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Abstract : Governments worldwide are intensely focused on digitizing public transactions to establish reliable e-government
services. The advent of new digital technologies and ongoing advancements in ICT have profoundly transformed business
operations. Citizen engagement and participation in e-government services are crucial for the system's success. However, it is
essential  to  measure  and enhance citizen satisfaction  levels  to  effectively  evaluate  and improve these  systems.  Citizen
satisfaction is a key criterion that allows government institutions to assess the quality of their services. There is a strong
connection between information quality, service quality, and system quality, all of which directly impact user satisfaction.
Additionally, both system quality and information quality have indirect effects on citizen satisfaction. A causal map, which is a
network diagram representing causes and effects, can illustrate these relationships. According to the literature, the main
factors  influencing  citizen  satisfaction  are  trust,  reliability,  citizen  support,  convenience,  and  transparency.  This  paper
investigates the causal relationships among these factors and identifies any interrelatedness between them.
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