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ABSTRACT

Since 2016, all provinces of China have been dgtipeomoting the implementation of "Internet plu®v@rnment
Service". However, there are some gaps in the imgfeing effect of "Internet Plus Government Selvinedifferent
areas. ldentifying the impact factors of the impdeiting effect of "Internet plus Government Serviedl' improve the
implementing effect of "Internet plus Governmenwige". This paper puts "Internet plus Governmeatv&e" in the
research horizon of government innovation, and dos®relevant theories to construct an analysismieavork for the
impact factors of the implementing effect of "Intdr plus Government Service" from three dimensigmplementing
object, implementing subject and implementing emvitent. This paper provides analytical ideas fopiital research
on the implementation effect of "Internet plus Goueent Service".

KEYWORDS:"Internet plus Government Service", Implementinfgdf Government Innovation, Innovation Diffusion,

Technology Acceptance Model
INTRODUCTION

The increasing political awareness and capaciyublic have put forward newer, higher demands fdslip service, and
have promoted the transformation of governmentvation. As one of the main ways to improve manageraad service
level for government, government innovation is acgiss with constant revision and improvement. Téseldpment of
internet technology provides new ideas and direstifor government reform and innovation. When pubtiministration
enters the era of information, government innovatiad "Internet plus Government Service" have leeenbined closely.
As main approach and important content of governnmarovation, "Internet plus Government Service'htribbutes to
high-quality service and administration legalizatidn addition, the problems and experiences actated in the
implementation of "Internet plus Government SerViatso provide lessons for other types of goverrimenovation.
Studying and identifying the impact factors of thglementing effect of "Internet plus Government\v&" is conducive

to the effective implementation of "Internet plusv@rnment Service".

By reviewing the research of e-government and fh@eplus Government Service", we can find thatrésearch
covers a wide range of topics and results, andcbasgucted a series of research on the adoptiorieimgmtation and
evaluation of e-government. Specifically, the reskaon the adoption of e-government is canteredhentechnology
acceptance model, and is combined with differentdet® and theories to modify and improve the conchss The

implementation of e-government is also discussennfrdifferent perspectives, including theory andcpecz. The
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evaluation of e-government has gradually shiftennfthe examination of technical-oriented indicatsush as political,
economic and efficiency to the focus on citizereoted indicators such as public participation amyeghment
transparency, the content of the evaluation has bestinuously enriched. However, there is stithek of discussions on
public administrators and specific implementatidhe research mainly focuses on user-related orecitielated
perspectives and technology-related factors, igorprovider-related perspective and organizatiofesdtors. The
implementation of e-government is an internal issti@ublic administration, the research of citizefated perspective

cannot capture every aspect of the implementatieagovernment alone.

Therefore, this paper takes the implementers ofetftet Plus Government Service" as research olajedt
explores the impact factors of the implementingetffof "Internet Plus Government Service" from perspective of

government innovation.

Theory Basis

Innovation Diffusion Theory

Rogers is the official proposer of innovation déffon theory. After the comprehensive analysis oftigands of innovation
cases, he publishe€The Diffusion of Innovatioh in 1962, the key issues such as the impact faatbrdiffusion

innovation, diffusion process, and diffusion netware systematically explained. This book has bestised several
times, and the research on innovation is relativebture. Rogers believes that innovation diffusirthe process of
innovation spreading through a specific approactorammembers of a social group over time. It is altirevel

communication with two main modes of communicatith@ first one is mass communication, includingaatklevision
or newspapers; the second one is interpersonal coication, including face-to-face communicationvien two or
more individuals. The diffusion of innovation costsi of four key factors, namely innovation itselie way of
communication, time and social systems. The spdethrmvation diffusion depends on the perceivedpprties of
innovation, the types of innovation decision, themmunication ways of innovation, the social systaatures of
innovation diffusion and the efforts of innovatiagency personnel. It can be said that innovatitfindon theory not only
analyzes the individual innovation adoption procéssn the micro level, but also explains the impéattors and

comprehensive characteristics of innovation diffasirom the macro level.
Government Innovation Theory

In 1969, Walker published the paper "the diffusisininnovation among American states”, which startleel era of
government innovation research. Walker believes$ #isalong as a policy or project is new for the oceximg region,
regardless of whether the policy is outdated orlém@nted in other regions, the local governmeninisvating.
Government innovation is mainly composed of thresitd elements: public innovation subject, practicedovation
activities, and public interest-oriented innovati@sults. The mode of government innovation diffasincludes three
forms: regional diffusion, national interaction ainternal decision, and the innovation diffusionaim@nism includes four
types: learning, imitation, competition, coerciamdasocialization. Government innovation diffusi@ninfluenced by the
innovation effect (relative advantage, complexiyc.), the owner of the innovation effect (subjeetintention, etc.),
potential adopters (cognitive ability, executiveligy etc.) and the diffusion environment (pubiemand status, supports
from superior government, etc.). The sustainabitifygovernment innovation is influenced by intermald external
environment, such as policies and legislation, wation itself, such as adaptability and effectiv&s)ennovation process,
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such as monitoring and evaluation, and the alifitgnaintain. The practice of administrators, thalgsis of scholars, the
discussion of media and the participation of publit also have an impact on the sustainabilitygofernment innovation.
In addition, the institutionalized level of innoi@t is also a non-negligible factor affecting thestsinability of

government innovation.
Technology Acceptance Model

Davis (1989) established Technology Acceptance M@@&M) based on Theory of Reasoned Action (TRA).id
assumed that the behaviour is determined by thavialr intention, the behaviour intention is afegtby the use attitude,
and perceived usefulness and perceived ease @ireitbe important variables influencing the usiuakt. TAM provides
a general analysis framework for technology accemeehaviour. Venkatesh and Davis (2000) extetidedraditional
TAM to build processes that span social influen¢gsbjective norms, voluntariness, and image) anghitize tool
processes (job relevance, output quality, resutiafestrability, perceived ease of use) (TAM2). Vepka (2003) et al.
constructed a Unified Theory of Acceptance and Osd&echnology (UTAUT) based on the similarity amoeight
models, providing valuable insights into how andyveimployees decide to adopt and use Informatiom@ogy (IT) in
the workplace. Venkatesh and Bala (2008) estaldisthee TAM3 model to provide managers with feasiple-
implementation and post-implementation intervergigo that employees can better accept and effgctise IT. From
TAM to TAM3, the technology acceptance model hasegthrough four stages: establishing model framkwefining
internal factors- expanding external theories-ebiptp intervention measures, and has provided a tetmpesearch

perspective and research paradigm for technologgrance research.

Analysis on Impact Factors of the Implementing Effet of "Internet plus Government Service"

Analysis Framework

Most research of "Internet plus Government Servie'focused on public, ignoring administrator. Awe tspecific
implementer of "Internet plus Government Serviealministrator is not only the conveyor of governtrgarvice but also
the special serviced person. If "Internet plus Goreent Service" is not accepted by internal adrrizisr, let alone the

effective delivery of government service to extépblic. Therefore, this paper pays more attentioadministrator.

As main content and approach of government innomatihe research on impact factors of the implemgnt
effect of "Internet plus Government Service" canbetseparated from the support of government irtimvaheory. In
essence, government innovation is the result of ¢bembined action of government administrator, oizgtion
environment, public, and social atmosphere formetelated interest groups. At the same time, "meplus Government
Service" treats IT as main carrier and tool, thelementation of "Internet plus Government Servicafinot be separated
from the adoption and use of IT. Wejnert (2016)dusgstems theory to treat innovation result as dbgput of an
innovation system composed of innovation itselfjovator, and environment. Based on this, this pamptegrates the
government innovation theory and technology adoptitodel to construct a three-dimension theorefiGahework of
"object-subject-environment”, and proposes spedcifippact factors of the implementing effect of "Imtet plus

Government Service".
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Impact Factors under the Dimension of ImplementingObject

The implementing object of "Internet plus Governin&ervice" is government platform. "Internet plusv@rnment
Service" relies on government platform to providee-gtop government service for public. Thereforeyegnment
platform is of vital importance. Davis (1989) bekel that the adoption of new technology dependstomperceived
usefulness and perceived ease of use. Rogers pibpbat innovation diffusion is affected by theat®le advantage,
complexity, compatibility, trial ability and visiliy. Subsequently, research by Agarwal and Prgd48288) found that

three factors of relative advantage, complexityl @ampatibility are most supported by empiricakbagsh.
Relative Advantage

Relative advantage is similar in meaning to vagabsuch as perceived usefulness (TAM), performaxpectation

(UTAUT). Previous studies have shown that perceiusefulness and performance expectation have y®sitipact on

personal IT adoption. In addition, "Internet plusv8rnment Service" makes major changes to the walek process, and
organizational structure of original administrativeganization; it is equivalent to a "destructiyestem” to some extent
and will inevitably be strongly resisted by admirasors. As "economic man", administrators will@ézction after a cost-
benefit analysis on "destructive system". The impdating benefits of "Internet plus Government SsViare its relative
advantages, such as the improvement of officeieffay, quality and experience. The relative adwgataf "Internet plus

Government Service" will stimulate administrataysaatiopt new technologies.
Complexity

Complexity is similar in meaning to variables suah perceived ease of use (TAM) and effort expestafUTAUT).

Previous studies have shown that perceived easesefand effort expectation have negative impacpersonal IT
adoption. As mentioned above, administrators takeost-benefit analysis of "destructive systems'ht€inet plus
Government Service") and then take action. In plaiger, the implementation cost of "Internet pluz&oment Service"
is the operational complexity, that is, the degoédlifficulty in using government platform. If gox@ment platform is
complex, it will take a lot of extra time and engtg make up for the use of government platformiciwiwill often cause
the overload of the work quantity and the incoratde work environment. The relative advantage bhbby "Internet
Plus Government Service" are offset by the effoosimplement "Internet Plus Government Service". @gesult,

administrators are reluctant to accept new system.
Compatibility

"Internet plus Government Service" uses "Internieis'Pthinking to build an integrated government. this paper, the
compatibility of "Internet plus Government Serviég'mainly manifested as the coordination and natiggn of all departments
in the implementation of "Internet plus Governm8etvice", the specific representation is the irtign of each system. If
systems can be effectively integrated, and adméist really feel the convenience and effectiveresught by "Internet plus
Government Service" in their work, they will haveore motivation to carry out the implementation ofiree platform. If

systems and the information datum cannot be effdgtintegrated, then the phenomenon of "infornmatswmlated island" will

still exist. "Internet plus Government Service" wah achieve actual results, but increases adndtiigr burden on

administrators; they will resist the implementatifrthe “Internet Plus Government Service".
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Result Demonstrability

Venkatesh and Davis (2000) argued that "if peoplenot attribute their performance improvement &rthse of the system,
then even effective systems may not be recognigesdrs.” That is result demonstrability, in simglens, the linkage between
system adoption and adoption results. If admirnatsacan easily see the co-variation between 'fiatePlus Government
Service" and positive results, then they will faanmore positive view of "Internet Plus Governmeenvige" and will be more
willing to promote the implementation of "Interi@tis Government Service". On the contrary, if thplementation of "Internet
plus Government Service" produces the effectivekwelated results that people want, but in a vagag, then they will be

unlikely to understand the reasons for implemeritingrnet plus Government Service".
Impact Factors under the Dimension of ImplementingSubject

Any administrative activities and the managementtad ultimately be implemented by person, and shene is true
of "Internet plus Government Service". Administrate always the most important and critical compunef
"Internet plus Government Service" and an indispéfes part of promoting the implementation of "Imtet plus

Government Service".
System Anxiety

Boudreau and Robey (2005) believed that the usehef new system would cause additional physical and
psychological burdens on employees, which would enaployees, feel anxious, thus affecting the im@letation
of new system. Venkatesh and Bala (2008) confirrttesl effect of computer anxiety on people's compuise
behaviour. Ninaus (2015) et al. believed that tlypenspace of IT prolongs the working time of usdikrs the
boundary between work and life, and causes extemssure and anxiety. The implementation of "Interplts
Government Service" puts forward higher requirersestt administrators' innovation and execution ahilwhich
has brought great psychological pressure and anxetdministrators. When "Internet plus Governm8etvice"
brings great anxiety and pressure to administratdrsy will have negative resistance, which furtladfects the

implementing effect of "Internet plus Government\gee".
Self-Efficacy

Bandura (1982) proposed the concept of self-efficaielieving that self-efficacy is the process atiging one
person's ability to perform the required actionsexpected situation, and believed that "in any giwtuation,
behaviour will be the best predictor by considergaif-efficacy and outcome belief". The effect effsefficacy on
behaviour was confirmed in subsequent researclomipater use by Hill et al. (1987). The higher aspels sense of
self-efficacy, the more confident he is to use testhgy to complete a specific task, the more cagiidhe is to deal
with the obstacles and difficulties in the implertetion of new system, which will have positive ingpaon the
implementation results. Therefore, the sense dfeficacy of administrators will influence the idgmenting effect

of "Internet plus Government Service".
"Internet plus Government Service" Attitude

Fishbein and Ajzen stated that individual attitdgéermines behavioural intention, and behavioumtahiion further influences
individual behaviour. Subsequently, a series dirtelogy acceptance models proposed by Davis anka¥esh also confirmed
the decisive role of use attitude on use behaviboerefore, administrator's potential Attitude tosgatechnology use and
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"Internet plus Government Service" directly affdwtir performance in "Internet plus Government Betv If administrators
hold a positive view of "Internet plus Governmeringce", they will consider it from a long-term ppective and ignore
temporary difficulties and overcome obstacles.diinaistrators hold a negative view of "Internetpl@Bovernment Service",

they will magnify difficulties infinitely, generati@ziness and lack enthusiasm to implement.
Impact Factors under the Dimension of Implementingenvironment

The implementing environment of "Internet plus Guoweent Service" can be generally divided into masozial
environment and micro organizational environmenhe Timplementation of "Internet plus Government BefV is

inseparable from the impact of implementing envinent.
External Environment

Halverson et al. (2005) argued that public opingrd media opinion are the important external forteg driving
innovation in public sector. Welch and Pandey (304ddalyzed the external environment of e-governnfemh the
perspective of stakeholders. Stakeholders of th@eimentation of "Internet plus Government Servio&lude public,
media and other government agencies. The pubtigation and participation play a monitoring anddback role in the
implementation of "Internet plus Government Sertidée propaganda and attention of the media explaathfluence of
"Internet plus Government Service", thus provid&udion approaches for "Internet Plus Governmentvige". The
support and cooperation between government ageoaiebielp break down departmental barriers, wtscthe basis for

the effective and continuous implementation oféinet Plus Government Service".
Facilitating Conditions

Facilitating conditions can be divided into hardevdacilities and software facilities, namely to@ugpment, financial
support, intellectual support. Venkatesh's UTAUTtspéacilitating conditions into the scope of impaeictors of
technology use behaviour. Stirman et al. (2012nébthat organizational maintenance capacities {@apnd resource)
produce important influence on innovation sustailitgh Facilitating Conditions are the basis foreomrganization to
implement new system. When members of the orgaaizab not have the necessary resources to implengsm system,
they often try to avoid the implementation of neystem. To be specific, hardware facilities are inemise for the
implementation of "Internet plus Government SerVji¢mancial support is the basis for the continsidgonplementation,
and intellectual support is helpful for administratto quickly understand, familiarize and master key of "Internet Plus
Government Service". Therefore, in the implementimgcess of "Internet plus Government Service'thére are no
facilitating conditions, "Internet Plus Governm&mrvice" will not be sustainable.

Organization Rules

System theory holds that organizations are deepipeelded in the social and political environmengaaizations'
practices and structures are often the reflectimhrasponse to rules, beliefs and customs. Sonm#assthave shown that
the absence of organizational rules and regulatigtiseriously affect the quality and efficiency organizational work.
Moore and Hartley (2008) argue that the laws, ratips and governance rules of government orgaairatre important
considerations for the sustainability of innovatidhe implementation of "Internet plus Governmeatv&e" has brought
a huge impact to government organizational memizard structures. A series of rules and regulatiomsh sas

implementation measures need to be establishetstoethe steady development of government, torerike legitimacy
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of the implementation of "Internet plus Governm&atrvice", so that the implementation of "InternktspGovernment

Service" has foundation to follow.
Leadership Efficacy

Leadership in an organization is critical to thgaorization's implementation activities. Perry armdddmer (1980) argued
that the support of chief executive produces imgrinfluence on innovation adoption and perforneari€oac et al.
(2016) believed that the leadership of innovatieaders affects the process of government innovaliba power and
political skills of leaders have an important impaa their subordinates, which will affect the implenting effect of
government innovation. In China, local governmesaders influence the actual implementation of dopgwlicies. In
terms of "Internet plus Government Service", suppmd commitment of superior can effectively aroadeninistrators'
enthusiasm and encourage their beneficial exptoradf "Internet plus Government Service". Witho¢ tsupport and
recognition of superior leaders, it will increase difficulties for administrators in the implematibn of "Internet Plus
Government Service".

Communication and Cooperation

Effective communication and cooperation among memb&an organization can promote the sharing anebd of relevant
information and experience, and the communicatimh @operation atmosphere within one organizasoconducive to the
implementation and development of innovative aiisi Traditional administrative organizations hpeer communication and
cooperation, which is not conducive to the mutaaling and sharing of administrators. As far agethet plus Government
Service" is concerned, communication and cooperatinong members of the organization can bring fipéeilp and guidance
in the implementation of "Internet plus Governmsetvice" and stimulate the spark of innovation agnoembers. Good team
cooperation is conducive to the exchange and legrbetween different departments within the orgaitn, and further

promotes the effective implementation of "Intenples Government Service".

In summary, based on the constructed "object-subjagronment” analysis framework, this paper aredythe impact

factors of the implementing effect of "Internet$Bovernment Service", and draws a theoretical hMiaded on this (Figure 1).

ImpactFactors from Implementing Environment

| Extemal | Facilitating Organization | Leadership Communication;

snvironment conditions {orules i efficacy and cooperation ;
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Figure 1: Theoretical Model of Impact Factors
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CONCLUSIONS

Based on government innovation theory, innovatidgifugsion theory and technology acceptance moddk taper
constructs a three-dimension analysis frameworknfimplementing subject, implementing object and langenting
environment to analyze the impact factors of the@lémenting effect of "Internet Plus Government &g3% which
includes the relative advantage, complexity, corbpay, result demonstrability of government plati; system anxiety,
self-efficacy, and "Internet Plus Government SexViattitude of administrator; external environmefdgilitating
conditions, leadership efficacy, communication @odperation of organization. It improves the "inatton generation-
effectiveness transformation-effectiveness mainteeda theoretical system and provides research ideagmpirical

research on implementing effect of "Internet plu/&nment Service" in the future.
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