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ABSTRACT

This study examines the factors influencing user satisfaction and continued use of e-government
services in Vietnam, where digital transformation is rapidly progressing, yet post-adoption behavior
remains under-researched. Using the Delone & MclLean IS Success Model combined with Tech-
nology Continuance Theory, the framework identifies system quality, user experience, and per-
ceived benefits as precursors to satisfaction, which in turn drives continuance intention. Data from
400 respondents across various regions, mostly young users with an average age of 23.26, were
analyzed using Partial Least Squares Structural Equation Modeling (PLS-SEM). The measurement
model showdemonstrated good reliability (composite reliability: 0.851-0.936) and convergent va-
lidity (AVE > 0.5), confirming scalethe scale's robustness. Discriminant validity was verified via the
Fornell-Larcker criterion. Results indicate that user satisfaction significantly impacts continuance
intention (B = 0.796, p < 0.001), accounting for 63.2% of its variance. System quality emerged as
the most critical predictor of satisfaction (8 = 0.437, p < 0.001), followed by user experience (f =
0.206, p < 0.001) and perceived benefits (f = 0.194, p < 0.001). Collectively, these factors explain
41.2% of the variance in satisfaction. The prominence of system quality reflects Viethnamese users'
emphasis on reliable and accessible services over convenience, aligning with the nation's digital
infrastructure stage. Theoretically, the study extends the integrated D&M IS Success Model and
TCT to the post-adoption phase in the context of e-government in a developing country. Practi-
callyln practice, it recommends that policymakers focus on enhancing information security, system
stability, user-friendly interfaces, and communicateing benefits effectively. Limitations include the
a focus on young users in Southeast Vietnam, affectingwhich affects generalizability. Future re-
search should include broader demographics, additional factors like trust and digital literacy, and
longitudinal approaches to observe behavioral changes over time.

Key words: egovernment, continuance intention, user satisfaction, system quality, user experi-

ence, perceived benefit

INTRODUCTION

Vietnam’s e-government implementation has demon-
strated remarkable progress since the early 2000s,
particularly following the introduction of Resolution
36a/NQ-CP in 2015".
its dedication to digital transformation with a 2024

The country demonstrates

E-Government Development Index (EGDI) score of
0.7709 (see table 1), exceeding both the global av-
erage of 0.4893 and the ASEAN average of 0.55422.
A significant milestone was the launch of the Na-
tional Public Service Portal in 2019, which has suc-
cessfully processed over 507,171 online applications
across 1,955 administrative procedures as of Septem-
ber 2020°. Despite achievements, challenges remain,
such as low online service use and inconsistencies
across government platforms.

Studies have emphasised the critical role of user satis-
faction in ensuring the sustainability of e-government
services. Recent research by Lu et al. has demon-

strated a strong correlation between user satisfaction
and the intention to continue using digital services®.
This finding is further supported by Roro & Sarassina,
who identified a significant relationship between use-
fulness perception and satisfaction®. These findings
support the DeLone & McLean IS Success Model and
TCT, highlighting system quality, user experience,
and perceived benefits as key to user satisfaction and
ongoing use.

This study has three goals: to identify factors in-
fluencing ongoing e-government use in Vietnam us-
ing the D&M IS Success Model and TCT; to exam-
ine the links among system quality, user experience,
perceived benefits, and satisfaction; and to suggest
strategies to promote continued adoption. It explores
factors, analyzes relationships, and offers recommen-
dations. Theoretically, it advances understanding of
post-adoption behaviour by combining the D&M IS
Success Model and TCT in Vietnam. Practicallyln
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Table 1: E-Government Development Index from 2003 to 2024

E-
Government

2003 2004 2005 2008 2010
Develop-

ment Index

Viet
(Rank)

Nam 97 112(-)  105(+)

Viet
(Value)

Nam  0.3573 0.3378 0.3640

91(+-) 90(-+)

0.4558 0.4454 0.5217 0.4705 0.5143

2012 2014 2016 2018 2020 2022 2024

83(+) 99(-) 89(+) 88(-+) 86(-+) 86  71(-)

0.5931 0.6667 0.6787 0.7709

Source: Author’s compilation from the United Nations

practice, it provides evidence-basedpolicymakers ad-
vicewith toevidence-based policymakersadvice to im-
prove system quality, user experience, satisfaction,
and sustainability. It addresses a gap in understanding
post-adoption behaviour in Vietnam’s e-government,

especially user satisfaction and continued use®”.

THEORETICAL BACKGROUND AND
RESEARCH MODEL

Post-adoption and continuance intention

Post-adoption behaviour encompasses users’ ongoing
decisions and interactions with system functionali-
ties following initial adoption®. This includes vary-
ing degrees of usage and a willingness to explore new

features’

. In e-government contexts, sustained us-
age is vital for long-term IT success, with perceived
value acting as a key driver of continuance inten-
tion !0, Poor user experiences can significantly affect
e-government service adoption and investmentthe le-

gitimacy of investment !

, prompting policymakers to
concentratefocus on strategies that foster sustained
citizen engagement with e-government portals 2.

Despite growing interest in e-government in Vietnam,
research on post-adoption behavior remains limited,
mostly focusing on initial acceptance. Borazon et al.
examined acceptance factors but not sustained use.
Nguyen and Tran studied adoption during COVID-
19, highlighting external motivators rather than on-
going engagement. Nguyen et al. looked at satisfac-
tion but did not systematically include system quality
or user experience. This gap is critical, as Vietnam’s
government aims forto have 80% of services online
by 2025, emphasizunderscoring the importance of
long-term engagement. The country’s diverse socio-
cultural context, with varying digital literacy and trust
in government, calls for an analysis of post-adoption
factors. This study addresses this by integrating the
D&M IS Success Model and TCT to analyze how sys-
tem quality, user experience, and perceived benefits

affect satisfaction and continued use. It enhances un-
derstanding of e-government sustainability in Viet-
nam.

Theory background

The DeLone & McLean Information Systems Success
Model has been widely used to evaluate the effective-
ness of information systems, including e-government
services 3. The model emphasizes the importance of
system quality, including ease of use, accessibility, and
system stability. Research indicates that user experi-
ence is closely linked to satisfaction, as evidenced by
67.5% of studies in this field that employ “user satis-
faction” as a key variable 4. Net benefits include cost
and time savings, transparency, and citizen partici-
pation in governance. In e-government, integrating
and assessing these factors is vital for improving ser-
vice quality and satisfaction. The model often requires
adaptation, especially regarding trust, which is exam-
ined in 25% of e-government papers. Success depends
not just on technical factors but also on building trust
and delivering tangible results.

The Technology Continuance Theory (TCT) expands
on traditional models by including system quality,
user experience, and perceived benefits as key fac-
tors influencing the intention to continue use. Build-
ing on the foundational work of Liao et al., this ex-
panded framework explores how technological sys-
tems sustain user engagement beyond initial adop-
tion ', Empirical evidence suggests system quality,
characterised by reliability and functionality, directly
influences user satisfaction and continuance inten-
tion '°. Moreover, user experience emerges as a piv-
otal factor, encompassing functional and emotional
interactions that shape technological acceptance .
Perceived benefits represent users’ anticipated value
and mediate the relationship between system char-

acteristics and continued usage intention '°

. By in-
tegrating these constructs, the extended TCT offers
a comprehensive view of technological continuance
in digital services, especially in e-government plat-

forms 7.
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Research Model and Hypotheses

ChoosSelecting system quality, user experience, and
perceived benefits as key factors reflectaligns bowith
theory and Vietnam’s e-government context (Fig-
ure 1). System quality tackles infrastructure issues
in Vietnam’s digital transformation, with evidence
showing its effect on user satisfaction '*!81°, User ex-
perience aligns with citizen-centric service priorities,
while perceived benefits capture pragmatic value, vi-
tal in Vietnam’ shift to digital bureaucracy?’. While
trust and perceived risk are key in adoption models,
post-adoption research highlights experiential and
performance factors as more important for continued
use '8, In Vietnam’s e-government system, satisfac-
tion with performance drives ongoing voluntary en-
gagement ',

System Quality and User Satisfaction

System quality denotesrefers to an information sys-
tem’s technical and non-technical traitattributes sup-
portingthat support information delivery, includ-
ing reliability, accessibility, responsiveness, flexibil-
ity, and integration. '°!°. Empirical studies show a
link between system quality and user satisfaction in e-
government. Veeramootoo et al. found system qual-
ity impacts satisfaction more than information qual-
ity in e-filing systems 2. Al-rawahna et al. found that
poor system quality reduced users” willingness to use
e-government services !°. Okunola and Rowley found
that system quality aspects such as reliability and ac-
cessibility significantly affected citizens™ satisfaction
with Nigerian e-government?!. These findings col-
lectively suggest that higher system quality leads to
greater user satisfaction with e-government services;
we propose hypothesis H1 as follows:

HI: System quality has a positive effect on user satis-
faction

User Experience and User Satisfaction

User experience is the outcome of a system’s brand
image, presentation, functionality, system perfor-
mance, interactive behavior, and assistive features,
all of which are influenced by the user’s internal and
physical state??. Empirical research links user ex-
perience to satisfaction in e-government. Kumar et
al. found that positive experiences with convenience,
time savings, and transparency boosted citizen satis-
faction?’. Liu & Shi showed that better accessibil-
ity and interactivity boosted satisfaction with Chinese
e-government platforms 24 The consistent empirical
evidence supporting this relationship leads to the hy-
pothesis that:

H2: User experience has a positive effect on user sat-
isfaction

Perceived Benefits and User Satisfaction

Perceived benefit in e-government refers to users’ sub-
jective evaluation of the advantages gained from dig-
ital government services>> . Empirical studies show
perceived benefits are vital to user satisfaction. For ex-
ample, de Moraes and de Souza Meirelles found that
they positively influence citizens intentions to use e-
government services in Brazil?°. Rihandoyo revealed
that complete and useful information greatly en-
hances user satisfaction with electronic platforms?’.
Wahyuni et al. support this, noting that perceived
benefits likesuch as efficiency and convenience boost-
enhance user satisfaction >®. Based on these empirical
findings, we propose the hypothesis:

H3: Perceived benefit positively affects user satisfac-
tion

User Satisfaction and Metric Structure

Based on Ameen et al’s research, user satisfaction in
e-government is defined as users’ attitudes towards an
information system, indicating how well an applica-

tion meets their needs and expectations®’.

Empir-
ical studies show a strong link between satisfaction
and continuance intention. Alshamsi et al. found
that satisfaction influences continued use of govern-
ment services, while Ameen et al. highlighted its im-
portance in users’ intent to keep using digital plat-
forms?°. Drawing from these empirical insights, we

propose the hypothesis:

H

o 1
User experience *\a User satisfaction }—)‘ Continuance intention

u

System quality

Perceived benefit

Figure 1: Proposed research model

RESEARCH METHODOLOGY

Measurement scales

System quality measurement encompasses multiple
dimensions, basedas on researchidentified by Er-
nungtyas et al., Okunola & Rowley, and Alkraiji*’.
Reliability measures system dependency and avail-
ability over time, efficiency assesses service delivery in
terms of effort, cost, and time, and integration exam-
ines the system’s ability to provide interconnected in-
formation. User experience measurement includen-
compasses multiple dimensions, basedas onutlined by
Aldrees et al.>!.
data protection and trust, friendliness gauges ease of

Security assesses users perceived

7037



VNUHCM Journal of Economics, Business and Law 2026, 10(3): 7035-7043

use and aesthetics, and interaction looks at commu-
nication and engagement. Perceived benefits cover
multiple dimensions, as noted by Kumar et al. and
Ali Al-Hussein et al. 2. Time-saving evaluates users’
perception of service efficiency, cost-saving offers fi-
nancial benefits, and effectiveness measures the utility
and performance of e-government services in meet-
ing user goals. Satisfaction uses Tam and Oliveira’s
framework, withhich comprises four variables assess-
ing performance, efficiency, and responsiveness in
fulfilling users’ informational needs>?. Building on
Bhattacherjee and Lin’s scale, the study incorporates
Susanto et al’s approach, with three variables that an-

alyze future behavioural intentions>*.

Research sample and procedures

The study uses mixed methods. The author identi-
fied factors that sustain e-government through doc-
ument review, then refined a survey instrument and
conducted five citizens' interviews forin the Viet-
namese context. A test interview improved ques-
tionnaire reliability withby introducing two main
changes: bettclearer definitions and clearer terminol-
ogy. Data was collected via convenience sampling, in-
cluding Google Forms and surveys toof Vietnamese
citizens. Out of 421 surveys, 400 responses were valid
(95.01%).
bias, affecting results and generalizability. To miti-
gate this, SEM with SMARTPLS software was used,
following Hair et al. (2017), who recommend a mini-

Convenience sampling could introduce

mum sample size of 10 times the number of structural
paths for robustness>°. The 400 responses greatly ex-
ceed the minimum of 30, ensuring a solid basis for
analysis. This counters sampling limits and boosts the
study’s credibility.

RESEARCH RESULTS

Sample Description

The study involved 400 participants, mainly from
Southeast (215, 53.8%) and the Central Highlands
(111, 27.8%), with a mean age of 23.26 years and a
monthly income of 5,295,000 VND (table 2). The
group was 54.5% women, 41.75% men, and 3.75% un-
specified, representing young, tech-savvy users. Most
participants (62.5%) use e-government for manda-
tory procedures, while voluntary activities are lim-
ited (28.75% for local support, 29.25% for income
searches). Mobile phones (78.3%) and computers
(47%) are the main access devices; public comput-
ers are rarely used. This indicates mandatory require-
ments drive current e-government use more than vol-
untary adoption, highlighting opportunities to ex-
pand voluntary services.

PLS-SEM Analysis
Evaluation of the measurement model

The analysis results in Table 3 show that the aggregate
reliability of the factors is from 0.851 to 0.936. Thus,
according to Hock & Ringle, the scale set used in the
model is perfect>°.

Evaluate the convergence value and differ-
entiation of the scale

Fornell and Larcker indicate that the mean extracted
variance (AVE) evaluates theassesses convergent va-
lidity offor a latent variable, with an AVE threshold
at of> 0.53°. Table 4 shows that all factors AVE
exceeds this, confirming convergence validity. Hair
et al. recommend using the Fornell-Larcker crite-
rion with Garson’s HTMT to assess discriminant va-
lidity 7.
achieved when the square root of the AVE for each

According to Fornell and Larcker, this is

variable exceeds its correlation with the other vari-

ables.

Evaluation of the suitability of the structural
model

The R? measures the model’s influence. Table 6 shows
the corrected R? for Continuation intention is 0.632,
meaning 63.2% of its variation is explained by the
variables; the rest is due to errors and outside fac-
tors. Hock and Ringle consider this level reasonably
good*°.

Table 5: R? Factor

R- R-square
square adjusted
Continuance 0.633 0.632
intention
User Satisfaction 0.417 0412

Source: Self-calculated author

Evaluate impact relationships

To assess the relationship’s impact, the author will
perform a Bootstrap analysis. As per Hair et al,
bootstrapping is an iterative sampling method used
to estimate standard errors without relying on dis-
tribution assumptions®>. Table 7 shows the critical
values for path coefficients, indicating all hypotheses
are significant. System quality, User experience, and
perceived benefit influence User Satisfaction, which
strongly impacts the intention to continue.
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Table 2: General information about the survey objects

Gender
Men 167
‘Women 218
Prefer not to specify 15
Age
Average age 23.26
Income
Average income 5.295.000 VND/month
Residence area
Northern midlands and mountainous areas 9
Red River Delta 10
North Central and Central Coastal areas 15
Central Highlands 111
Southeastern region 215
Mekong River Delta 40
Source: Self-calculated author
Table 3: Summary results of load factors in the PLS-SEM model
Structure Index Outer Cronbach’s Composite reliability =~ Average variance
loadings Alpha (rho_c) extracted (AVE)
System quality SQ1 - 0.816 — 0.771 0.867 0.686
SQ3 0.849
User experience UE1 - 0.721 - 0.769 0.851 0.589
UE4 0.811
Perceived benefit ~ PB1 - 0.898 - 0.897 0.936 0.829
PB3 0.921
User Satisfaction ~ Sal - 0.856 - 0.895 0.927 0.760
Sa4 8.892
Continuance CI1 - 0.887 - 0.886 0.930 0.815
intention CI3 0.911
Source: Self-calculated author
Table 4: Distinguishing value
Continuance Perceived System User User
intention benefit quality Satisfaction experience
Continuance 0.903
intention
Perceived benefit 0.391 0.911
System quality 0.471 0.287 0.828
User Satisfaction 0.796 0.414 0.562 0.872
User experience 0.382 0.459 0.336 0.442 0.768

Source: Self-calculated author
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Table 6: Results of relationships between structures in the model

Hypothesis Relationship  Original Sample

sample (O)

H1 System qual-  0.437 0.436
ity -> User

Satisfaction

H2 User experi-  0.206 0.208
ence -> User

Satisfaction

H3 Perceived 0.194 0.194
benefit ->
User  Satis-

faction

H4 User

faction ->

Satis- 0.796 0.795
Continuance

intention

mean (M)

val-
ues

Standarddeviation P Conclude

(STDEV)

0.035 0.000 Accept

0.052 0.000 Accept

0.050 0.000 Accept

0.024 0.000 Accept

Source: Self-calculated author

Discuss the results

The study found a strong link between user sat-
isfaction and the intention to continue using e-
government services (B = 0.796, p < 0.001), high-
lighting its importance in government digital trans-
formation. This aligns with Alshamsi et al’s research
on the adoption of innovative government services >®.
Furthermore, this result reinforces the findings of
Ameen et al. regarding the pivotal role of satisfaction
in maintaining user engagement with digital govern-
ment platforms?°.

System quality greatly influences user satisfaction (8
=0.437, p < 0.001), highlighting the need for reliable,
accessible, and high-performing systems. The gov-
ernment should develop stable, user-friendly, and re-
sponsive systems. This aligns with Veeramootoo etal.,
who found system quality has a greater impact on sat-
isfaction than other factors in electronic storage sys-
tems 2. This finding aligns with research by Okunola
and Rowley, which highlights the importance of re-
liability and accessibility for user satisfaction with e-
government websites ..

User experience greatly influences satisfaction (f =
0.206 and B = 0.194, p < 0.001). To enhance sat-
isfaction, e-government services must feature user-
friendly platforms, high connectivity, and strong in-
formation security, which users value more than cost
or time savings. This aligns with Aldrees et al’s re-
search, which emphasizes data security and intuitive
interfaces to foster positive user experiences>!. Zhao
& Hu highlight that brand image, presentation, and
system accessibility are key to user experience and sat-

isfaction in online public services*’.

These findings should be viewed withinin the context
of Vietnam’s socio-cultural context. The emphasis
on system quality over perceived benefits shows Viet-
namese users prioritize service reliability and access,
reflecting a digital environment where trust in gov-
ernment tech is still growing. This aligns with Viet-
nam’s digital transformation stage, where citizens re-
main cautious about system stability and data secu-
rity 2. Respondents in developed regions, liksuch as
the Southeast and Central Highlands, with better digi-
tal infrastructure, focus onprioritize technical perfor-
mance over cost savings. Regional disparities in in-
ternet access and digital literacy mean perceived ben-
efits differ in less developed areas. The young demo-
graphic, averaging 23.26 years old, emphasizes system
performance and user experience due to higher levels
of technical skill.

Vietnams e-government development is unique
among ASEAN countries. Its EGDI score (0.7709)
exceeds regional averages, but its focus on system
quality overrather than perceived benefits differs
from those of more advanced digital economies?.
Studies in Singapore and Malaysia often report
stronger perceived benefit effects, indicating estab-
lished trust in digital government®!?.  Vietnams
trend favors technical factors over convenience, in-
dicating early-stage digitalization and ongoing trust
building in e-government. This underscores the need
for continued infrastructure investment and system
stability before users gain full efficiency benefits,
differentiating Vietnam from ASEAN leaders with
mature e-government systems.
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CONCLUSION

Respondents in developed regions, liksuch as the
Southeast and Central Highlands, with better digi-
tal infrastructure, prioritize system performance over
cost savings. Regional disparities mean perceived
benefits vary in less developed areas. The young, av-
eraging 23.26 years, focus on system performance and
user experience dubecause toof their higher techni-
cal skills. This differs from advanced e-government
markets, where perceived benefits are more influen-
tial. System quality’sThe importance of system qual-
ity aligns with studies emphasizing technical reliabil-
ity in digital contexts. Unlike earlier Vietnamese stud-
ies on adoption, this research shows post-acceptance
use depends mainly on system performance, not ini-
tial expectations. The weaker benefit perception sug-
gests that users prefer reliability over efficiency, simi-
lar to early stages of digital transformation stages. The
study offers a framework to improve e-government
by enhancing system quality and stability, improving
processing, reducing time andquality, stability, pro-
cessing, and reducing time, costs, and increasing ef-
ficiency. We recommend that Vietnam focus first on
system stability—covering infrastructure, data secu-
rity, and mobile responsiveness, since 78.3% access
via mobile. After stabilization, enhance user experi-
ence with simpler interfaces, single sign-on, multilin-
gual options, and feedback. Promote perceived ben-
efits through campaigns highlighting time and cost
savings, success stories, and transparency. This se-
quence ensures reliability before benefits, conserving
resources, and building trust. Limitations include
a mainpredominantly young sample from Southeast
Vietnam, limitingwhich limits broader applicability.
Future research should diversify age and regions.
While system quality, experience, and benefits im-
paaffect satisfaction, factors likesuch as trust, risks,
and digital literacy should also be examined. Longitu-
dinal studies are needed to track satisfaction and use
over time.

ABBREVIATIONS

AVE: Average Variance Extracted

ASEAN: Association of Southeast Asian Nations
D&M IS: DeLone & McLean Information Systems
EGDI: E-Government Development Index

HTMT: Heterotrait-Monotrait Ratio

PLS-SEM: Partial Least Squares — Structural Equation
Modelling

TCT: Technology Continuance Theory
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Cac nhéan té dnh hudng dén su hai long va y dinh tiép tuc st dung
dich vu chinh pht dién ti: Nghién ctiu ngugi dung tré tai Viét Nam

Vu Nhat Phuong'?, Tran Hoang Cam Tu'"*

TOM TAT

Nghién ctiu phan tich cac nhan té anh hudng dén su hai long va y dinh tiép tuc st dung dich vu
chinh pht dién tir tai Viet Nam, dua trén khung tich hgp M6 hinh Thanh cong Hé théng Thong tin
B Delone & McLean va Ly thuyét Tiép tuc St dung Cong nghé. D liéu thu thap tir 400 ngudi dung
QR code and download this article tré (tudi trung binh 23,26) tai nhiéu khu vuc Viet Nam, dugc phan tich bing PLS-SEM. M& hinh do
lusng dat do tin cay tdng hop tir 0,851 dén 0,936 va AVE > 0,5. Két qua cho thdy su hai long tac
dong manh dén y dinh tiép tuc st dung (B = 0,796), gidi thich 63,2% phuong sai. Chét lugng hé
théng la nhan t6 anh hudng Ién nhat dén su hai long (B = 0,437), tiép theo la trai nghiém ngudi
dung (B = 0,206) va lgi ich cdm nhan (B = 0,194). Biéu nay cho thay ngudi dung Viét Nam uu tién
d6 tin cay va kha nang ti€p can hon 1a tinh tién Igi, pht hop véi giai doan phat trién ha tang sé hién
tai. Nghién ctiu déng gop ly luan bang cach ma rong khung tich hgp sang hanh vi sau chdp nhan
trong linh vuc chinh pht dién t tai quéc gia dang phét trién, dong thai khuyén nghi nha hoach
dinh chinh sach uu tién bao mat, 6n dinh hé théng va giao dién than thién trudc khi truyén thong
lgi ich cia dich vu. Nghién ciu con gidi han 8 nhom ngudi dung tré tai mién Nam Viét Nam; hudng
tiép theo can md réng mau va bé sung cac bién nhu niém tin va rdi ro cdm nhan.

Tukhoa: chinh pht dién td, y dinh tiép tuc st dung, su hai long ngudi dung, chat lugng hé théng,
trdi nghiém ngudi dung, Igi ich cdm nhan
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