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Abstract 
Communication skills between institutions and their 

citizens have assumed, in recent years, a vital 

importance within the decision-making processes. The 

study aims to investigate the interactional 

communication relationship between the public body 

and Italian citizens. In particular, the research focuses 

on the impact of the quality of IT services on 

encouraging citizens to use and participate in them.  

 

The theoretical framework deployed in the research is 

based on the managerial component of the Technology 

Acceptance Model (TAM), an application branch of the 

reasoned action theory. The study adopts an empirical 

method based on web content analysis, conducted on 

the institutional sites of the Italian provinces, in order 

to assess the quality of the e-government services 

provided. 
 

Keywords: E-government, participation, Government 

website, provinces. 

 

Introduction 
Through the implementation of the new Information and 

Communication Technologies, public institutions started a 

transformation phase towards a new digital ecosystem, 

trying to create new channels of contact, interaction and 

communication with citizens21. To reduce the distance with 

the citizen and try to implement new methods of study and 

response to his needs, Governments have started to equip 

themselves with systems of e-government and intelligent 

governance11,14,25. 

 

The advent of e-government initiatives may significantly 

contribute in improving the efficiency of public 

administration15,17,23,40,56, the effectiveness of public 

services2,17,23,26,32 and the democratic legitimacy of the local 

Government17,26,49,60. 

 

However, the e-government initiatives so far deployed have 

simply represented an extension of the already existing 

managerial paradigms of governance and their 

implementation has focused mainly on the perspective of 

suppliers8,41,47. For this reason, the impact of e-government 

in the public participation remained contained despite the 

investments made in the area of public digitalization.  
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According to Eurostat statistics, in Italy, only 29% of people 

aged between 16 and 74 have attested to having used ICT 

systems to achieve interactions with public authorities in 

2020. Consistently, the relationship between citizens and 

Italian institutions, undertaken through online platforms, 

stands among the most content in the European context. 

Only by applying e-government technologies towards 

citizens, the key principle of e-governance, can public 

administrations effectively meet the needs and requirements 

of their citizens3-5,36. Several studies show that the use of 

technology can help solve political and social problems in 

modern governance and identify government websites as the 

key tool for this dimension11,14,22,25. 

 

Institutional websites have different functionalities 

including the publication of information, the provision of 

public services and the participation of citizens3,5,36,41. To 

this end, public websites should be designed to promote 

democratic principles and processes5,22,36,55. 

In this scenario, although authoritative studies10,34,43,60 have 

highlighted the characteristics that this new type of 

governance should possess to maximize the effectiveness of 

citizen involvement, a specific study aimed to evaluate the 

practical and empirical dimensions of such initiatives has not 

been conducted41,54. 

 

Studies on the evaluation of the performance of e-

government initiatives take into account the conceptual and 

theoretical data27,35,64 while, by contrast, only a smaller 

number of studies have empirically analysed the factors 

influencing citizens' adoption of e-governance systems50. At 

the same time, there are still few research studies on the 

effects of the introduction of e-government tools and 

platforms on the intensity of active participation7. 

 

The present research work aims to analyze empirically the 

factors that influence the use of the platforms present within 

the institutional web portals of the Italian provinces. More 

specifically, the study focuses on the relationship between 

the degree of development of public communication 

channels on the websites of the Italian provinces and 

metropolitan cities and the level of participation of the target 

population.  

 

In order to evaluate empirically the quality of the 

participatory offer of the institutional websites of the Italian 

provinces, the model "Democratic E-governance Website 

Evaluation Model" (DEWEM) developed by Lee-Gellier 

and Lee41 is used in this research work. Although the model 

also includes an indication of the evaluation criteria relating 
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to service quality and e-service, this study explores the third 

dimension of the model, citizen participation, as it is 

intended to limit the scope of assessment to citizen 

engagement practices only. 

 

Different studies in the literature have provided evaluation 

criteria in relation to the design of websites including those 

related to the quality of the website22,25, e-service48,52 and 

open government12,51 but only a few authors have managed 

to create a complete model of evaluation of the participatory 

capacity present in such platforms41. 

 

This work can therefore be a contribution to research 

because, in addition to what already conceptually deepened 

by Glyptis et al27,  Das et al19, Jho and Song35 and Zhao et 

al64 regarding the acceptance as a result of a good evaluation 

of the performance of the web service provided, it 

empirically analyzes the factors that influence the adoption 

by citizens of e-government platforms. In this sense, the 

research deepens the acceptance and the consequent 

participation deriving from the quality of citizen engagement 

services deployed in the institutional portals of the Italian 

provinces and metropolitan cities.  

 

To this end, the research is based on a dataset comprising 

107 Italian provinces and metropolitan cities. The results of 

the study, based on the web content analysis method, 

conducted in the dimension of Citizen engagement proposed 

by the DEWEM model and expressed in the analysis of the 

features of citizen participation present in the institutional 

portals of the Italian provinces and metropolitan cities, 

contribute to providing a State of the Art of quality of 

participation service and in assessing a relationship between 

it and the content level of digital adoption by citizens. 

 

Early studies of the acceptance and adoption of information 

technologies were theorized in the same time with the 

adoption of the Internet system between 1980 and early 

199020. At this stage, the network still had few users and was 

mainly funded by government administrations and research 

institutes. Although at the time it was estimated that the 

Internet system would remain the exclusive preserve of a 

niche of enthusiasts, since the mid-1990s this technology has 

experienced a phase of undisputed growth, establishing itself 

as the world’s leading communication tool28. 

 

As a result of these developments, the need to deploy 

technology acceptance models has been clearly identified 

since the mid-1980s in order to better understand the impacts 

of future technologies on end users20. 

  

In response to the mentioned phenomena and their 

possibilities of expansion in new market areas, literature has 

developed real models and theories of acceptance of 

technology46. The importance of the development of such 

models is seen in the fact that the technological diffusion is 

not realized in an equitable or universal way but depends 

deeply on the context and the local social dynamics54.  

Consequently, in assessing the relationship between the 

citizen and the local institutions, it is essential to study the 

technological dimensions relating to the local sociocultural 

context, also in order to understand how technology can be 

adapted and applied to different social contexts14. Moreover, 

as already pointed out, the acceptance of technology is a 

critical factor of adoption, as the smart technologies 

underlying the development of smart cities are a 

fundamental means of supporting the deployment of urban 

services54. According to the systematic analysis of literature 

conducted by Hsiao and Yang31, technology acceptance 

models can be classified into several categories.  

 

The study presents three main directions of Technology 

Acceptance Model that can be adapted to highlight their 

relevance to citizen-centric research in the field of smart 

cities. These categories are divided into 1) A hedonistic 

psychological approach that focuses on entertainment and 

ease of use; 2) A social or commercial approach that focuses 

on how to identify, attract and retain the consumer; 3) A 

utilitarian and managerial approach to information systems 

based on the evaluation of the quality of the services 

provided. 

 

Last set of theories are aimed at assessing the acceptance of 

technology as a result of the quality of online services 

provided by organizations and the dialogue between 

organizations and consumers18,54,61. 

 

The models presented within the theoretical managerial 

component of the TAM can be reorganized into two 

categories: theoretical models and empirical models54. The 

theoretical models are structured through the development 

of the original models such as the theory of "reasoned 

action", the theory of "planned behaviour" and the 

technology acceptance model. In structuring the conceptual 

framework, such models use, therefore, theoretical 

approaches already present in the literature20,33,44. Empirical 

models, instead, use frameworks that integrate the original 

theories with external factors taken from other 

models6,18,54,55.  

 

According to Sepasgozar et al53 empirical models are more 

applicable to specific contexts to make a deeper 

understanding of selected communities. At the same time, 

these models can also be deployed in different contexts to 

explore in a diversified way the various aspects and features 

of technology acceptance. Most scientific studies on the 

quality of websites focus on the identification of 

characteristics that affect their reusability by users42 since 

the quality of the website is strongly correlated with user 

satisfaction41.  

 

In this sense, the considerations on perceived utility and 

perceived ease of use illustrated in Davis' Technology 

Acceptance Model20 have been the foundations of the 

subsequent study developments in this field. The technology 

acceptance model has constituted, to date1,39, the theoretical 
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foundation on studies related to the use of e-government 

technologies by the citizens. In this sense, therefore, the 

TAM represents the most reliable theoretical reference, 

having been used as a basis for numerous conceptual and 

empirical studies on predictions and changes in relation to 

user perceptions27,37,40,58.  

 

The theories of acceptance have therefore been used as the 

theoretical base for the studies on the usage of web platforms 

by the consumers, since the adoption of new technologies, 

even as a result of an institutional context, comes from a type 

of internal and external acceptance13,62. 

 

In the context of the interaction between man and computer, 

the analysis of the user experience is correlated to several 

characteristics such as the involvement of the user, its 

interaction with the interface of the website and its 

measurability13,57,62. User experience measurements include 

the ability to complete a task, the effort required to complete 

the task and the degree of user satisfaction in completing the 

task57. The user experience is also strongly linked to the 

technical and design features of the website including the 

user interface which determines the content layout and 

design features41.  

 

Usability in this sense measures how easy the website 

interface is to use. Nielsen’s45 work on usability has 

contributed significantly to the development of website 

design research33,44. In believing that the acceptance by 

citizens of a new technological system is an essential 

element in the implementation of e-government, Shareef et 

al developed a model of adoption of technologies and-

Government in order to identify the critical factors that allow 

citizens to come into contact with these new tools. This 

model, derived directly from the TAM, is structured in five 

constructs: the aptitude for use, the ability to use, the safety 

of use, the adherence of use and the adaptability of use. 

 

More recently, qualifying existing models as not totally 

appropriate, Dwivedi et al22 have identified a unified e-

government adoption model integrating fragmented theory 

with further research. Within the model, scholars propose a 

more in-depth measurement system to explain how 

expectation on performance, expectation on effort, social 

influence, facilitative conditions and perceived risks 

influence citizens' ability and intentions to use a new 

technology. The model highlights the importance of the 

psychological element in the behavior of citizens, but at the 

same time fails to understand the different stages of adoption 

of e-government systems such as the phase of visiting, the 

use of information, the completion of transactions and 

interaction with the same e-government41. 

  

In essence, the studies on the quality of websites have 

provided a fundamental understanding in relation to the 

acceptance of the purely technical aspects of this field. 

Nevertheless, the qualitative variables of e-government 

websites already studied in literature22,45,55 mainly concern 

technical characteristics related to certain psychological 

aspects (emotional appeal) and even more partial evaluation 

criteria about participation initiatives. 

 

In recent years, literature in the field of analysis and 

management of Government websites has highlighted topics 

similar to those proposed by the open government 

movement, such as the analysis of the concept of 

transparency12,63, openness51, perspectives of citizens8, 

public value16,38 and participation platforms. 

 

In the research on the concept of transparency, the focus of 

the analysis was about the information present within the 

website. Yang and Paul63 reviewed 150 local Government 

websites in the United States, focusing specifically on 

available information, online services and website design. 

Their study provided meaningful insights into the issues and 

challenges of US local government website institutions, such 

as the lack of official websites in small cities, the lack of 

published information and the lack of financial resources at 

local level. Nevertheless, the combination of selected 

variables seemed incomplete41. 

 

On the other hand, Caba Pérez el al12 have placed at the 

center of their study the accessibility of financial information 

in the countries of the European Union, focusing on the type 

and quality of information, navigability, design and 

accessibility of the websites. Considering a wide range of 

financial and technical information, Caba Pérez et al12 gave 

an insight into what concerns financial transparency within 

government websites. However, the authors have not 

considered the more interactive aspects of Government 

websites that allow citizens to participate in decision-making 

processes. In this sense, regarding the effects of the openness 

of e-government, the study of Pina et al51 on 15 countries of 

the European Union, showed the underdevelopment of 

government-citizen interactivity of Government websites in 

four dimensions: transparency, interactivity, usability and 

maturity of the website. In this study, the authors argued that 

the excessively bureaucratic and detached vision of the 

relationship between government institutions and the citizen 

prevented the full realization of the benefits deriving from e-

government activities51. In this context, a citizen-centric 

paradigm was proposed in which they measured only the 

interactivity resulting from the tools for deliberative 

processes, such as suggestions, comment boxes and citizen 

consultations, leaving aside the dimension of actual 

collaboration. 

 

Trying to address the critical vision that saw the perspective 

of the creators of e-government platforms as the only 

implementation way, Barbosa et al8 incorporated the 

perspective of citizens in their model of evaluation of the e-

government including measures that, according to them, 

would have been able to study the level of satisfaction of the 

citizens: the understanding of the needs of citizenship, the 

management of transparency and the relations between 

citizens and their Government. In addition, the analysis of 
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Government websites in a public value perspective has led 

to the important conceptualization of websites as 

instruments aimed at a very specific purpose. 

 

In this sense, Karkin and Janssen38, asserting that the 

primary objective of institutional websites is to provide 

public value, draw up a series of new indicators aimed at 

understanding public value aspects, such as citizen 

engagement options (tools for collecting proposals from 

citizens, preparing questionnaires, live transmission of 

government meetings), dialogue (tools for facilitating online 

dialogue) and those for balancing interests (the ability of the 

website to meet the needs of the community impartially).  

 

Research on e-government websites filtered from this point 

of view, focused on the presence of one or more objectives, 

has brought to light new types of relationships between 

citizenship and public decision makers in which both 

represented key players in the creation of public value and 

governance30. 

 

From this new concept of co-production, scholars have 

therefore introduced an important connotation of 

institutional websites: Government websites should 

represent digital platforms for participation. In this vision, 

institutional websites become internet-based platforms 

specifically created to foster participation and collaboration, 

in which citizens become the first proponents of content and 

functionality.  

 

Although social networks such as Facebook and Twitter 

remain characterized by similar characteristics, the e-

government platforms of citizen participation represent 

more specific spaces oriented to the dialogue between the 

two big stakeholders. Despite the heterogeneity of functions, 

in the most recent literature, the portals of communication 

and participation have become a sine qua non condition of 

the structure of institutional websites41.  

 

In essence, studies on the structure of government websites 

oriented towards participation have helped to integrate and 

support research in this area in a significant way. To this end, 

it is necessary to implement a model that incorporates in a 

valid model and completes all the variables deriving from 

this perspective. 

 

For smart public context and policy makers using a "citizen-

centred" approach, effective acceptance of technology by 

users is a critical factor of understanding. The technology 

acceptance model (TAM) and social cognitive theories are 

concepts developed in the research of information and 

communication systems and represent, to date, the main 

reference theories on the measurement of individual 

perceptions about the usage of new technologies46,53. TAM 

is one of the most reliable models in this field and has been 

used as a theoretical basis for numerous empirical studies 

about the predictions and changes in relation to user 

perceptions37,40,58.  

The model is structured in two dimensions: perceived utility 

and perceived ease of use. The first dimension is associated 

with the perception that an individual feels in relation to the 

possibility that the adoption of a certain technology will 

serve to improve the performance of everyday tasks and 

jobs. This construct can be considered as "perceived 

utility"58,59. The second dimension, "perceived ease of use", 

is instead associated with the individual perception that the 

use of a certain technology will make everyday tasks 

easier37,58,59. 

 

In recent decades, other solid theoretical models have been 

proposed and developed contributing to deepen and enrich 

the theoretical scenario. However, the application of such 

models for smart cities and e-government practices has 

proved to be difficult to implement, as empirical studies on 

individual local entities have not allowed the creation of 

successful models that are extensible or repeatable.  

 

While the mentioned theories remain valid58, the literature 

on smart governance and implementations of e-government 

has not made a real effort to apply them to provide a deeper 

understanding of the experience of users of urban technology 

services. 

 

In the examination of the appraisal of the quality of the 

platforms participative e-government, the component of the 

technology acceptance model that is taken in consideration 

is the one which highlights the managerial approach, 

focusing on citizen participation in relation with the 

characteristics and features of the service provided53. 

In this specific branch of the TAM are reported a series of 

models designed to assess the quality of online services 

within organizations and of the dialogue with their 

consumers18,54,61. 

 

According to this theoretical approach, citizens' assessment 

of e-government and smart governance systems plays a key 

role in the final decision to actually use these tools. Previous 

research has already conceptually attested to this 

assumption, both in the specific area of e-government and in 

the general perspective of technological urban services53 but 

there is still a lack of applications for the assessment of 

citizen participation. In this context, the design and 

promotion of e-government portals emerge as strategic 

management tools that can influence the perceptions of 

citizens themselves50. 

 

The models related to the managerial conception of the TAM 

can be divided in two subcategories: theoretical models and 

empirical models31.  

 

The theoretical models are structured through the 

development of the original models such as the theory of 

"reasoned action", the theory of "planned behaviour" and the 

technology acceptance model. In structuring the conceptual 

framework, such models use, therefore, theoretical 

approaches already present in the literature20. Empirical 
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models, instead, use frameworks that integrate the original 

theories with external factors taken from other 

models6,18,53,55.  

 

According to Sepasgozar et al54, empirical models are more 

applicable to specific contexts to make a deeper 

understanding of selected communities. At the same time, 

these models can also be deployed in different contexts to 

explore in a diversified way the various aspects and features 

of technology acceptance. For this reason, setting a 

theoretical framework and given the approach that this 

research reserves specifically to the context of the Italian 

provinces and metropolitan cities, the managerial meaning 

of the technology acceptance model is used in order to assess 

the relationship between the quality of the service provided 

and the usability of the service by the public (citizens). 

 

Among the components dedicated to the analysis of the 

public offer of services, the quality of service is an important 

indicator of technological acceptance and continuity of 

use53. Users tend to avoid using or continuing to use services 

of inconsistent quality (Bandura, 1989). Some authors argue 

that the quality of a service directly affects the loyalty and 

satisfaction of users, thus constituting an important 

assessment metric for technology acceptance13,62. The main 

interest of studies on the quality of websites concerns the 

identification of characteristics that affect the reusability of 

the latter by users42 as the quality of the website has a strong 

correlation with user satisfaction13,62. 

 

In recent years, the literature relating to the analysis and 

evaluation of institutional websites has introduced a new and 

decisive factor: participation capacity. In this vision, 

institutional websites become internet-based platforms 

specifically created to foster participation and collaboration, 

in which citizens become the first proponents of content and 

functionality. For a study that wants to analyze the 

determining factors the use of the governmental websites, 

the analysis of the features of citizen engagement therefore 

becomes of primary importance. The possibility for citizens 

to participate in governance processes not only represents a 

crucial point in improving the democratic legitimacy of local 

policies but also constitutes one of the main methods of 

production of public value and outcome24. In the search for 

increasingly democratic e-governance systems, it is essential 

for public authorities to implement and create operational 

platforms within their websites, able to stimulate citizen 

engagement. 

 

From the considerations of technological acceptance, the 

analysis of institutional websites and the quality of citizen 

engagement present in such websites, it follows that: the 

quality of participation services provided within institutional 

web portals influences the effective digital participation of 

citizens. 

 

H1: The presence of participation tools in Government 

websites has a positive effect on citizens’ use of them. 

Material and Methods 
For the empirical analysis, this study is based on data 

collected within the institutional websites of the Italian 

metropolitan provinces and cities. The sample therefore 

refers to the ISTAT 2021 survey, which includes a total of 

107 territorial units. Subject of the sample are only the 

provinces still active, so that, following the regional law 9 

December 2016, n. 20 of Friuli-Venezia Giulia, the 

provinces of Trieste, Gorizia, Udine and Pordenone were 

administratively deleted and consequently removed from 

data sampling. At the same time, Valle d’Aosta does not 

have a provincial website. In addition, for the year 2021 

there were no recorded accesses to the official website of the 

Province of Viterbo. The total number of samples is 

therefore 101. As for the analysis of the traffic data present 

on the websites, the monthly traffic flows recorded in the 

year 2021 are collected. 

 

In order to assess the participatory capacity of each 

institutional website, the study uses the model provided by 

Lee-Gellier and Lee41, called "Democratic E-governance 

Website Evaluation Model" (DEWEM). Since the study 

aims to investigate precisely how the presence of platforms 

and channels of citizen participation in government websites 

affects their use by the target population, web content 

analysis is a methodology in line with the objectives of this 

study. A thick-box method was used for the content analysis, 

in which two dummy variables are constructed assuming the 

value of 1 if the website presents the specific characteristic 

and 0 if it is absent. In this sense, Lee-Gellier and Lee41 

identified three variables: 

 

1) "Political efficacy" as an effective indicator of civic 

involvement as the perception of citizens participating in 

public co-creation activities and the realization of their civic 

duties generates an impact in the same political process. 

2) "Deliberation", since Government websites can provide 

virtual spaces for public discussions, Lee-Gellier and Lee 

introduce this variable into their model where 

questionnaires, surveys and tools are evaluated to include 

comments and discussions. 

3) "Collaboration" is important because the structure of an 

institutional website orients the citizen towards a direct 

communication marked by a type of highly participatory 

democracy. 

 

In order to determine the degree of correspondence of the 

website with the characteristics required by the model, a 

feature index is calculated, a qualitative-based tool 

designated to measure a series of items that must be 

aggregated. Fractional regression is used to model fractional 

data that positions in the range from 0 to 1 and is appropriate 

when the terms 0 and 1 are included in the model. In this 

study, the independent variable is then converted into a 

fractional index in which values ranging from 0 to 1 are 

included, dividing CAR(Feature) by the number of thick-

box items considered. To create the model, the CAR 
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dependent variable is then converted to an index, using the 

following formula: 

 

𝐶𝐴𝑅 𝐼𝑛𝑑𝑒𝑥 =
1

𝑛
∑ 𝑑𝑗

𝑛

𝑗=1

 

Dove: 

dj = 1 if the feature j is present in the website 

= 0 if the feature j is absent 

n = number of items 

 

In order to measure the effective participation of the target 

population within the institutional websites, the traffic 

present within the same website is analyzed. Traffic analysis 

is considered by most as one of the main indicators of 

effectiveness and performative efficiency of the website 

itself, so it is in line with the purposes of the analysis. To 

obtain data traffic and number of accesses, a software is used 

to read website analytics: SEMrush. SEMrush is an 

advanced-marketing software platform that provides 

analytics data to businesses related to the traffic on a given 

website. The platform can determine the number of users 

who visit a particular website in a specific time frame. The 

analysis software was then used to generate user access data 

in the year 2021, within the websites covered by the sample. 

Monthly accesses for the year 2021 were recorded. 

 

Three control variables were selected regarding the 

geographic and demographic characteristics of the territorial 

context to which the site refers. First, a population variable 

has been used in order to proportionate the extent of access 

to the actual local context. Secondly, a variable related to the 

level of education per province has been used because 

according to the literature in the field of digital divide50, 

there is a positive relationship between the level of education 

achieved and the actual extent of use of e-government 

services and platforms. This variable will therefore be 

represented by the percentage of population per province 

which has earned at least a bachelor’s degree. Finally, the 

age of the population is also a control variable, as the 

younger is the population are the greater the extent and 

intensity of the use of digital instruments in the relationship 

with the public authority50. 

 

Results and Discussion 
The analysis of the potential effects of website 

characteristics on the participation of citizens in Government 

websites was carried out with an empirical approach through 

the analysis of descriptive statistics in relation to a total 

number of 101 observations. 

 

Descriptive statistics show that the efficiency indicator 

averages 0.46. Therefore, in relation to this aspect, it is 

possible to highlight how on an average the analyzed sample 

has an efficiency significantly lower than the maximum 

score obtainable (4,6 out of 8, as total number of items 

assessable according to the DEWEM model), evidence 

confirmed by observed minimum (0,125) and maximum 

(0,875) values. In addition, the factor is shown as 

representative of the sample which is confirmed by the value 

assumed by the standard deviation which appears to be 

contained (0,24).  

 

Regarding the variable of the participation, determined in 

absolute values, the average found in the sample assumes a 

value equal to 41.317,63. This character is strongly 

characterized by a high variability as shown by the 

excessively high value of the standard deviation (125,424.8) 

and by observed minimum and maximum values (116 and 

1,169,367 respectively); data is poor representative of the 

sample due to the high variability resulting from the 

differences in terms of access detected at different provincial 

territories. These evidences are indeed confirmed by the 

data, still collected in absolute values, in relation to the 

population character. Specifically, in this case the average is 

570,314.7. Again, the high sample variability is underlined, 

as attested by the high value of the observed standard 

deviation (617,573.1) and minimum (81,415) and maximum 

(4,231,451) values.  

 

There are several considerations regarding the average age 

variable with an average value of 46.51 which has a limited 

standard deviation (1.62) and consequently a smaller sample 

variability; this is confirmed by the minimum (42.4) and 

maximum (49.8) measurements. Finally, the factor “at least 

graduate” describes the degree of education of users. In this 

case, the average number of users with at least one degree 

does not exceed 0,13. Variable for the values of the standard 

deviation (0,022) and of minimum and maximum (0,08 and 

0,20 respectively) is representative of the sample even 

though in contrast to the literature affirming that a higher 

level of training is normally associated with a greater use of 

new computer equipment50. 

 

Table 1 

Descriptive analysis of the sample 

Variabile Obs. Mean SD Min Max 

Efficiency 101 0.46 0.24 0.125 0.875 

Participation 101 41317.63 125424.8 116 1169367 

Population 101 570314.7 617573.1 81415 4231451 

Average Age 101 46.51 1.616633 42.4 49.8 

% at least one degree 101 0.13 0.022 0.08 0.20 

   Fonte: Author’s elaboration 



Advances In Management                                                                             Vol. 16 (1) March (2023) 

7 

Conclusion   
This study analyzed institutional and Government websites 

as tools for digital mediation aimed at sharing information 

and decision-making practices29. In this sense, within the 

selected theoretical framework, e-governance has been 

conceptualized not only in relation to transactions and 

services delivered electronically, but also and above all as a 

form of inclusion, engagement and citizen participation in 

public policies. This theoretical consideration allowed the 

model to be used as an evaluation of the quality of the 

website in relation to the engagement capacity of the citizen. 

 

Previous studies on Government websites proposed a set of 

criteria mainly focused on specific aspects of e-governance, 

such as the technical quality of the website and the quality 

of e-service provided22,45,55. 

 

In addition, this study provides a dynamic vision of the 

citizen as an active agent of the governance process, 

expanding the analytical scope of government websites from 

simple adoption to real engagement. Previous studies had 

therefore considered citizenship exclusively in a passive 

perspective. For example, “E-GovQual”48 considers the 

citizen as a simple consumer of public service, while other 

e-government acceptance models see him exclusively as an 

end-user8,47.  

 

In contrast, Lee-Gellier and Lee41 through their model 

provide real evaluation criteria in relation to the citizen seen 

as an active participant in the decision-making stages of 

public policy. This vision of active citizenship can deepen 

our knowledge of the interactions and participatory 

dynamics through which the website can stimulate the 

processes of democratic e-governance. 

 

Despite the problems related to the inefficiencies of mass 

participation and the lack of expertise on the part of citizens, 

the importance of participation is now indisputable, given its 

main role in the search for legitimacy, social justice and the 

effectiveness of public action24. 

  

In this scenario, the new perspectives of participatory 

governance are not in a structurally substitutive way 

compared to traditional models, but rather intervene in a 

supplementary way to bridge institutional discrepancies24. 

 

In response to this need, the results of the study provide 

significant and important implications for both reference 

literature and policy makers. First, the Democratic E-

governance Website Evaluation Model presents specific 

features and indications for public entities that manage 

government websites aimed at bringing the state-citizen 

relationship closer. Literature studies suggest that the 

Government website’s digital platform can play a key role in 

creating a deeply collaborative and inclusive relationship 

between citizens and their Government. This is possible 

because public administrations, due to legal obligations and 

principles of transparency, are now at the center of a process 

of constant integration of their digital presence, network and 

identity, within Government websites11,22,26. In the end, 

therefore, citizens need an institutional website not only 

highly functional, efficient and well structured, but on that 

can provide a space for constant confrontation in which they 

can profitably interact and participate with the relevant 

policy makers. 

 

In current institutional realities, participatory democracy 

fails to apply its full potential precisely because of the lack 

of communication skills9. Indeed, in the literature analyzed 

in support of this research work, it is stated that 

Governments have not sought to exploit the true potential of 

the website, limiting their use to an exploratory methodology 

and mere sharing of information12,38,63.   

 

Faced with this consideration, the empirical results of the 

content analysis carried out through the model of Lee-Gellier 

and Lee41 can be an important reference for both literature 

and policy makers: Citizen participation increases where 

dialogue approaches are bilateral, not simply limited to 

communication and unilateral disclosure. The dimension of 

DEWEM dedicated to citizen engagement contributes to 

generating public value precisely through citizenship, a key 

dynamic of participatory governance. 

 

The research is still in an exploratory phase. The empirical 

findings conducted in support of the Democratic E-

governance Website Evaluation Model are still in the early 

stages of application. First, for future research it will be 

necessary to expand the considered dimensions of the model 

in order to make a more complete and holistic vision able to 

cover all the phenomenological spectrum of the socio-

economic dynamics underlying the citizen approach to the 

website. It is therefore considered to integrate the 

dimensions of "Transparency" and "Service quality" and the 

related items within the content analysis of institutional 

websites.  

 

Second, it will be possible to widen and vary the type and 

the size of the public administration to be taken as object of 

the study, not limiting itself to the territorial PAs, but taking 

into consideration also other public sectors or in-house, 

semi-public or participated companies. Similarly, local 

public administrations can be investigated in both the lower 

and upper dimension of the provincial context: on the one 

hand, it would be appropriate to deepen the dynamics 

underlying the citizen engagement present in the municipal 

websites, On the other hand, an international perspective as 

a comparison between the choices of website design of 

different states could provide important food for thought in 

the search for empirical determinants.  
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