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Abstract
In the last quarter century, governments around wheld have been working to capture
the vast potential of the Internet to improve goweent processes. Turkish government has
increasingly benefited from information technoldgyenhance their services, known as
electronic government (e-government). However stieeess of these efforts depends, to a
great extent, on how well the targeted users fahsservices, citizens in general, make use
of them. Electronic tax payment system is one@tthical e-government services, which
assists tax payers in paying their tax debts etettally each pay period. Since citizens’
acceptance of electronic tax payment system iganfled by their trust to this system, there
is a need to understand the factors that predietdlers’ trust on internet tax office. For
this reason, the purpose of the presented studytevakentify what factors could affect the
citizens’ trust in e -government services. Thestuds conductedby surveying 426 citizens
from all Turkish regions. The theoritical and primet implications of the study are
discussed in the paper.
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Oz
Son yillarda, hiikiimetler devlet sureclerini gidimek ve iyiletirmek icin internetin geni
imkanlarindan yararlanmaya camaktadirlar. Tiirk devleti de elektronik devlet @vkbt)
olarak bilinen hizmetlerini geftirmek icin bilgi teknolojisinden giderek daha fazl
faylanmaya bgadi. Bununla birlikte, bu gayretlerin barisi buyuk O&lgide bu tur
hizmetlerin hedef kullanicilari olan vatandear tarafindan ne kadar iyi kullanildiklarina
da balidir. Elektronik vergi 6édeme sistemleri, mike#eih vergi borclarini her 6deme
doneminde elektronik olarak ddemelerine yardime@nobnemli e-devlet hizmetlerinden
biridir. Vatandglarin elektornik vergi 6édeme sistemlerini benimsgnmnlarin sisteme
olan guveninden etkilergli icin elektronik vergi dairelerine kar guveni etkileyen
faktorlerin belirlenmesi énemlidir. Bundan 6tiriy lgalismanin amaci, vatandkarin e-
devlet hizmetlerine kar guvenlerini etkileyen faktorlerin belirlenmesidiCalisma
kapsaminda Turkiye genelinde 462 vatgadanket uygulanmgtir. Calismanin teorik ve
pratik sonuclari metinde tastimustir.
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Introduction

Since the early 1990s development of informatiord aommunication
technology (ICT) began to affect people signifitgntCT is at the human center
and level of people's dependence on these techasldgcreased (Yildiz &
Ayyildiz, 2014). On the other hand, these developimdrave been perceived as
changes that can be transformed into an opportinyitynany actors. In order to
exploit these opportunities almost allstates hawgeiased attempt to put into
practice online processes and other ICT under ergovent. However compliance
with these transactions raises a number of diffiesildue to some concerns of
people. Uncertainty and risks in the electronicmoek, vulnerabilities such as
attacks by fraud software and identity hunting dack of legal and technical
measures taken to safety causes of dissatisfactiergovernment applications. On
the other hand this kinds of vulnerabilities ar¢ the only obstacle to compliance
with the citizens' e-services. Besides; many factrch as perceived usefulness
(Davis, 1989), social and cultural differencese giffrastructure, access to services
(Ozkan & Kanat, 2011), trust to public institutioffers service and state (Colesca,
2008), privacy, security, ease of use (Papadonakhe& Mentzas, 2012),
transparency (Marche & McNiven, 2003) have effent ditizens’ compliance.
Many people who use internet actively are still pog¢fer to use e-government
transactions. One of the most important factomactin this situation is trust. To
build trust in the e-services that offered to rexluoational and local
administrationscosts, improve services andrespdhditizens is an inevitable
responsibility. Trust that is an abstract and cahpnsive cases has been the
subject of many social science research. The aithisfresearch is to determine
the components of the e-trust. Scope is limetadtaynet tax office that is one of
the e-government services. It is a mandatory auty to fulfill tax obligations in
the country. But it was left to the personal prefmes whether to fulfill these
obligations. In this context, determine the factiffect trust to internet tax office is
important.

1. E-Government

The shortest definition of the e-government is thsage of internet
applications in public services (Lee et al., 2018y. technological approach, e-
government refers to efficient, effective and tgarent information sharing
between citizens and government. E-government makemsier for citizens,
businesses and also other govenments to partidipgiablic services by internet
and wireless technologies (Siau & Long, 2005). Eegopment aims to strengthen
the quality of the relationship between citizensl dousinessess, to develop by
provide better access, to provide quality servanes bring out better process and
systems (Lean et al., 2009).0Online services, chedaster, and in particular to
facilitate access to the more remote areas. Alpeeitents the occurrence of errors
originating from humans when there are accumulatidmline transactions in the
taxation process is fast, efficient, and is a servihat do it from anywhere
(Warkentin et al., 2002). A well-established e-goveent may also provide all the
information via the web to citizens all the infortioa they need like firms do on e-
commerce. Citizens have the opportunity to acoes®of the services via internet
for 24 hours like payment of taxes, to look for doents and usage of other
services and also they can ask questions and ecarswers.

The increase in the use of the Internet has browmidus opportunities for the
public sector as well as in other areas. Publiciadtnations that use digital access
systems offer hierarchical and non-linear, intévacand accessible services to
citizens. E-government offers opportunity to citigdo research and gather useful
information (Chang et al., 2005). Transactionaluratof e-government offer
equivalent benefits to citizens and bureaucrathid@ap, et al., 2010). Thus, e-
government in the economic approach, can defined aew market and a new
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government that distributes public services witbtrang interactive channel (EP,
2015).
Table 1: Summary of E-Government Portfolio

G2C G2B

Objective: To provide satisfactory service foObjective: To provide beter services to busingss,
N citizens in order to improve governmert-such as eliminating redundant collections of data
< | customer (citizen) relationship and reducing transaction costs
=2 | Activities: Activities:
¥ | -Information access, such as benefits, policlesProviding a single portal and integrated databgse
L loans and educational materials -Entering the e-market to gain cost-efficignt
; -Individual business, such as social servigebenefits
| grants/loans and taxes

G2E G2G

Objective: To improve internal efficiency anfl Objective To enhance cooperation afpd

effectiveness of government administration collaboration between governments of differgnt
_1| Activities: levels and various physical locations
<{ | -Reorganizing internal operational processeq tctivities:
Z | adopt the best commerecial practices -Sharing or integrating federal, stage & logal
% -Providing services to internal employees sycbovernment databases, as well as integrafing
—| as training, payroll, travel and reimbursement] separate systems
prd -Enhancing collaboration or cooperation such |as,
- grants, law enforcement, public safety and

emergency management
INDIVIDUAL ORGANIZATION

Source: Siau & Long (2005)

Importance, applications and strategic views ofoeegnments can be
summarized in three categories; (1) citizen-origéntestead of bureaucracy—
oriented, (2) result-oriented and (3) market oeen{Siau & Long, 2005). Strategic
views shows itself in four areas of e-governmemvises. These are; government
to customer (G2C), government to business (G2BYyeonent to government
(G2G) andgovernment to employers (G2E). E-governnisean integrated portal
that consist of in-house (internal) and externaktejmal) users. Scope of
government services is shown in Table 1.

Compared to the traditional understanding of pulsi@vice processes e-
government is characterized as a process thattef{¢) usage of more common
communication technology (2) the impersonal nanfr¢he online environment,
(3) information sharing that collected, processed @an be able to used by third
units (4) the technological structure for handlipgrtially accommodate the
uncertainty and (5) the new version of the commatino media (Warkentin et al.,
2002). Uncertainty in e-government services, rizksed by the use of internet and
perception of citizens as the monitoring of thewseglcauses temporary division
between government and citizens and reduce thefusgovernment services. On
the other hand, the online service displaced lgittomal services also leads to the
some risks. This risks arise as a result of twacgsees; (1) information is sent
electronically, and (2) the information is stordelcéronically. These situations may
lead to prevent, read and change informations iog thits (Horst et al., 2007).

World countries on the one hand try to take meastekating to privacy and
security vulnerability that revelas obstacle in tmecess of adaptation to e-
government services, on the other hand they atsoted to increase the scope and
number of users of e-government services. Economtsiligence Unit (EIU)
calculates an index for the world's countries asgBument E-Payment Adoption
Rating (GEAR). EIU, makes calculations for 16 inpat e-government services
in 7 categories with the help of 37 indicators.

According to report in 2007, Turkey was on the #igplace among 43
countries with a score of 61.6. According to teepart recently published; United
States (93.6), United Kingdom (91.6), Norway (91a@ the countries that have
the best e-government performance in the Worldkdytakes place twenty-fourth
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in 62 countries by removing the scores level 746five years (EIU, 2012).
Turkey's place in rankings on the basis of categorg level scores for each
category are given in Table 2.

Table 2: Turkish Government E-Payment Adoption Ratng

Category and I ndicators Rank | Score Category and I ndicators Rank | Score
CITIZEN TO GOVERNMENT INFRASTRUCTURE
(C2G)
Number of ATMs per 10,00(

Income tax payment people

Number of POS terminals p€
12 80.0 | 10,000 people

=

Social security contributions

Obtaining/paying for an ID card Diffusion of broadband
Automotive costs: tolls and fi neg Public-access terminals per capitg
- — 28 49.9

] . Mobile subscriptions per 100

Public transit payments
people
GOVERNMENT TO CITIZEN Rank | Score Level of development of stored
(G2C) value cards

Level of development of 3G anfd
other technologies
Level of development of

Income tax refunds

Social security benefi ts contactless and
14 87.5 | mobile payments
Unemployment, workers’ com SOCIAL AND ECONOMIC
and welfare benefi ts CONTEXT Rank | Score
Government health benefits Literacy level
BUSINESS TO ’
GOVERNMENT (B2G) Rank | Score | Educational level
Income tax payments Internet/technology savviness
Percentage of population using
VAT/sales tax payments banks/other
fi nancial institutions
14 93.8 i i
Social securty and  othar Eer(l:(er;tar?e of businesses using
contributions anksfother
fi nancial institutions 42 50.7

Company registration angd
payment of fees

GOVERNMENT TO
BUSINESS (G2B)

Provision of fi nancial education

Proportion of businesses placing
Rank | Score | orders

via the Internet

Proportion of consumer orders of
Income tax refunds goods

via the Internet

Percentage of population with
payment card(s)
Payments for goods and services POLICY CONTEXT Rank | Score
Government commitment to €
payment security

Government commitment to
integrating the

informal economy

Government commitment to the
Rank | Score | Financial Action Task Force

OVERALL SCORE (FATF)
24 | 748

VAT/sales tax refunds 6 93.8

Disbursement of loans

40 66.7

Economist Intelligence Unit (2012)

In this study it is focused on electronic tax papit®ystem. Fulfillment of tax
obligations with internet tax office system is sagportant. Because tax revenues
have the highest share of public revenues. Inte¢axedffice application in Turkey
(https://intvd.gib.gov.tr) started in 1999 and gt the first and one of the most
important step taken in the field of implementatmfne-government and services
and transparency in the public administration. Witis application it is aimed to
make the process much faster and more accuratetlo@enternet and as such
provide both taxpayers and tax office save time eagburces. Taxpayers can
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benefit from all services offered by internet tdfice by taking password and user
number from tax office they depend on.

2. Trust

Trust is a phenomenon shaped by human and sodaiores. Confidence,
abstract and complex concepts, are used in diffemeanings in each
discipline.Trust give opportunity to people to livelife where there are risks and
uncertainties (Deutsch, 1962; Mayers et al., 199B)st concept is related to risk
perception and acceptance: trust is used as opposte risk but also the trust
itself produces a risk (Colesca, 2008). Trust avbil confusion by reducing the
options to be considered in the complex life (LewisWeigert, 1985). Trust
provide work sharing and cooperation between petyleacting like a social
capital. Trust in business, is a key for succesgitbcess and long-term
relationships. Trust acts as a conrol mechanism@naslternative to authority and
cost. Also trust is important in economic relatiohecause it reduces the risk of
harm posed by the opportunistic strategic behd@olerra et al., 2003).

Table 3: Some Definitions of Trust
Trust is a view of human nature
Trust is to feed love and sympathy to others fomempeace and
Philosophy | cooperation
Trust is to accept that others unprotected
Trust is the social capital charges
Trust is a component of personal development, tinginal
collaboration and social life
Psychology | Trust is a view of personal characteristics, earkperience and
interpersonal relationships
Trust i,s result of written acceptance between fgeapd groups
Trust, is an indicator of corporate decision-makingcess
Trust is a control mechanism that allows employagsk more
Management | efficient and productive

Science Trust is a phenomenon that enhances the busindgssmance

Trust is an informal management structure thateiase the relations
in the market and management
Trust is a phenomenon that provide producers asiitalitors fulfill
their responsibilities and increase their potential
Trust ensures the safety of exchange of goods andcss between
supplier and customer

Marketing

There are basically two reasons for making a lotlifferent definitions of
trust. First, trust is abstract phenomenon andufeatly confused with other similar
concepts scuh as credibility, reliability and cdefice. It is because of that it is
difficult to define trust and describe the diffeces between concepts related to
trust. Second, trust is a multifaceted concept witignitive, emotional and
behavioral content. In general If other units agtafely as expected, it can be said
that people fulfill their social responsibilitieacado what must be done. Therefore,
trust is a phenomenon that reduces social compleit the oher hand It enhances
the interaction between people, reducing the nigkuncertainties.

3. E-Trust

E-trust (online trust) is defined as reliabiltyalectronic service marketers and
obey them in integrating with them. E-trust hasilsincharacteristics with offline
trust because trust is with the offline media. éthorisk, fear, complexity and cost
reduction changes are shared. In offline life traibws work sharing and
collaboration between people as a social capitails & also similar to the online
environment (Corritore et al., 2003). But onlinevieonment has some different
properties. These are (Wang & Emurian, 2005);
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* There are two parts as confident and trusted ih.l#uat parts are seperate in
oflline trust. In online trust confident is the gee user, trusted is web site
where the service is provided. Therefore, some aasitladmit the trusted
directly as technology (Corritore et al., 2003).

* Due to the high sensitivity in the online enviromygoeople are more difficult
to build trust. Because people think that aftemdextions they do their
information will collect, change and captured bhess. Threfore they afraid
to face with a number of casualities.

e  While trust provide to people to take more riskoifline environments, two
experiences revealed in the online environmentugl)g credit card and/or
indvidual informations in transactions (2) contirdl web interface. These
experiences strengthens the willingness of peaples¢ the e-services.

e Trust in online environments is affected by indidixal characteristics as well
as in offline environments. Effectiveness of thebaracteristics varies from
person to person. Because people are in differ@sitipns against the
machines and technology.

With the development of e-government dimensions tofst in the
government’s online services have increased. Tisusin important factor in e-
services. E-service customers are more dependetential risk and uncertainties
affect transaction processing behavior, inquiryndie and personal information
sharing. Privacy and contolling information are thest important dimensions to
command the trust (Fu et al., 2006). Also, perakivgefulness, perceived quality,
trust in government and internet, trust trends iaternet experience affect e-trust.
E-trust directly affect the citizens tend to usgogernment services (Parent et al.,
2005).

4. The Components of E-Trust and Research Hypothese

4.1. Privacy Concerns (PC)

In online environment individuals need to sharespeal informations to make
transactions. In this situation privacy is relatedretention, store and reuse of
informations by service providers. Privacy concésnrelated to the user of
websites are in confidence that they are proteitted threat and risk of e-service
processes (Belanger et al, 2002).For protectingapyi some assurance in e-
government services must be provided on the webBitese are; (1) not sharing
personal information with third parties, (2) subs® of warranty identity
protection, (3) blocking access to personal infdaiomeand (4) requesting informed
consent during process. According to the belighefcitizens, e-government in the
fulfillment of the public service e-government sig¢ghen the interaction process.
But citizens are concerned about the sharing afqmed information with the state
via internet and also they are afraid that thermfdion collected will be abused
and their privacy will be revealed. This concerrsaken e-trust.Bglanger et al,
2002; Pavlou, 2003; Carter & Belanger, 2005; Fal €2006

H.: Privacy concerns affect Trust in E-governmentatisgly

4.2. Perceived Risk (PR)

Perceived risk is an attitude towards outcomes alede by uncertainty.
Perceived risk is defined as a concern that citizemre faced with a loss if they
allow to act (Featherman & Pavlou, 2003). Perceiviel level is in inverse
relationship with the perceived benefit. The insean the perceived risk level
reduces the perceived usefulness of technologys lelieved that the risk is
reduced in the case where the trust is. Risk ismgoortant dimension of trust.
Person must take risk to commit an act. On therdthed risk is to control the
behavior situation includes (1) economic losses, (2) emargenf personal
information and (3) unfair inquiry. Risk is bothludes uncertainty and
vulnerability. Risk awareness of individuals affsttby many factors. These
factors are perceived risk level, potential benedflated to perceived importance
and sanctions. Commercial sense, the primarilyafgikocess is financial losses.

-14-



The Journal of International Scientific Researches, 2017, 2 (5) ][5 P4

Internet service is beyond the control of the comsu(Pavlou, 2003). Hence,
the perceived risk is depicted along with behavianal environmental uncertainty.
Behavioral uncertainty arises from the nature o thternet. Online service
providers may allow opportunistic behaviour suchopen to remote access and
can take away the user's benefit. Environmentalettainty raised by the
unpredictable nature of Internet-based technologigscording to researchs
perceived risk weaken e-trust, exchange of infoilona#ind transaction processing
trends (Pavlou, 2003; Fu et al., 2006; Schaupp,62@L0; Beldad et al., 2011).

H2: Perceived risk affect Trust in E-government nagdy.

4.3. Propensity to Trust (PT)

To be willing to trust or propensity to trust isparsonal trait. Different life
experiences, personal characteristics and cultalakes have effect on propensity
to trust (Mayer et al., 1995). According to the gsylogical approach propensity to
trust is a result of positive experince in earljidiood (Glanville & Paxton, 2007).
According to the organizational behaviorists in thienation process of propensity
to trust institutional factors play a decisive rolde two different approaches lead
to different conclusions. If propensity to trussisaped by personal factors in early
childhood, the trust would be restricted by intérae state creation However, if
propensity to trust is a phenomenon can be buét ¢time, trust can be created by
government or in the internet (Bannister & Connop11). According to some
research high propensity to trust weakens the peddevel of risk (Schaupp et
al., 2010). Citizens are aware for the risk of ctat@electronic transactions, but
they are still willing to use electronic servicdopensity to trust is the most
effective factor on this situation. (Carter & Bejgmn, 2005).

Hs: Propensity to trust affect Trust in E-governmpasitively.

4.4. Perceived Usefulness (PU)

When citizens think about their own experiencebehg a novelty, they tend
to be insensitive to the potential benefits of timsovation. One reason of this
trend is that the worst of the perceived usefulne@@zkan & Kanat, 2011).
Perceived usefulness is the judgement of citizetegad to obtain benefits after
using e-services (Davis, 1989). In general, potnisers are aware of the risk of
e-services. But perceived usefulness reduces eigteption by increasing the level
of trust (Chang vd 2005; Horst et al., 2007; Hunale 2013). If web services
provides users what they desire, it increasesetved bf trust (Colesca, 2008).

Ha4: Perceived usefulness affect Trust in E-governrpesittively.

4.5. Trust in Government (TTG)

Citizens must trust to government providing e-ss¥9i Acceptance is based
on the belief that they can use the e-service &ffdg. According to a definition,
trust in government refers to satisfaction levetitizens with the government. The
reflection of this satisfaction is that politiciaaad civil servants are perceived as
individuals doing correct, treating as needed atoh@ to public interest (Barness
& Gill, 2000). According to another definition tiig government is perceived as a
reliable unit that offers the service. (BelangerCarter, 2008). From a different
context, trust in government is the compliance eetwpreference of citizens and
perceived real function of government (BouckaeiN#@n de Walle, 2003). Trust to
government is affected by three factors; (1) charisics of individuals (social-
cultural history), (2) professional and ethicalnstards (institutional trust) and (3)
individual experiences (the process of trust). Adow to Warkentin et al. (2002)
trust in public agency offer e-services is relatedhe guarantees offered by the
third unit guarantor. Compared to other servicegahse this guarantees is higher
in e-government services, citizens e-trust is highee-government services. The
low trust of citizens leads to less trust in tramisss over the internet and this
exceptional situation may expose in tension aga@tstnology as well as the state.
Trust in government increases the e-trust in edgoment services (Parent et al.,
2005; Welch et al., 2005; Carter & Weerakkody, 200&kan & Kanat, 2011).
But, Goldfinch et al (2009) examining Australia aNdw Zealand in their study
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found that individuals that trust less to governtnprefer to use e-government
services more.
Hs: Trust in government affect Trust in E-governnpogitively

4.6. Service Quality (SQ)

Service quality is the subjective assessments efctnsistency between the
benefits of service quality users are expected bedefit from the services
(Parasuraman et al., 1991). Service quality in ipubkrvices is an important
dimension of compliance between citizens and govem. Users do not come
face to face with public agency in e-governmenvises. Service quality may
change attitude of citizens. High satisfaction-gogernment services affect e-tust
directly. Because service quality provides trustegovice users for both the site and
service (Gefen & Straub, 2004; Al-Dwairi & Kamal2009; Ghane et al., 2011;
Islam et al., 2012; Papadomichelaki & Mentzas 2012)

Hs: Service quality affect Trust in E-government pesly

4.7. Trust in Internet (T1) and Internet Experince (IE)

Trust to internet related to perception of envirembal risks posed by the
nature of the Internet. Trust reflection of thisseonmental factors are structural
assurance and situational normality that emergeithglthe process. Trust in order
to be at the desired level, there must be trusboth service provider and
technology. (Belanger et al, 2002). Past experierme so important in the
confidence building and the consolidation procdsasididuals control on the
results of internet experience and risk affect nmsception. The greater the
experience, accepting the risk of those levels mlseased. In this context, in the
process of usage of e-government services indiV/daaperiences of coping with
risk and benefit from internet must be increasddriig of personal information in
the Internet increases with the internet experigi@@®orge, 2002). It is believed
that there is a positive relationship between tigh Internet experience and risk
taking to make transactions on the internet (Waikegt al., 2002; Bannister &
Connolly, 2011). But relationship between interegberience and trust of internet
users is not fully clear. According to Yao et &@Z) users who have more internet
experience have less trust. According to Miyazakté&nandez (2001) individuals
who have high experience find more secure to t@nsa the internet. Because
user’'s information increases with the internet elgpee both studies found this
results.

Hz: Trust in internet affect Trust in E-governmensiigely
Hs: Internet experience affect Trust in E-governnpotitively

5. Methodology

5.1. Research Model

The research model developed in the context ofafsamption of the study
aimed to examine the factors that affect trust-goeernment services. For testing
these relationships analysis model was used asrshofigure 1. There are many
researches examine the effects of independentolesian the model on e-services
and e-commerce compliance. But in this study dimsed to explore the effects of
these variables, given dispersed in previous studien trust in online
environments. In this context, the application dontaas been an e-government
services.
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Figure 1: Research Model

5.2. Sample

Analysis at the individual level of the study wasreed out on the internet tax
office users. Main phases of the study are theageqs using internet tax office in
all regions of Turkey. To facilitate data collectica questionnaire has been
prepared and published on a website. Forms obtasedresult of data collection
has been evaluated and a total of 426 questiomné&ioen different regions of
Turkey were included in the sample.

5.3. Measuring

Data were collected by questionnaire method. Fosestions in the
questionnaire included trust in e-government anéstijons about the factors
affecting confidence. All questions were measurgdie-point Likert scale. For
instance, “1" expresssed as strongly disagree, édjressed as disagree, “3”,
expresssed as neutral, “4” expresssed as strogghe a‘s” expressseds strongly
agree. The second part of the questionnaire indldéenographic variables such as
age, education, occuptaion and internet experience.

5.4. Data Analysis Method

It has been proposed that for producing informasorntific qualifications,
interpreting analysis results and acceptance ectien of the hypothesis, first it
should be made reliability and validity. In thisntext, in the first phase of data
analysis process, reliability and validity analyodéghe scale were performed. To
test the reliability, Cronbach's alpha coefficiargts used. For the adoption of the
scale reliable, the calculated reliability coeffici must be over 0.70. The
exploratory factor analysis was conducted to testcbnstruct validity of the scale.
To test the research model Structural Equation Miadewas used. To assess
compliance between the models determined in SEMdaital various fit index are
used. Chi-square (x2) is the most common fit indexi it is expected to be
insignificant. Another criteria used when thististic is not insignificant is the
interpretation of the ratio obtained by diving t&gdee of freedom (df). This ratio is
expected to be below 3 in order to have good mgdetiness. Common alternative
fit index use to assess the data compliance ofiibeel are; Comperative Fit Index
(CFI), Tucker-Lewis Index (TLI), Normed Fit IndeNFI) ve Root Mean Squared
Error of Approximation (RMSEA). Data fit model taeB‘acceptible”, CFI, TLI,
NFI expected to be above ,90, RMSEA expected tdodlew ,08. To test H8
ANOVA was used and Tukey's test results and theifgignce level was taken
into consideration .
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6. Results
6.1. The Demographic Charasteristics of Respondents

Table 4: Demographic Profile of All Respondents

Variable Count Peg/c ent
(1]

Gender Male 219 51,4
Female 207 48,6

Elementary Education 65 15,3

High School 123 28,9

Education Vocational High School 113 26,5
Under Graduate 82 19,2

Graduate 43 10,1

Under 1500 TL 86 20,2

1501 — 3000 TL 148 34,7

Income 3001 — 4500 TL 99 23,2
Upper 4501 93 21,8

Under 17 32 7.5

18-28 111 26,1

Age 28-39 130 30,5
40-50 103 24,2

51 and Upper 50 11,7

Under 3 years 54 12,7

Internet 3-6 years 141 33,1
Experience 6-9 years 102 23,9
Upper 9 years 129 30,3

Puplic Employee 101 23,7

Employee 93 21,8

Self Employment 56 13,1

Occupation Retired 42 9,9
Housewife 22 5,2

Student 85 20,0

Others 27 6,3

Total 426 100

Table 4 shows the socio-demographic characteristicespondents for the
present study. The proportion between male and léeisaclose to 1. Most of
respondents are young and middle age (% 80.8). [ahge proportion of
respondents is from middle income (% 57.9) and é&mucation (70.7) Most of
them are working in public and private sector (%545In the terms of internet
experience level, on the half of respondents hawegoused the internet more than
six years.

6.2. Results of Validity and Explaratory Factor Andysis

Results of exploratory factor analysis that usetest the construct validity of
the scale of the research and reliability analgses shown in table 4. “Varimax
orthogonal rotation” that is the most common ratatimethod and allowing easier
interpretation of factors was used in explorat@aygtér analysis. When examined
items, it is seen that the structure of these fadiave a certain consistency.

Table 5: Results of the Validity and Reliability Aralysis

Std. i Composite
ltem Loading 5352 VEE* Relia?bilty
PC1 915
. PC2 871
P”"acyp%oncems PC3 843 3.766 75.322 917
(PC) PC4 872
PC5 836
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PR1 ,903

PR2 ,850

Perceived Risk PR3 ,890
(PR) PR4 871 4.508 75.13 .936

PR5 ,805

PR6 ,878

PT1 ,958

Propensity to Trust PT2 ,924
(PT) PT3 925 3.510 87.757 .953

PT4 ,940

. PU1 873

Perceived PU2 846
Usefulness ’ 2.994 74.859 .887

(PU) PU3 ,807

PU4 931

Trust in TG1 939
Government TG2 932 3.396 84.9 939

(TG) TG3 ,916

TG4 ,899

SQ1 ,848

Service Quality SQ2 ,853
(SQ) S03 832 3.005 75.129 .888

SQ4 ,931

Trust in Internet TiL 881
(T) TI2 ,857 2.234 74.450 .826

TI3 ,850

TEG1 ,853

Trust in TEG2 ,919
E-Government TEG3 ,863 3.158 78.951 -901

TEG4 ,918

*VEE: Variance Extracted Explained

6.3. Results of Structural Equation Modelling and Hypothesis Tests

Research model was tested by Structiural Equatiaddifing (Table 5).
Model gives trust dimensions that affect trust-igosernment services. According
to fit index values, it can be said that compliabeéveen model and data is very
strong. &%/df =1,987;CFI=,961;TLI =,956;NFI=,926;RMSEA=,048).

Table 6: Model Fit Summary for the Proposed ReseattModel

Fit Index Recomended Model
x?/df <3.0 1.987
NFI >0.9 92.6
RFI >0.9 91.6
IFI >0.9 96.2
TLI >0.9 95.6
CFI >0.9 96.1
RMSEA <0.8 0.48

Trust in e-government services is affected neghtibg privacy concernspe
-,158; P<,01) and perceived risiB=( -,082; P<,05); affected positively by
propensity to trustpE,079; P<,05), perceived usefulnefs,(98; P<,01), trust in
government {=,109; P<,05), service qualit$%£,142; P<,05) and trust in internet
(B=,207; P<,05). So, all hypotheses are supported.

Table 7: Coefficients of the Variables for the Propsed Model
Hypothesized

Path Direction peta SE p-Value Supported
H1 PC TEG - -.158 .046 .000* Yes
H2 PR TEG - -.082 .033 .012* Yes
H3 PT TEG + .079 .033 .016* Yes
H4 PU TEG + .198 .046 .000* Yes
H5 TG TEG + .109 .033 .001** Yes
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H6 | SQ TEG + 142 .039 .001** Yes
H7 | TI TEG + 207 .046 012+ Yes
*p<.01,*p<.05

6.4. Results of ANOVA

In table 8, it is seen whether respondents’ levetrast in e-government
services change by internet experience. Thereignffisant differences between
groups (p < .05). According to Tukey test resuttsre is no differences between
those that have internet experience between 6-& ged above 9 year only.
According to ANOVA resultsH8 was supportedSo, it can be say that when
internet experience increase, also level of trust-gjovernment services increases.

Table 8: The Differences Between Groups Accordingdtinternet Experience

. p- Mean

Variable Groups N X SD F value | Difference*
Under 3 years (1) 54 2,5741 .902

Internet 3-6years (2)) 141 | 3,3475 .925 1-2,1-3

Experience 6-9 years (3)] 102 | 4,0098 .938| 47.604| .0000| 1-4,2-3
Upper 9 years (4) 129 4,1938 976 2-4
Total | 426 | 3,6643 1.085
Conclusion

E-trust in the use of e-government services is mportant component.
Citizens want to share their personal informationai secure environment and
complete their transaction to feel more comfortaBlablic administrations may
increase compliance to e-government services g rihie trust level and allows
the realization of services in online environmehtigher compliance to e-
government services provides important advantagesditizens and government.

This study explores the factors that affect e-gowemt services. In this
context, many research hypotheses has been desietmubtested. According to
analysis results, trust in intern@t(207; P<,05)s the most effective factor on trust
in e-government services. Perceived usefuln@gsd 98; P<,01)privacy concerns
(B=-,158; P<,01), service qualitp%£,142; P<,05pand trust in governmenp£,109;
P<,05), are the other strong effective factors aline trust. Propensity to trust
(B=,079; P<,05)and perceived risi3€ -,082; P<,05) are factors that have a little
effect on trust in e-government services.

Citizens have doupt whether internet is reliableeylare not feeling confident
when trading via internet. Due to the uncertaitureaand risks of internet, they
are uncomfortable about their personal informatioresy be get by third patties.
Persuading citizens about internet is reliable gmsonal informations are
protected contribute significantly to usage levied-@overnment services. Not only
reliability is important for citizens, but also diyais important. On the other hand,
reliability of the authorities that provide onliservices also positively affects the
perception of trust.

According to the results, there is a perception tifwere is no risk to transact in
internet tax office. Users of internet tax officeny about the use of informations
demanded from them. In fact, even if perceiveld akinternet tax office users
affect trust in e-government services, this effisctveak. According to general
belief in turkey, mutual trust between individualsd institutions are very weak
Therefore, the level of propensity to trust of Tighkpublic is very low. The most
interesting result is that even if this factor affeonline trust, this effect is very
weak. It can be say that this is due to the diffeeebetween real life and nature of
virtual environments.

Turkish citizen’s trust to internet is so weak. &sglly, they are worry about
virtual fraud, to get personal informations by thiparties, suffer economic and
legal losses. Internet tax office does not demasrdgmal informations that could
damage them if it gets by others. But, becausditorard is used for tax payment
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in internet tax office, they may be right aboutvpdy concerns. Therefore, it the
security infrastructure of the credit card operadighould be ensured and citizens
need to be convinced. Also, provision of servisash as increasing trust level,
keeping powerfull communication with users, makifgedback, providing
payment alternatives and financial incentives bdlbeneficial.
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