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ABSTRACT

After the devastating effects of the global Corona pandemic,
governments throughout the world and the people of Jordan in particular,
need to convince their citizens of the necessity of adopting electronic
government and mobile government services. However, gauging the
public's enthusiasm for e-government technologies is a significant obstacle.
Therefore, it took a while for the Hashemite Kingdom of Jordan's

developers and operators to roll out an e-government software.

While this is mostly attributable to the aforementioned modification
issue, the government is reportedly forming a cooperative venture with
private parties (application developers) that boast a far more rapid service
delivery cycle. Several models of citizen acceptability of e-government
have been tried out in prior research. Using the SANAD application as a
case study, this study will evaluate a new acceptance model for electronic
government in Jordan, this study aims to determine how happy people and
customer satisfaction are with the government services they may access on
their smartphones using the SANAD application. Electronic versions of the

questionnaire were used to collect the bulk of the data for the study. Once



the components of the pooled search model were identified, they were
subjected to a reliability test using Cronbach's alpha and other analytical
and statistical tests in IBM-SPSS.

A total of 158 SANAD users answered the questionnaire for the
research. The aim was to conclude to gain a better concept of the variables
that affect to the customer satisfaction. The research derived its uniqueness
by filling put the gaps in studies while studying the relationship of the
independent variables on customer satisfaction. The R? score of 0.728
shows that technical aspect’s factors explain 72.8% of customer
satisfaction variance. Cronbach's Alpha of 0.903 indicated strong internal
consistency, confirming the study's reliability. It is found that when
implementing the quality framework, customer satisfaction obtained a high
level of significance 3.40 out of 5. Despite these positive findings,
professionals noted resource constraints and underlined the necessity for
user education. The findings may be used to improve SANAD, making it

more responsive and user-friendly.
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