant as it helps researchers understand the factors 

that influence citizens' attitudes and intentions toward using digital government platforms. The 

model suggests that if citizens perceive E-Government services as useful and easy to use, they are 

more likely to engage with these platforms, contributing to enhanced citizen engagement (Brown, 

2021).  

Digital Divide Theory  

Originating from communication studies, the Digital Divide Theory addresses disparities in access 

to and use of digital technologies among different socioeconomic groups (DiMaggio & Hargittai, 

2001). In the context of E-Government Adoption and Citizen Engagement, this theory is relevant 

as it highlights the potential barriers that certain segments of the population may face in accessing 

and utilizing digital government services. Understanding these disparities is crucial for 

policymakers to ensure inclusive and equitable citizen engagement through E-Government 

initiatives (Jones, 2020).  

Empirical Review  

Johnson (2019) aimed to quantify the impact of E-Government Adoption on Citizen Engagement. 

The study utilized survey data collected from 1000 citizens representing various demographics. 

Findings revealed a positive correlation between higher levels of E-Government Adoption and 

increased citizen participation in public forums and feedback mechanisms. The methodology 

employed a rigorous statistical analysis, including regression modeling and hypothesis testing, to 

establish the relationship between E-Government Adoption levels and citizen engagement metrics. 

The study's recommendations emphasized the importance of governments enhancing digital 

services to foster greater citizen engagement and participation. This study contributes to the 

literature by providing empirical evidence of the impact of E-Government Adoption on citizen 

engagement, highlighting the need for continuous improvement in digital government services to 

enhance public participation and ensure a more responsive governance framework.  

Brown (2021) explored the role of social media platforms in facilitating citizen engagement within 

the context of E-Government Adoption. This qualitative study involved analyzing social media 

interactions, sentiment analysis of public discourse, and conducting interviews with government 
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officials. The findings underscored the significant role of social media platforms, such as Twitter 

and Facebook, in amplifying citizen voices and promoting transparency in government actions. 

The study recommended that governments leverage social media effectively, employing strategies 

such as active monitoring, engagement with citizen queries, and dissemination of timely 

information, to enhance citizen engagement and trust. By focusing on the specific dynamics of 

social media within the realm of E-Government Adoption, this study provides insights into new 

avenues for improving citizen-government interactions in the digital age and fostering a more 

participatory governance model.  

Garcia (2020) assessed the impact of personalized E-Government services on citizen engagement 

and satisfaction. The study's methodology included surveys conducted before and after the 

implementation of personalized services, allowing for a comparative analysis of citizen responses 

and attitudes. The findings indicated that personalized services, such as customized notifications, 

tailored content, and interactive interfaces, led to higher levels of citizen engagement, satisfaction, 

and trust in government institutions. The study recommended that governments prioritize 

personalization in digital services, leveraging data analytics and user profiling to offer tailored 

experiences that resonate with citizen preferences and needs. This research sheds light on the 

importance of tailoring E-Government services to meet the specific needs and preferences of 

citizens, ultimately enhancing their overall experience and engagement with government 

platforms, and fostering a more citizen-centric approach to governance.  

Diaz (2018) assessed the effectiveness of E-Government Adoption in marginalized communities 

and its impact on inclusivity in citizen engagement. The methodology involved interviews, focus 

groups, and ethnographic observations conducted in underserved neighborhoods, allowing for an 

in-depth exploration of the subject matter and capturing nuanced perspectives from community 

members. The findings revealed that E-Government Adoption initiatives, such as mobile service 

centers, community outreach programs, and multilingual platforms, can bridge gaps in citizen 

engagement among marginalized populations, leading to more inclusive governance practices and 

improved service delivery outcomes. The study recommended that governments adopt targeted 

strategies, such as culturally sensitive communication, grassroots engagement, and 

capacitybuilding initiatives, to tailor digital services and ensure equitable citizen engagement 

across diverse communities. By focusing on inclusivity and accessibility, this research contributes 

to understanding how E-Government Adoption can contribute to more inclusive and participatory 

governance, ensuring that digital transformations benefit all segments of society.  

Smith (2020) analyzed the factors influencing citizens' trust in E-Government platforms and its 

subsequent impact on citizen engagement. The study utilized surveys, focus group discussions, 

and sentiment analysis of online interactions with citizens from diverse backgrounds to gather 

insights into trust-building mechanisms and drivers of engagement. The findings indicated a 

positive correlation between trust in E-Government platforms, transparency in government actions, 

reliability of information, and higher levels of citizen engagement and participation in digital 

channels. The study recommended that building trust through transparent communication, secure 

data practices, proactive engagement with citizen queries, and ensuring the accuracy of 

information shared is crucial for fostering meaningful citizen engagement. This study provides 
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valuable insights into the psychological and sociological factors that underpin citizen engagement 

with digital government services, emphasizing the importance of trust in promoting active 

participation and fostering a sense of ownership in governance processes among citizens. 

Thompson (2021) compared the impact of different levels of E-Government Adoption on citizen 

engagement across various regions. The study utilized comparative analysis techniques, such as 

benchmarking against E-Government Adoption indices and analyzing citizen engagement metrics 

derived from national surveys and administrative data, to assess the varying impacts across 

countries. The findings highlighted that countries with higher levels of E-Government Adoption, 

particularly those with robust digital infrastructure, citizen-centric design, and proactive digital 

governance strategies, generally exhibit greater citizen engagement, satisfaction, and trust in 

government institutions. The study's recommendations emphasized the importance of governments 

benchmarking against successful cases, adopting best practices, and leveraging digital innovations 

to enhance citizen engagement through digital platforms. By offering a comparative perspective, 

this research provides insights into the global variations in E-Government Adoption and its impact 

on citizen-government interactions, offering lessons for policymakers and practitioners to improve 

citizen-centric services and governance outcomes.  

White (2019) conducted a mixed-methods study to identify barriers to E-Government Adoption 

and their impact on citizen engagement, particularly among older adults. The study employed 

surveys, interviews, usability testing, and focus groups with older adult participants to uncover 

usability issues, digital literacy challenges, and attitudinal barriers that hinder E-Government 

Adoption and citizen engagement. Findings revealed that factors such as complex interfaces, lack 

of digital skills among older adults, concerns about privacy and security, and limited awareness of 

available digital services pose significant barriers to E-Government Adoption and active citizen 

engagement among older populations. The study recommended that governments prioritize 

userfriendly design, intuitive navigation, clear instructions, digital literacy programs, and targeted 

outreach campaigns to bridge the digital divide and ensure inclusivity and accessibility in 

EGovernment services. By focusing on a specific demographic and their unique challenges, this 

research contributes to understanding how to overcome barriers to E-Government Adoption, 

promote broader citizen engagement, and ensure that digital transformations benefit all segments 

of society, including older adults.  

METHODOLOGY  

This study adopted a desk methodology. A desk study research design is commonly known as 

secondary data collection. This is basically collecting data from existing resources preferably 

because of its low cost advantage as compared to a field research. Our current study looked into 

already published studies and reports as the data was easily accessed through online journals and 

libraries.  

RESULTS  

Conceptual Gap: While the studies by Johnson (2019) and Smith (2020) have explored the impact 

of E-Government Adoption on Citizen Engagement, there is a conceptual gap in understanding the 

nuanced mechanisms that mediate this relationship. Specifically, there is a need for research that 
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delves deeper into the underlying factors influencing citizen engagement within digital 

government platforms. This includes exploring aspects such as the quality of digital services, user 

experience design, trust-building strategies, and the role of personalized content in fostering 

sustained citizen engagement. By addressing these conceptual gaps, future research can provide a 

more comprehensive understanding of how E-Government Adoption translates into meaningful 

citizen participation and collaboration in governance processes.  

Contextual Gap: The studies by Garcia (2020) and Thompson (2021) have focused on the impact 

of E-Government Adoption across different contexts, including personalized services and 

crossnational comparisons. However, there is a contextual research gap concerning the specific 

challenges and opportunities faced by developing countries in leveraging E-Government for 

citizen engagement. Future research could explore how factors such as digital infrastructure 

limitations, socioeconomic disparities, cultural norms, and political contexts influence the 

effectiveness of E-Government Adoption initiatives in enhancing citizen engagement. By 

addressing these contextual nuances, researchers can offer tailored recommendations and strategies 

to support inclusive and equitable citizen participation in digital governance across diverse socio-

political landscapes.  

Geographical Gap: While the studies by Diaz (2018) and White (2019) have examined the impact 

of E-Government Adoption in marginalized communities and among older adults, respectively, 

there is a geographical research gap in understanding the regional variations and localized 

challenges in implementing digital government initiatives. Specifically, there is a need for research 

that explores how geographical factors such as urban-rural divides, regional development 

disparities, and cultural diversity influence the adoption and impact of E-Government on citizen 

engagement. By conducting geographically focused studies, researchers can uncover 

regionspecific barriers, facilitators, and best practices that can inform targeted policy interventions 

and capacity-building efforts to promote effective E-Government Adoption and citizen 

engagement at the local and regional levels.  

CONCLUSION AND RECOMMENDATIONS Conclusion  

The impact of E-Government Adoption on Citizen Engagement is a multifaceted and dynamic 

phenomenon that has been extensively studied in recent years. Through empirical research and 

theoretical frameworks, scholars have shed light on various aspects of this relationship, providing 

valuable insights into the complexities and opportunities inherent in digital government initiatives. 

Studies such as those by Johnson (2019) and Garcia (2020) have highlighted the positive 

correlation between higher levels of E-Government Adoption and increased citizen participation 

in public forums and feedback mechanisms. This suggests that effective digital services can 

enhance the accessibility, convenience, and responsiveness of government interactions, leading to 

greater engagement and collaboration between citizens and authorities.  

Additionally, research by Smith (2020) and Brown (2021) has emphasized the role of trust, 

transparency, and personalization in fostering meaningful citizen engagement within digital 

government platforms. Building trust through transparent communication, secure data practices, 

and personalized services has been identified as crucial for promoting active citizen participation 
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and ensuring a sense of ownership in governance processes. Moreover, studies such as those by 

Thompson (2021) and Diaz (2018) have explored the contextual and geographical variations in 

EGovernment Adoption and its impact on citizen engagement. Understanding the specific 

challenges and opportunities faced by different regions, communities, and demographic groups is 

essential for designing targeted strategies and policies that promote inclusive, equitable, and 

responsive digital governance frameworks.  

In conclusion, the impact of E-Government Adoption on Citizen Engagement is a dynamic 

interplay influenced by factors such as trust, transparency, personalization, contextual nuances, 

and geographical variations. By addressing research gaps and leveraging best practices, 

policymakers, practitioners, and researchers can work collaboratively to harness the potential of 

digital technologies in fostering meaningful citizen participation, promoting transparency and 

accountability, and ultimately strengthening democratic governance processes.  

Recommendations   

The following are the recommendations based on theory, practice and policy:  

Theory  

Future research should focus on developing theoretical models that integrate trust-building 

mechanisms within E-Government Adoption frameworks. This entails exploring how elements 

such as transparency, security, reliability, and user-centered design contribute to building trust and 

fostering sustained citizen engagement. By incorporating trust dynamics into theoretical 

frameworks, researchers can deepen our understanding of the psychological and sociological 

factors that underpin citizen engagement within digital government platforms. This contributes to 

advancing theory by providing a more nuanced perspective on the mechanisms through which 

EGovernment Adoption impacts citizen behavior and participation.  

Practice  

Practitioners in digital governance should prioritize user experience design by creating intuitive, 

accessible, and personalized digital services. This involves continuous user feedback, usability 

testing, and the adoption of best practices in interface design to improve citizen satisfaction and 

participation. Additionally, government agencies should implement transparent communication 

channels, open data initiatives, and participatory decision-making processes to enhance 

transparency and accountability. This practical approach ensures that E-Government Adoption 

initiatives are user-centric, responsive, and transparent, leading to higher levels of citizen 

engagement and trust in digital government services.  

Policy  

Policymakers should develop inclusive policies that address digital divide challenges and ensure 

equitable access to digital services. This includes targeted interventions such as digital literacy 

programs, accessibility standards, and outreach campaigns to marginalized communities. 

Furthermore, policy frameworks should promote collaborative governance approaches that 

encourage partnerships between government, civil society, academia, and the private sector. 

Collaborative platforms can facilitate co-creation of services, citizen feedback mechanisms, and 
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collaborative problem-solving, leading to more responsive and citizen-centric governance. These 

policy recommendations aim to create an enabling environment for E-Government Adoption that 

fosters inclusive participation, transparency, and collaboration among stakeholders, thereby 

enhancing overall citizen engagement in digital governance processes.  
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