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The Impact of Electronic Transformation on the Recipients’ Service
Satisfaction (A case study of the Greater Amman Municipality)
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Dr. Abdul-Aziz Ahmad Sharabati
Abstract

The aim of this study is to investigate The Impact of Electronic Transformation on

the Recipients’ Service Satisfaction (A case study of the Greater Amman Municipality).

This study is considered as descriptive and cause/effect study. The data were
collected through questioner, which built based on previous studies and developed via
refer committee. The questionnaire was distributed to the targeted individuals
electronically, by publishing it on the website of the Greater Amman Municipality for a
period of ten days and (579) questionnaires were collected. After reviewing and checking
the retrieved questionnaires, (112) questionnaires were excluded; So that the researcher
has (467) questionnaires. After checking normality, validity, reliability, and correlation,

multiple regression analysis was used to test the hypotheses.

The results of the main hypothesis test showed that there was a statistically significant
effect of electronic transformation on the satisfaction of service recipients in the Greater
Amman Municipality. The results of testing the hypotheses branching from the main
hypothesis also showed a statistically significant effect of paperless management, remote
management, open time management, and management without rigid organizations on

service recipients in the Greater Amman Municipality.

and the results of the study showed the high level of interest of the Greater Amman
Municipality in providing the various services it provides electronically, and this in turn

was reflected in the extent of service recipients' satisfaction.

The study recommended that the Greater Amman Municipality review the services
provided electronically and expand the provision of its electronic services, and the

necessity of communicating with service recipients in the event of system failure.

Keywords: Electronic Transformation, Recipients’ Service Satisfaction, Greater

Amman Municipality.
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