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Abstract
The aim of this paper is to evaluate the opportunities and challenges 
that are associated with the mobile government as a platform of an 
e-government within the Kingdom of Saudi Arabia. This aim is 
achieved through content analysis of the various scholarly studies 
that were previously conducted in the area. A wide review of the 
literature has indicated that there are a good number of studies 
that have attempted to tackle the issue of m-government with its 
opportunities and challenges. However, it has been established that 
most of these studies have treated m-government as staged process 
that only builds on the available e-government infrastructure. This 
view has led to the narrow approach to m-government and lack of 
a comprehensive framework that could guide its implementation. 
Many opportunities that are posed by m-government have been 
suggested and assessed as it is the case for challenges that face the 
platform. Despite these opportunities, the uptake of m-government 
has been derailed by the poor readiness of the stakeholders and 
the low level of accessibility. Among the challenges identified 
encompass security and privacy matters, usability related issues, 
and speed of download and bandwidth.
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I. Introduction
This chapter provides an analysis of the literature from different 
authors in the study area, explaining the opportunities together 
with challenges that m-government faces as an e-government 
platform within KSA. This review develops the study’s conceptual 
framework and underpins the research to identify the knowledge 
gap. The structure entails discussing the m-government in KSA, 
followed by exploring the m-government challenges and concludes 
with outlining the cultural factors associated with adoption of 
m-government in Saudi Arabia.

B. The Spread of Mobile Internet Technology in the Middle 
East and Saudi Arabia
The concept of m-government lacks a universal definition and 
a major weakness in its definition is the presumption that it is 
only a staged process building on the available e-government 
infrastructure, as argued by Karan and Khoo (2009). Recent 
studies points to underdevelopment in fixed internet markets and 
infrastructure within the Middle East. This is attributed to lack of 
infrastructural investment and the global financial crisis. However, 
there is continued growth of the mobile telecommunications 
markets, which have hit significant levels (Global Telecoms 
Business, 2009). Market penetration in the Middle East economies 
is propelled by competition and liberalization policies. More entry 
of companies in the market provides customers with accessibility 
to numerous products and services that suit them, according to 

Nield (2004). The Saudi Arabia’s penetration rate stands at 200% 
and is attributed to the biggest market of 52 million subscribers as 
Hamid (2011) reports. This means the ratio of mobile telephone 
ownership per person is two to one. This is attributed to the 
proliferation of both personal and business lines and companies 
preferring using mobile phones instead of fixed office lines. The 
market is competitively healthy and has three key operators 
(Hamid, 2011, p.36).
Data shows that much as the mobile providers dominate the 
telecoms market, large variations in product levels will even out 
in the next decade. This means sharp rise in mobile internet usage 
will be countered by emergence of trends in conventional services 
and visualization technology. For instance, richer content is now 
delivered via internet-enabled mobile devices are boosting the 
broadband and cable spread at the time when smartphones are 
driving internet usage in 4th Generation wireless technologies, 
as Hamid (2010) observes. However, simultaneously the degree 
of mobile technology and telephony’s customer enthusiasm and 
acceptance is widespread throughout the Middle East as Meyer 
(2007) notes. The implication is the Middle East is hitting the stage 
as a viable location for large-scale e-commerce adoption, based 
on the criteria of economic development, cultural acceptance and 
infrastructure level as Ferguson et al. (2006) define it, indicating 
a high degree of e-government readiness.

III. The Drivers of e-government and m-government
The increasing wired and wireless connectivity is potential for 
transformation of government services’ delivery mechanism, 
allowing for new approaches to public engagement and optimal 
efficiency as Trimi and Sheng (2008) note. However, e-government 
literature merely perceives the transformation as the next step of 
rationalising the activities of government based on new public 
management (Cordella, 2007, p.265). Hence, e-government is 
viewed as a way of greater efficiency provision to government 
together with the new public management conceptualization 
focusing of four key areas of efficiency, accountability, 
decentralization, and service deliver that is customer focused, as 
Fountain (2002) notes. However, Misuraca (2007) criticises this 
perception noting that operations of e-government are on multiple 
levels and dimensions and this can appear as a component of state 
transformation from conventional service provider to provider of 
capabilities that fit a globalized world of multi-stakeholders, as 
supported byDonner et al. (2008). Thus, e-government operates in 
three key dimensions as a tool for more efficient administration; 
driving cooperation and relationships between the government and 
citizens or enterprises; and, as a means for creating transparency 
in political processes for citizens.
In contrast to e-government debate, m-government being a recent 
concept suffers from deficiency in sound theoretical discussion. 
Arazyan (2002) conceptualizes m-government as the strategic 
utilization of services and application of government only 
possible through mobile technologies. It is a strategy executed 
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through use of wireless and mobile ICTs, applications, devices, 
and services in improving the benefits derived by e-government 
parties, as shared by Antovsky and Gusey (2003). The implication 
is that m-government is simply an extension of e-government 
into the sphere of mobile technology, applying the technologies 
to particular parts of e-government task execution, as Kushchu 
and Kushchu (2003) note, hence, Ishmatova (2009), providing 
citizens with higher mobility and flexibility in interacting with 
their government. However, a paradigm shift is expected following 
recent wider discourse on m-government, especially with the rise 
of Web 2.0 usage. In short, m-government could transform the 
government-citizen and stakeholders’ relationships, creating new 
institutional paradigms. Mobile technologies will henceforth, as 
Hayes and Lemstra (2008) note, move from playing a substitutive 
role to creating new offerings far from standard online technology 
to new mobile ecosystem in which government operates. So, 
m-government can still build real changes in governmental 
social value chains, individual lifestyles, and boundaries, as 
Misuraca (2009) posits supported by (Tubtimhin, 2009). Another 
m-government driver is the potential improvements this platform 
offers in performance management discipline. Future performance 
management role within developed countries will shift to strong 
reliance on m-government, exemplifying its capability in being 
more mobile, responsive as well as flexible to face organizational 
challenges, according to Phusavat (2009). Key success factors 
in public sector performance include better transparency, 
accountability, and governance, and are potentially shaped by 
m-government. Therefore, future transformation initiatives in 
m-government are most likely implementable through criteria 
of performance management, aimed at deliver and efficiency 
improvement of government services.

IV. Approaches to Maximizing Access to Services
Making mobile phones more effective in government-citizen 
interactions is a key consideration in maximizing future 
performance of governments and particularly m-government. A 
fundamental issue is the huge proportion of the population of 
most countries without the intention to access the internet or any 
online services subscription (Vincent and Harris, 2008, p.395). 
Thus, only government can reach such individuals if it has to 
maximize its performance based on the new public management. 
Many countries possess more web-enabled mobile phones than 
PCs, meaning more success in encouraging people to adopt 
e-government offerings through the mobile channels. However, 
it demands that governments must encourage the public to 
achieve m-government benefits and support them in perceiving 
their mobile phones as a means for reaching the government and 
obtaining services in return. Mobile phones offer many benefits 
including access, reach, adoption, interaction, and efficiency, 
besides reducing the cost of communication.
Among the key barriers to be overcome by the government is 
the degree of worry that citizens have regarding data transmitted 
through mobile channels, which are unfamiliar to them. Most 
people in the public domain do not trust the data that is transmitted 
through mobile channels. They worry a lot about how secure 
such data is and if it can be relied upon. This is part of a security 
concern and so elimination of such risks associated with data 
security and assurance that mobile data is safe would be a good 
way of tackling the issue. Thus, addressing security policies, 
login requirements, and risk assessment consideration by the 
government will guarantee effective and safe usage, thus adopting 
positive perception, as Karygiannis and Owens (2003) hold.

Besides being secure, compatibility of the new mobile platforms 
with other large platforms and systems needs to be assured. For 
maximum m-government effectiveness, responsiveness and 
efficiency, it will have to work across all the available options. 
Much as this view may indicate the need to have a cross-platform 
framework, the reality is most of them are mere variations based on 
similar theme- the convergence to smartphones, thus the more need 
to design an m-government that works across different platforms. 
This should have similar level of functionality and requires no 
specific cross-platform system given that the fundamental mobile 
interface will resemble across all phones as Consumer Reports 
(2010) notes. Furthermore, the different agencies of government 
need to learn to work in synergy technologically aiming at 
maximizing the service delivery level and consistency as held 
by Karygiannis and Owens (2003). This process requires focusing 
on two key areas of boosting operational consistency via formal 
and informal networks set up for collection, development, and 
dissemination of data in all agencies for consistency. Besides, it 
must ensure compatibility of software and hardware across its 
supply chain, research and operations for existence of a consistent 
infrastructure seeing to the effective sharing of information as 
Landsbergen and Walken (2001) holds. Governments need to 
introduce the mobile virtual private networks, allowing persistence 
of interactions and applications via disconnection periods and 
ensure consistent service access levels to all users (Hunsberger, 
2011, pp.23-24).
There is need for governments to ensure clarity regarding factors 
of statutory authority, trust, data sharing, transparency, and data 
protection. Addressing all these barriers demand creation of health 
working relationships among all stakeholders in government, 
ensuring effective cooperation resulting to effective support for 
e-government and m-government to the public. Another notable 
barrier in executing e-government and m-government initiatives 
is the inadequate financial resources, especially in emergency 
service management. This issue means that the governments 
have failed to distribute sufficient resources to m-government. 
Therefore, among the key options is for governments to provide 
necessary funding for initiatives in mobile technology, which 
will ensure the achievement of various benefits brought by new 
technology in a timely manner. The importance of this view is that 
m-government has to have a long-term plan that is leveraged by 
substantial personnel and financial resources (Moon, 2010, p.100). 
Long-term allocation of financial resources is needed to boost 
m-government execution. This initiative is crucial for sectors like 
agriculture that have specific priorities, peculiarities, information 
needs and interaction methods, hence demanding development of 
individual access channels, according to Ntaliani et al. (2008). This 
improvement can also be realised via execution of m-government 
platforms that are usability driven, with designs focusing on the 
users’ needs, supporting and encouraging m-government services’ 
utilization. However, for governments to realize high degree of 
usability, they must engage in pilot schemes aimed at gathering 
feedback and input from current and potential users regarding 
the ultimate system design, as I-Ways (2005) notes. The ultimate 
services’ access maximization goal for the usability platforms is to 
allow e-government, m-government, and government to combine 
into ubiquitous government or u-government. This concept means 
government services being accessible to users via all channels 
available based on service user’s demand, as Anttiroiko (2005) 
cites. This goal should be for the m-government and needs to be 
ultimately considered in view of any initiatives for executing 
m-government in KSA. Being part of the u-government, the 
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mobile technology’s emergence has supported governments in 
transforming operations from e-government to m-government 
where the mobile technologies together with systems are now 
central aspects of government, as (Sheng and Trimi, 2006) notes. 
These scholars proposed a framework based on task-technology 
fit theory that models the degree to which governments are 
adapted to the advances in technology in both e-government 
and m-government. This also facilitates clear understanding 
of the implications brought by the m-government frameworks 
and applications in various government aspects. For effective 
measuring of how mobile technologies and governments tasks are 
implemented, it will be important to consider the importance of 
these technologies in the successful execution of m-government, 
besides looking at the benefits and challenges it brings.
The rapid diffusion as well as popularity of mobile technologies 
resulted to ready acceptance and success within private and public 
sectors. However, accessing m-government services can reflect 
social inequalities and accessibility is still perceived as being a 
major challenge for the execution and uptake of m-government. 
Even though those traditionally disadvantaged from government 
service access stand to benefit the most from the m-government 
platform, they are paradoxically disadvantaged from using 
mobile technologies as a result of poor infrastructure or economic 
reasons. This challenge is fundamentally inherent in adoption 
of m-government that governments need to strive to overcome, 
given that among the core aims of m-government is to offer equal 
service accessibility to every citizen irrespective of their mental, 
technical or physical capabilities.
In their studies, Emmanouilidou and Kreps (2010) pointed out the 
creation and popularity of m-government, emphasising the global 
recognition of mobile technologies as having resulted to particular 
challenges that encompass provision of equal access to mobile 
technologies for all citizens. Their discussion made comparisons 
of six sample groups based on their mobile technology usage. 
The samples included visually impaired, hearing impaired, 
motor impaired, speech impaired, cognitive impaired, and the 
elderly, who are the people above 75 years of age. They outlined 
the m-government examples focusing on the needs of these 
special groups and concluded that a framework for accessible 
m-government execution would be instrumental in reference to 
the Mobile Web Best Practices. Other studies by Sharma and 
Gupta (2004) focused on how mobile technologies could enhance 
service levels, citizen participation, and government efficiency 
as m-government enables the users to engage with government 
services and information at any place or time via wireless networks. 
The Web services-based framework, which could be applied in 
developing m-government applications could be got via audio, 
text or video in multilingual formats and used in government 
decision-making.

V. Potential Challenges in Developing m-government 
Services
Yu and Kushchu (2004) consider m-government as being an 
extension of, and complement to, the services and features of 
e-government accessed through mobile devices. So, m-government 
is perceived as being a component as opposed to a replacement of 
services of e-government, with a focus of providing government 
services to citizens anywhere, anytime, and through any mobile 
device type, as Tsai et al. (2009) notes. Yu and Kushchu (2004) 
hold that m-government is the provision of government services 
as well as information to the public, businesses and employees 
using mobile devices. Therefore, it is essentially the practical issue 

of portability creation and enhancement and mobility for users of 
government services. This is a tool that enhances efficiency and 
effectiveness in provision of government information and service, 
as Yu and Kushchu (2004) holds; providing users with advantages 
not found in static devices like computers. Mobility is guaranteed 
by the devices’ small size. Yu and Kushchu (2004) clarified the 
importance of government services mobility through proposing a 
3P model. Its key components are explained in Table 1.

Table 1: 3P model by Yu and Kushchu (2004)
The 
components 
of 3P model

Description Examples 

Prime value M-government fulfils 
real-time information 
need and solves 
problems 

Warning against 
mobile phone theft
SMS for those with 
special hearing needs

Pleasure 
value

m-government 
strengthens public-
government 
relations, making the 
interactions enjoyable 
through provision of 
better services 

Fight against crime
Faster information 
sharing

Post value Comparative relation 
between cost and 
benefits 

M-voting
Location 
identification

Many studies probed different m-government service aspects. 
Jotischky and Nye (2011) in their studies propose that the growth 
in the range of m-government services in many African nations in 
conjunction with increased mobile penetration has the likelihood 
of increasing the transparency of political processes. Bhavnani et 
al. (2008) hold that the introduction of m-government services 
within India is a demonstration of its importance rooted in the 
current government policy frameworks. The implementation 
of Mobile Service Delivery Gateway being suggested to act 
as a bridge between the mobile service users and the available 
e-government infrastructure is quite effective in enlarging the 
reach of m-government services to citizens in rural areas, as 
suggested byBhavnani et al. (2008).
The role of mobile services is perceived differently by many scholars. 
Hayes and Lemstra (2008) posit that m-government services are 
viewed as playing a crucial role in service provision to consumers 
that are not found in the standard offerings, hence contributes to 
the new mobile ecosystem. Research on usability issues related 
to mobile applications proposes that such characteristics like the 
ease of navigation, colour rendering, and text source are critical 
determinants of mobile application’s usability, as Shneiderman 
and Plaisant (2010) notes. This argument is further supported by 
Rabi’u et al. (2012), suggesting that it remains fundamentally 
vital to ensure that the internet speed is well managed so as to 
guarantee consistent usability. Achieving this requires providing 
a software platform that can support a display that is both vision- 
and speed-friendly. Garofalakis et al. (2007) are of the view that 
the key characteristics one needs to consider while developing 
the mobile application are those related to navigation- user-
friendly interface design and the level of intuitive and usability. 
The interface’s usability is dependent on the level at which the 
facilities meet the requirements of user interaction, operability, 
help tools, learnability, and contextuality. Ease of navigation of 
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a mobile application guarantees its success in acceptance since 
it is easier for users to access needed information. In the case 
of KSA, Alsenaidy and Ahmad (2012) argued that there exists 
great economic inequality to the extent that the m-government 
services’ adoption in the country could lead to a two-tier system 
of government service in that the more affluent segment of the 
population would access the m-government services and enjoy 
its efficiencies while those economically disadvantaged would 
fail to do so.
Mobile service customization could offer a solution. Ho (2009) 
holds that the rising ubiquity and customization of mobile 
channels for government services increases the effectiveness of 
personalization. Ardissono et al. (2002) thinks that the provider 
of technology need to ensure implementation of necessary tools, 
such as collaborative technology, pattern recognition, click 
stream analysis, and data mining to allow manipulation of web 
content to correspond with real-time detection results regarding 
user behaviour. Al-Khamayseh et al. (2006) note customization 
of services as another challenge and argue that mobile service 
customization remains key as determinant of the success of 
m-government services if the burden of irrelevant information is 
to be eliminated. This argument further clarifies the importance of 
personalization. Ntaliani et al. (2008) posits that m-government 
is not simply a label to provide government services. Instead, 
it is the provision of facilities through simplified means for all 
stakeholders and the government itself. Service customization 
enhances the level of acceptance through ease of use, time saving, 
and effort, demonstrating the change utility deficient in legacy 
systems as Shneiderman and Plaisant (2010) suggest. Hayes and 
Lemstra (2008) argue that mobile service personalization leads 
to enhancing the quality of government-citizen relationship. This 
review, therefore, argues that the m-government services provision 
that is tailored can deliver targeted information to users online and 
prevent overload and spam and eliminate the segregation feeling 
among people. Ho (2009) is of the view that customization is a 
source of competitive advantage while Al-Khamayseh et al. (2006) 
established that this concept when applied in mobile services 
prevents information overload, hence helping in efficient and 
frequent use of government services.
Many barriers exist in the provision of m-government services to 
the public, which need careful handling. Mengistu et al. (2009) 
observed that among the hindrances are the privacy and security 
issues and those regarding the use and variety of mobile platforms. 
Al Thunibat et al. (2011) think the wireless communication era 
has security and privacy issues as key challenges. Mengistu et 
al. (2009) argued that the operators of wireless networks provide 
opportunities for hackers to tamper with, misuse and intercept 
public data in airwaves. The government, therefore, needs to tackle 
this challenge and provide effective measures.
The other major challenge the Saudi government faces is inadequate 
preparation for the application of m-government. The World Bank 
(2012) reports that over 50% of the population records regular 
usage of internet, but most people fail to utilize the m-government 
benefits due to ignorance of the complete usage potential of these 
mobile devices. Basamh et al. (2014) concurs that the government 
needs to create and induce awareness among the people regarding 
the m-government benefits and mobile usage, ensuring that there 
is accessibility to m-government services. The prime responsibility 
rests with the government in ensuring the credibility of such 
systems and gives the public needed assurance regarding the 
safety of their personal data. Mengistu et al. (2009) further did 
elaborate the absence of a comprehensive legislative framework 

on cybercrimes, laws on citizen rights and responsibilities of 
government, data privacy as well as information practices, which 
leads to poor readiness scores. This poor readiness is complicated 
by lack of trust in the ability of the government, as Al Gahtani 
et al. (2007) add.
There is need for the government to come up with more 
transparent regulations regarding the online taxable and non-
taxable transactions and allow usage of online signature in such 
transactions.Mengistu et al. (2009) posits that the absence of 
regulation creates lack of trust among users, leading to non-
acceptance of m-government services, views also shared by Al-
Gahtani et al. (2007).
Mobile enabled communication occurring between citizens 
and public agencies require compatibility in public agencies, 
such as ministries, and providers of mobile services, together 
with the global standardisation of content, interoperability and 
semantics across agencies and networks as observed by Ntaliani 
et al. (2008). The mobile devices’ variety having continuously 
changing technical capabilities should be tackled and the provision 
of technology that is standardised and sustainable needs to be 
ensured so as to address the critical issues of measurability and 
interoperability, as Roggenkamp (2004) notes.
Another key challenge faced is the low bandwidth as well as 
poor speed of download. When compared to the cable networks, 
the wireless ones provide lower bandwidth speed resulting to 
inconvenience and discomfort among their users, as Mengistu 
et al. (2009) argues. There is need for careful development of 
mobile applications in order to overcome the download speed and 
bandwidth consumption problems. Besides, governments need to 
ensure that efficient wireless networks are available for public use. 
The author further add that without having proper download speed 
as well as bandwidth, the level of acceptance and effectiveness of 
m-government services will be lower as these remain fundamental 
features that define any mobile service. These issues work in 
hindering the uptake of m-government service provision as well 
as acceptance, especially in developing economies, as Ntaliani 
et al. (2008) perceives.
According to Di Maio (2002) another even more serious challenge 
is the need for m-government to never go off and always remain on. 
Thus, the government must ensure the infrastructure and services 
are available and that the services are mobile, in that they can be 
accessed anywhere irrespective of time and place. Basamh et al. 
(2014) cited that conventional infrastructure of e-government 
is inadequate in dealing with government and society needs for 
mobility. However, the onus remains with the government to be 
more responsive and mobile. There is need to have societal change 
and re-engineering of processes, even though the responsibility to 
launch m-government and deal with challenges while exploiting 
opportunities lies with governmental agencies. For mobility, the 
government needs to focus on mobile technology and also think 
of reshaping itself as well as society. 
There are other challenges that have to do with requirements of 
users. Ivan and Zamfiroiu (2011) argue that mobile applications in 
many cases fail to meet some important usability standards, such 
as operability and attractiveness. It needs to ensure the standards 
are met together with meeting its other functional and non-
functional requirements that come with mobile applications. Early 
studies have pointed to the features like navigation ease, colour 
rendering and text source as key usability determinants, according 
to Shneiderman and Plaisant (2010). In his argument, Gafni (2009) 
holds that sustainable success of the m-government services 
launch is dependent on the personalised service provision and in 
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the process reducing information overload. Alijerban and Saghafi 
(2010) singled out a list of key challenges that face m-government 
projects, among them being lack of laws, policies, regulations and 
rules in regard to mobile technology usage. There are cases where 
legislations fail to recognise laws covering mobile documents and 
transactions entirely. Furthermore, the lack of authentication as 
well as validity of mobile and other devices is a major setback. 
Users can also change their numbers in mobile phones, meaning 
that information will be undelivered. Also, integrated technology 
is vital for accessing m-government services. The communication 
channels used in m-government are not only for mobile phones, 
but also cover other mobile devices and wireless networks as 
Alijerban and Saghafi (2010) observe. 
According to Ntaliani et al. (2008), compatibility as well as 
synchronization across different stakeholders is a prerequisite 
for mobile communication. For the sake of addressing critical 
issues in interoperability and measurability, there is need to 
ensure supply of sustainable and standardised technology. The 
technical capabilities of organization that are ever changing must 
be considered and monitored in a continuous manner. Initial cost 
of infrastructure development would be high and governments 
need to prepare for this.
According to Emmanouilidou and Kreps (2010) the aim of 
m-government is to increase the participation of its citizens given 
that the m-government facilities are meant for the citizens. Sheng 
and Trimi (2006) outline the major risks linked to m-government 
as identity and security related.

VI. Impact of Culture on Behaviour of Saudi Citizens
It is argued that national culture impacts on individual behaviour 
within the society and the society itself. Cultural variations have 
been noted when it comes to resistance to culture. Some cultures 
are known to possess certain traditional behaviours, and these 
make them become slow in change acceptance and exhibit high 
levels of resistance to change, as Al-Sobhi and Weerakkody (2010) 
explain. At the same time, there are other cultures that are relatively 
open to change, even though occasionally some segments of the 
same population might show resistance to drastic change, which 
they consider as a threat to their traditional values as well as core 
identity. The cultures that have high resistance to change and 
would completely show resistance, such as Feudal Japan from 
the Shoguns, are eventually forced to submit by global forces of 
economic, cultural or military nature, views shared by Treven 
(2007). In his works, Trompenaars (1993) proposes that there 
are traditional cultures that concentrate on the past and history 
prevails. This has to do with relationships and Saudi Arabia is fond 
of tribal society relations, although on the basis of archaeology 
and material culture KSA is seen as notoriously philistine. People 
in these cultures see the presence based on previous principles, 
contexts and traditions. There are cultures that are well-known to 
be oriented in the present. For them, history has no relevance and 
planning for long-term future does not form their major concern 
and so current utility dictates greater good. There are also cultures 
that have primary orientation towards the future and are intensively 
geared towards development and setting higher targets for the 
prosperity and growth of the future.
Al-Shehry et al. (2006) explains that resistance to change could be 
perceived as the negating action exhibited by various individuals 
towards change, which they view as going against their personal 
interests and objectives. It is, therefore, a form of protection. It 
is suggested that past-oriented cultures have a high resistance to 
change given they consider it as a danger to their held traditions 

while future oriented cultures perceive change as unavoidable 
and desirable and are open to it. However, the present and future 
cultures still have elements of resistance to change, albeit in 
negligible exhibitions compared to the past-oriented cultures.  
Managers of change must understand the matrix of factors that 
shape the context of change and devise relevant strategies that 
will facilitate improvement and innovation.
In his studies, Trompenaars (1993) proposed some key change 
barriers as being attached to the traditional approach to doing 
things, lack of resources, repetitive habits, fear of the unknown 
results, and threat to authority as well as power; although they 
vary from one culture to another. Various studies, such as those 
by Al-Sobhi and Weerakkody (2010), have highlighted a number 
of reasons for resistance to change. There are those suggesting the 
impact that economic factors have on change, while others hold 
that vague relations that exist between personal and organizational 
objectives are to blame. 

VIII. Theoretical Framework
Figure 1 below is a representation of the theoretical framework 
that underpins the literature that has been reviewed. It, therefore, 
guides the collection of data and the data analysis process to 
establish the findings of the research study.

Fig. 1: Theoretical Framework: Factors Affecting m-govern-
ment

VIII. Summary of literature Review
Indeed, the mobile communication is now an integral part of our 
mainstream society for communicating with the private and public 
sector agencies and in facilitating the services that are location-
based. In the KSA, a number of people perceive mobile phones 
as their primary device for internet and the technique through 
which they get connected to the world. A high level of mobile 
penetration has been reported among the citizens of Saudi Arabia 
and the mobile users in the country, just as it is the case globally, are 
increasingly expecting to be provided with services irrespective 
of time, location and space. Currently, effective mobile networks 
are available both in the urban and rural parts of the KSA. These 
kinds of indicators give the government the opportunity for 
facilitating public access to the mobile government. However, 
the m-government is faced with a host of challenges, especially 
in developing countries and these include KSA. The challenges 
encompass security and privacy matters, usability related issues, 
and speed of download and bandwidth. The lack of readiness by 
the population to accept and adopt m-government is singled out 
as another key challenge that the Saudi government faces in its 
attempt to apply m-government. The other challenges have been 
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noted as lack of awareness of the applications of mobile internet 
that are government-related that is mainly used for entertainment 
as well as news and the possibilities of having the mobile internet 
itself. The poor levels of readiness have also been attributed to the 
lack of a comprehensive legislative framework that could tackle 
cybercrimes, information malpractices, data privacy, and laws 
that stipulate clearly the rights of citizens and the responsibilities 
to be borne by the data holders, who are the government. The 
issue of law bandwidth as well as poor download speed remain 
fundamental challenges that face the government in its wake 
of applying the m-government. Based on the opportunities and 
challenges that m-government faces in developing countries, 
this research study sets out to explore the various challenges and 
opportunities that the mobile government faces within KSA from 
the viewpoint of Saudi citizens. There is a serious need to clearly 
comprehend the usefulness together with challenges that mobile 
services face for the e-government in KSA. KSA has been profiled 
as having a consumer-oriented culture, with a lifestyle that strongly 
leans towards consumption. This literature study enhances the 
existing academic knowledge on the e-government in Saudi Arabia 
while it focuses on the challenges that the government faces in 
its m-government platform, the way it interacts with consumer 
behaviour as well as the kind of opportunities that exist in the 
economy for mobile service operators that include the government. 
More studies focused on challenges that e-government faces 
while in the process isolating the quality of services that mobile 
service provider offer and the way it has contributed to the general 
e-government operation. This has created a knowledge gap that 
this research study aims to fill and improve on the existing 
knowledge.
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