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Abstract:

The research aims to evaluate the quality of digital
government services and user satisfaction from the perspective of
beneficiaries in Kuwait. A mixed methods research design is
applied using descriptive analytical approaches, in line with the
study objectives. Quantitative data was collected in the form of
surveys consisting of 14 items, distributed amongst a research
sample of 334 beneficiaries. Qualitative data was collected from
personal interviews conducted with a randomized sample of 27
decision-makers across government institutions in Kuwait.
Results show moderate ratings across most survey items, with
‘time and effort savings’ ranking the highest and ‘speed of
response during service interruption’ ranking the lowest. The
research found no statistically significant differences, at a 0.05
significance level, in the quality of digital government services
based on gender or province; however, age was a significant
factor. Demographic analyses reveal that respondents aged 41 and
older evaluated digital government services more favorably than
younger users. Based on the research findings, several
recommendations are proposed to enhance the quality of digital
government services in Kuwait, including strengthening data
security, improving ease of use, providing rapid response
services, and better integrating the electronic portal.
Keywords: Government, electronic services, digital, user
satisfaction, quality.
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