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Objective: The aim of this study is to examine the impact of personalization
and trust on customer empowerment and the subsequent success of e-
government in knowledge-based companies in Tehran Province.
Methodology: This descriptive-analytical study used a structured
questionnaire distributed among senior, middle, and operational managers
in knowledge-based companies. A total of 350 questionnaires were
completed. Face and content validity were assessed using expert judgment
(CVR and CVI), and reliability was confirmed via Cronbach's alpha. Data
were analyzed using SPSS-25 and AMOS-24 through covariance-based
structural equation modeling (CB-SEM).

Findings: Results indicated that personalization significantly and positively
affects both trust and customer empowerment. Trust also has a significant
positive impact on empowerment. Empowerment, in turn, directly and
significantly contributes to e-government success. Indirect effects of
personalization and trust on success, mediated by empowerment, were also
confirmed. The conceptual model showed good fit based on multiple
goodness-of-fit indices.

Conclusion: Customer empowerment driven by personalized services and
strengthened trust plays a crucial role in the success of e-government
initiatives. By fostering customer-centered strategies and trust-building
environments, organizations can enhance innovation, satisfaction, and
operational effectiveness in public service delivery.
Keywords: Personalization, Trust, Customer
Government Success
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EXTENDED ABSTRACT
Introduction

The digital transformation of public services through e-government has emerged as a cornerstone
of modern governance. By leveraging information and communication technologies, governments aim to
provide more efficient, transparent, and citizen-centric services. However, despite significant investments
in digital infrastructure, many e-government initiatives have faced resistance from users and low levels of
sustained engagement. The success of such systems relies not only on their technological robustness but
also on psychological and relational factors such as trust and perceived personalization of services
(Nawafleh & Khasawneh, 2024; Shahzad et al., 2024).

Personalization refers to the process of tailoring services and content to individual user
characteristics, preferences, and needs. In the context of e-government, personalization enhances the
perceived relevance of services and fosters a sense of user control and engagement (Kala et al., 2024).
When users experience services that are customized to their context, they are more likely to interact with
them frequently and view them as supportive rather than bureaucratic (Ashkanani et al., 2024). This
perceived individual attention often plays a key role in forming trust, particularly in environments where
institutional skepticism is prevalent.

Trust, meanwhile, is a critical enabler of technology adoption, especially in public service contexts.
In e-government, trust encompasses users’ belief in the competence, integrity, and reliability of both the
system and the service provider (AlAbdali et al., 2021; Venkatesh et al., 2016). Studies suggest that without
trust, even the most advanced digital services fail to attract or retain users (Alkhateeb & Abdalla, 2021; Distel
et al., 2022). Furthermore, trust significantly influences citizens' perception of risk, security, and fairness
in digital interactions with government entities (Alkraiji & Ameen, 2021; Alsarraf et al., 2022).

Another essential construct is customer empowerment, which in digital environments refers to
users’ ability to influence, control, and benefit meaningfully from technology-mediated interactions.
Empowerment leads to higher levels of engagement, satisfaction, and willingness to participate in digital
governance. Scholars argue that personalization and trust can both significantly foster this empowerment
by enhancing the sense of autonomy, competence, and connectedness among users (Doullah & Uddin, 2020;
Mpinganjira, 2015). Moreover, empowered users are more likely to contribute to the overall success of e-
government programs through increased usage, advocacy, and feedback (Alomari, 2021; Mutimukwe et al.,
2017).

While several studies have explored the impact of trust and service quality on e-government
adoption, few have examined the joint influence of personalization and trust on user empowerment and
how this empowerment ultimately shapes the success of e-government systems (Nulhusna et al., 2017;
Pinem et al., 2018). This study addresses that gap by proposing and testing a structural model where
personalization and trust serve as antecedents of empowerment, which in turn predicts e-government
success. By applying this model to the context of knowledge-based companies in Tehran province, the
study offers insights relevant for both theory and practice.

Methodology

E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

m) Gohari Dynamic Management and Business Analysis 4:1 (2025) 192-207

This research adopted a descriptive-analytical approach using a structured survey distributed
among staff, middle managers, and senior managers of knowledge-based companies in Tehran Province.
The sampling method was random, and 350 questionnaires were collected for analysis. The questionnaire
items measured constructs including personalization, trust, customer empowerment, and e-government
success using a 5-point Likert scale. Content and face validity were confirmed by experts, and construct
validity was established through confirmatory factor analysis. Cronbach's alpha coefficients were
calculated for reliability assessment. Data were analyzed using SPSS-25 for descriptive statistics and
AMOS-24 for structural equation modeling based on the CB-SEM approach.

Findings

The results of the structural equation modeling confirmed all hypothesized relationships among
the variables. First, personalization had a significant positive effect on trust with a standardized coefficient
of B = 0.74, critical ratio (CR) of 13.82, and p < 0.001. This indicates that higher levels of service
personalization strongly enhance user trust in the e-government system.

In addition, personalization significantly influenced customer empowerment, with § = 0.66, CR =
11.34, and p < 0.001, suggesting that personalized services contribute to a greater sense of control,
capability, and influence among users.

Trust also had a positive and significant effect on empowerment, with a standardized path
coefficient of B =0.69, CR = 12.22, and p < 0.001, implying that trust is a key antecedent to users feeling
empowered when engaging with e-government platforms.

Crucially, customer empowerment significantly predicted e-government success, showing a strong
direct effect of B = 0.78, CR = 14.10, and p < 0.001. This finding emphasizes that empowered users are
more likely to engage meaningfully with government digital services, leading to greater perceived success
of those systems.

The indirect effects were also significant. Personalization had an indirect effect on e-government
success through empowerment with a coefficient of B = 0.52, and trust had an indirect effect of f = 0.54,
both with p < 0.001, confirming the mediating role of empowerment.

The model’s overall goodness-of-fit indices indicated an acceptable model fit: y¥/df = 2.74,
RMSEA =0.062, CFI =0.937, and TLI = 0.921, all suggesting that the conceptual model is supported by
the empirical data.

Discussion and Conclusion

The findings of this study underscore the pivotal role of personalization and trust in shaping user
empowerment, which subsequently drives the success of e-government initiatives. The direct effect of
personalization on trust and empowerment highlights the value of designing user-centric services that
acknowledge individual needs and preferences. Trust, as confirmed in the model, is not only crucial in its
own right but also serves as a foundation for psychological empowerment in digital environments. These
results suggest that personalization and trust should be viewed as strategic pillars in digital public service
delivery, rather than as secondary considerations.



The mediating role of empowerment offers important theoretical and practical implications. It
demonstrates that governments seeking to enhance the effectiveness of their digital platforms should
invest not only in technical functionality but also in empowering users through engagement, transparency,
and autonomy. Empowered citizens are more likely to participate in digital governance processes, provide
constructive feedback, and become advocates of innovation in public services.

From a policy perspective, the study highlights the necessity of moving beyond a one-size-fits-all
model of service delivery. Personalized design, clear communication, and trustworthy systems are
essential to fostering meaningful user engagement and long-term adoption. This is particularly relevant in
organizational and regional contexts where skepticism towards government platforms may hinder
participation.

Furthermore, the findings validate the proposed structural model, confirming that personalization
and trust influence e-government success not only directly but also indirectly via empowerment. This
integrated model contributes to a deeper understanding of user behavior in the digital public sector and
provides a robust framework for future research and practice.
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