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Abstract 
Purpose – The purpose of this review paper is to identify and explore the important 
parameters of digital transformation in smart government services in the United Arab 
Emirates (UAE). The research aims to understand the impact of digital transformation on the 
implementation and performance of smart government services, with a focus on improving 
service delivery and citizen satisfaction. It seeks to establish a guiding framework for 
understanding the key success factors and challenges related to digital transformation in the 
context of smart government. Design/method/approach – The paper follows critical thematic 
literature review based on which extensive literature on relevant themes were review and 
the interrelationship among them established, leading to proposing a conceptual framework.  
Findings – The paper uncover the critical success factors for digital transformation in smart 
government services. Key findings include the impact of factors such as security-privacy, 
digitalization infrastructure, and digital skills of public employees, citizen-government 
engagement, digital awareness, and trustworthiness on the successful implementation and 
performance of smart government services in the UAE. The paper highlights the challenges 
and roadblocks faced during the digital transformation process. Practical Implications – The 
findings of this study will provide valuable insights to policymakers, government authorities, 
and stakeholders involved in digital transformation initiatives in the UAE. By understanding 
the significance parameters of digital transformation, decision-makers can formulate 
effective strategies for the successful implementation of smart government services. The 
results will contribute to improve service quality, citizen satisfaction, and overall efficiency in 
government operations. Originality/value – This research contributes to the existing literature 
by focusing on the specific context of the UAE's smart government services and the impact of 
digital transformation. The research paper originality lies in its comprehensive analysis of 
success factors and challenges, drawing from existing literature and real-world data. The 
study proposed guiding framework for digital transformation in smart government will serve 
as a valuable contribution to the field of digital governance, both in the UAE and globally. 
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Introduction 
The world has witnessed and still experiencing fast evolving trends in digital technologies 
transformation that are causing radical change in our societies today. Digital transformation 
is regarded as the integration of digital technology into the real work process, which results 
in a more efficient and robust working culture (Alvarenga et al., 2020) . According to Musa 
(2021), Digital transformation may also be viewed as the process of using digital technology 
to adapt and meet the growing expectations of users, as well as to completely change the 
way organisations work and run, as well as the way value is delivered to users.  To summarise, 
some aspects of digital transformation are self-evident, while others take more thought. 
When things go digital, there's a lot more information to consider. This means they can 
observe exactly what works and what doesn't when it comes to a plan or notion. As a result, 
digital transformation allows employees to make immediate course corrections and make 
strategic adjustments as needed (Meghana, Hemashri & Kamath, 2017; Srouji, 2020)   
 
Various governments throughout the globe have begun to place a greater emphasis on 
providing services using smart applications, named "smart-government services." Smart-
government improve access to information through location-based services (based on the 
assumption of anytime, anywhere, and anyway), which leads to more opportunities for 
public-sector service innovation (Shtait et al., 2018). Smart government modernization will 
necessitate a significant shift in government service delivery, and they must consider which 
aspects of digital transformation will be better delivered locally, regionally, and nationally, 
which is why digital transformation is so important (Oliveira and Santos, 2019).     
   
Government services and transactions must now be dynamic, user-centred, easily accessible, 
and compatible with cutting-edge smart technology and customers' fast-paced modern 
lifestyles (Elnajjar et al., 2021). Customers may also collaborate in a variety of activities, such 
as social activities, thanks to smart government (Feroz, Zo and Chiravuri, 2021). Governments 
adopt smart government in order to increase demands and promote their culture to other 
nations as a result of globalisation (Kazim et al., 2021). Smart government, when used 
correctly, allows for greater effectiveness and efficiency in governmental tasks, as well as 
improved processes and procedures, improved public service quality, and improved 
information use in decision-making processes (Furszyfer Del Rio, et al., 2021). It also allows 
for better communication between different governmental offices. According to a research’s 
survey conducted by Balinado, (2021), there is a need to enhance smart government services 
by increasing the efficacy of digital transformation in order to promote citizen happiness. 
However, it may necessitate a thorough awareness of the characteristics of success factors 
and the problems that must be overcome when it comes to the efficiency of digital 
transformation in smart government services. As the success rate of smart government 
services becomes increasingly significant, it is necessary to model and design a successful 
model of smart government digital transformation. 
 
Many efforts were made by the government and its stakeholders for the success of the e-
governance implementation. Researchers have developed research frameworks and had 
conducted researches to ascertain the key success factors but some of the issues persist. 
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Researchers like Park- and Lee (2022), reported that 90 percent of UAE firms have accelerated 
their technology adoption, with at least part of their digital transformation efforts this year 
completing in a few months what would have taken years previously. When compared to the 
worldwide standard of 80%, this is a significant improvement. However, it is not without some 
challenges, as developing any e-system needs a significant amount of time, thinking, and 
dedication. Despite all of their efforts, most initiatives face significant challenges and 
roadblocks (Alshamsi et al., 2019; Fei et al., 2019; Hashim et al., 2020; Azevedo and Almeida, 
2021). 
 
Recently, the majority of government service delivery has been plagued by severe issues such 
as an inability to provide high-quality services to clients and a lack of knowledge of their 
needs. Other studies show that the external situation has a significant influence on the 
government's service quality and the public's quality attitude. When front-line workers have 
difficulties with language, knowledge, abilities, courtesy, and helpfulness that are regarded at 
a low level of standard and quality, poor delivery service results (Furszyfer Del Rio, Sovacool 
and Griffiths, 2021). When on duty, these officers' attitudes can be described as tardiness, 
lack of dedication, laziness, and a lack of discipline in their overall job, resulting in issues that 
contribute to inefficient service delivery (Alshamsi et al., 2019; Fei et al., 2019; Biloria, 2021; 
Elnajjar et al., 2021). When providing services to citizens, frontline personnel are frequently 
stressed (Osman et al., 2014). All of these difficulties in smart governance necessitate the 
implementation of digital transformation. 
 
To improve the efficacy of services supplied to society, people, businesses, and government 
agencies, the UAE government embraced the digital transformation in smart government 
project. Many countries throughout the world, though, have taken similar steps. Many of 
them have failed to properly adopt the digital transformation in smart government and so 
reap the expected advantages (Almuraqab and Jasimuddin, 2017). Smart government 
systems have been introduced in a number of regions across the world which is developing 
methods or procedures for electronic delivery of services is a widespread approach in both 
developed and developing nations (Azevedo and Almeida, 2021).  
 
The issue that this research attempts to investigate stems from the fact that the UAE's public 
sector makes minimal use of smart government services and has a lot of space for 
development by undergoing digital transformation. Smart government must be adopted by 
the public sector and used to engage citizens (Hashim et al., 2020). As a result, the goal of this 
research is to look into the positive characteristics that contribute to the success of digital 
transformation for smart government in the UAE. The study will establish a guiding framework 
for tackling the important success elements and impediments of future digital transformation 
in UAE smart government as a consequence of this analysis. 
 
In terms of digital transformation, the UAE is undoubtedly one of the most advanced 
countries. In terms of digital competitiveness, the UAE leads the Arab world (12th 
globally)(Hashim et al., 2020). This is the situation, according to the IMD's World Digital 
Competitiveness Ranking 2019. According to the same poll, the UAE is ranked second in terms 
of technology, ninth in terms of future preparation, and 35th in terms of knowledge. Other 
nations with well-developed digital infrastructure, such as South Korea, have been able to 
take advantage of digital and make it a priority (Almuraqab and Jasimuddin, 2017; Alhanaee 
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et al., 2021; Elnajjar et al., 2021). As a result, many scholars focus their study on ways to 
promote digital transition. 
 
However, when it comes to the implementation of digital transformation, many studies have 
missed the issue of the variables that would affect the impactful smart government. Similarly, 
the digital transformation undertaken in smart government is still in the early stages, and 
there is still room for development. It is against this backdrop that the current study is 
investigating on some of the influence of security-privacy, digitalization infrastructure, and 
digital skills of public employees, citizen-government engagement, digital awareness and 
trustworthiness on the smart government implementation and performance in the UAE. This 
is with the view to ameliorate some of the concerns and questions rose in the previous 
researches and pave a way effective implementation of the UAE smart government.  
 
Hence, the significance parameters of digital transformation are needed to be identified in 
order for adoption of smart government service in through digital transformation will provide 
high performance for the citizen. In this regard, a literature studies, survey and data analysis 
are necessary to be evaluated in term of the current digital transformation in smart 
government service. It is important to identify the issues, challenge of implementation and 
how it can be solved. The experience of the government employees and citizen will be 
measured from their perception when using the smart government application for inclusive 
results. 
 
United Arab Emirates (UAE): A Brief Overview  
The UAE is located in the southeast of the Arabian Peninsula, bordered by the Persian Gulf, 
Oman, and Saudi Arabia. It consists of seven emirates: Abu Dhabi, Dubai, Sharjah, Ajman, 
Umm Al-Quwain, Ras Al-Khaimah, and Fujairah. The official language is Arabic, and the 
national currency is the United Arab Emirates dirham (AED). The UAE's economy is open, with 
a high income per person and a large annual trade surplus. It aims to reduce its reliance on 
oil earnings and is investing in various sectors, such as industrial cities, real estate 
developments, and financial services. 
 
ICT to Digital Transformation in UAE  
Digital transformation in the UAE is driven by emerging technologies, including big data, open 
government data, mobile government, cloud computing platforms, social networking, and 
smartphone applications. The country aims to improve the ICT industry through logistical and 
technical assistance, sustainable development alignment, and inclusive economic growth. Key 
sectors benefiting from digital transformation include healthcare, pharmaceuticals, 
entertainment, energy, tourism, and retail. The UAE is expected to accelerate its digital 
transformation, making it a regional leader in e-commerce and smart government initiatives. 
Digital transformation involves integrating computer-based technology into an organization's 
products, processes, and strategies to enhance efficiency and competitiveness. It 
encompasses IT modernization, digital optimization, and the creation of new digital 
organizations. The COVID-19 pandemic has accelerated digital transformation, leading to 
significant investments in technology and services. A robust digital workplace is essential for 
a successful transformation, as it impacts leadership and organizational culture. 
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Various definitions of digital transformation highlight its significance as a technology-driven 
process that disrupts businesses and brings about far-reaching changes in value generation, 
strategy, and structural processes. It involves the integration of digital technology, resulting 
in cultural, organizational, and operational shifts within an organization, industry, or 
ecosystem. 
 
One of the most notable significances of implementing a digital transformation into an 
organization's operations is the huge increase in efficiency. The way employees connect with 
one another across departments, the continual flow of data throughout the company, and 
the smooth transition from one phase to the next within the customer's lifecycle (Ahmed et 
al., 2021). All of these benefits add up to a more efficient business process that saves time, 
money, and resources. 
 
A trend of data explosion has emerged in recent years. Access to more data than ever before 
is vital for a service company and data volumes are only increasing (Srouji, 2020). However, 
just a few businesses make advantage of this data. Many don't have the tools or processes in 
place to turn it into usable management data. There is no doubt that the COVID-19 epidemic 
has radically altered the way we operate. Organizations have had to figure out how to swiftly 
integrate digital solutions so that remote workers can be productive and efficient. Companies 
have advanced the digitalization of their customer and supply-chain contacts, as well as their 
internal processes, by three to four years, according to a recent McKinsey Global Survey of 
CEOs. In addition, their portfolios' share of digital or digitally enabled items has increased by 
seven years. Based on the statistic on the forecast of digital transformation spending in figure 
2.5, it can be seen that there is significance changes between before and after covid-19 
impact. 
 
A robust digital workplace, on the other hand, is critical to this adaptive and versatile 
personality. This will help employees to be productive and involved in the transition without 
feeling overwhelmed or disconnected. It is inadequate to simply have the technology in place. 
Digital transformation enables this, as it has an impact on leadership and influences culture 
from the top down. 
 
Smart Government 
Smart Government is a concept that involves leveraging information and communication 
technologies (ICTs) to enhance government operations and citizen services. It has its roots in 
the digital revolution that has transformed various aspects of society, including government 
services. Smart Government aims to integrate physical, digital, public, and private contexts to 
engage and collaborate with citizens both passively and actively. It focuses on using 
technology and innovation to improve government performance and service delivery. 
 
Smart Government is the application of information technologies and innovation by 
governments to improve their performance and service delivery. It involves using ICTs to 
connect and integrate physical, digital, public, and private contexts, engaging and 
collaborating with citizens both passively and actively. The history of Smart Government 
traces back to the 1970s when the computer industry opened to the public and it was officially 
applied to government in the 1990s. Internet technology played a crucial role in enabling 
Smart Government applications. 
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In the UAE, the Smart Government initiative was introduced by His Highness Sheikh 
Mohammed bin Rashid Al Maktoum in 2013. It aims to encourage government entities to 
adopt mobile phone services and cutting-edge technology to enhance their services. The 
definition of Smart Government varies slightly among researchers, but they generally agree 
that it involves the intelligent integration of ICT and technology to improve government 
management and service delivery. 
 
Smart Governance Model 
The results of a research conducted by Bolı var and Meijer (2015), reported the findings of a 
theoretical and empirical investigation on the existing models of smart governance. The 
models were reviewed and re-casted on the basis of their analysis.  Some of the first steps 
taken to review the model; they eliminated one of the detected overlaps in the dimensions 
from the literature review and; they brought in the new elements that was identified in their 
empirical research findings. The researchers (Bolı v́ar, & Meijer, 2015) eliminated the overlap 
by way of taking smart outcomes from the defining basics of Smart governance and presented 
them as those elements that are generating problems for empirical research. Their argument 
was that the desirable outcomes in the definition of a concept makes it attractive for 
practitioners but reduces its value for empirical study. The survey further indicated that the 
second overlap was found in the theoretical model, which is concerned with the use of ICT 
and collaboration, taken as key elements of Smart governance implementation strategies. 
This overlap was reduced by the choice of technology as an important element of Smart 
governance as well as collaboration.  
 
In the new model, therefore Bolı ́var and Meijer (2015), added ‘‘organizational action’’ to the 
implementation strategies to emphasize on the importance of the needed activities to 
transform the organization into Smart governance. Some empirical researches (like Bolı ́var, 
& Meijer, 2015) typically establishes the significance of the dimensions, categories, and values 
in the literature. These actions provided interesting insights into the prominence of certain 
values. Also, innovation was identified as an important element in smart cities but was not 
considered as a constitutive element of Smart governance in early literature. The major 
reason for this addition was informed by the frequency of usage by practitioners to the 
definition of Smart governance. Based on these few arguments, a new smart governance 
model was developed (Figure 1).  

 
Figure 1: A smart governance model (Bolı v́ar, & Meijer, 2015) 
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It is important to note that the achievement of smart government implementation is also 
hinged on certain framework. Thus, they are framework for the activities that make up of the 
E-government, also known as the enablers and barriers for smart government are depicted in 
the figure. Figure 2.2 shows the integrated framework, strengthening data, design and 
delivery (enablers) to address barriers relating to access, affordability and ability smart 
governance offers a graphic representation of an integrated framework for developing 
inclusive e-government.  To fully leverage on the integration of the enablers, firstly identify 
the barriers to digital inclusion of the large majority of the society as it relates to access, 
affordability and ability. When the challenges are known, the need to develop a targeted 
implementation strategy is paramount so that leaving no one behind that is grounded in data, 
design and delivery optimization.  
 

 
Figure 2.2: An integrated framework for e-government (UN, 2022) 
 
Recent studies on Smart Government have focused on various aspects, including webpages 
and IT-related topics, Covid-19 related studies, literatures on Smart Government, public 
reaction related research, data security, and the success factors of Smart Government 
initiatives. The UAE has become one of the prominent places for researchers to study Smart 
Government due to its leadership role in the Middle East region and its focus on technology 
adoption and innovation. 
 
However, many recent studies still lack a specific focus on digital transformation in Smart 
Government and its positive impact. Some researchers have examined the determinants of 
competitive advantage and the necessity for a blended strategy approach that incorporates 
Smart Governance building blocks. Challenges in Smart Government implementation in the 
UAE include slow adaptation to digital transformation culture, adaptation costs, low number 
of technology experts, security and privacy concerns, low digital awareness among citizens, 
and lack of political or leadership will. 
 
Theoretical Framework and Research Model 
This study incorporates three theories and models to explain the relationships among the 
variables of interest: the Unified Theory of Acceptance and Use of Technology (UTAUT) 
developed by Venkatesh, Morris, Davis, and Davis (2003), the Diffusion of Innovation Theory 



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN BUSINESS AND SOCIAL SCIENCES 
Vol. 1 4 , No. 8, 2024, E-ISSN: 2222-6990 © 2024 
 

3423 
 

(DOI) by Rogers (2003), and the Technology Acceptance Model (TAM) proposed by Davis 
(1989). 
 
Unified Theory of Acceptance and Use of Technology (UTAUT) 
The UTAUT theoretical model suggests that the actual use of technology is determined by 
behavioural intention. The likelihood of accepting the technology depends on the consistent 
effect of four key constructs: performance expectancy, effort expectancy, social influence, 
and facilitating conditions (Venkatesh et al., 2003; Chan et al., 2010; Marikyan & 
Papagiannidis, 2021). UTAUT examines the acceptance of technology, determined by the 
effects of performance expectancy, effort expectancy, social influence, and facilitating 
conditions. 
 
Performance expectancy is defined as "the degree to which an individual believes that using 
the system will help him or her attain gains in job performance" (Venkatesh et al., 2003). 
Effort expectancy is defined as "the degree of ease associated with the use of the system" 
(Venkatesh et al., 2003). Effort Expectancy is constructed from perceived ease of use and 
complexity. Social Influence is defined as "the degree to which an individual perceives that 
important others believe he or she should use the new system" (Venkatesh et al., 2003). 
Facilitating conditions are defined as "the degree to which an individual believes that an 
organization's and technical infrastructure exist to support the use of the system" (Venkatesh 
et al., 2003). Marikyan and Papagiannidis (2021) suggest that UTAUT is better suited to 
explain technology adoption and usage in an organizational setting compared to other 
theories like planned behaviour. 
 
Diffusion of Innovation Theory (DOI) 
The Diffusion of Innovation (DOI) Theory, developed by E.M. Rogers in 1962, explains how 
new ideas, behaviours, or products (innovations) spread within a social system. The adoption 
of an innovation does not occur simultaneously in a social system, as different individuals go 
through unique phases of adoption. This theory classifies adopters into categories: 
innovators, early adopters, early majority, late majority, and laggards, based on their 
characteristics and willingness to adopt an innovation. Understanding the characteristics of 
the target population is crucial for the successful deployment of new technology in smart 
government. 
 
Technology Acceptance Model (TAM) 
The Technology Acceptance Model (TAM) is a framework used to explain how individuals and 
organizations adopt and use technology in their undertakings. TAM, proposed by Davis in 
1989, focuses on two key factors that influence an individual's intention to explore the use of 
new technology: perceived ease of use and perceived usefulness. Users' perceptions of a 
technology's ease of use and usefulness significantly impact their intention to adopt and use 
it. TAM has been widely used to study technology adoption and has been found to be 
consistent with investigations into the factors influencing technology adoption by various 
groups, including older adults. 
 
Therefore, this study has incorporated the UTAUT, DOI Theory and TAM frameworks to 
generate better scholarly outcomes. Figure 3 depicts a framework based on the theoretical 
review.  
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Figure 3: Theoretical framework 
 
The following Figure 3 depicted the theoretical framework of this research based on existing 
literatures. The aim of this study is to enhance positive impact of digital transformation 
towards smart government implementation at United Arab Emirates. The current challenges  
are described as figure 3.  These entire problems may cause by ineffective digital 
transformation which effect on negative impact of smart government service towards citizen.  
Therefore, to solve this problem, we propose on the effective digital transformation toward 
smart government in UAE. As presented in figure 4 representing the papers’ conceptual 
framework.  
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Figure 2.3: Conceptual Framework 
 
Figure 4. Proposed Framework 
The conceptual model proposed in the study address the gaps identified in previous research. 
Regarding the implementation of digital transformation in smart government, there are 
several elements that should be considered for its positive impact. The work presents an 
analysis of the attributes for user acceptance in smart health studies among citizens.  
 
Hence, based on the literature studies, "privacy and security" is the most concerned factor 
influencing the success of digital transformation for smart government adoption; it does not 
differ significantly from other factors. All six attributes (security and privacy, digitalization 
infrastructure, digital skills of public employees, citizen-government engagement, digital 
awareness, and trustworthiness) are crucial and require attention for the success of digital 
transformation towards smart government adoption. These factors will be tested as 
independent variables contributing to the dependent variable, which is the positive impact of 
digital transformation in smart government implementation. They will be analysed for model 
development to achieve accurate results. Thus, the proposed framework focuses on effective 
digital transformation for positive impacts on smart government in the UAE. The factors are 
highlighted in the following subheadings. 
  
Security and Privacy 
Data security refers to a set of processes and practices designed to protect critical information 
technology (IT) ecosystem, including files, databases, accounts, and networks (Ray and 
Chaudhuri, 2021). Utilizing the smart government service quality scale, Yen et al. (2021) 
identified sources of smart government and design management strategies to address 
security and sustainability issues. Data security is a primary concern during the 
implementation of smart government as it can significantly impact the success of the service 
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(Merritt et al., 2021). Both external and internal stakeholders' trust in the security and privacy 
of digital transactions is essential for the effective implementation of smart government 
services (Strikwerda, 2020). Protecting personal user data made available by smart 
governance is essential, referring to it as security and privacy (Joh, 2019). 
 
User perceptions of security and privacy play a crucial role in building a strong reputation for 
the use of smart government services (Strote et al., 2021). For efficient and successful growth 
of smart governance, privacy and security are necessary (Althunibat et al., 2021). The 
significance of this issue is demonstrated by the potential illegal access to protected 
information, which may lead to a loss of user confidence and ultimately the failure of smart 
government initiatives (Keesman, 2021). Therefore, public administrators must prioritize 
privacy and security concerns, as these issues could jeopardize the viability of smart 
government initiatives (Kazim et al., 2021). 
 
Employee's Digital Skills 
To manage a smart government service rollout successfully, the government must possess 
the necessary IT expertise. IT skills complement an organization's objectives and vision, 
allowing the government to create value for its residents (Ziemba, 2021). Smart government 
service deployment requires not only technical infrastructure but also trained resources to 
provide IT capabilities (Atreides, 2021; Domashova and Kripak, 2021; Manny et al., 2021). 
Having employees who understand the mission and vision of digitalization and how to execute 
that digital transformation effectively is crucial to ensure the implemented smart government 
service is user-friendly. 
 
The complexity of smart government requires more technical skills and operational effort to 
maximize the odds of success, yet many governments lack access to the necessary technical 
personnel (Li and Shang, 2020). The shortage of municipal government IT workers is a barrier 
to user adoption of e-government (Manoharan and Ingrams, 2018). Additionally, local 
governments often struggle to deploy smart government services due to inadequately trained 
IT workers, who are lured by higher compensation offered by private sector enterprises 
(Sandhu and Fussey, 2021). Municipal administrations may need to seek external help for 
certain sections of the implementation due to a lack of technical expertise (Ali, Mazen and 
Hassanein, 2018). To ensure the success of smart government implementation, governments 
must prepare proper technological talents. 
 
Government-Citizen Engagement 
Investigating government-citizen interaction is critical for undertaking digital transformation 
in smart government. Citizens' expectations of government service are shaped by their 
interactions with private sector businesses (Altameem et al., 2006). Citizens must see value 
in the services provided by the government through smart government for engagement to 
occur (Twizeyimana & Andersson, 2019). As part of client-centricity, smart government must 
meet the demand, and the government must assess the level of preparedness of its clients 
(Waheduzzaman & Miah, 2015). Top-level management must support organizational reforms 
that result in the integration of a client-centric culture into the government's fabric (Yaghi & 
Al-Jenaibi, 2018). There is a crucial collaborative aspect in public service delivery as a tenet of 
client-centricity. 
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The government should incorporate feedback from various stakeholder consultations into the 
design of smart government (Rabe et al., 2018). A client-centric government can accelerate 
the realization of e-government's results (Mokone et al., 2018). However, being client-centric 
does not guarantee positive smart government outcomes if the services fail to match citizens' 
expectations (Waheduzzaman and Miah, 2015). Thus, public managers' commitment to 
changing 
 
Digital Awareness 
Digital awareness is essential before delving into the technical aspects of digital 
transformation for smart government. Citizens often do not engage in digitization initiatives 
because they are not prepared to embrace them or are unwilling to engage with them (Effendi 
and Susanto, 2019; Khalid and Lavilles, 2019; Ziemba, 2021). Research backs up these findings, 
as the lack of engagement in smart government and e-government efforts hampers 
implementation (Ali, Mazen and Hassanein, 2018; Xianjun, Minghong, and Xiaoli, 2019; 
Alpern, 2020; Domashova and Kripak, 2021). Active citizen participation is necessary for the 
successful implementation of smart government programs (Fenech, Baguant, and Ivanov, 
2019). Therefore, public administrations must aggressively promote digital knowledge among 
the population to ensure the success of smart government implementation. 
 
Trustworthiness 
The two aspects of trustworthiness in digital transformation in smart government are trust in 
the Internet and trust in the government. Trust in the Internet is defined as "the sense of 
confidence in the electronic marketer's dependability and integrity" (Al, 2017). Meanwhile, 
Hasan et al. (2019) characterized trust in the government as "One's judgments regarding the 
integrity and capacity of the entity delivering the service." Citizens' desire to use smart 
government services is influenced by trustworthiness. Citizens must trust both the 
government body and the technology used to execute essential services to accept digital 
transformation in smart government (Tanaka et al, 2021). 
 
Digitalization Infrastructure 
The deployment of smart government services relies heavily on digital infrastructure. The 
capacity to integrate the dimensions of government, people, and service through 
digitalization infrastructure is required for smart government digital transformation (Biloria, 
2021). The cornerstone of digital transformation in smart government services is the 
digitalization infrastructure, which comprises hardware, software, apps, and networking 
(Kalra, 2019). 
 
According to Alketbi (2018), the advanced infrastructure of digitalization might have a 
significant influence on the success of digital transformation in smart government. Digital 
infrastructure has strategic significance as a facilitator of organizational and operational 
process improvement, a cost-cutting facility, and a resource for the creation of enhanced 
services (Wahdain and Ahmad, 2005). 
 
In addition to digital transformation, the CSF requires digital infrastructure standards to 
facilitate government department coordination and the integration of a shared digital 
platform to maximize smart governance (Taherdoost, 2019). For e-government to work 
properly, the utilization of digital infrastructure needs a standardized and codified 
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methodology (Zaineldeen et al., 2020). An open standard facilitates the interoperability of 
different apps and smart government services from many sources without incurring 
additional costs or risk (Chang et al., 2019).  
 
Digital transformation can lead to long-term improvements across the public sector, making 
it more efficient, inclusive, and participatory. By leveraging technology, governments can 
better understand data, improve decision-making, and enhance citizen-government 
engagement. Overall, digital transformation enables Smart Government to deliver better 
services and improve the quality of life for citizens. 
 
Conclusion 
In conclusion, this research aims to contribute to the understanding of critical success factors 
in the implementation of digital transformation within the context of smart government 
services in the UAE. By examining factors such as security-privacy, digitalization 
infrastructure, employee digital skills, citizen engagement, digital awareness, and 
trustworthiness, the research work seeks to provide insights into how these elements impact 
the effectiveness of digital transformation initiatives. The study addresses gaps in the 
literature by emphasizing the need for a multidisciplinary approach and more recent case 
studies to guide organizations in their digital transformation journey. The findings have 
broader implications for governments globally as they navigate the challenges and 
opportunities presented by the integration of digital technologies into public services. 
 
Theoretical Implications 
The theoretical implications of this research lie in its contribution to the understanding of 
critical success factors that underpin the effective implementation of digital transformation 
in the context of smart government services, specifically within the United Arab Emirates. By 
identifying and analysing factors such as security-privacy, digitalization infrastructure, digital 
skills of public employees, citizen-government engagement, digital awareness, and 
trustworthiness, the research enriches the theoretical framework for digital transformation 
initiatives. Furthermore, the exploration of these factors and their impact on smart 
government practices offers insights into the complex interplay between technological, 
organizational, and societal aspects in achieving successful digital transformations. The 
research work also highlights the need for a multidisciplinary approach that integrates various 
domains, such as technology, strategy, and change management, to comprehensively address 
the challenges and opportunities of digital transformation in government contexts. 
 
Practical Implications 
The practical implications of this research are significant for both the United Arab Emirates 
government and other nations striving to enhance their smart government services through 
digital transformation. By identifying and understanding the critical success factors, such as 
security-privacy, digitalization infrastructure, digital skills, citizen engagement, digital 
awareness, and trustworthiness, governments can formulate targeted strategies to optimize 
their digital transformation efforts. This research work provides a valuable framework for 
decision-makers and policymakers to design and implement effective smart government 
initiatives, leading to improved service quality, citizen satisfaction, and operational efficiency. 
Furthermore, the insights gained from this study can guide organizations in overcoming 
challenges related to skill gaps, legacy systems, and resistance to change, fostering a 
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smoother transition towards a more digitally enabled and citizen-centric government service 
delivery model.  
 
Limitations and Future Studies  
It's important to acknowledge several limitations of this research. Firstly, the study's scope is 
focused on the United Arab Emirates, which may limit the generalizability of findings to other 
countries with different contexts and levels of digital transformation maturity. Additionally, 
the research relies on survey data and self-reported responses, which might introduce 
response bias and subjectivity. Furthermore, while this study explores the impact factors of 
digital transformation on smart government initiatives, it does not delve deeply into the 
specific strategies and approaches for overcoming identified challenges. Future studies could 
address these limitations by conducting cross-country comparisons, incorporating more 
diverse research methods, and exploring practical implementation strategies in greater detail. 
Moreover, research could also consider the evolving landscape of emerging technologies and 
their implications for digital transformation in smart government, thus providing more up-to-
date insights into this rapidly changing field.  
  
Recommendation 
This research aims to address significant gaps in the existing research on digital 
transformation in the United Arab Emirate (UAE). Specifically, it seeks to delve into the 
essential impact factors that underpin the success of digital transformation initiatives within 
the realm of smart government services. By establishing correlations between the 
government domain, digital transformation challenges, and the outcomes of smart 
government implementation, this study aims to contribute a comprehensive understanding 
of the subject. Moreover, it emphasizes the need for in-depth case studies to extract practical 
insights and best practices, adopting a multidisciplinary approach that considers strategic, 
organizational, cultural, and technological aspects. Importantly, this research intends to 
bridge the gap in recent studies by providing up-to-date insights into the rapidly evolving 
landscape of digital transformation beyond the confines of 2021. 
 
To address these gaps, future research should focus on conducting comprehensive studies 
that explore the impact factors of digital transformation and their correlation with smart 
government initiatives. Additionally, more case studies and practical implementation 
research would be valuable for organizations seeking guidance on their digital transformation 
journey. A multidisciplinary approach that considers business strategy, organizational culture, 
and technological aspects would further enhance the understanding of successful digital 
transformation implementations. Finally, researchers should aim to include more recent data 
and trends to keep up with the rapidly evolving landscape of digital transformation. 
 
 
 
 
 
 
 
 
 



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN BUSINESS AND SOCIAL SCIENCES 
Vol. 1 4 , No. 8, 2024, E-ISSN: 2222-6990 © 2024 
 

3430 
 

References 
Ahmed, A. (2021) Digital Transformation and Organizational Operational Decision Making: A 

Systematic Review, Advances in Intelligent Systems and Computing. Springer 
International Publishing. doi: 10.1007/978-3-030-58669-0_63. 

Al, B. (2017) ‘Upgrading Society with Smart Government : The Use of Smart Services among 
Federal Offices of the UAE’, Government Information Quarterly, (October 2016). doi: 
10.4018/IJISSC.2016100102. 

Alhanaee, K. (2021) ‘Face Recognition Smart Attendance System using Deep Transfer 
learning’, Procedia Computer Science, 192, pp. 4093–4102. doi: 
10.1016/j.procs.2021.09.184. 

Ali, K. E., Mazen, S. A. and Hassanein, E. E. (2018) ‘A Proposed Hybrid Model for Adopting 
Cloud Computing in E-government’, Future Computing and Informatics Journal, 3(2), pp. 
286–295. doi: 10.1016/j.fcij.2018.09.001. 

Alketbi, H. (2018) An Evaluation of E-government Effectiveness in Dubai Smart Government 
Departments. 

Almuraqab, N. A. S. and Jasimuddin, S. M. (2017) ‘Factors that Influence End-Users’ Adoption 
of Smart Government Services in the UAE: A Conceptual Framework’, The Electronic 
Journal Information Systems Evaluation, 20(July), p. 11. 

Alpern, M. (2020) ‘Critical Success Factors for E-Government Web Services Walden 
University’. 

Atreides, K. (2021) ‘E-governance with Ethical Living Democracy’, Procedia Computer Science, 
190(2019), pp. 35–39. doi: 10.1016/j.procs.2021.06.004. 

Azevedo, A. and Almeida, A. H. (2021) ‘Grasp the Challenge of Digital Transition in smes—a 
Training Course Geared Towards Decision-makers’, Education Sciences, 11(4), pp. 1–20. 
doi: 10.3390/educsci11040151. 

Azevedo, A. and Almeida, A. H. (2021) ‘Grasp the Challenge of Digital Transition in smes—a 
Training Course Geared Towards Decision-makers’, Education Sciences, 11(4), pp. 1–20. 
doi: 10.3390/educsci11040151. 

Biloria, N. (2021) ‘From Smart to Empathic cities’, Frontiers of Architectural Research, 10(1), 
pp. 3–16. doi: 10.1016/j.foar.2020.10.001. 

Biloria, N. (2021) ‘From Smart to Empathic Cities’, Frontiers of Architectural Research, 10(1), 
pp. 3–16. doi: 10.1016/j.foar.2020.10.001. 

Domashova, J. and Kripak, E. (2021) ‘Application of Machine Learning Methods for Risk 
Analysis of Unfavorable Outcome of Government Procurement Procedure in Building 
and Grounds Maintenance Domain’, Procedia Computer Science, 190(2020), pp. 171–
177. doi: 10.1016/j.procs.2021.06.022. 

Effendi, P. M. and Susanto, T. D. (2019) ‘Test of citizens’ Physical and Cognitive on Indonesian 
e-government Website Design’, Procedia Computer Science, 161, pp. 333–340. doi: 
10.1016/j.procs.2019.11.131. 

Elnajjar, H. M. (2021) ‘Experimental and Techno-economic Feasibility Analysis of Renewable 
Energy Technologies for Jabel Ali Port in UAE’, Energy Reports, 7(May), pp. 116–136. 
doi: 10.1016/j.egyr.2021.08.102. 

Fei, W. (2019) ‘Quality Service Delivery Systems among Government Agencies in Malaysia’, 
International Journal of Innovation, Creativity and Change, 5(2), pp. 995–1020. 

Fenech, R., Baguant, P. and Ivanov, D. (2019) ‘The Changing Role of Human Resource 
Management in an Era of Digital Transformation’, Journal of Management Information 
and Decision Sciences, 22(2), pp. 176–180. 



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN BUSINESS AND SOCIAL SCIENCES 
Vol. 1 4 , No. 8, 2024, E-ISSN: 2222-6990 © 2024 
 

3431 
 

Feroz, A. K., Zo, H. and Chiravuri, A. (2021) ‘Digital Transformation and Environmental 
Sustainability: A Review and Research Agenda’, Sustainability (Switzerland), 13(3), pp. 
1–20. doi: 10.3390/su13031530. 

Furszyfer Del Rio, D. D., Sovacool, B. K. and Griffiths, S. (2021) ‘Culture, Energy and Climate 
Sustainability, and Smart Home Technologies: A Mixed Methods Comparison of four 
Countries’, Energy and Climate Change, 2(October 2020), p. 100035. doi: 
10.1016/j.egycc.2021.100035. 

Hashim, K. F. (2020) ‘Citizen Readiness to Adopt the New Emerging Technologies in Dubai 
Smart Government Services’, 2020 6th International Conference on Science in 
Information Technology: Embracing Industry 4.0: Towards Innovation in Disaster 
Management, ICSITech 2020, (February 2021), pp. 1–5. doi: 
10.1109/ICSITech49800.2020.9392071. 

Joh, E. E. (2019) ‘Policing the smart city’, International Journal of Law in Context, 15(2), pp. 
177–182. doi: 10.1017/S1744552319000107. 

Kalra, D. (2019) ‘Impact of Digitization on Smart Living : A Case of Dubai’, International Journal 
of Business & Applied Sciences, 8(3), pp. 31–36. doi: 
10.1504/JIBED.2017.10005152.CITATION. 

Kazim, M. N. (2021) ‘Population Awareness of Cardiovascular Disease Risk Factors and Health 
Care Seeking Behavior in the UAE’, American Journal of Preventive Cardiology, 
8(August), p. 100255. doi: 10.1016/j.ajpc.2021.100255. 

Keesman, L. D. (2021) ‘Action Accounts of Police-civilian Interactions: Using video Elicitation 
to Explore Police Officers’ how-to knowledge’, Poetics, (June 2020), p. 101561. doi: 
10.1016/j.poetic.2021.101561. 

Khalid, S. A. and Lavilles, R. Q. (2019) ‘Maturity Assessment of Local E-government Websites 
in the Philippines’, Procedia Computer Science, 161, pp. 99–106. doi: 
10.1016/j.procs.2019.11.104. 

Li, Y. and Shang, H. (2020) ‘Service Quality, Perceived Value, and Citizens’ Continuous-use 
Intention Regarding e-government: Empirical Evidence from China’, Information and 
Management, 57(3), p. 103197. doi: 10.1016/j.im.2019.103197. 

Marikyan, D. & Papagiannidis, S. (2021). Unified Theory of Acceptance and Use of Technology: 
A review. In S. Papagiannidis (Ed), Theory Hub Book. http://open.ncl.ac.uk 

Meghana, S., Hemashri, R. M. and Kamath, A. N. (2017) ‘Suraksha Digital Transformation to 
Indian Police Services’, International Journal of Advanced Research in Computer and 
Communication Engineering NCAIT-2017, 6(5), pp. 66–68. 

Merritt, J., Antunes, M. E. and Tanaka, Y. (2021) ‘Governing Smart cities: Policy Benchmarks 
for Ethical and Responsible Smart City Development’, World Economic Forum, p. 31. 
Available at: 
https://www3.weforum.org/docs/WEF_Governing_Smart_Cities_2021.pdf. 

Musa, N. C. (2021) ‘The Importance of Governance in Digital Transformation : A Case Study of 
e-CRM Implementation in a Malaysian Petrochemicals Company’, 13, pp. 257–267. doi: 
10.9756/INT-JECSE/V13I1.211027. 

Oliveira, V. A. T. and Santos, G. D. (2019) ‘Information Technology Acceptance in Public Safety 
in Smart Sustainable Cities: A Qualitative Analysis’, Procedia Manufacturing, 39, pp. 
1929–1936. doi: 10.1016/j.promfg.2020.01.239. 

Osman, I. H. (2019) ‘A Cognitive Analytics Management Framework for the Transformation of 
Electronic Government Services from Users’ Perspective to create Sustainable Shared 



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN BUSINESS AND SOCIAL SCIENCES 
Vol. 1 4 , No. 8, 2024, E-ISSN: 2222-6990 © 2024 
 

3432 
 

Values’, European Journal of Operational Research, 278(2), pp. 514–532. doi: 
10.1016/j.ejor.2019.02.018. 

Park, M. S. and Lee, H. (2020) ‘Smart City Crime Prevention Services: The Incheon Free 
Economic Zone Case’, Sustainability (Switzerland), 12(14), pp. 1–13. doi: 
10.3390/su12145658. 

Ray, A. and Chaudhuri, A. K. (2021) ‘Smart Healthcare Disease Diagnosis and Patient 
Management: Innovation, Improvement and skill Development’, Machine Learning with 
Applications, 3(November 2020), p. 100011. doi: 10.1016/j.mlwa.2020.100011. 

Sandhu, A. and Fussey, P. (2021) ‘The “uberization of policing”? How Police Negotiate and 
Operationalise Predictive Policing Technology’, Policing and Society, 31(1), pp. 66–81. 
doi: 10.1080/10439463.2020.1803315. 

Shtait, R. (2018) ‘The Impact of Innovation and Smart Government on Happiness : Proposing 
Conceptual Framework’, 2(2). 

Srouji, J. (2020) ‘Digital Payments, the Cashless Economy, and Financial Inclusion in the United 
Arab Emirates: Why Is Everyone Still Transacting in Cash?’, Journal of Risk and Financial 
Management, 13(11), p. 260. doi: 10.3390/jrfm13110260. 

Srouji, J. (2020) ‘Digital Payments, the Cashless Economy, and Financial Inclusion in the United 
Arab Emirates: Why Is Everyone Still Transacting in Cash?’, Journal of Risk and Financial 
Management, 13(11), p. 260. doi: 10.3390/jrfm13110260. 

Strikwerda, L. (2020) ‘Predictive Policing: The Risks Associated with Risk Assessment’, The 
Police Journal: Theory, Practice and Principles, p. 0032258X2094774. doi: 
10.1177/0032258x20947749. 

Strote, J. (2021) ‘Prevalence and Correlates of Spitting on Police Officers: New Risks in the 
COVID era’, Forensic Science International, 322, p. 110747. doi: 
10.1016/j.forsciint.2021.110747. 

Taherdoost, H. (2019) ‘Importance of Technology Acceptance Assessment for Successful 
Implementation and Development of New Technologies’, Global Journal of Engineering 
Sciences, 1(3), pp. 1–3. doi: 10.33552/gjes.2019.01.000511. 

Wahdain, A. and Ahmad, M. N. (2005) ‘User Acceptance of Information Technology: Theories 
and Models’, Journal of Information Systems Research and Innovation, (January 2014), 
pp. 17–25. Available at: https://www.ischool.utexas.edu/~adillon/BookChapters/User 
acceptance.htm. 

Xianjun, Q., Minghong, C. and Xiaoli, L. (2019) ‘User Acceptance Model of Government 
Microblog and Its Empirical Study’, Procedia Computer Science, 162(Itqm 2019), pp. 
940–945. doi: 10.1016/j.procs.2019.12.071. 

Zaineldeen, S. (2020) ‘Technology Acceptance Model’ Concepts, Contribution, Limitation, and 
Adoption in Education’, Universal Journal of Educational Research, 8(11), pp. 5061–
5071. doi: 10.13189/ujer.2020.081106. 

 
 


