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ABSTRACT

Whencitizensareactivelyengagedine-governmentprocessesasco-creatorsitleadstoe-government
development.Citizenparticipationine-governmentisarecentphenomenonwheregovernmentis
seekingmoreinvolvementofcitizensthroughdifferentplatforms.Whethercitizens’participation
throughsocialmediaplatformsleadstoe-governmentdevelopmenthasbeenadebateinliterature.
Inthisresearchstudy,theauthorsinvestigatewhethersocialmediausageinfluencesgovernment’s
role ine-governmentdevelopment.Powerdistancebetweengovernmentandcitizenalsoplaysa
roleindecidingtheextentofe-participationine-government.Inthisstudy,theauthorsexaminethe
relationshipbetweensocialmedia,powerdistance,citizenengagementande-governmentdevelopment.
Usingcustomerfocustheoryandagencytheory,thisstudyestablishesthate-participationinitiative
bygovernmentactsasamediatorintherelationbetweensocialmediausagebycitizenaswellas
powerdistancetoe-governmentdevelopment.
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INTRodUCTIoN

Electronic-government(e-government)developmentisacomprehensivephenomenonthatmeasures
theperformanceoftechnology,policyandnationalstrategyofacountry(Grant&Chau,2005;Siau
&Long,2006).E-governmentfocuseson“howgovernmentsareusingwebsitesandwebportals
todeliverpublicservicesandexpandopportunitiesforcitizentoparticipateindecisionmaking”
(UnitedNations,2010).Throughthisinitiativethegovernmentseekstoestablishdirectconversation,
exchangeinformationandprovideservicestoitscitizens.

Socialmediacanplayanimportantroleofconnectinggovernmentwithcitizenasithasredefined
thewayInternetuserscommunicatewithoneanother(Kuzma,2010).Thegovernmentisincreasingly
adoptingsocialmediafortwo-wayinteractionswithcitizenstoengageandcollaboratewiththem
(Zavattaro&Samantelli,2014).Manycountriesareusingdifferentsocialmediatools,suchasinstant
messaging,wikietc.,tointeractwiththeircitizens(UnitedNations,2014).Socialmediaprovides
aplatformtogovernmentstogaincustomers’focusontheiractivitiesandprocesses.Socialmedia
findsseveraldefinitionsinliterature.Ithasbeendefinedas“creating,organizing,editing,combining,
sharing,commentingandratingwebcontentaswellasformingasocialnetworkbyinteractingand
linkingtoeachother”(Chunetal.,2010p.2).Socialmediafacilitatescitizenpartnershipinastructured
wayforimprovingrelationships,establishingnewconnectionsandfacilitatingbetterdecisionmaking
(Ballejos&Montagna,2010).Interactionsonsocialmediaaremostlyopenwithlittlecensorship,
thusincreasingdemocracyandparticipation(Azadetal.,2010;Bertotetal.,2010).Itislowcost,
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reachesaheterogeneousaudiencequickly,aswellasgeneratesknowledgeandideasforvarioususes
(Chatfeildetal.;2013;Karantzeni&Gouscous,2013;Charalabidis&Loukis,2014).

Electronicparticipation(e-participation)orcitizenengagementreferstotheinitiativestakenby
thegovernmentofacountrytoinvolvecitizensindecisionmaking(UnitedNations,2010).

Engagementofcitizensine-governmentdevelopmentinvolvesfourtechnologytaskcouplings
wheresocialmediacanbeused-informationdissemination,feedbackonservicequality,participation
andinternalworkcollaboration(Oliveira&Welch,2013;Lohan,2013).Thisbeingsaid,eventhough
thereispresenceofgovernmentonsocialmedia,thetwo-waycommunicationbetweencitizenand
government isessentiallymissing(Abdelsalametal.,2013;Sáez-Martínetal.,2014)and it just
remainsone-waycommunicationfromthegovernmenttodisseminateinformationtocitizens.

Veryfewstudieshavebeenconductedontheculturalvalues,socialnorms,legalandpolitical
systemsofacountryinthecontextofe-governmentandsocialmedia(Zhao,2011;Zhaoetal.,2014).
Inthedomainofculturalvalues,itisfoundthatmostlypowerrelatedtodecisionmakingisdistributed
unequallybetweendifferentmembersofthesociety.Oneoftheimportantculturaldimensionsknown
as‘powerdistance’measuresinequalitiesinthepowerallocatedamongdifferenthierarchicalorders
ofasociety(Hofstede,2010).ThestudybyZhaoetal.(2011)showsthosecountrieswithhighpower
distancearelesscitizen-centricsignifyinganunequaldistributionofpower.

Previously,variousantecedentsofe-governmentdevelopmenthavebeenexaminedandcanbe
broadlyclassifiedintotechnology,organizationandenvironment,(Krishnanetal.,2012a).Inthis
context,weinvestigatewhetherthegovernment’spresenceonasocialmediaplatformleadstoincreased
e-governmentdevelopment.Secondly,weexaminetheroleofpowerdistance,animportantcultural
dimension,intheparticipationinitiativestakenbythegovernmenttoinvolveitscitizens.Resultsof
thequantitativestudyshowthemediationeffectofe-participationontherelationshipbetweensocial
mediausageandpowerdistancetoe-governmentdevelopment.

Thearticleisorganizedasfollows:first,weundertakeliteraturereviewonsocialmediausage
ine-government.Thenwepresentthetheoreticalframeworkfollowedbyhypothesesdevelopment.
Afteranalyzingglobaldataofvariouscountries,wediscussourfindings;thereafter,wehighlight
limitationsofourstudyandscopeforfutureresearch.

LITERATURE REVIEw

Social media usage in e-government has been a major concern for policymakers, practitioners,
and researchers. Researchers have focused on various subjects related to social media usage in
e-governmentincludingcitizenparticipationinthesocialmedia,andthedigitaldivide,amongothers
(Magro,2012).Further,ithasbeenobservedthatthisstreamofresearchisatanascentstage(Gandia
etal.,2016).Togaininsightsintospecificresearchareasinthisfield,weconductedasystematic
literaturereviewusingkeywordsrelatedtosocialmedia(CategoryA:Facebook,Twitter,YouTube,
socialmedia,andsocialnetworking)ande-government(CategoryB:eGovernmentandgovernment)
(Table1).WesearchedindigitallibrariesofIEEE(269),ScienceDirect(465)andWileyInterScience
(206)tofindrelevantconferencepapersandjournalarticles.Allresearcharticlesarecategorized
intodifferentthemesasshowninTable2.

Inourstudy,wereviewedtheliteratureonsocialmediausageine-governmentfortheperiod
2012-2016incontinuationtothereviewconductedbyMagro(2012).Thedominantthemesidentified
werechallengesandsuccess,strategyandpolicy,participationandadoption,disastermanagement
andterroristattacks,innovation,transparencyandtrust,measurementandcrowdsourcing(Table2).
Atthecountrylevel,Zheng(2013)investigatedchallengeslikeuseradoptionanddigitaldividein
China;ontheotherhand,Hong(2013)studiedsimilarchallengesinthecontextofAmerica.Studies
related to strategy and policies have explored openness and accountability while themes related
todisastermanagementandterrorismhaveexaminedtheroleofwarningsonsocialmediabythe
government(Chatfieldetal.,2013).Further,thereareafewstudiesoninnovation,crowdsourcing
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