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Trust in E-Government Transactional Services:

A Study of Citizens’ Perceptions in Mexico and the U.S.
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3. Research Framework

The previous analysis of the literature suggests that there is an increasing concern in the scholar community for
understanding the factors that impact trust in electronic transactions between countries. This study explores
trust as one of the underlying factors that influence the utilization of egovernment transactional servicesin the
two contrasting cultural settings: México and the U.S. Since previous research has identified cultura
differences between Mexico and the U.S. [39, 40], perceptions of trust in relation to the utilization of online
service might vary across these two countries. This study integrates this work along three dimensions. First, the
institutional trust perspective [33] is used to explore trust perceptions related to the online service delivery
medium. Second, the trust in online vendors framework [30] provides guidance for exploring perceptions of
the government’ s competence, benevolence and the government’s handling of transactional data. Finaly, this
study adopts the egovernment use measure employed by Graafland-Essers and Ettedgui [2] to capture the
citizens' preferred method for service delivery: Internet portals and e-kiosks. Trust is explored across four
transactional services: vehicle registration/renewal, traffic/citation payment, vital event certificates request
(e.g. birth, certificates, marriage certificates, etc.), and federal income tax filing/payment services.
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