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[30�24]"CU= xOW |@=} RQ= pw@k p@=k 'CU= |v}}=B Q=Okt xJQo = xm xOW u=}@ 0 5
R= |}xawtHt uOQm lJwm =} xO}OB l} |}=v@ Q} R |=yQ}eDt x@ uOQ@ |B Qw_vtx@
X}NWD xm xDmv u}= x@ xHwD =@ [31]"OwW|t xO=iDU=|rt=a p}rLD VwQ R= '=yxO=O
Q=Ri=sQv R= xO=iDU= =@ =t [32w17]OwW|t |UQQ@ |rt=a p}rLD |xr}Uwx@ |}=wQ
OQwt =Q xt=vVUQB Cq=-wU |}=wQ '21|O}}-=D |rt=a p}rLD |x@U=Lt w Lisrel 8 8
|xOwOLt QO |O}}-=D |rt=a p}rLD R= pY=L |rt=a |=yQ=@ "s}O=O Q=Qk |UQQ@
"Ovvm|t |Q}oxR=Ov= =Q OwN x@ \w@ Qt pt=a Cq=-wU |t=tD w OvDUy 0 67 w 0 21
|rt=a p}rLD VHvU |xrLQt QO 1 |twyit pOt VR=Q@ |=yXN=W 3 pwOH QO
Qou=}=tv Q=Ri=sQv \UwD xOW s=Hv= VR=Q@ |=yuwtR; |t=tD "CU= xOW x�=Q= |O}}-=D

"OvDUy pOt |=Q@ ?U=vt VR=Q@

|Q=DN=U pOt |=yuwtR; "2"4
u}@\@=wQ xmCU= 1 |twyit pOt x@ \w@ Qt 22|Q=DN=U CqO=at pOt 3 pmW QO
|UQQ@ |=Q@ "OyO|t u=Wv =Q �SEM R= pY=L |rt=a |=yQ=@� j}kLD |=yQ}eDt
xm '4 pwOH |=yxO=O w VR=Q@ |=yXN=W R= 1 |twyit pOt =@ xOW xU}=kt pOt

"pw= |twyit pOt |Q=DN=U CqO=at pOt R= pY=L G}=Dv "3 pmW
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L "|O}}-=D |rt=a p}rLD |xrLQt QO VR=Q@ |=yXN=W "3 pwOH
VR=Q@ |=yXN=W VR=Q@ XN=W Q=Okt |O=yvW}B xOwOLt xOwOLt =@ j=@]v= `HQt

Chi-Square 452 89 |O=R; xHQO x@ l}ORv j=@]v=
Degree of freedom 179 QDy@ 'QDW}@ xJQy j=@]v=

P-value 0 00000 � 0 01 j=@]v= [33]

Chi-Square/DF 2 530 � 3 0;� 5 0 j=@]v= [35w34]

GFI 0 91 � 0 90 j=@]v= [34]

Adjusted GFI 0 89 � 0 80 j=@]v= [36w34]

Parsimony GFI 0 71 QDy@ 'QDW}@ xJQy j=@]v=
RMR (SRMR) 0 059 � 0 08;� 0 06 j=@]v= [41�37]

CFI 0 96 � 0 90 j=@]v= [33]

RMSEA 0 058 � 0 06 j=@]v= [41�38]

NFI 0 94 � 0 90 j=@]v= [42]

CN 230 84 � 200 j=@]v= [43]

NNFI (TLI) 0 96 � 0 95 j=@]v= [38]

Notes: GFI = Goodness of Fit Index;

AGFI = Adjusted Goodness of Fit Index;

PGFI = Parsimony Goodness of Fit Index;

RMR(SRMR) = Standardized Root Mean Square Residual;

CFI = Comparative FitIndex;

RMSEA = Root Mean Square Error of Approximation;

NFI = Normed Fit Index;

CN = Critical N;

NNFI(TLI) = Non-Normed Fit Index (Tucker-Lewis).

"�1� |twyit pOt � |Q=DN=U CqO=at pOt VR=Q@ |=yXN=W "4 pwOH
VR=Q@ |=yXN=W VR=Q@ XN=W Q=Okt |O=yvW}B xOwOLt xOwOLt =@ j=@]v= `HQt

Chi-Square 681 82 |O=R; xHQO x@ l}ORv j=@]v= sOa
Degree of freedom 179 QDy@ 'QDW}@ xJQy j=@]v=

P-value 0 00000 � 0 01 j=@]v= [33]

Chi-Square/DF 3 809 � 3 0;� 5 0 j=@]v= [35w34]

GFI 0 87 � 0 90 j=@]v= sOa [34]

Adjusted GFI 0 84 � 0 80 j=@]v= [36w34]

Parsimony GFI 0 68 QDy@ 'QDW}@ xJQy j=@]v=
RMR (SRMR) 0 056 � 0 08;� 0 06 j=@]v= [41�37]

CFI 0 96 � 0 90 j=@]v= [33]

RMSEA 0 079 � 0 06 j=@]v= sOa [41�38]

NFI 0 94 � 0 90 j=@]v= [42]

CN 149 18 � 200 j=@]v= sOa [43]

NNFI (TLI) 0 95 � 0 95 j=@]v= [38]
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=@DQ="�1� pOt KqY= � |Q=DN=U CqO=at pOt VR=Q@ |=yXN=W "5 pwOH
VR=Q@ |=yXN=W VR=Q@ XN=W Q=Okt |O=yvW}B xOwOLt xOwOLt =@ j=@]v= `HQt

Chi-Square 392 32 |O=R; xHQO x@ l}ORv j=@]v=
Degree of freedom 112 QDy@ 'QDW}@ xJQy j=@]v=

P-value 0 00000 � 0 01 j=@]v= [33]

Chi-Square/DF 3 503 � 3 0;� 5 0 j=@]v= [35w34]

GFI 0 91 � 0 90 j=@]v= [34]

Adjusted GFI 0 87 � 0 80 j=@]v= [36w34]

Parsimony GFI 0 66 QDy@ 'QDW}@ xJQy j=@]v=
RMR (SRMR) 0 054 � 0 08;� 0 06 j=@]v= [41�37]

CFI 0 97 � 0 90 j=@]v= [33]

RMSEA 0 075 � 0 06 j=@]v= sOa [41�38]

NFI 0 95 � 0 90 j=@]v= [42]

CN 173 03 � 200 j=@]v= sOa [43]

NNFI (TLI) 0 96 � 0 95 j=@]v= [38]

"�swO |twyit pOt� |Q=DN=U CqO=at pOt R= pY=L G}=Dv "6 pmW

OwHw 5 w 1 pt=a u}@ 23x]U=w Q}eDt u=wvax@ Qo}O pt=a OvJ =} l} ,q=tDL= xm
R= |mJwm O=a@= uOW uWwQ |=Q@ "CU= xOv=t u=yvB u=QoVywSB O}O R= xm OQ=O
|}=QH= u=Q}Ot w u=QoVywSB 'u=oQ@N R= Qiv 11 =@ 'u=yvB |x]U=w �|=yQ}eDt� Q}eDt
u}= XwYNQO =Q =yv; C=L}[wD w C=Q_v =D OW s=Hv= |virD � |Qw[L x@L=Yt

"s}v=O@ �#Ov=xDN=Ov= xrY=i 5 w 1 |=ypt=a u}@ |rt=wa =} pt=a xJ� xm
QO �Q=PoQ}F-=D� QF-wt pt=wa =Q x]U=w Q}eDt '=yx@L=Yt R= pY=L G}=Dv
w '\@=wQ |xOvvmp}yUD w xOvvm`} QUD Vkv QO 'CrwO w OvwQyW u}@ \=@DQ=
|Q=QkQ@ QO �Q=PoQ}F-=D� QF-wt pt=wa "OvO=O u=Wv \@=wQ |xOvQ=OR=@ w xOvy=m Vkv R}v
pt=a Ovv=t� OwHwt C}a[w �hr= %R= Ov=CQ=@a CrwO w OvwQyW u}@ \=@DQ=
sOa/|y=o ; �G &u=OvwQyW VQov �? &�CrwO x@ OvwQyW O=tDa= sOa/O=tDa=
|]=@DQ= |=yQ=R@= OwHw ��y &u=OvwQyW |=yR=}v syi �O &|OvwQyW jwkL R= |y=o ;

"?U=vt
R= p@k O}=W xm s}Di=} QO 'xOvwWx@L=Yt O=Qi= \UwD xOW QmP OQ=wt Q@ xwqa
|ovwoJ QO QF-wt pt=wa |UQQ@ w |}=U=vW 'CrwO w OvwQyW \=@DQ= C} Q}Ot |UQQ@

�xDU@=w Q}eDt� 5 pt=a x@ uO}UQ |=Q@ |Q=R@= |xOvvm|a=OD xm 4 w 3 |=ypt=a
|Q=DN=U CqO=at pOt "CU= xOW xO=O Q=Qk pOt QO x]U=w Q}eDt u=wvax@ 'OvDUy
0 40 |xOwOLt QO |rt=a |=yQ=@ Qou=}@ 6 pmW QO swO |twyit pOt x@ \w@ Qt

"OvQwmPt pOt |=Q@ |wk OQ=Ov=DU= ?}=Q[ xm CU= 0 85 w
Q=Okt <=vFDU=x@ '6 pwOH QO swO |O=yvW}B pOt |oOvR=Q@ |=yXN=W

"Ov=swO pOt |=Q@ ?U=vt VR=Q@ |=} wo |otyCN w RMSEA

�x@L=Yt� 5 w 1 pt=a u}@ xOWto |xkrL "4"4
5 pt=a |wQ 1 pt=a |rt=a Q=@ |OOa Q=Okt 'OW x_Lqt 3 pmW QO xm u=vJ
|}=v@ Q} R pt=a 4 R= |m} w pkDUt Q}eDt u=wvax@ 1 pt=a xm =Hv; R= "CU= |ivt
Cio SEM G}=Dv Q}UiD QO u=wD|t 'CU= xOW |iQat =t |twyit pOt QO 5 pt=a

"swO |O=yvW}B |twyit pOt "5 pmW
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L "swO |O=yvW}B pOt QO |Q=DN=U CqO=at pOt VR=Q@ |=yXN=W "6 pwOH
VR=Q@ |=yXN=W VR=Q@ XN=W Q=Okt |O=yvW}B xOwOLt xOwOLt =@ j=@]v= `HQt

Chi-Square 417 42 |O=R; xHQO x@ l}ORv j=@]v=
Degree of freedom 114 QDy@ 'QDW}@ xJQy j=@]v=

P-value 0 00000 � 0 01 j=@]v= [33]

Chi-Square/DF 3 661 � 3 0;� 5 0 j=@]v= [35w34]

GFI 0 90 � 0 90 j=@]v= [34]

Adjusted GFI 0 87 � 0 80 j=@]v= [36w34]

Parsimony GFI 0 67 QDy@ 'QDW}@ xJQy j=@]v=
RMR (SRMR) 0 054 � 0 08;� 0 06 j=@]v= [41�37]

CFI 0 96 � 0 90 j=@]v= [33]

RMSEA 0 077 � 0 06 j=@]v= sOa [41�38]

NFI 0 95 � 0 90 j=@]v= [42]

CN 167 77 � 200 j=@]v= sOa [43]

NNFI (TLI) 0 96 � 0 95 j=@]v= [38]

� OvwQyW \=@DQ= |Q=QkQ@ QO QF-wt pt=wa |UQQ@ w |}=U=vW R= p@k xm =QJ &OUQ|t
Vkv QO� xOW |}=U=vW pt=wa "CN=OQB u; C} Q}Ot |ovwoJ x@ u=wD|tv 'CrwO
|Q=QkQ@ QO �\@=wQ |xOvQ=OR=@ w xOvy=mVkv R}v w\@=wQ |xOvvmp}yUD w xOvvm`} QUD
&u=OvwQyW VQov �? &OwHwt C}a[w �hr= %R= Ov=CQ=@a CrwO � OvwQyW \=@DQ=
OwHw ��y &u=OvwQyW |=yR=}v syi �O &|OvwQyW jwkL R= |y=o ; sOa =} |y=o ; �G

"?U=vt |]=@DQ= |=yQ=R@=
pt=a xm s}Di=} QO xOW |L=Q] |twyit pOt |Q=t; p}rLD R= TB u}vJty
'�OvwQyW |=OY uO}vW�CrwO|}=QH= OQmrta Ow@y@ QO u=OvwQyW C=Q_v R= xO=iDU=
&u=OvwQyW|=yR=}v =@CrwO|=y|SD=QDU=|} wUsy �hr= %CU= xOt; O}OB QYva xU R=
&|DrwO OWQ= u=Q}Ot w OvwQyW u}@ nvy=ty w x}q uwO@ 'xJQ=Bm} \=@DQ= |Q=QkQ@ �?
pOt |HwQN x@ xHwD =@ TBU "u=OvwQyW |=yO=kDv= w =yO=yvW}B uOQm xJQ=Bm} �G
pOt w KqY= =Q pOt 'Q=R@= Q@ |SD=QDU= sOkD swyit w pw= pOt |Q=DN=U CqO=at
=@ CrwO |=y|SD=QDU= |} wUsy pt=a swO pOt QO "s}OQm x�=Q= =Q swO |O=yvW}B
uwO@ 'xJQ=Bm} \=@DQ= |Q=QkQ@ |x]U=w pt=a =@ =Q �pkDUt Q}eDt� u=OvwQyW |=yR=}v
uOQm xJQ=Bm} |x]U=w pt=a w |DrwO OWQ= u=Q}Ot w OvwQyW u}@ nvy=ty w x}q
RwQ@ <=Wvt '�hOy x@ uO}UQ |=yQ=R@= u=wvax@� u=OvwQyW |=yO=kDv= w =yO=yvW}B
|=OY uO}vW� CrwO |}=QH= OQmrta Ow@y@ QO u=OvwQyW C=Q_v R= xO=iDU= pt=a
|=yxO=O |Qw;`tH QO "Ow@ ?wr]t R}v VR=Q@ |=yuwtR; G}=Dv w s}DUv=O �OvwQyW
VWwB x@ xHwD =@� Ow@ pmWt |}=yvDx@ x]U=w VwQ R= xO=iDU= xm =Hv; R= '|W}=t}B
Tw@ wD= R= xO=iDU=� |Q=BUC}atH VwQ '�u=Q}= u}tRQUV}=t; xv=o 9 j]=vt |t=tD
|Qw;`tH QO ?U=vt pL x=Q l} u=wvax@ R}v �=yxt=vVUQB VNB |=Q@ |QyWu}@
CUO x@ xDU}=W |NU=B s}DUv=wD VwQ u}= R= w CiQoQ=Qk xO=iDU= OQwt =yxO=O

"s} Qw;

u=wD@ O}=W `k=w QO "OW=@ |QwQ[ CrwO w OvwQyW u}@ \=@DQ= �OwHw u=R}t� |Q=QkQ@
u=wD|tv CrwO w OvwQyW u}@ \=@DQ= QO QF-wt pt=wa |UQQ@ w |}=U=vW R= p@k Cio

"CN=OQB u; C} Q}Ot |ovwoJ x@

|Q}oxH}Dv "5
=@ 'OQ}o|t Q=Qk xQw=Wt OQwtCrwO |=y|Q}os}tYD w |R} Qxt=vQ@ QO xm|v=Uv= |wQ}v
w OQwNR=@ xm u; \QWx@ 'Ovm|t CmQ=Wt |a=tDH= |=yC}r=ai QO |QDuwRi= u=mt=
|Q}os}tYD QOCmQ=Wt =yv; =D OwW xO}v=UQ u=OvwQyW `q]=x@CmQ=Wt u}= |xH}Dv
'CrwO |=y|R} Qxt=vQ@ w =y|Q}os}tYD QO u=OvwQyW CmQ=Wt =@ "OvyO xt=O= =Q
w R=}v R= u=wD|t 'OvwQyW w CrwO u}@ pt=aD QO OwHwt |=yVwQ |NQ@ hqNQ@
Q}}eD u=tR =@ R}v sOQt CU=wN RwQt= |=} wB |=}vO QO "OW Q@N =@ O=Qi= RwQx@ CU=wN
R= |NQ@ QO =Q u=OQtCrwO s}y=wN@ =yv; R= xm OW=@ u}= ?U=vt x=Q O}=W "Ovm|t
=yv; |=Q@ R}J xJ xm Ovtyi|t |@ wNx@ xat=H u=tOQt `k=w QO "OvyO |Q=} =yxv}tR

"CU= xDU}=W
C} Q}Ot w ^iL '|Q=QkQ@ QO |tyt Vkv VywSB u}= QO |O=yvW}B OQm} wQ
OwHwt *QF-wt pt=wa C=k}kLD R= |Q=}U@ QO "Ovm|t =i}= CrwO w OvwQyW u}@ \=@DQ=
|x@L=Yt QO =t "CU= xOW xDiQo xO}O=v CrwO � OvwQyW \=@DQ= |Q=QkQ@ QO
|Q}os}tYD QO u=OvwQyW CmQ=Wt pt=a u}@ xm s}Di=} QO xQ@N |O=OaD =@ xOWs=Hv=
OQmrta Ow@y@ QO u=OvwQyW C=Q_v R= xO=iDU= pt=a w CrwO |=y|R} Qxt=vQ@ w
OQ=O OwHw CrwO � OvwQyW \=@DQ= |Q=QkQ@ QO OwHwt w QF-wt pt=wa 'CrwO |}=QH=
Q_v x@ |QwQ[ CrwO w OvwQyW \=@DQ= C} Q}Ot R= p@k pt=wa u}= |}=U=vW xm
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=@DQ="CU}v p=mW= R= |r=N xDN=U jkLt xt=vVUQB Cq=-wU '|Q=DiQ
pOt pw= xrLQt |HwQN QO 'OW xQ=W= R}v u}W}B |=yCtUk QO xm Qw]u=ty
5 pt=a |wQ 1 pt=a |rt=a Q=@ |OOa Q=Okt pQR}r Q=Ri=sQv '|Q=DN=U CqO=at
QO 5 pt=a <=Wvt w pkDUt Q}eDt u=wvax@ 1 pt=a xm =Hv; R= "OQm sqa= |ivt =Q
xm OQm Q}UiD u}vJ u=wD|t =Q SEM G}=Dv 'CU= xOW |iQat =t |twyit pOt
OQ=O OwHw 5 w 1 pt=a u}@ x]U=w Q}eDt u=wvax@ Qo}O pt=a OvJ =} l} ,q=tDL=
�|=yQ}eDt =}� Q}eDt x@ uOQ@ |B u}=Q@=v@ "CU= xOw@ u=yvB u=QoVywSB O}O R= xm
hOy =@ |v=O}t VywSB s=Hv= u}vJty "O@r]|t xv=o =OH |WywSB QwmPt |x]U=w
Qo}O '|ak=w |=}vO |=Q@ u; Ow@y@ w swO xOWO}}-=D pOt |v=at w s}y=it |R=Uh=iW

"CU= xOv}; VywSB |=Q@ =t O=yvW}B

xOv}; VywSB |=Q@ O=yvW}B 'j}kLD |=yC}OwOLt "1"5
|Q}oxvwtv O}=@ xm Ow@ xt=vVUQB Q=R@= =@ =yxO=O |Qw;`tH x@ \w@ Qt =t pw= C}OwOLt
xJQo = "O=O|t VWwB =Q u=Q}= p=U 19 |q=@ u=OvwQyW |Q=t; |xat=H 'xOWs=Hv=
w x]U=w VwQ wO =@ u=Q}= u}tRQU V}=t; xv=o 9 |Ov@s}UkD T=U=Q@ =yxt=vVUQB
|=Q=O OwQ|t Q=_Dv= 'OW xOv=Q Q_v OQwt |Q=t; |xat=H QO |Q=BUC}atH VwQ

"OW=@ R}v |}=y=]N
x@ C@Uv =Q u=OvwQyW |vyP p=xO}= xt=vVUQB Cq=-wU OW |aU xm u}= swO
CQwYx@ =Q G}=Dv s}v=wD@ =D OHvU@ �� xat=H OwHwt C}a[w xv w �� Q_v OQwt pt=wa
swra xRwL QO OwHwt |=y|oO}J}B x@ xHwD =@ xD@r= "s}vm Ci=} QO Q}o =Qi w `t=H

=yCWwv=B
1. voice of citizen
2. citizen relationship management
3. citizen-government relationship
4. transaction
xO=t; w uOQm xDU=Q; 'uDN}t; |vat x@ uOwt; pai swO QOYt w 'QOYt sU= V}=t; "5
|=yVvm w \@=wQ s}_vD x@ (spatial planning) u}tRQU V}=t; =t= "CU= uOQm
|vD@t |v}tRQU O=H}= Qw_vtx@ |]}Lt pt=wa w |O=YDk= '|v=Uv= pt=wa u}@ p@=kDt
CQ=@ax@ "OwW|t jq]= |]}Lt w |v=Uv= |=yO=OaDU= R= Q=O}=B w xv}y@ xO=iDU= Q@
'C}atH syt |xir-wt xU x@ xm |W}=Q; u} QDQ=O}=B w u} QDxvqO=a 'u} QD?wr]t Qo}O
V}=t;� xt=vQ@ 'OwW|t xO=O u}tRQU =} xk]vt l} QO |]}Lt w |a}@] `@=vt w 'x}=tQU

"OwW|t xO}t=v �u}tRQU
6. Customer Relationship Management (CRM)
7. text message
8. citizen-centric
9. information and communication technology
10. e-government
11. transformation
12. citizen relationship management (CzRM)
13. entrepreneurial
14. total quality management
15. Cronbach's alpha
16. Cochran
17. quota sampling
18. intercept
19. crowdsourcing
20. best entries
21. con�rmatory factor analysis (CFA)
22. structural equation model (SEM)
23. mediator variable
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