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Abstract:
This study aims to design a model for enhancing the acceptance level of electronic
services. The research philosophy is interpretive, and a mixed-method approach
(qualitative and quantitative) was applied. The research is practical in purpose and
exploratory in nature and method. The qualitative phase's statistical population
comprised experts in executive and academic sectors related to electronic
government, with a sample of 17 participants selected through purposive (snowball)
sampling. The quantitative phase's statistical population included active employees
in the information technology departments of executive agencies as electronic
service providers, along with citizens of Zahedan as service recipients; the sample
was selected using stratified sampling. The research strategy involved thematic
analysis in the qualitative phase and fuzzy DEMATEL in the quantitative phase.
Data collection tools included library studies, semi-structured interviews, and
questionnaires, analyzed using SPSS and NVivol2 software. The content analysis
results identified factors affecting the acceptance of electronic services in four
categories, 16 dimensions, 33 components, and 146 indicators. The findings also
indicated that causal enablers of acceptance level had the highest row and column
differentiation values in the fuzzy total relations matrix (R-C), highlighting their
impact, whereas consequences had the lowest values, indicating their higher level
of dependency.
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