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Revisiting the e-Government Maturity Model:
Significance, Limitations, and Suggestions*

SUNG, WOOKJOON**

C T This study aims to analyze the usage behavior of e-government service users based on the
LAbstract _ e-government maturity model and provide suggestions for advancement of the e-government services.
The changes in Korea's e-government services were analyzed as follows; 1) Proportion of use of e-government services
in Korean public services, 2) E-government service types/stages use, 3) Service use by platform 4) User response to
e-government service 5) Users' requests for future e-government service usage methods. For the analysis, this study
used data from Korea's 2012-2020 e-government usage behavior survey data. As a result of the analysis, first, the
proportion of e-government service has been continuously increasing, and second, the use of the e-participation stage
is relatively low compared to the presenting information, interaction, and transaction stages. Third, by platform,
e-government service has been expanded to various access platforms such as mobile, kiosk, and SNS centering on the
web. Fourth, users' satisfaction with e-government service is very high. However, to vitalize e-government services,
users requested improvements such as providing one-stop integrated services and simplifying authentication
procedures. Based on the analysis results, this study 1) reflects the user's point of view in the maturity model of
e-government, 2) considers access to various platforms according to the development of digital technology, 3) improves
the e-government maturity model through data-based analysis such as user usage behavior suggested the need.
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AARE Aol A ARAFFAHA = HES
AR Fd dAE vetdi= d4 gos @
A5t ARgE o] gt 2000 ) Z2HHEE AR
A SAE dstel] flste] bt ATAE
o] WA & S Aot Sk layne & Lee,
2001; Howard, 2001; Moon, 2002; Siau & Ling,
2005; Persson & Goldkuhl, 2005; Davison, et al.,
2005; Andersen & Henriksen, 2006; Sandoval-
Almazan & Gil-Garcia, 2008: Shahkooh, et al.,
2008; Gottschalk, 2009; Kim & Grant, 2010; Lee,
2010). 7 AAGR & Hdo] it wlet
A1y 2d 4 A-+Rooks, et al., 2017; Jin, 2018;
Chohan, et al., 2020; Amalia & Lestari, 2021;
Alzahrani, 2022), Zr =7b8 ARAE A& 29 A
TRooks, et al., 2017; Jin, 2018; Amalia & Lestari,
2021; Alzahrani, 2022) 5°] A&4 07 o]Fojz] 1L
Siek

AARR e BE2 AAAE & 2719 7
=7HS0] AAPG R AH| A0 APdg ZAQIska Zp7F J
e ¢ e Z9EA A vt shA 200] |
o] At Ag, & w7 AT sk Bl
A AlRtE RS AHA FRES AL Yo
o, 443 9] 0 Aol el sk otk
olo} ] HARRA A A4E weof chet vl
& el chold gtk A4 44w 2o
L3444 BA-(Debri & Bannister, 2015; Zaharan,
et al., 2015; Shareef, et al., 2011), AAAH g
A 429 A¥4 7Hd(Rooks, et al., 2017; Joshi &
Islam, 2018), AFEAFE9] AR AB|A 49l 8
T Rt 9] B (Debri & Bannister, 2015; Zaharan,
et al., 2015; Joshi & Islam, 2018; Nielsen, 2016:
Janowski, 2015) 5°] ZLA°[H}. o]e} oA HAFA R
ek B BgAS A45E o e HolHE 7]
WO 2 2t A[AEH AF A7t BEsitte Ak o
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AZ & 4 JHCoursey & Norris, 2008; Rooks,
et al., 2017).

o] AL AR AL rdo] 7|uksle] Ay
BEAHA AMGAEY o] & FHE AAGHCE BA
otal, 249 ATE EfjE ARAE AulAo W
< 3 A AAE b= AL FHE gk £ o
O o] AR AH|A AT @t o] AEY
AH| A o] 3 HAZ ARSI g 2000
HE AR ZopolA F45 vehy st 29nict
AAJskE UNAHAPE S §7to A 2010, 2012, 20149
3 A&08 15 SI9la, 0% 20164 39, 20184
391, 20209 291E 7I5otSTH(UN, 2021). &
OECDOlIA] 20209 A& AAIR A EAFEH 7o
% 1915 AA ok 5 UAE A% 230 HAEd
B A&E SHoA Ax 27} F sfuE FERoRE
. 0] A= gk=o] 2012¥ )4 202049 94 7t
AR o]& A A Hlo[HE F35to] A4 0]
28st9itt. ofg dlojHE 24 = FJuH boly
2 =0l YA, AAGE AH|A o] B E Al
AGHORE FAY 4= Y=g HSE YAYotl AE
£ AAsto] £E dlo|E|(Pooled Data)Z AH+4
St} 3t o HlojEl= o] tiiie] 34 R
£ 9ol A EE 7S ARAR AR hrAdat Al
2L 7ML it
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1. HAHEE 8= 23

YT & YA 2 o83 HAYR A
A0 dr o7 o]ojA YtHRonaghan, 2002; West,
2004; Bannister, 2007).

20009 A2 AAAZR =97t 243 HA A
AR HH E Jdstety] flsto] ohaket A
AR et 2o gigt A7t o] FofFth. 2000
G AR AHA sk 29 A1E2 Layne
and Lee(2001)Z+ Moon(2002)2] A+E H|Ea}to
Howard(2001), West(2004), Reddick(2004), Siau
and Ling(2005), Persson and Goldkuhl(2005),
Davison 5(2005), Andersen and Henriksen(2006),
Sandoval-Almazan and Gil-Garcia(2008),
Shahkooh, et al.(2008), Gottschalk(2009), Kim
and Grant(2010), Lee(2010) & thfet sf2-59] 9
3 AP= Q. ol 52 AAFR e B HH &
AL Aot 2L GAE AeAY 7129 4
£ 7N A5tz Aol S40] A

Layne and Lee(2001)& 7]<€(Technology)¥ %
A& B4 2 F3(Organizational Complexity

1) HRY

and Integration)]2h= F 714 7|50l Ak A
ARE HH dAE 7HEEDL A, £4 B, %
SHOE FESI 19A<] 72 E(Catalogue)
= AR FEE 220l ANER &= EolH
(Online Presence of the e-government), 25491
A#l(Transaction)= -2 AREAL Afolo] A7} o]
FojA= AL 9u|sttK(Transactions between the
Government and the Users). 3941 424 &3
(Vertical Integration) 7HE A|AHI0] 4] =50
Al2"d} AZEE GAE oulstd, 4242 $B4
E3KHorizontal Integration) A|AE0] A= T2 7]
=0 ARH o R FYE| AR s 2EZ
i o2} Au| A HLS 4= Qe 9AE YuiRith

Howard(2001)= HAAZE A5k ZdS TH
(Publish), A3 2-8&(Interaction), A (Transaction)
9] 3uHA|Z &SI 2, Moon(2002)2 71£9] el
off gle DA BA A ol g F7lsto] 57449 @AIE
Aeretch AEAZ(Information Dissemination),
FFeF A5(Two-way Communication), AH] A%} A
42 A#f(Service and Financial Transactions), 5%
A-424 S8 Horizontal and Vertical Integration),
A2 Zof(Political Participation). A2 0] 9
A= 22l F1, 22191 94 /H7 53 Zol FF
o] AR TG0l A AR FolE oJulgttH(Moon,
2002).

20004l o]F= @2 AE0] ojd9 AtS
< &80t AAYRE @A 2P $4st
At Reddick(2004)2 HAGE &A

B B

(Table 1) Dimensions and stages of e-government development

Catalogue

Online Presence, Catalogue Presentation, Downloadable Forms

Transaction

Services and Forms on-line, Working database supporting online transaction

Vertical integration

Local systems linked to higher-level systems within similar functionalities

Horizontal integration

Systems integrated across different functions, Real one-stop shopping for citizens
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TI(Catalogue)?} A#(Transaction)?] F AR A
EFOHAL, Siau(2005)= HA 232 /HAIsHEA
A (Transaction) A= AF&sto] ¥ &d(Web
presence), A2 A& (Interaction), 7/#(Transaction),
A3KTransformation Involves both Vertical and
Horizontal), AARFE39)(e-Democracy)?] 5%
AR FESFAL, Persson(2005)2 AH|AA
(Integration in Service), A1H]A9] S3H(Integration
of Service)9] 29AZ, Davison, et al.(2005)2 At
2 4 (Rhetorical Intention), A2k A& (Strategic
planning), A28 H(Systems development), &
SHIntegration), A3 Transformation)9] SHAZ,
Andersen and Henriksen(2006)2 <+&(Cultivation),
3 (EBxtension), 3% (Maturity), J3HRevolution)
9] 4HAE Attt Sandoval-Almazan and
Gil-Garcia(2008)= 22t¢l AA|(Presence), %
B AZ(nformation), A5 2-L&(Interaction), A=
(Transaction), 5% (Integration), X (Politica)¥
6HAR, Shahkooh, et al.(2008)2 2291 FHA|
Z(Online Presence), A% 24 (Interaction), A=
(Transaction), 42K Transformation), YAg 953
9)(Digital Democracy)¥] 5942, Gottschalk(2009)
A5 29X (Interoperability)2] 7Hd-& AR&s}od
FE AS-2GA(Computer Interoperability), T
A52G4 (Process Interoperability), A4 A%
A4 (Knowledge Interoperability), 7FA] ArS-&
A(Value Interoperability), Z¥ A 5-294(Goal
Interoperability)2] 5942, Kim and Grant(2010)
2 A AA(Web Presence), A5 &&(Interaction),
A (Transaction), S¢H(Integration), &2 7|4
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Transformation and Egovernance Stages of Other
Models)9] 5SHAZ &Ik

Lee(2010)e AAPHE A BES dusts AT
oA AAEF2] ou|(Metaphor)ES 5/MZ WrL,
ZF wle} 2 S AJYl-A B A(Citizen/Service)2t €%-7]
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%(Operation/Technology)d & #HHo & U3
ok A9/ AH[ A B ZRAS] oAl @A/ 7TE QL A EA|
=, AL, A, o] d Fo(Involvement)Z -
23k £9/71%¢ dAE= F(Integration), 7H45t
(Streamlining), 43K Transformation) ¥ TZA|A
#2](Process Management)& W31t}

AR Au|A7h dubA o2 gike 20109 o]
T AR A 2o et Ate AEFHoE o
FoF. o A7l AAFFY WA dAE Hot A
FHo = F3lslr] et 50| o|FoiAiH,. Fath-
Allah, et al.(2014)& AEA|F(Presence), A S22
(Interaction), | (Transaction), E3H(Integration)
9] 4AAZ, Janowski(2015)= TIAE FH A3} =g
(Digital Government Evolution Model)}& %3f ¢
A9 3KDigitization, Technology in Government),
A3KTransformation, Electronic Government), 2
o](Engagement, Electronic Governance), Wt
3HContextualization, Policy-Driven Electronic
Governance)? Y ©AE Aot ct. Almuftah,
et al.(2016)2 E-AIT AT AR-9] £22(The Level
of Complexity and the Level of Interaction)¥
= 7HA] 71&E AREsto] HEA|E(Presence), A%
(Communication), E3H(Integration)?] Al GAE A
o159 2™, Nielsen(2016)2 FH A 3-(Presenting
Information), S-AF8HAssimilating), H3HReforming),
HE (Morphing), A2 F-(e-Governance)2] 57
£, lannacci, et al.(2019)2 <A 4] (Rhetorical
Intentions), A2F 7]&(Strategic Planning), A28l 74
H(Systems Development), 53HIntegration), 2%
(Transformation)] SHAZ A|2tetct.

PR Jat 1Y Ale H2oe AL 9
o} F2o AAGE ABA S BY A Ae
THA Q] AAAE AHA &' B gt ver o
5 &3 A% 29 7|A(oshi & Islam, 2018;
Kawashita, et al., 2020; Wessiani, et al., 2021),
ek B9Z AHESto] 72t w7k AR I



Ao st A A-+(Rooks, et al., 2017; Jin,
2018; Chohan, et al., 2020; Amalia & Lestari,
2021; Alzahrani, 2022), AAHE AH| A0 53
F4d& At 39 A-HGil-Garcia & Pardo, 2005;
Jacobson & Ok Choi, 2008; Ingrams, et al., 2020)
SO & XY= 1 Sirt.

ARGE ALe /A mdo] dhdyt g7 AR
B S ALE /A Y9 HYE 59 Aot
L od3r &Aoo 2 AP ot Kawashita, et
al.(2020)2 20054 o]Fof E7tE 11719] AR
BAEE o] tigk Her AFE HAIsH, AR
9] Ao WAE HHAF(Presenting Information),
A5 2 (Interaction), A (Transactions), =%
(Integration), A% (Transformation), A& F
(e-Governance), 42 715k AU A(Policy Driven
Governance)?] 7702 A&7t o= Joshi
and I[slam(2018) A &A Q1 AR AH|A LA
< 93k 571 2389 AR F(A Detailed
Process), 7FASHE A8 A(Streamlined Services), ¥
gt A4 (Agile Accessibility), Al 7]&9] o]&
(Use of state-of-the-art technology), A1E2} Q4]
(Trust and Awareness)-< A|0+5}9] 01, Wessiani,
et al.(2021)2 AAFF] HHE EY(Inpur), 3
(Process), AF=(Output)®] Eot FH IRt TRoA
Aot st ARFAl B0 AARE HH9] 4
&5 2902 ¥olge A+T ool Ay oj gt
(Gil-Garcia & Pardo, 2005; Jacobson & Ok Choi,
2008; Ingrams, et al., 2020).

ol T MAAHE A&k BES o] &3t 7P A}
g ATE% 27 thgFstA A= Uk Rooks,
et al2017) AAPF &L HdS o&sto] U
THEO] AR WA S ASHCE 4619,
Jin(2018)2 AAAPR A&t HdS ARIAAA A
I} AR AR EE Agsto] et AR A
74&, Chohan, et al.(2020) &4 (Availability),
A3 &-&(Interaction), = (Integration), 7
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(Transactions), Zoj(Public Participation)®] 5¢A|
£ AHgoto] o] AR HAAYE TS, Amalia and
Lestari(2021)& AAPH A5 HE 2ZEdg ARS3)
o] olzHAloHIndonesia) AAFHEE B7lstH0oH,
Alzahrani2022)= AT &= Zde A3t
ARS-H of2hujote] AR E g Astglh
SEU] AR e LEo] fig ATk o]
2 A ALEFL FARSITE F2 20009 ]
AR s Bdo digt /gt 2-gof digh o
7t FsHA o] Fo{ A TH(Yun, 2002; Lim, 2002;
Yun, 2003; Lim, 2002; Kim, 2002; Hur, 2008; Lee
& Myeong, 2013). £-euee] A AAHRE
O o AR e ZEn A8 figt A7
A 2=} grhSeo, 2010; Lee & Cha, 2008;
Lee & Cha, 2012). 3tA|%F 20104} o] HZ A%
A&k Bdof gigt nd Jjdolu Bl HE A+
7t A o =2 mjorstgitt. gloE &8 SHo A= &
Zuete] AR RA R A A RARE o] &3 AT
(Kwon & Kim, 2016)°] 4¥ Qlo} o] HAH
AU A & Hdolut - o] 23} Ao =
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2) AAAE A& 29 g

AARE HHA A& HEdE2 3 27158 A
A Fe] BAlo] A A3 fth(oshi & Islam,
2018). &, AAER AsE A ZE2 AAFE A
HlA A AR5 NEH R Aostol 7 27t=
o] 2% & Sl 7holEekelE AlEtts S
Az 2719 Ao AR & & ok E3F AR}
AR AHAY] A A AT AR TH HE
of tigt Atk A&HoE APE L ]lrt. spA|Tk o]
oF A 209 | &< oJojAR AAAFR A& B
g Aol ot gHAlo] gt ohefet HlEE A7) of
rth(Coursey & Norris, 2008; Debri & Bannister,
2015; Karokola & Yngstrom, 2009; Joshi & Islam,
2018; Kawashita, et al., 2020).
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AARR A& Bl digt vjwo s AR, Azt
A5 ATA A Tkt AR ek BdE0]
AAEYZoN e EFSLAL o5 FARE T BAE
gegtoto] APA 0 7Pkl 7 9A 9] A5
o|2&= AHAQl Moyt o] FEsith= Aot
(Debri & Bannister, 2015; Shareef, et al., 2011).

=4, ol AAFE LA A A 7Hgsta 9
+ A¥A(Linearity) 7Hgo] tfet At A=
o AAFE A 1Y d4so] 7 9AE A4
(Linear Pattern) 7Fg3ta JA"HLayne & Lee,
2001; Reddick, 2004; West, 2004), o]+ FE4 o0z
g Aot &, @AY 7]& Eolh= F 7HA ol
O] Au| A7} Bl AlEE 7Hs/30] AR 2™ (Joshi &
Islam, 2018), ol A5 A= & A5H71% 5%
tHRooks, et al., 2017). FZ7HA] AR E 24 AL
Aol A AR R A5 o] ofd =A4AQl A9
2E AHEStEE AER o]ojA| 1 3Tt (Rooks, et
al,, 2017 Jin, 2018; Chohan, et al,, 2020; Amalia
& Lestari, 2021; Alzahrani, 2022).

A, AAE A ZEo tigt E o2 B E 7]
&30 A Tl gt vlgoloh AARE A=
BE2 7)eo] WA wet AR 32 4 Sl AR
45 AH|AY] Ao 24 g0l Sth(Karokola &
Yngstrom; 2009; Lee, 2010; Alhomod, et al., 2012;
Nielsen, 2016). wh2tr] AREALS] T oA 5] 2fsf
Sud AHIAY 8 9 ARG, AuHA9] §-847) it
S AEAF 49 To] o] ZgtE|ojof Jitt= A
o]tDebri & Bannister, 2015; Joshi & Islam, 2018;
Nielsen, 2016; Janowski, 2015).

AR Jae B39 F3A49 TRA HA,
YR e 22 4 7le S49 AuA T
BYEA, @ MEL JEEA7|E9 dHS By
otal A xotthe A= AA = )IthSupriyanto
& Mustofa, 2016; Joshi & Islam, 2018; Debri &
Bannister, 2015). Lee(2010)= AAGH7} 7]&9] &
A xetoto] BdE AEA tAlsior & do4dS
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oA =oj=fo] gtom, A AR 30 WY Hd=
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& Norris; 2008: Rooks, et al., 2017). XA, ARG
MHA SE RS AST AS5H tolg 9 4 o
FO RZo|th, AR A& Hdg 2 44 vEet
ATE B 229 Ao 2HE w5 Qi wht
A AR A Qs EEE glo|g o 7]Rlsta] A
S A& A7 Hom ndo] {842 AXT BA
gloJ8 7} B&sith= o] A1 8= o] SrhCoursey &
Norris, 2008; Rooks, et al., 2017)

3) 979 24

2 AT ] AAP R AH|A o] & A RAF |
°]E](2012-2020)F &5t ARAAE & LE
&A= HESH, BY /S ARt ARt AR =&
oh= A0 2A4S £ &, AAFE Ask 1o 2
Agt o) AA| 28 P S B4, AR A
B 2AL et @A AP R Aeh ZE s 5
o AAAE st B9 fA AR A

AR, AR AEE Zdo] A S Azt
5 AuAY] AA ZE FHE AT BART AR}
AR et B 9 R 9AE 32 A
FA 2 golE REE o] YA FFH 2+
(Metaphor)& 7HA1L QlthLee, 2010). A-AFafct ot
£ &o1E AHs71 sHARE A= 221l AEAlS
(Presenting Information), A}22-&(Interaction), 7|2}
(Transaction), 3H(Integration), A& Transformation),

A2 9} 71559 (e-Participation/e-Democracy)
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HO| AuA 24 ToA ZoH Adolet & & 9l
THLee, 2010). WebA & A= AR 297 &
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H}el 2R AR

|

A, o] A= AAFR AB|L ARGALS o]E 7
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A5 AElL s 2o Zuiste] AR AHA
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SH) A9 20079 RE AR AH2 o] 84
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| HRYR M pHo| KiE: 2Ho| olojot 3hi, AEEMS

off ZAste] F7RSATAR Q7gHtol Bt AATE B
HES 5ol RAPF o] R0l A 1L Sltk. whehA o] dto]
A= 2012855 202087H4] NIAS] oJsf =345 A=}
A5 AH| A o] SAE] 2AL Ho[EE Ao ARl
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(B 2) HAPYE MH[A 0] SEf Ao HARME
(Table 2) Conceptual framework for the empirical study of e-government service usage behavior

e-Government Service Usage Behavior
(2012-2019)

Contents and Measurements

1. e-Government in the use of public services

Changes in the ratio of face-to-face service use and e-government
service use

2. Use of e-government service by type

Changes by type, such as information, interactive service, transactional
service, and e-participation service

3. Usage behavior according to the evolution
of the e-government platform

Changes due to platform evolution, such as use of PC and Internet-
based services, use of mobile-based services, and use of Al-based
intelligent services

4. Bffect of using e-government services

Changes by year, such as satisfaction with e-government services,
effects of e-government use, and intention to continue using
e-government services

5. Users' demand for e-government services

Changes in the contents and delivery methods of e-government
services requested by citizens
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(Table 3) Use of administrative services and e-government
Administrative services e-Government services Mobile (app) services
Year Total
User % User % User %
2012 1768 88.4 991 49.6 317 15.9 2000
2013 1682 84.1 1148 57.4 599 30.0 2000
2014 3589 89.7 2889 72.2 1736 43.4 4000
2015 3763 94.1 3171 79.3 1930 483 4000
2016 3740 93.5 3373 84.3 2642 06.1 4000
2017 3889 97.2 3480 87.0 2758 09.0 4000
2018 3908 97.7 3556 88.9 2862 71.6 4000
2019 3983 98.3 3597 88.8 2841 70.1 4050
2020 3952 98.8 3559 89.0 2837 70.9 4000
2) YRHAH| 20 A ARA K- F 0| ¥l F: THOE Hokehal 9l Ho{Fal At AT

AR AHI2) T Aol ohd g AH A0
A AR A F2 A4 B0 AGIHE At
& g} 94 Amngith ( 4k AiH0R B4
Al ol g wAle] 131 HE FANH AR ol 8

o
e

At B2, 9 HO
0@ A8E olgih

7

(2 4) YYMH|A 04|

(Table 4) Main access methods for administrative service users

20124 66.5%°1A1 sfintct AA Wobx] 20209l
40% =7t 5 AH|A AR WA 0 2 ARgsla QlTt.

1~3% A

rir

= A
S ER

e-Government
Year iect visit R EEE] Total % Internet/Email Mobile (app) Tegté SaIEItST/VK/iZISk/ Total
User % User % User % User % User % User %
2012 | 1176 | 66.5 23 1.3 569 | 322 569 | 322 - - - - 1768
2013 967 | 575 18 1.1 697 | 414 697| 414 - - - - | 1682
2014 | 1888 | 526 53 15| 1648 | 459 | 1419 | 395 220 6.1 9 0.3 ] 3589
2015 | 2208 | 58.7 21 06| 1534 | 40.8| 1303 | 34.6 227 0.0 0.1| 3763
2016 | 1452 3838 85 23] 2203 | 589 | 1282| 343 644 | 172 277 7.4 3740
2017 | 1847 | 475 119 3.1 1923 | 494 | 1221| 314 | 385 9.9 317 8.2 | 3889
2018 | 1645 | 42.1 145 3.7 2118 | 542| 1434 | 36.7 262 6.7 422 10.8 | 3908
2019 | 1812 455 74 1.9 2097 | 52.6| 1362 | 342 582 | 14.6 153 3.8 | 3983
2020 | 1581 | 40.0 57 1.4] 2314 | 586| 1367 | 34.6 4491 114 498 | 12.6 | 3952
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(Table 5) Use of e-government services by type

Presenting Information Interaction Transaction e-Participation
Information Document Filing/ T : - ;
s gpconang| D! | smasencr| 0y | Plloseis | Gt | 7
User | (%) | User | (%) | User | (%) | User | (%) | User | (%) | User | (%) | User | (%)
2012 | 521 52.6| 0640| 64.6| 146| 14.7| 304| 30.7| 398| 40.2| 285| 288| 216| 21.8| 991
2013 | 845| 73.6| 630| 54.9| 142| 12.4| 319| 27.8| 296| 258| 277| 24.1 95| 83| 1148
2014 | 2353| 81.4| 1965| 68.0| 903| 31.3| 1471 50.9| 1196| 41.4| 1909| 66.1| 1084| 37.5| 2889
2015 | 2596| 81.9| 2092| 66.0| 886| 27.9| 1523| 48.0| 1075| 33.9| 1948| 61.4| 913| 28.8| 3171
2016 | 3056| 90.6| 2732| 8L.0| 1667| 49.4| 2010| 59.6| 2036| 60.4| 2507 | 74.3| 1682| 49.9| 3373
2017 | 3030| 87.1| 2857| 82.1| 1937| 55.7| 2335| G67.1| 2099| 60.3| 2628| 75.5| 1885| 54.2| 3480
2018 | 3172| 89.2| 3170| 89.1| 1959| 55.1| 2452| 69.0| 2378| 66.9| 2454| 69.0| 1509 | 42.4| 3556
2019 | 3300| 91.7| 3300| 91.7| 1751| 48.7| 2331| 64.8| 1852 51.5| 2436| 67.7| 1354| 37.6| 3597
2020 | 3283 92.2| 3319| 93.3| 1920| 53.9| 2408 | 67.7| 2018| 56.7| 2286| 64.2| 1623| 45.6| 3559
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(Table 6) Use of mobile e-government service by type

Presenting Information Interaction Transaction e-Participation
Information Document . o . . . ,
— Filing/Submission| Tax and utility Public service Complaints,
Sei?]ﬁiﬁ/nd appu?:\}\ll?nngand of documents bill payment reservation suggestion Total
User | (%) User | (%) User | (%) User | (%) User | (%) User | (%)
2012 2971 937 119 375 117 36.9 105 331 - - 79| 249 317
2013 527 88.0 112 187 42 7.0 71 11.9 110 184 26 4.3 599
2014 1570 90.4 656| 378 419 241 464 | 26.7| 1094| 63.0 456  26.3| 1736
2015 1587 | 822 5781 29.9 340 17.6 347 18.0| 1156 59.9 331 17.2] 1930
2016 2438 | 92.3| 1546| 58.5| 1041| 39.4| 1258| 47.6| 2002| 75.8| 1213| 459| 2642
2017 25441 922 1763| 63.9| 1344| 48.7| 1489| 54.0| 2065| 749| 1415| 51.3| 2758
2018 - - - - - - - - - - - - -
2019 2539 | 89.4| 1951| 68.7| 1063| 37.4| 1807| 63.6| 2163| 76.1| 1039| 36.6| 2841
2020 - - - - - - - - - - - - -
o @ AElAGK: WA 2 FeE Ho Q. EE AFREo] rh A3 ¥ J7 AHE 20194 /1%
AAYR A2 SER vmohd AR L AN 2 O 9 AuA FFL 9LT%, A Al BB 68.7%
3 @A) ek 00%el FHS AH8AE0| ABRS Y B UERIT ek AR A 2 B Hulag 500
(B7) SH2'E UXET MHIA 0182 H|i

(Table 7) Comparison of e-government service usage by platform (%)

Presenting Information Interaction Transaction e-Participation
Information search | Document application | Filing/Submission | Tax and utility bill |  Public service Complaints,
and inquiry and viewing of documents payment reservation suggestion
Web App Web App Web App Web App Web App Web App
2012 52.6 93.7 64.6 375 30.7 369 402| 331| 288 -1 218 249
2013 73.6 88.0 54.9 18.7 27.8 7.0 258] 119| 241 18.4 83 4.3
2014 81.4 90.4 068.0 37.8 50.9 241 414| 267 661 630 375 263
2015 81.9 82.2 66.0 29.9 48.0 17.6]  33.9| 18.0| 614| 599| 288| 172
2016 90.6 92.3 81.0 58.5 59.6 39.4| 60.4| 47.6| 743 758| 49.9| 459
2017 87.1 92.2 82.1 063.9 67.1 487| 603| 540 755| 749| 542| 513
2018 89.2 - 89.1 - 09.0 -1 669 -1 69.0 -l 424 -
2019 91.7 89.4 91.7 08.7 64.8 374 515| 63.6| 67.7| 761| 37.6| 366
2020 92.2 - 93.3 - 67.7 -1 567 - 642 -l 456 -

14 2023-7t2
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(Table 8) Satisfaction with e-government service
Satisfaction with e-government service
1 ) ; . . 5 . Average (%) Total
2012 0 4 9 76 313 488 101 5.59(79.9) 991
2013 8 38 33 133 333 500 103 5.31(75.9) 1148
2014 2 13 52 328 847 1240 407 5.55(79.3) 2889
2015 3 6 39 181 834 1761 347 5.68(81.1) 3171
2016 1 0 12 173 1048 1961 178 5.63(80.4) 3373
2017 0 24 33 90 1109 1671 553 5.73(81.9) 3480
2018 0 22 29 73 1205 1606 621 5.75(82.1) 3556
2019 0 1 25 64 1252 2048 207 5.65(80.7) 3597
2020 0 9 20 28 1023 1909 570 5.83(83.3) 3559
14 117 252 1146 7964 13184 3087 5.67(81.0)| 25764
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(Table 9) Reasons for satisfaction/dissatisfaction with e-government service

proBcaets?gng Accessibility| Promptness | Usability Ej\/s;ff Egg;gmt'\f Reliability | Security | Simplicity|  Total

2014 102 744 072 430 60 175 31 7 273|249

2015 95 861 810 629 40 212 24 8 263| 2942

Reasorl 2016 158 877 648 689 139 190 93 23 299| 3187
for 2017 205 594 709 538 181 329 159 108 439| 3333
satisfaction |15 53| sa1| 818 454|274 226 220 154 180] 3432
2019 256 1060 931 504 247 158 145 82 120| 3507

2020 356 776 853 435 257 236 214 103 2121 3502

2014 4 3 5 9 9 1 1 4 31 67

2015 1 0 8 2 6 0 0 1 27 48

Reasorl 2016 0 0 3 1 2 0 1 1 5 13
for 2017 5 7 3 5 10 2 3 4 14 57
dissatisfaction | g 5 11 sl 5] s 5|4 4] 5| s
2019 3 3 4 2 5 2 2 1 3 26

2020 1 0 4 2 5 1 1 3 10 29

* Users selected only one reason for satisfaction/dissatisfaction until 2016.

**In the case of 2017-2020, rankings 1, 2, and 3 were answered, with 3 points given to the 1% rank, 2 points to the 2™ rank, and 1 point to

the 3" rank, and then the weighted average value is used.
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(Table 10) Satisfaction with mobile e-government service

Satisfaction with mobile e-government service
1 ) » s . ; ; Average Total
2012 - - - - - - - - -
2013 2 19 20 78 148 285 47 5.33 599
2014 5 8 24 135 614 822 128 5.49 1736
2015 1 2 18 82 634 954 239 5.68 1930
2016 0 2 15 219 776 1525 105 5.56 2642
2017 1 8 29 175 915 1238 392 5.64 2758
2018 0 16 43 150 1016 1209 428 5.62 2862
2019 0 3 14 113 1224 1314 173 5.53 2841
2020 - - - - - - - - -
(B 11) ZHIY MXPYR MH|A 0|8 2E1 20F 0|F
(Table 11) Reasons for satisfaction/dissatisfaction with mobile e-government service
proBcaets?gng Accessibility | Promptness | Usability E\i;soerf i Eg;;gmt'; Reliability | Security | Simplicity | ~ Total

2014 46 500 486 262 9 84 15 3 159 1564
2015 35 616 494 400 23 118 5 1 135 1827
Reason 2016 144 696 480 436| 108 102 58 22 258| 2406
for 2017 139 433 543 389 115 231 126 81 354 | 2545
wicion Togg | 16| 43| s35|  a60| 258  210] 188|146 236 265
2019 252 403 528 355| 318 136 178 271 229 2711

2020 - - - - - - - - -
2014 2 1 4 4 3 1 1 4 17 37
2015 3 0 3 2 2 0 0 1 9 21
Reason 2016 0 1 2 3 1 0 2 2 4 17
for 2017 2 3 2 3 5 3 2 4 7 38
dissatisfaction ™1 3 6 i 5| s o/ 3 8 9 s
2019 1 1 1 2 2 2 2 3 3 17

2020 - - - - - - - - -

* Users selected only one reason for satisfaction/dissatisfaction until 2016.
*In the case of 2017-2020, rankings 1, 2, and 3 were answered, with 3 points given to the 1% rank, 2 points to the 2* rank, and 1 point to
the 3" rank, and then the weighted average value is used.
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(Table 12) Intention to continue using e-government services
Willingness to continue Intention to use Intention to use first .
User % User % User %

2012 970 97.9 961 97.0 - - 991
2013 1125 98.0 1082 94.3 - - 1148
2014 2840 98.3 2725 94.3 2667 92.3 2889
2015 3131 98.7 3028 95.5 2994 94.4 3171
2016 3283 97.3 3158 93.6 3106 92.1 3373
2017 3442 98.9 3296 94.7 3252 93.4 3480
2018 3510 98.7 3423 96.3 3410 95.9 3556
2019 3531 98.2 3480 96.7 3359 93.4 3597
2020 3527 99.1 3444 96.8 3444 96.8 3559
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(Table 13) Measures to improve e-government services

i Brell On-so| s | SR | ety | KON et U
2012 364 255 251 176 220 172 245 53 135 119 2000
2013 273 203 265 224 272 182 325 56 96 86| 2000
2014 411 331 387 258 295 345 463 115 175 105| 2889
2015 415 323 352 342 428 416 462 118 195 16| 3171
2016 402 353 407 289 525 485 419 206 170 117| 3373
2017 301 358 433 362 551 450 384 212 234 148 3480
2018 286 358 557 401 514 426 378 244 248 129 3556
2019 556 513 598 336 522 355 299 193 139 87| 3597
2020 320 385 514 393 547 486 365 224 164 122 3559

* Users selected only one reason for satisfaction/dissatisfaction until 2016.
**In the case of 2017-2020, rankings 1, 2, and 3 were answered, with 3 points given to the 1% rank, 2 points to the 2™ rank, and 1 point to

the 3 rank, and then the weighted average value is used.

Hésio] Bl AHIAS ATUE S YRS AMSHE 2 98] TAUAZAE AFRS) SO o) ALgAIS
70| G Aottt ERF ZRAZRI/ASHAR} ka0 e A FHANAE ) F7HAQ e A5t
St AR AR A MM A& R =05 oo g AZF A AolY 7 & QIF FE T AE
of gk S AR Auls 27] BARE Hobd  A&H oz WAL ol 20200 W] A F
H 14) MAYE MH|A 0)0jg o
(Table 14) Non-users’ intention to use e-government services
Willing to use No intention of using
User % User % fotd
2012 463 45.9 546 54.1 1009
2013 388 455 464 54.5 852
2014 415 37.4 696 62.6 1111
2015 320 38.6 509 61.4 829
2016 167 26.6 460 73.4 027
2017 125 24.0 395 76.0 520
2018 170 38.3 274 61.7 444
2019 165 36.4 288 63.6 453
2020 102 23.1 339 76.9 441
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BAOI} o] e de AZ, H419] A= 9)
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2) AAA K- vlo]& o] 59k A

S0 739 AR ATHIA AREAR7E OF 90%(2020
H 71& 89%)° ot ulAREAE 10% o]t
AARR Mu| A9 BL FFAHAREA Universal
serviced] E4Jo] ZAzHt}. wahA 10%Y TjAREAL|
ti5f vlo]g AMFE AL 245t AfAdske A2 548
gt IA7L "ok, o] AL E5] HAREA T AR Aol
A= ARARE(20204 71F 23.1%)°0] AR AuA
E AT § YEE okt B3] € Aol

o|ARgALS] mjo]g- o] f-5 AW EH T Y AZ(PC
2 QAE U ARl QJ&51A] QlotA)o] 7MY =& A 0R
UERFIL 91t} 20209 71202 njAREAR] 47 1

He g e dd Bgo) BAS A1 9k
EG %A FHolE B HAERY 15.9%%
Al AT AHLS BTG S AOE thet
U )8t Sk A4 SR e o435 WA A
o2 ek,

3) 24 AAA R QA AZA Pl tid 7]

g 7]&9] SHT} AH|A $49] Wl wet 4
APgE A2 it AlR19] 8 A& 07 W3}
Stc}, AR 2719] PCot ¥ F419) ABAQ AAt
AR AuA A2 o Hs] FAoHATE HHYS HF
3FSNS, OAE TV, Al A7 o]& 5 =2 YA
71&E BHgT AHIA 848 A&H o' WYote A
o] B3t

3ol A9 20149 RH Ao A4, JRExd
A, TS, AsAF 55, F8 v, ofA}, si9] o
g & ojal, HHAT 5 197] FF2 FGAu| 2]

H 15) HXHE MU|A D[ALE 0|
(Table 15) Reasons for non-use of e-government services

Use of ” Personal : ; : .
Unaware of |Insufficient| Lack of | ° | Inexperienced | Quality | Service | Additional | Procedural| Other
% |professional the service | service | guidance information inuse  [complaints| delay cost |complexity| ways Total
agency leak
2012 0.0 20.2 9.8 113 11.2 18.7 5.7 8.4 1.5 11.2 0.0/ 1009

2013 14.9 17.0 4.4 10.6 8.8

20.0 3.6 5.8 0.5 9.4 1.2 852

2014 144 12.0 5.2 6.0 5.0

22.4 2.3 33 1.0 149 127 1111

2015 14.3 10.2 4.4 7.7 4.6

203 2.5 4.4 09| 151| 142 829

2016 22 12.5 5.7 9.5 0.9 24.5 5.2 5.8 1.3 16.2| 10.2 627
2017 1.6 13.8 6.7 8.9 7.7 22.6 4.5 0.4 2.7 1.2 126 520
2018 4.2 15.9 5.7 5.7 0.7 26.8 1.8 4.4 1.2 148 11.2 444
2019 5.8 133 7.1 10.5 8.8 19.2 4.8 0.0 2.2 1.5 105 453
2020 5.3 10.5 4.0 6.3 4.5 24.9 2.3 3.6 1.4 13.0] 154 441
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(Table 16) Desired methods of using e-government service in the future
: Internet .
Direct : Mobile | . Text : Al

visit Telephone | Fax/Mail T)%rgs (app) el massage SNS Kiosk | Smart TV speaker Total
2014 34.9 7.8 2.1 31.1 7.0 1.1 0.9 0.0 0.0 0.0 0.0 4000
2015 32.1 11.2 2.4 28.1 8.2 1.5 1.3 0.0 0.0 0.0 0.0 4000
2016 21.6 6.0 1.5 28.7 12.5 0.6 0.9 2.2 0.0| 4000
2017 23.3 6.0 1.4 24.2 8.7 1.3 1.2 3.6 0.0 4000
2018 21.1 8.0 3.7 24.4 8.6 1.4 1.7 1.8 1.1 0.3 0.0 4000
2019 - - - - - - - - - - - -
2020 14.3 6.6 7.2 21.7 16.3 7.0 3.6 6.2 5.6 7.0 45| 4000
sl 3ok AHIA HALS ZALSE ek (E 16)2 H|[A0] H]o] 22101 o AHIAE WE 4 Qe g

AEA7F 19709] ABj A0 el 11709) ABjA A4t
2] Z 714 Y5l HhAl S 2ARSE ko] WS e}
ATtk ARAREY ARl Hie 8= 0151 U
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