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Abstract

This study examines the association between e-governance service quality and
perceived business ease among small and medium-sized enterprises (SMEs) in
Kathmandu, Nepal. Using a sequential explanatory mixed-methods design, the
study first analysed survey data from 350 SME owners and managers and then
conducted 30 semi-structured interviews to explain the quantitative findings.
The quantitative results showed that system quality, information quality,
administrative support quality and trust in digital government services were all
positively associated with perceived business ease. Administrative support quality
showed the strongest standardised association, suggesting that SMEs evaluate
e-governance not only through platform access but also through the availability
of procedural guidance, problem resolution and confirmation support. The
qualitative findings reinforced this interpretation by showing that online services
reduced routine burden but often remained incomplete when information was
unclear, support was weak or digital records required manual verification. The
study extends e-governance service-quality research by showing that SMEs assess
digital government services through procedural completion rather than access
alone. The study concludes that SME-facing e-governance should be assessed
through a procedural completion logic rather than an access logic.
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Introduction

Digital government services are increasingly promoted as a way to simplify
administrative interaction between governments and businesses. For small and
medium-sized enterprises (SMEs), government-to-business e-governance can
support routine procedures such as business registration, tax filing, license renewal,
document submission, compliance reporting and access to official information (Das
& Das, 2022; Scutella et al., 2024). These services are expected to reduce paperwork,
repeated office visits, procedural delays and uncertainty, particularly for firms with
limited administrative resources (Martins & Veiga, 2022). For business users,
however, the value of e-governance depends not only on whether a service is
available online, but also on whether the digital procedure can be completed without
repeated clarification, manual verification or offline follow-up.

Online availability, therefore, does not automatically make business procedures
easier. SMEs may still face unreliable platforms, unclear procedural information,
weak administrative support, limited agency response and uncertainty about
whether online submissions are officially accepted (Aljukhadar et al., 2022; Pham
et al.,, 2023). As a result, they may continue to depend on physical visits,
intermediaries or informal follow-up even when digital services are available
(Scutella et al., 2024). This study conceptualises this problem as a shift from
access logic to a procedural completion logic: SME-facing e-governance becomes
meaningful when online interaction helps firms complete administrative
requirements with less uncertainty, fewer delays and reduced dependence on
offline confirmation.

This issue is relevant in emerging economies, where digital public services are
expanding but institutional capacity, user readiness and service reliability remain
uneven (Pham et al., 2023). Nepal provides a useful setting for examining this
issue because national digital transformation initiatives have expanded the policy
emphasis on digitally mediated public services, while local-level e-governance
studies in Kathmandu District still report implementation constraints related to
responsiveness, coordination, administrative capacity and technical resources
(Bahadur Giri etal., 2025; Ministry of Communication and Information Technology,
2019). In Kathmandu, SMEs frequently interact with public agencies for
registration, taxation, licensing, renewal, documentation and compliance-related
procedures. Many of these interactions increasingly include online or digitally
mediated components, yet formal completion may still require procedural
clarification, document verification, agency confirmation or follow-up through
non-digital channels. Kathmandu, therefore, offers a practical setting for examining
whether SME-facing e-governance is perceived to reduce administrative burden.

Existing e-governance research has largely examined citizen adoption, user
satisfaction, public service delivery or general technology acceptance (Pham et al.,



Pudasaini and Bhandari 3

2023). Less attention has been paid to the government-to-business experience of
SMEs, especially in emerging-economy contexts (Scutella et al., 2024). This gap
matters because SMEs interact with government as regulated business actors, not
only as general service users. Unlike citizens using public services for occasional
needs, SMEs often engage with government under compliance pressure, where
incomplete information, unresolved system problems or uncertainty about official
acceptance can delay business activity and increase administrative effort.

This study examines the association between e-governance service quality and
perceived business ease among SMEs in Kathmandu, focusing on system quality,
information quality, administrative support quality and trust in digital government
services (Aljukhadar et al., 2022; Pham et al., 2023). Perceived business ease
refers to the extent to which SMEs perceive e-governance as reducing paperwork,
delays, physical visits, procedural confusion and administrative burden.

Using a sequential explanatory mixed-methods design, survey data from 350
SME owners and managers were first analysed, followed by 30 semi-structured
interviews to explain why e-governance was experienced as helpful, limited or
uneven across SMEs (Haynes-Brown, 2023). The study contributes by showing
that SME-facing e-governance should be evaluated not only by platform
availability or user adoption, but by whether digital services support procedural
completion.

Literature Review, Conceptual Framework and
Hypotheses Development

Business-facing E-governance and Small and Medium-sized
Enterprises

E-governance refers to the use of digital platforms by public institutions to provide
information, services and administrative procedures to users (Aljukhadar et al.,
2022; Pham et al., 2023). For businesses, e-governance is especially relevant in
government-to-business interactions, including business registration, tax filing,
license renewal, document submission, compliance reporting and access to
official information (Das & Das, 2022; Martins & Veiga, 2022; Scutella et al.,
2024). These services are important for SMEs because routine interaction with
government agencies can consume time, increase uncertainty and create
administrative pressure (Madsen et al., 2022; Martins & Veiga, 2022; Moynihan
etal., 2015). Unlike citizen-facing e-governance, business-facing e-governance is
tied to compliance obligations, documentation requirements and the need to
complete formal procedures correctly.

For SMEs, digital government services are useful only when they make business
procedures easier in practice. The existence of an online portal does not automatically
reduce administrative difficulty (Madsen et al., 2022; Martins & Veiga, 2022). If the
platform is unreliable, information is unclear, support is weak or users are uncertain
about the official validity of online procedures, SMEs may continue to depend on
physical visits, intermediaries or informal follow-up (Aljukhadar et al., 2022; Pham
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et al.,, 2023; Scutella et al., 2024). Therefore, this study focuses on perceived
business ease, defined as the extent to which SMEs perceive that e-governance
reduces paperwork, delays, physical visits, procedural confusion and administrative
burden (Madsen et al., 2022; Martins & Veiga, 2022; Moynihan et al., 2015). In this
study, perceived business ease refers to the reduction of these administrative burdens
when digital services help SMEs complete procedures with less uncertainty and
reduced reliance on offline processes.

E-governance Service Quality

This study adopts an e-governance service quality perspective. Prior studies
suggest that digital public services should be evaluated not only by availability,
but also by the quality of the service experience (Aljukhadar et al., 2022;
Papadomichelaki & Mentzas, 2012; Pham et al., 2023). For SME-facing
e-governance, four dimensions are especially relevant: system quality, information
quality, administrative support quality and trust in digital government services
(Aljukhadar et al., 2022; DeLone & McLean, 2003; Papadomichelaki & Mentzas,
2012; Pham et al., 2023). These dimensions are relevant because digital access
alone does not ensure procedural completion.

System quality refers to whether the digital platform is accessible, reliable,
fast, stable and easy to navigate (Aljukhadar et al., 2022; DeLone & McLean,
2003). Information quality refers to whether the information provided through the
platform is clear, complete, accurate, up to date and useful for completing
procedures (DeLone & McLean, 2003; Pham et al., 2023). Administrative support
quality refers to whether users receive timely guidance, clarification and problem
resolution when they face difficulties (Aljukhadar et al., 2022; Papadomichelaki
& Mentzas, 2012; Pham et al., 2023). Trust refers to users’ confidence that online
submissions, records, payments and approvals are secure, reliable and formally
accepted by public agencies (Alkraiji & Ameen, 2022; Li & Shang, 2023;
Papadomichelaki & Mentzas, 2012).

These dimensions are suitable for this study because SMEs evaluate
e-governance through practical experience. A digital service is unlikely to improve
business ease if the system does not work, the information is confusing, support is
unavailable or users do not trust the official validity of online procedures (Alsarraf
etal.,2023; Madsen et al., 2022; Scutella et al., 2024). Together, these dimensions
capture whether SMEs experience e-governance as a complete administrative
process rather than only as an online access point.

Conceptual Framework

The conceptual framework posits that four dimensions of e-governance service
quality are associated with perceived business ease among SMEs.

The framework is intentionally simple. It does not test mediation, moderation
or causal pathways. Instead, it examines whether key dimensions of e-governance
service quality are associated with SMEs’ perception that business-related
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System Quality

Information Quality

Perceived Business Ease

Administrative Support Quality

Trust in Digital
Government Services

Figure |. Conceptual Framework.

administrative procedures have become easier. Arrows in the framework indicate
hypothesised associations, not causal effects. Figure 1 presents the conceptual
framework linking four dimensions of e-governance service quality with perceived
business ease among SMEs.

Hypotheses Development

System quality is expected to be associated with perceived business ease because
SMEs need digital government platforms that are accessible, stable and easy to
use. When platforms are slow, unavailable or difficult to navigate, users may
spend additional time completing procedures or may return to offline channels. In
contrast, reliable and user-friendly platforms can reduce repeated office visits and
make administrative procedures more manageable (Aljukhadar et al., 2022;
DeLone & McLean, 2003; Martins & Veiga, 2022). Therefore:

H,: System quality of e-governance services is positively associated with
perceived business ease among SMEs.

Information quality is also important because SMEs need clear guidance on
procedures, required documents, fees, deadlines and application status. If
information is incomplete or difficult to understand, online access may not reduce
confusion. SMEs may still need to contact officials, visit offices or rely on
intermediaries. Clear and updated information can reduce uncertainty and help
SMEs complete procedures with fewer errors (Aljukhadar et al., 2022; DeLone &
McLean, 2003; Pham et al., 2023). Therefore:

H,: Information quality of e-governance services is positively associated with
perceived business ease among SMEs.
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Administrative support quality matters because government business
procedures often involve formal requirements and potential consequences for
non-compliance. Even when online systems are available, SMEs may need
assistance to correct mistakes, clarify requirements, confirm submissions or
resolve system-related problems. Responsive support can therefore determine
whether online access becomes procedural completion rather than another source
of delay (Aljukhadar et al., 2022; Papadomichelaki & Mentzas, 2012; Pham et al.,
2023). Therefore:

H;: Administrative support quality of e-governance services is positively
associated with perceived business ease among SMEs.

Trust in digital government services is important because SMEs need confidence
that online procedures are secure, valid and officially recognised. If users doubt
whether online submissions or records will be accepted by public agencies, they
may continue to seek manual confirmation or physical verification. Higher trust
can reduce uncertainty and increase confidence in completing procedures digitally
(Alkraiji & Ameen, 2022; Alsarraf et al., 2023; Li & Shang, 2023). Therefore:

H,: Trust in digital government services is positively associated with perceived
business ease among SMEs.

Summary

This study argues that e-governance can support SMEs only when digital
government services reduce practical administrative difficulty. The proposed
framework links system quality, information quality, administrative support
quality and trust with perceived business ease. These hypotheses guide the
quantitative phase of the study, while the qualitative phase explains why these
relationships appear strong, weak or uneven in the everyday experience of SMEs
in Kathmandu. Together, the framework positions service quality as a condition
for procedural completion, not merely digital access.

Methodology

Research Design

This study used a sequential explanatory mixed-methods design to examine the
association between e-governance service quality and perceived business ecase
among SMEs in Kathmandu, Nepal. Quantitative data were collected and analysed
first, followed by qualitative interviews to explain and contextualise the survey
findings (Creswell & Plano Clark, 2018; Ivankova et al., 2006). The study followed
a QUAN — qual structure. The quantitative phase was dominant and consisted of a
structured survey of 350 SME owners and managers. The qualitative phase followed
the survey and consisted of 30 semi-structured interviews with selected respondents.
The qualitative phase was used to explain why e-governance was experienced as
helpful, limited or uneven, rather than as a separate, standalone study (Creswell &
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Plano Clark, 2018; Ivankova et al., 2006). This design was appropriate because
survey analysis identified service-quality associations, while interviews explained
why digital access did not always translate into procedural completion.

Study Context

Kathmandu was selected because it is Nepal’s main administrative and commercial
centre, where SMEs frequently interact with public agencies for registration,
taxation, licensing, renewal, documentation and compliance-related procedures.
SMEs in Kathmandu are also more likely to encounter both conventional
administrative processes and emerging digital government services. This made
the city a relevant setting for examining whether government-to-business
e-governance services are perceived to reduce administrative burden in everyday
business operations.

Quantitative Phase: Survey Design and Respondents

The quantitative phase involved a structured questionnaire survey of 350 SME
owners and managers in Kathmandu. Data were collected during February—March
2026. Eligible respondents included owners, managing partners, managers,
administrative officers and other personnel responsible for business-related
government procedures. One respondent was included from each enterprise.
Respondents were included only if their enterprise had used, attempted to use or
directly dealt with at least one business-related government service, such as
business registration, tax filing, license renewal, document submission,
compliance reporting or access to official business information. Respondents
reporting ‘no prior e-governance use’ were retained only if they had attempted to
access, relied on staff or intermediaries for or directly dealt with business-related
government procedures involving digital or hybrid service channels.

A purposive sampling approach was used because a complete and updated
sampling frame of SMEs with comparable e-governance exposure was not readily
available. Respondents were approached through local business clusters, SME
networks, professional contacts, business associations and direct field visits. The
sample included SMEs from service, retail, trading, tourism-related, consultancy,
IT-enabled and small manufacturing sectors to capture variation in e-governance
exposure and administrative experience.

Instrument Development and Measurement

The survey instrument was developed by adapting established measurement
dimensions from e-government service quality, e-government systems success,
trust in digital government and administrative burden research (DeLone &
McLean, 2003; Moynihan et al., 2015; Papadomichelaki & Mentzas, 2012; Wang
& Liao, 2008). The study did not create entirely new constructs; rather, it
contextualised validated measurement logic for government-to-business
e-governance services used by SMEs in Kathmandu.
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The questionnaire had two sections. The first section collected respondent and
enterprise information, including respondent role, business sector, years of
operation, number of employees, prior use of e-governance services and frequency
of interaction with digital government services. The second section measured five
constructs using 21 five-point Likert-scale items ranging from 1 = strongly
disagree to 5 = strongly agree.

System quality and information quality were adapted from the e-government
systems success literature, particularly the application of the DeLone and McLean
Information Systems Success Model in e-government settings (DeLone & McLean,
2003; Wang & Liao, 2008). System quality captured platform accessibility,
reliability, speed, stability and ease of navigation. Information quality captured
whether information provided through digital government services was clear,
complete, up to date, accurate and useful for completing business procedures.

Administrative support quality was adapted from the citizen support dimension
of the E-GovQual scale (Papadomichelaki & Mentzas, 2012). In this study, the
construct was modified for the SME-facing context and referred to procedural
guidance, query response, problem resolution and confirmation support when
SMEs faced difficulties using e-governance services. Trust in digital government
services was adapted from the trust dimension of E-GovQual and related
e-government trust research (Papadomichelaki & Mentzas, 2012). It referred to
SME confidence in the security, reliability, accuracy and official acceptance of
online submissions, records, payments and approvals.

Perceived business ease was adapted from administrative burden research,
which explains burden through learning, compliance and psychological costs in
interactions with the state (Moynihan et al., 2015). Because this study examined
whether e-governance reduced rather than created burden, the items were worded
positively to capture perceived reductions in paperwork, office visits, procedural
delay, confusion and administrative effort.

The draft instrument was reviewed by five academic and practitioner experts
to assess content validity, wording clarity and contextual relevance. A pilot test
was then conducted with 30 SME respondents to identify unclear wording,
repetitive items, response difficulty and approximate completion time (Boateng
et al., 2018). Minor revisions were made before full data collection.

Quantitative Data Analysis

Quantitative data were screened for incomplete responses, missing values,
straight-lining, coding errors and inconsistent response patterns. Descriptive
statistics summarised respondent profiles, SME characteristics, e-governance use
and construct-level responses. Reliability was assessed using Cronbach’s alpha
and corrected item-total correlations. Exploratory factor analysis was first used to
examine whether the adapted items loaded meaningfully on their intended
constructs in the Nepalese SME context. Confirmatory factor analysis was then
conducted using the WLSMV estimator, which was appropriate because the
measurement items used five-point Likert response scales. Model fit was assessed
using y?, CFI, TLI, RMSEA and SRMR, while composite reliability and average
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variance extracted were used to assess construct reliability and convergent
validity.

Correlation analysis examined the relationships among system quality,
information quality, administrative support quality, trust and perceived business
ease. Multiple regression analysis was then used to test whether the four e-governance
service-quality dimensions were associated with perceived business ease after
controlling for firm size, firm age, sector, respondent role and prior e-governance
use frequency. Variance inflation factor values were checked to assess
multicollinearity. Because the data were cross-sectional and perception-based, the
results were interpreted as associations rather than causal effects. Quantitative
analyses were conducted in R, using lavaan for confirmatory factor analysis.

Qualitative Phase and Analysis

After the preliminary quantitative analysis, 30 SME owners and managers were
selected for semi-structured interviews. Selection followed a purposive logic to
capture variation in survey responses, including high and low perceived business
ease, frequent and infrequent e-governance use, high and low trust and continued
reliance on offline procedures (Creswell & Plano Clark, 2018; Ivankova et al.,
20006). This selection strategy supported the explanatory purpose of the qualitative
phase. Interviews lasted approximately 45 min.

The interviews explored how SMEs experienced e-governance services, which
services they used, what benefits they perceived, what barriers remained and why
digital services did or did not reduce administrative burden. Questions focused on
system reliability, information clarity, administrative support, trust in online
submissions, official acceptance, digital skills and dependence on intermediaries
or physical follow-up.

Interview data were analysed using thematic analysis (Braun & Clarke, 2006,
2023). Coding combined deductive and inductive logic. Deductive codes followed
the quantitative constructs: system quality, information quality, administrative
support quality, trust and perceived business ease. Inductive codes captured issues
emerging from participants’ accounts, such as system downtime, unclear
instructions, repeated document submission, lack of response, fear of mistakes
and reliance on intermediaries.

Integration and Ethical Considerations

Integration occurred after both phases were completed. A joint display connected
major quantitative results with qualitative themes and illustrative quotations
(Fetters et al., 2013; Guetterman et al., 2015). This integration allowed the study
to explain not only which e-governance dimensions mattered, but also why they
mattered in SME practice (Creswell & Plano Clark, 2018; Fetters et al., 2013).

All participants were informed about the purpose of the study, the voluntary
nature of participation, confidentiality and their right to withdraw. Survey and
interview data were used only for academic purposes. Interview participants were
assigned codes, and no names, business identities or sensitive operational details
were reported.
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Results

Data Screening and Sample Profile

The quantitative data set included 350 SME respondents. Initial screening showed
no duplicate SME IDs, no missing responses across the 21 Likert-scale items and
no out-of-range values. The recalculated construct matched the existing mean
variables exactly, and no straight-lining cases were detected. Therefore, all 350
responses were retained for analysis.

The sample covered SMEs from different sectors, firm sizes and e-governance use
profiles. Retail/wholesale firms represented the largest group (27.1%), followed by
services (23.1%) and tourism/hospitality (16.6%). Most firms were small enterprises
(58.3%), while micro and medium-sized enterprises accounted for 25.1% and 16.6%,
respectively. Most respondents had prior experience with e-governance services
(72.6%), although frequency of use varied across the sample. Respondents reporting
no prior e-governance use or ‘never’ use frequency were retained because they had
still dealt with business-related government procedures through attempted access,
staff support, intermediaries or hybrid offline—digital channels.

Official information access was the most frequently used online government
service (55.1%), followed by tax filing (40.9%), document submission (35.4%),
business registration (35.1%), license renewal (28.0%) and compliance reporting
(25.1%). Table 1 presents the sample profile and respondents’ exposure to

Table I. Sample Profile and E-governance Exposure.

Profile Category Frequency Per Cent
Sector Retail/wholesale 95 27.1
Services 8l 23.1
Tourism/hospitality 58 16.6
Small manufacturing 34 9.7
Education/consultancy 29 83
IT/digital services 28 8.0
Agrollocal products 25 7.1
Firm size Micro 88 25.1
Small 204 58.3
Medium 58 16.6
Prior e-governance No 96 274
use
Yes 254 72.6
Use frequency Never 49 14.0
Rarely 79 22,6
Occasionally 78 22.3
Often 94 26.9

Very often 50 14.3
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Figure 2. Online Government Services Used by Small and Medium-sized Enterprises.

e-governance services. These patterns are summarised visually in Figure 2, while
detailed service-use frequencies are provided in Appendix Table Al.

Descriptive Statistics and Measurement Reliability

Table 2 presents construct-level descriptive statistics and reliability results.
Perceived business ease had the highest mean score (M = 3.53, SD = 0.638),
followed by system quality (M =3.38, SD =0.676), information quality (M =3.34,
SD = 0.637), trust in digital government services (M = 3.08, SD = 0.672) and
administrative support quality (M =2.94, SD = 0.756). The relatively lower mean
for administrative support quality suggests that support-related aspects of
e-governance were evaluated less favourably than system access or information
availability.

All constructs demonstrated acceptable or good internal consistency.
Cronbach’s alpha values ranged from .756 to .826. Corrected item-total
correlations were above .30 for all items, and no item deletion was justified.
Therefore, all 21 items were retained. Item-level descriptive statistics and
reliability diagnostics are reported in Appendix Table A2. Exploratory factor
analysis results are reported in Appendix Table A3, while confirmatory
measurement results are reported in Appendix Table A4.

Factor Structure

The measurement structure was assessed using exploratory and confirmatory factor
analysis. The data were suitable for factor analysis, with KMO = 0.825 and Bartlett’s
test significant, y*(210) = 2,265, p < .001. Exploratory factor analysis supported a
five-factor solution consistent with the study’s constructs; primary loadings ranged
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Table 2. Construct Descriptives and Reliability.

Cron-

bach’s Interpreta-
Construct Items Mean SD Min  Max Alpha tion
System quality 4 338 0676 1.75 500 803 Good
Information quality 4 334 0637 1.75 500 .756 Acceptable
Administrative support 4 294 0756 1.00 475 801 Good
quality
Trust in digital 4 308 0672 125 5.00 .769 Acceptable

government services
Perceived business ease 5 353 0638 140 500 .826 Good

from 0.596 to 0.774, no problematic cross-loadings were observed and the solution
explained 48.6% of cumulative variance. The EFA loadings are reported in Appendix
Table A3, and the parallel analysis output is reported in Appendix Figure Al.
Confirmatory factor analysis using WLSMV also showed very good model fit,
x*(179) = 155.14, p = 901, CFI = 1.000, TLI = 1.009, RMSEA = 0.000, 90% CI
[0.000, 0.011] and SRMR = 0.036. Standardised CFA loadings ranged from 0.657
to 0.808, composite reliability ranged from 0.800 to 0.863 and AVE ranged from
0.501 to 0.576. Detailed CFA results are reported in Appendix Table A4.

Correlation Analysis

Table 3 reports the correlation matrix. All four e-governance service-quality
dimensions were positively and significantly associated with perceived business
ease. Administrative support quality showed the strongest bivariate association
with perceived business ease (r = .327, p < .001), followed by system quality
(r=.275, p <.001), trust in digital government services (r = .266, p < .001) and
information quality (»=.204, p <.001). Correlations among the predictor variables
were low, suggesting that the four dimensions captured related but distinct aspects
of e-governance service quality.

Regression Results

Multiple regression analysis was conducted to test the four hypotheses. Perceived
business ease was entered as the dependent variable. System quality, information
quality, administrative support quality and trust in digital government services
were entered as the main predictors. The model controlled for years of operation,
firm size, sector, respondent role and e-governance use frequency. Robust standard
errors were used.

The full model was statistically significant and explained 24.3% of the variance
in perceived business ease (R? = 0.243; adjusted R* = 0.202). The predictors-only
model explained 23.0% of the variance, whereas the controls-only model explained
1.5%. This indicates that perceived business ease was more strongly associated
with e-governance service-quality dimensions than with firm profile characteristics.
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Table 3. Correlation Matrix with Cronbach’s Alpha on the Diagonal.

Construct | 2 3 4 5
|. System quality o =0.803
2. Information quality 0.087 a=0.756
3.Administrative 0.118* 0.117% o =0.80I
support quality
4.Trust in digital 0.126* 0.110% 0.041 a=0.769

government services

5. Perceived business 0.275%%k 0.204%% 0327+  0.266%* ¢ =0.826
ease

Note: *p < .05; *p < .0l; *¥*p < .001.

Table 4. Regression Results and Hypothesis Testing.

Robust
Hypothesis Predictor B SE p t p Decision
H, System quality 0200 0.048 0.212 4.16 <.00l Supported
H, Information 0.138 0.047 0.137 293 .0036 Supported
quality
H, Administrative ~ 0.230  0.042  0.272 542 <.001 Supported
support quality
H, Trust in digital 0.209 0.052 0220 4.02 <.00l Supported
government
services

All four hypotheses were supported. System quality was positively associated
with perceived business ease (B = 0.200, robust SE =0.048, f=0.212, p <.001),
supporting H,. Information quality was also positively associated with perceived
business ease (B =0.138, robust SE =0.047, f=0.137, p =.0036), supporting H,.
Administrative support quality showed the strongest standardised association
(B=0.230, robust SE =0.042, #=0.272, p <.001), supporting H,. Trust in digital
government services was positively associated with perceived business ease
(B =0.209, robust SE =0.052, = 0.220, p <.001), supporting H,.

Table 4 presents the regression results and hypothesis-testing outcomes. The
full regression model, including control variables, is reported in Appendix Table
AS. Multicollinearity diagnostics indicated no serious concern, with adjusted
GVIF values close to 1 across predictors and controls. Residual and influence
diagnostics also did not indicate problematic cases. These checks are reported in
Appendix Table AS and Appendix Figure A2a—2c.

Common Method and Robustness Checks

Additional checks were conducted because the survey relied on self-reported
perceptual measures. Harman’s single-factor test showed that the first unrotated
factor explained 18% of the total variance, below the 50% threshold. A
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full-collinearity VIF check produced a maximum VIF of 1.272, suggesting no
strong indication of full-collinearity bias. Robustness models were then estimated
by adding service-exposure controls, including service-use count and prior
e-governance use. The signs and significance of all four main predictors remained
stable across these alternative specifications. Detailed common method and
robustness results are reported in Appendix Table A6. Because the survey relied on
self-reported perceptual data, common-method variance cannot be fully ruled out.

Quadlitative Findings

The qualitative phase included 30 SME owners and managers selected from the
survey respondents. All 30 interview cases matched the quantitative data set,
confirming consistency between the two phases. The interview sample included
variation across sectors, firm sizes, e-governance use frequency, perceived benefits
and trust profiles. Case validation details are reported in Appendix Table A7.

Four themes emerged from the interviews: e-governance reduces routine
burden but remains incomplete; online availability does not eliminate
administrative burden; digital use coexists with manual verification; and trust
depends on official acceptance of digital records.

Initial codes provided further detail. Administrative support gap and
information clarity were each identified in 22 interviews. Reduced office visits,
time saving and traceable records each appeared in 17 interviews. Intermediary
dependence, offline follow-up and uncertainty over official acceptance each
appeared in 13 interviews. Overall, the interviews showed that SMEs value digital
services, but only when those services reduce the need for clarification, follow-up
and manual confirmation. Qualitative theme counts, code frequencies and
representative quotations are reported in Appendix Tables A7 and A8.

Mixed-methods Integration

The quantitative and qualitative findings were integrated through a joint display.
Quantitatively, all four e-governance service-quality dimensions were positively
associated with perceived business ease. Qualitatively, SMEs explained that
digital government services reduce administrative burden only when platforms
work reliably, information is clear, administrative support is responsive and online
procedures are trusted as officially valid.

Administrative support quality was the strongest quantitative predictor and
also one of the most frequent qualitative concerns. The qualitative phase added
explanatory detail by showing that digital access did not automatically lead to
procedural completion; support gaps and uncertainty about official acceptance
pushed SMEs back towards offline confirmation.

Table 5 presents the mixed-methods joint display, integrating the quantitative
findings with qualitative explanations and the overall interpretation for each
hypothesis. A detailed joint display with representative quotations is reported in
Appendix Table A8.
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Table 5. Mixed-methods Joint Display.

Hypothesis

Quantitative
Finding

Qualitative
Explanation

Integrated
Interpretation

H,: System quality
— perceived busi-
ness ease

H,: Information
quality — perceived
business ease

H;:Administrative
support quality —
perceived business
ease

H;Trust —
perceived business
ease

Supported: B =
0.200,5 =0.212,p
<.00l

Supported: B =
0.138,5=0.137,p
=.0036

Supported: B =
0.230,5 =0.272,p
<.00l

Supported: B =
0.209, 5 = 0.220,p
<.001

SMEs described
platform accessibil-
ity, reliability, speed
and navigation as
important for
reducing
procedural effort.

SMEs emphasised
that clear and
updated proce-
dural information
reduces uncertainty
and repeated
clarification.

SMEs frequently
reported weak
query response, un-
resolved problems
and continued need
for confirmation.

SMEs linked trust
to official accep-
tance of digital
submissions and
confidence in
online records.

System functional-
ity is associated
with perceived ease
when online
services work
reliably in practice.

Information quality
supports business
ease by reducing
procedural confu-
sion.

Administrative
support is a central
condition for
translating digital
access into practi-
cal ease.

Trust matters, but it
remains conditional
on official
recognition of
digital procedures.

Predictor

Administrative support quality

Trust in digital government services

System quality

Information quality

Qual. code freq: 22

Qual. code freq: 22

0.00 0.05

0.10 0.15 0.20

Standardized beta

Qual. code freq: 13

Qual. code freq: 17

0.25 0.30

Figure 3. Mixed-methods Integration of Quantitative Effects and Qualitative Evidence.
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Overall, the results suggest that e-governance service quality is positively
associated with perceived business ease among SMEs in Kathmandu. However,
the qualitative findings show that digital availability alone is insufficient. SMEs
experience e-governance as easier and more useful when systems are reliable,
information is clear, administrative support is available and online procedures are
trusted as officially valid. Figure 3 illustrates the mixed-methods integration of
standardized quantitative effects and qualitative code frequencies across the four
predictors.

Discussion

This study examined whether e-governance service quality is associated with
perceived business ease among SMEs in Kathmandu. The findings support all
four hypotheses, but the broader contribution is not simply that better digital
services are associated with easier business procedures. More importantly, the
findings show that SMEs judge e-governance by whether online access reduces
administrative uncertainty and enables procedural completion (Madsen et al.,
2022; Martins & Veiga, 2022).

The support for H, indicates that system quality remains a basic requirement for
SME-facing e-governance. Reliable, accessible, fast and navigable platforms are
necessary because technical failures immediately convert digital services into
additional work. This aligns with the e-government service-quality literature, which
treats system performance as a foundation for digital public service effectiveness
(Aljukhadar et al., 2022; DeLone & McLean, 2003; Wang & Liao, 2008). However,
system quality alone is insufficient: a working portal may enable submission, but
business ease depends on whether the submission is received, processed and accepted.

Support for H, indicates that information quality is also relevant. Clear, up-to-
date procedural information helps SMEs understand documents, fees, deadlines and
required steps. Yet information quality had the weakest standardised association
among the four predictors. This suggests that information matters when it is usable
for action; general information may reduce confusion, but it cannot fully reduce
burden if SMEs still need informal interpretation, physical confirmation or
intermediary help. In business-facing e-governance, information quality should
therefore be understood as procedural usability rather than mere content availability
(Aljukhadar et al., 2022; DeLone & McLean, 2003; Pham et al., 2023).

The strongest result was for administrative support quality, supporting H;. This
is the key empirical insight of the study. SMEs do not experience e-governance as
a portal alone; they experience it as an administrative service chain. Business
procedures involve documents, payments, deadlines, approvals and compliance
consequences. In such settings, support is not secondary; query response, problem
resolution, procedural guidance, confirmation and escalation channels determine
whether digital procedures become practically usable. This finding connects
e-governance service quality with the administrative burden theory: digitalisation
reduces burden only when it reduces learning costs, compliance effort and
procedural uncertainty (Madsen et al., 2022; Martins & Veiga, 2022; Moynihan
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etal., 2015). The interviews reinforced this interpretation by showing that support
gaps pushed SMEs back towards offline follow-up.

The support for H, shows that trust is also central, but the interviews clarify
what kind of trust matters. For SMEs, trust is not only confidence in platform
security or technical accuracy. It is confidence that online submissions, receipts
and records will be treated as officially valid by public offices. This institutional
form of trust is especially important in government-to-business settings because
firms face compliance risks if procedures are not properly recognised. When
SMEs still print documents, visit offices or contact intermediaries after using
online systems, trust remains incomplete because the online procedure has not
achieved administrative finality (Alkraiji & Ameen, 2022; Alsarraf et al., 2023; Li
& Shang, 2023).

Together, the findings suggest that SME-facing e-governance should be
evaluated through a completion logic rather than an access logic. Access logic
asks whether services are online; completion logic asks whether SMEs can finish
procedures with less effort, less uncertainty and fewer offline dependencies. The
findings indicate that completion depends on functioning systems, actionable
information, responsive support and official acceptance of digital records (Madsen
etal., 2022; Scutella et al., 2024).

Theoretical Implications

This study makes three theoretical contributions. First, it shifts e-governance
analysis from general citizen adoption towards government-to-business service
quality. SMEs interact with the state as regulated economic actors, not only as
public service users. Their digital service experience is shaped by registration,
taxation, licensing, renewal, documentation and compliance requirements (Das &
Das, 2022; Martins & Veiga, 2022; Scutella et al., 2024).

Second, the study positions administrative support quality as a core dimension
of SME-facing e-governance. While digital service-quality models commonly
emphasise system quality, information quality and trust, this study shows that
support quality becomes especially important when users face formal procedures
and consequences for error (Aljukhadar et al., 2022; Papadomichelaki & Mentzas,
2012; Pham et al., 2023).

Third, the mixed-methods design strengthens interpretation by connecting
statistical associations with procedural experience. The survey identified the
relevant service-quality associations, while the interviews explained why online
availability may still leave procedures incomplete (Creswell & Plano Clark, 2018;
Fetters et al., 2013; Guetterman et al., 2015; Ivankova et al., 2006).

Practical Implications

For public agencies, the findings suggest that e-governance reform should not be
measured by the number of services placed online. Agencies should instead design
for procedural completion. This requires stable platforms, clear procedural
information, responsive support channels and consistent official acceptance of



18 IIFT International Business and Management Review Journal

digital records. Priority improvements include submission confirmation, status
tracking, help desks, query-resolution timelines, escalation mechanisms and
office-wide recognition of online receipts and records (Madsen et al., 2022;
Martins & Veiga, 2022; Pham et al., 2023).

For SME support organisations, the findings suggest that training should move
beyond portal navigation. SMEs need guidance on submission evidence, record
validity, procedural status and when online completion is administratively
sufficient (Das & Das, 2022; Scutella et al., 2024).

Limitations and Future Research

This study has limitations. First, the quantitative data are cross-sectional and
perception-based, so the findings should be interpreted as associations rather than
causal effects. Future studies could use longitudinal or before-and-after designs to
examine whether improvements in service quality reduce administrative burden
over time. Second, the study used purposive sampling among SMEs in Kathmandu,
so the findings should not be treated as statistically representative of all SMEs in
Nepal. Future research could compare firms across provinces or between urban
and non-urban settings. Third, the qualitative phase captured SME perspectives
but did not include public officials, portal administrators or intermediaries.
Including these actors could explain why support gaps and inconsistent acceptance
persist. Fourth, perceived business ease was measured subjectively. Future studies
could combine perceptual measures with objective indicators such as processing
time, office visits, resubmission frequency, compliance cost and time spent
resolving procedural problems. Finally, because the survey relied on self-reported
data, common-method risk cannot be fully ruled out.

Conclusion

This study examined the association between e-governance service quality and
perceived business ease among SMEs in Kathmandu. System quality, information
quality, administrative support quality and trust were all positively associated
with perceived business ease, with administrative support quality showing the
strongest association.

The integrated findings show that e-governance improves perceived business
ease when digital access leads to procedural completion. Online services remain
incomplete when information is unclear, support is weak, records require manual
confirmation or agencies do not consistently accept digital submissions. The
study, therefore, concludes that SME-facing e-governance should be judged by
procedural completion: whether digital services make business procedures easier,
more reliable and less dependent on offline confirmation.
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Appendix A

Table Al. Detailed Online Government Service Use Among Small and Medium-sized

Enterprises.

Online Government

Service Frequency Per Cent
Official information access 193 55.14
Tax filing 143 40.86
Document submission 124 3543
Business registration 123 35.14
License renewal 98 28.00
Compliance reporting 88 25.14

Table A2. Item-level Descriptive Statistics and Reliability Diagnostics.

Corrected  Alpha if

Item-total Item
Construct Item Mean SD Correlation Deleted Decision
System SQI_Platform_ 3.314 0.869 0.633 0.746  Retain
quality Accessible
System SQ2_Platform_ 3.357 0.844 0612 0.756  Retain
quality Reliable
System SQ3_Platform_ 3460 0.834 0.636 0.745 Retain
quality Fast
System SQ4_Platform_ 3.389 0.865 0.589 0.768 Retain
quality Easy_Navigation
Information 1QI_Informa- 3.329 0.824 0.539 0.707 Retain
quality tion_Clear
Information 1Q2_Informa- 3.323 0.809 0.541 0.706  Retain
quality tion_Complete
Information 1Q3_Informa- 3.360 0.837 0.587 0.681 Retain
quality tion_Updated
Information 1Q4_Procedure_ 3.331 0.882 0.547 0.704 Retain
quality Understandable
Administra-  ASQI_Query_ 2.943 0971 0.662 0.728 Retain
tive support  Response
quality
Administra-  ASQ2_Problem_ 2983 0.966 0.626 0.746  Retain
tive support  Resolution
quality
Administra-  ASQ3_Proce- 2.920 0.945 0.579 0.769  Retain
tive support  dural_Guidance
quality

(Table A2 continued)
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(Table A2 continued)
Corrected  Alpha if
Item-total Item
Construct Item Mean SD Correlation Deleted Decision
Administra-  ASQ4_Submis- 2909 0.938 0.592 0.762  Retain
tive support  sion_Confirma-
quality tion
Trust in TRI_System_Se- 3.071 0.821 0.534 0.733  Retain
digital cure
government
services
Trust in TR2_Officially_  3.111  0.909 0.608 0.694 Retain
digital Accepted
government
services
Trust in TR3_Record_ 3.097 0.903 0.618 0.688 Retain
digital Accuracy
government
services
Trust in TR4_Confi- 3.026 0.858 0.523 0.738  Retain
digital dence_Online_
government  Process
services
Perceived PBEI_Reduces_ 3.540 0.838 0.645 0.785  Retain
business ease Paperwork
Perceived PBE2_Reduces_  3.503 0.825 0.585 0.802 Retain
business ease Office_Visits
Perceived PBE3_Reduces_  3.563 0.805 0.648 0.785  Retain
business ease Delay
Perceived PBE4_Reduces_  3.526 0.845 0.614 0.794  Retain
business ease Confusion
Perceived PBE5_Reduces 3,514 0.839 0.617 0.793  Retain

business ease

Admin_Burden_
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Table A3. Exploratory Factor Analysis Loading Diagnostics.

Loadings
Primary  Construct Primary ~ Above Loading
ltem Factor Represented Loading .30 Status
ASQI_Query_ MR2 Administrative 0.774 | Clear
Response support quality loading
ASQ2_Problem_ MR2 Administrative 0.716 | Clear
Resolution support quality loading
ASQ3_Procedural_ MR2 Administrative 0.639 | Clear
Guidance support quality loading
ASQ4_Submission_ MR2 Administrative 0.695 | Clear
Confirmation support quality loading
1QI_Information_ MR4 Information 0.637 | Clear
Clear quality loading
1Q2_Information_ MR4 Information 0.662 | Clear
Complete quality loading
1Q3_Information_ MR4 Information 0.708 | Clear
Updated quality loading
1Q4_Procedure_ MR4 Information 0.640 | Clear
Understandable quality loading
PBE|_Reduces_ MRI Perceived 0.703 | Clear
Paperwork business ease loading
PBE2_Reduces_ MR Perceived 0.627 | Clear
Office_Visits business ease loading
PBE3_Reduces_ MR Perceived 0.690 | Clear
Delay business ease loading
PBE4_Reduces_ MR Perceived 0.682 | Clear
Confusion business ease loading
PBE5_Reduces_ MRI Perceived 0.739 | Clear
Admin_Burden business ease loading
SQI_Platform_ MR3 System 0.720 | Clear
Accessible quality loading
SQ2_Platform_ MR3 System 0.702 | Clear
Reliable quality loading
SQ3_Platform_Fast MR3 System 0.724 | Clear
quality loading
SQ4_Platform_ MR3 System 0.691 | Clear
Easy_Navigation quality loading
TRI_System_ MR5 Trust in digital 0.641 | Clear
Secure government loading
services
TR2_Officially_ MR5 Trust in digital 0.743 | Clear
Accepted government loading
services

(Table A3 continued)
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(Table A3 continued)
Loadings
Primary  Construct Primary ~ Above Loading
Item Factor Represented Loading .30 Status
TR3_Record_ MR5 Trust in digital 0.709 | Clear
Accuracy government loading
services
TR4_Confidence_ MR5 Trust in digital 0.596 | Clear
Online_Process government loading
services

Note: MR| = perceived business ease; MR2 = administrative support quality; MR3 = system
quality; MR4 = information quality; MR5 = trust in digital government services.

Table A4. Confirmatory Factor Analysis Results.

Panel A. Model Fit Indices

Fit Index Value Interpretation

Va 155.141 —

df 179 —

p value 901 Supportive of model fit
CFl 1.000 Very good fit

TLI 1.009 Very good fit

RMSEA 0.000 Very good fit

RMSEA 90% ClI [0.000,0.011] Very good fit

SRMR 0.036 Good fit

Notes: CFA was estimated using the WLSMYV estimator for five-point Likert-scale items. The
fit indices indicate very good model fit, but they are interpreted cautiously alongside factor
loadings, composite reliability and average variance extracted. AVE: Average variance extracted;
CFl: Comparative fit index; CR: Composite reliability; RMSEA: Root mean square error of
approximation; SRMR: Standardised root mean square residual; TLI: Tucker—Lewis index.

Panel B. Standardised CFA Loadings

Standardised

Construct Item Loading SE z p Value

System quality SQI_Platform_ 0.799 0.039 20.446 <.001
Accessible

System quality ~ SQ2_Platform_ 0.751 0.037 20.122 <.001
Reliable

System quality SQ3_Platform_Fast 0.791 0.040 19.714 <.001

System quality ~ SQ4_Platform_ 0.688 0.039 17.423 <.001
Easy_Navigation

Information IQI_Informa- 0.694 0.046 15.169 <.001

quality tion_Clear

(Table A4 continued)
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(Table A4 continued)
Panel B. Standardised CFA Loadings
Standardised
Construct Item Loading SE z p Value
Information 1Q2_Information_ 0.661 0.044 15.100 <.001
quality Comeplete
Information 1Q3_Information_ 0.763 0.041 18.452 <.001
quality Updated
Information 1Q4_Procedure_ 0.709 0.047 14.998 <.001
quality Understandable
Administrative ~ ASQI_Query_Re- 0.801 0.037 21.422 <.001
support quality ~ sponse
Administrative ASQ2_Problem_ 0.754 0.039 19.273 <.001
support quality ~ Resolution
Administrative ASQ3_Procedural_ 0.713 0.039 18.481 <.001
support quality ~ Guidance
Administrative ASQ4_Submis- 0.714 0.038 18.612 <.001
support quality  sion_Confirmation
Trust in digital TRI_System_Se- 0.657 0.043 15.439 <.001
government cure
services
Trust in digital TR2_Officially_Ac- 0.743 0.040 18.761 <.001
government cepted
services
Trust in digital TR3_Record_Ac- 0.808 0.040 20.215 <.001
government curacy
services
Trust in digital TR4_Confidence_ 0.665 0.043 15.553 <.001
government Online_Process
services
Perceived PBE|_Reduces_Pa- 0.786 0.032 24.582 <.001
business ease perwork
Perceived PBE2_Reduces_Of- 0.707 0.039 18.154 <.001
business ease fice_Visits
Perceived PBE3_Reduces_ 0.798 0.033 24.244 <.001
business ease Delay
Perceived PBE4_Reduces_ 0.730 0.033 21.876 <.001
business ease Confusion
Perceived PBE5_Reduces_ 0.711 0.038 18.682 <.001

business ease

Admin_Burden

(Table A4 continued)
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(Table A4 continued)
Panel C. Composite Reliability and Average Variance Extracted

Minimum  Maximum

Construct Items CR AVE Loading Loading
Administrative support 4 0.834 0.557 0.713 0.801
quality

Information quality 4 0.800 0.501 0.661 0.763
Perceived business ease 5 0.863 0.558 0.707 0.798
System quality 4 0.844 0.576 0.688 0.799
Trust in digital government 4 0811 0519 0.657 0.808

services

Notes: CFA was estimated using the WLSMV estimator for five-point Likert-scale items. AVE: Average
variance extracted; CFl: Comparative fit index; CR: Composite reliability; RMSEA: Root mean square
error of approximation; SRMR: Standardised root mean square residual; TLI: Tucker—Lewis index.

Table AS5. Full Regression Model and Diagnostic Checks.

Panel A. Full Regression Model with Robust Standard Errors

Robust 95% Cl  95% ClI
Term B SE t p Significance Lower  Upper
Intercept 1.076  0.285 3.773  .0002 ok 0.517 1.636
System quality 0200  0.048  4.157 <.00l ok 0.106  0.294
Information 0.138  0.047 2928 .0036 o 0.045 0.230
quality
Administrative  0.230  0.042 5422 <00l ork 0.147 0313
support quality
Trustin digital  0.209  0.052  4.018 <.00I ok 0.107 0312
government
services
Years of op- -0.001 0.005 -0.255 .7986 -0.011  0.009
eration
Firm size:Small  0.022  0.080  0.274 .7844 -0.134 0.178
Firm size: 0.028 0.110 0251 .8022 -0.189 0.244
Medium
Sector:Agro/  —0.103 0.141 -0.734 4635 -0.379 0.172
Local products
Sector:Educa- -0.112 0.118 -0.948 .3440 -0.344 0.120
tion/Consul-
tancy
Sector: T/ -0.073 0.138 -0.529 .5973 -0.343  0.197
Digital services
Sector: Ser- 0.033  0.091 0.360 .7190 -0.146 0212
vices
Sector: Small -0.040 0.130 -0.306 .7595 -0.295 0215
manufacturing
Sector:Tour- -0.007 0.102 -0.070 .9444 -0.207 0.193

ism/hospitality

(Table A5 continued)
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(Table A5 continued)

Panel A. Full Regression Model with Robust Standard Errors

Robust 95% Cl  95% ClI

Term B SE t p Significance Lower  Upper
Respondent 0.157  0.131 1.205  .2290 -0.099 0413
role: Accounts/

compliance

staff

Respondent 0.021 0.104 0202 .8397 -0.183 0.225
role: Adminis-

trative officer

Respondent 0.096  0.082 1.176 2405 -0.064 0.256
role: Manager

Respondent 0.052  0.094 0.551 .5817 -0.132 0235
role: Managing

partner

Use frequency —0.016 0.027 -0.583 .5600 -0.068 0.037
Panel B. Multicollinearity and Regression Diagnostics

Diagnostic Result Interpretation

System quality 1.030 Low concern

adjusted GVIF

Information 1.032 Low concern

quality ad-

justed GVIF

Administrative 1.028 Low concern

support quality

adjusted GVIF

Panel B. Multicollinearity and Regression Diagnostics

Diagnostic Result Interpretation

Trust in digital 1.028 Low concern
government

services ad-

justed GVIF

Years of oper- 1.030 Low concern
ation adjusted

GVIF

Firm size 1.057 Low concern
adjusted GVIF

Sector ad- 1.024 Low concern
justed GVIF

Respondent 1.016 Low concern
role adjusted

GVIF

Use frequency 1.028 Low concern
adjusted GVIF

Panel B. Multicollinearity and Regression Diagnostics

Diagnostic Result Interpretation

(Table A5 continued)
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(Table A5 continued)

Breusch—Pagan
test

Maximum
absolute
standardised
residual
Cook’s
distance

x* = 6.88,df = 18,p = 991

Max = 0.0319

2.92

No strong evidence of hetero-
skedasticity

No case exceeded +3

No case exceeded |

Table A6. Common Method and Robustness Checks.

Panel A. Common Method Checks

Check

Res

ult

Interpretation

Harman single-factor test

Full-collinearity VIF

VIF

=1.272

First factor variance = 18%;
threshold = less than 50%

Maximum full-collinearity

indicated

No dominant single factor

No strong indication of
full-collinearity common-
method concern

Panel B. Robustness Coefficients Across Alternative Specifications

Model Predictor B Robust SE t b Significance
Model A: base-  System 0.200 0.048 4.157 <001 ok
line full model  quality
Model A:base-  Information 0.138 0.047 2.928 .0036 o
line full model  quality
Model A:base-  Administrative  0.230 0.042 5422 <.001l ok
line full model  support quality
Model A: base-  Trust in digital ~ 0.209 0.052 4.018 <.00l ok
line full model  government

services
Model B: + System quality  0.212 0.051 4.199 <00l ok
services used
count
Model B: + Information 0.148 0.050 2.963 .0033 ok
services used quality
count
Model B: + Administrative  0.228 0.043 5366 <.001 ok
services used support quality
count
Model B: + Trust in digital 0216 0.053 4.034 <.00lI ok

services used
count

government
services

(Table A6 continued)
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(Table A6 continued)

Panel B. Robustness Coefficients Across Alternative Specifications

Model Predictor B Robust SE t

Significance

Model C: +
prior e-gover-
nance use
Model C: +
prior e-gover-  quality
nance use
Model C: +
prior e-gover-
nance use
Model C: +
prior e-gover-  government
nance use services

support quality

System quality 0215 0051  4.197 <00l

Information 0.148 0.050 2960 .0033

Administrative  0.228 0.042 5.375 <00l

Trust in digital  0.215 0.054 4.003 <.001

ek

$x

otk

otk

Table A7. Qualitative Case Validation, Themes and Codes.

Panel A. Interview Case Validation

Validation Item

Interview cases

Cases found in the quantitative data set

Cases not found in the quantitative data set

Maximum absolute difference in system quality score
Maximum absolute difference in information quality score

Maximum absolute difference in the administrative support quality
score

Maximum absolute difference in trust score

Maximum absolute difference in perceived business ease score

Panel B. Main Qualitative Themes

Main Theme Frequency

Per Cent

E-governance reduces routine burden but remains 13
incomplete

Online availability does not eliminate 9
administrative burden

Digital use coexists with manual verification 4

Trust depends on the official acceptance of digital 4
records

43.3

30.0

133
133

Panel C. Initial Code Frequencies

Initial Code Frequency

Per Cent of Interviews

Administrative support gap 22

Information clarity 22

733
733

(Table A7 continued)
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(Table A7 continued)

Panel C. Initial Code Frequencies

Initial Code Frequency Per Cent of Interviews
Reduced office visits 17 56.7
Time saving 17 56.7
Traceable records 17 56.7
Intermediary dependence 13 43.3
Offline follow-up 13 433
Uncertainty over official acceptance 13 43.3
Need for confirmation 8 26.7
Trust in online validity 8 26.7

Table A8. Detailed Mixed-methods Joint Display with Representative Quotations.

Supporting Representa-
Hypoth- Quantitative Qualitative tive Quota-  Integration
esis Predictor Result Evidence tion Conclusion
H, System B=0.200, Theme:e- ‘The system  System quality
quality robust governance is not was positively
SE =0.048, reduces rou- perfect, associated
p=0.212, tine burden but when with perceived
p <.00l; but remains it works, it business ease,
supported  incomplete; reduces re-  and interviews
codes: time peated visits showed that
saving and and makes  reliable plat-
reduced office the process form function-
visits more pre- ing reduced
dictable’. repeated visits
and made pro-
cedures more
predictable.
H, Infor- B =0.138, Theme: ‘Clear Information
mation robust online avail- information  quality was
quality SE =0.047, ability does about docu- positively
p=0.137, not eliminate  ments and associated
p =.0036; administrative  deadlines with perceived
supported burden; codes: helps us business ease,
information prepare and interviews
clarity and before sub-  showed that
traceable mission’. clear proce-
records dural informa-

tion reduced
uncertainty
before submis-
sion.

(Table A8 continued)
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(Table A8 continued)
Supporting Representa-

Hypoth- Quantitative Qualitative tive Quota-  Integration

esis Predictor Result Evidence tion Conclusion

H, Admin- B=0.230, Theme: ‘Supportis  Administrative
istrative  robust SE =  online avail- still mixed.  support quality
support  0.042, ability does We usually  was the stron-
quality p=0.272, not eliminate  get answers  gest quantita-

p <.001l; administrative from tive predictor,
supported  burden;codes: someone and interviews
administrative we know showed that
support gap or froman  weak for-
and offline accountant  mal support
follow-up rather pushed SMEs
than from towards
a formal informal help
helpdesk’. and offline
follow-up.

H, Trust in B =0.209, Themes: trust  ‘Trust Trust was
digital robust depends on comes positively
govern- SE =0.052, official ac- when the associated
ment £ =0.220, ceptance of digital with perceived
services p <.001l; digital records; record is business ease,

supported  digital use accepted by  but interviews
coexists with  the office showed that
manual verifi-  without trust depend-
cation; codes:  extra ques-  ed on official
uncertainty tioning’. recognition
over official and acceptance
acceptance of digital sub-
and trust in missions and
online validity records.
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Figure Al. Parallel Analysis for Exploratory Factor Analysis.

Residuals versus Fitted Values
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(Figure A2 continued)
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(Figure A2 continued)
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Figure A2. Regression Diagnostic Plots. (a) Residuals Versus Fitted Values. (b)

Distribution of Standardised Residuals. (c) Cook’s Distance by Case.



