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A	B	S	T	R	A	C	T	
	
Digital	transformation	has	altered	how	governments	design,	deliver,	and	regulate	
public	services.	While	smart	government	strategies	have	expanded	rapidly	across	
the	world,	their	success	increasingly	depends	on	public	trust.	Without	trust,	citizens	
hesitate	 to	 adopt	 digital	 services,	 share	 personal	 data,	 or	 engage	 collaboratively	
with	 government	 initiatives.	 This	 article	 examines	 trust	 as	 a	 foundational	
component	of	smart	government,	focusing	on	the	United	Arab	Emirates	(UAE)	as	a	
leading	 case	 of	 digital	 transformation.	 Drawing	 on	 contemporary	 scholarship,	
interviews	 with	 key	 UAE	 government	 entities,	 and	 survey	 findings,	 the	 study	
explores	how	trust	 is	 shaped	by	perceptions	of	privacy,	 security,	 service	quality,	
transparency,	 and	 institutional	 legitimacy.	 The	 analysis	 identifies	 organisational	
practices	 that	 cultivate	 resilience,	 accountability,	 and	 ethical	 conduct,	 and	
highlights	 the	mechanisms	through	which	stakeholders	experience	and	 influence	
trust	 in	 digital	 environments.	 A	 conceptual	 model	 is	 presented	 linking	 trust	 to	
digital	 transformation	 outcomes,	 including	 service	 innovation,	 institutional	
effectiveness,	and	citizen	satisfaction.	Recommendations	are	offered	to	strengthen	
trust-building	practices,	enhance	user	experience,	reinforce	governance	structures,	
and	 guide	 future	 public	 sector	 digitalisation.	 The	 findings	 reaffirm	 that	
technological	 progress	 alone	 does	 not	 guarantee	 transformation;	 rather,	 trust	
functions	 as	 the	 central	 catalyst	 through	 which	 smart	 government	 initiatives	
achieve	meaningful	societal	impact.	

	
1.	INTRODUCTION	 	
Trust	 has	 long	 been	 recognised	 as	 a	 central	
determinant	of	organisational	success	and	societal	
cohesion.	 In	 contemporary	public	 administration,	
where	governments	operate	in	increasingly	digital	
and	data-dependent	environments,	the	role	of	trust	
has	 grown	 even	 more	 significant.	 Smart	
government	 initiatives—ranging	 from	 mobile	
applications	 and	 automated	 services	 to	 national	
identity	 platforms	 and	 predictive	 analytics—
depend	not	merely	on	 technical	capability	but	on	
public	willingness	to	use	and	rely	on	these	systems	
(AlMidfa	et	al.,	2024;	Naim	et	al.,	2024;	Khan	et	al.,	
2023).	When	 citizens	 trust	 digital	 channels,	 they	
engage	more	openly,	share	data,	adopt	innovations,	

and	 develop	 confidence	 in	 institutional	 decisions	
(Shwedeh	et	al.,	2023;	AlQassem,	2022;	Kofinas	et	
al.,	2016).	
The	 broader	 literature	 underscores	 that	 trust	
enhances	 cooperation,	 reduces	 transaction	 costs,	
and	 improves	 public	 satisfaction	 (Razmak	 et	 al.,	
2018;	 Murtaza	 et	 al.,	 2024;	 Yasir	 et	 al.,	 2024).	
Organisations	 that	 cultivate	 trust	 benefit	 from	
stronger	relationships,	smoother	service	delivery,	
and	more	resilient	reputations	(AlShawabkeh	et	al.,	
2016;	 AlKatheeri	 et	 al.,	 2025;	 Naim	 et	 al.,	 2025).	
Conversely,	 a	 deficit	 of	 trust	 undermines	
compliance,	 weakens	 legitimacy,	 reduces	 citizen	
participation,	 and	 creates	 resistance	 to	 new	
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technologies	(Alzoubi	et	al.,	2024;	El	Khatib	et	al.,	
2023;	Joghee	et	al.,	2024).	In	government	contexts,	
mistrust	 can	 threaten	 policy	 implementation,	
increase	 organisational	 burden,	 and	 compromise	
the	 long-term	 sustainability	 of	 digital	
transformation	strategies	(Alshurideh	et	al.,	2022;	
AlNajdawi	et	al.,	2024;	Ma’asor	et	al.,	2023).	
Digital	 transformation	 requires	 individuals	 to	
disclose	 personal	 information,	 interact	 in	 virtual	
environments,	 and	 depend	 on	 systems	 whose	
internal	mechanisms	often	remain	opaque.	 Issues	
of	 privacy,	 data	 handling,	 cyber	 risk,	 and	
institutional	 accountability	 significantly	 influence	
how	 people	 perceive	 and	 evaluate	 smart	
government	services.	The	challenge,	therefore,	lies	
not	only	in	deploying	advanced	technology	but	 in	
cultivating	 the	 conditions	 under	 which	 digital	
interactions	 feel	 secure,	 fair,	 and	 transparent	
(AlHamadi	et	al.,	2024;	El	Khatib	et	al.,	2023;	Khan	
et	al.,	2024).	
Governments	 worldwide	 have	 made	 substantial	
investments	in	smart	platforms	to	optimize	service	
delivery,	 reduce	 administrative	 burden,	 and	
improve	 decision-making	 (AlShawabkeh	 et	 al.,	
2017;	 Maydybura	 et	 al.,	 2024;	 Karthika	 et	 al.,	
2024).	The	UAE	offers	one	of	the	most	developed	
examples	 of	 national-level	 digital	 transformation,	
with	 initiatives	 spanning	digital	 identity	 systems,	
integrated	 service	 portals,	 AI-enabled	 public	
services,	 and	 cross-government	 data	
infrastructures	 (Shwedeh	 &	 F.,	 2021;	 Shao	 et	 al.,	
2025;	 Kabiraj	 et	 al.,	 2009).	 Yet,	 despite	 high	
adoption	 rates	 and	 international	 recognition,	 the	
sustainability	of	such	efforts	remains	linked	to	the	
strength	of	digital	trust	across	society	(Alzoubi	et	
al.,	2025;	El	Khatib	et	al.,	2024;	Kanwal	et	al.,	2023).	
This	 study	 re-examines	 trust	within	 the	 evolving	
landscape	of	smart	government.	 It	revisits	earlier	
perspectives	 on	 trust,	 updates	 them	 with	 recent	
developments,	 and	 integrates	 empirical	 insights	
from	 interviews	 and	 survey	 findings	 (Neyara	
Radwan	et	al.,	2025;	El	Khatib	et	al.,	2022;	Joghee	
et	al.,	2020).	The	analysis	focuses	on	the	interplay	
between	 trust	 and	 digital	 transformation,	
identifying	 the	 mechanisms	 through	 which	 trust	
affects	 organisational	 strategies,	 user	 behaviour,	
and	service	innovation	(Shwedeh	et	al.,	2024;	Khan	
et	 al.,	 2024;	 El	 Khatib	 et	 al.,	 2023).	 A	 conceptual	
model	is	proposed	to	explain	how	trust	contributes	
to	citizen	engagement	and	to	the	success	of	digital	
government	initiatives.	

	
2.	LITERATURE	REVIEW	
2.1	Trust	in	Contemporary	Digital	Governance	
Trust	has	evolved	from	a	traditional	interpersonal	
construct	 to	 a	 multidimensional	 concept	
embedded	in	digital	ecosystems	(Alshurideh	et	al.,	
2025;	 Sihag	 et	 al.,	 2024;	 El	 Khatib	 et	 al.,	 2022).	
Modern	scholarship	defines	digital	 trust	as	users’	
confidence	 that	 digital	 systems	 operate	 securely,	
ethically,	and	reliably	(Kharbat	et	al.,	2017;	Anifa	et	
al.,	2024;	Salloum	et	al.,	2024).	Research	highlights	
several	 core	 determinants	 of	 trust	 in	 digital	
government:	 perceived	 technical	 competence,	
integrity	 in	 data	 handling,	 transparency	 of	
processes,	 and	 consistency	 in	 service	 quality	
(Joghee	et	al.,	2018;	Alzoubi	et	al.,	2025;	Som	et	al.,	
2023).	 In	 public	 sector	 contexts,	 trust	 also	
incorporates	institutional	legitimacy,	fairness,	and	
accountability—elements	 that	 influence	 public	
belief	in	the	state’s	capacity	to	act	responsibly	(Al-
Qassem	et	al.,	2024;	Naim	et	al.,	2024;	AlKurdi	et	al.,	
2023).	
The	shift	from	traditional	administration	to	smart	
governance	has	intensified	the	importance	of	trust	
(Kumar	et	al.,	2024;	Ahmed	et	al.,	2024;	Alshurideh	
et	 al.,	 2024).	 Digital	 services	 rely	 on	 automated	
processes,	remote	interactions,	and	extensive	data	
collection	(Yas	et	al.,	2024;	El	Khatib	et	al.,	2024;	
Alblooshi	 et	 al.,	 2025).	 Studies	 reveal	 that	
individuals	 carefully	 evaluate	 whether	 their	 data	
will	 remain	 private,	 whether	 institutions	 are	
capable	 of	 safeguarding	 it,	 and	 whether	 digital	
platforms	 accurately	 reflect	 governmental	
decisions	(Sihag	et	al.,	2024;	Treacy	et	al.,	2025;	El	
Khatib	et	 al.,	 2023).	High	 levels	of	 trust	 correlate	
with	greater	use	of	digital	channels,	more	efficient	
service	 uptake,	 and	 improved	 satisfaction	 (Al-
Qassem	et	al.,	2021;	Rana	et	al.,	2025;	Halder	et	al.,	
2024).	
2.2	 Smart	 Government	 and	 the	 Transformation	 of	
Public	Services	
Smart	 government	 extends	 beyond	 basic	 e-
government	 by	 using	 data,	 technology,	 and	
interconnected	platforms	 to	deliver	personalised,	
anticipatory,	 and	 seamless	 services	 (Khatib	et	 al.,	
2024;	 Hanaysha	 et	 al.,	 2021;	 AlNajdawi	 et	 al.,	
2024).	Smart	applications	leverage	location-based	
systems,	 mobile	 connectivity,	 AI	 analytics,	 and	
integrated	databases	(Kanwal	et	al.,	2023;	AlMidfa	
et	 al.,	 2024;	 El	 Khatib	 et	 al.,	 2023).	 These	
innovations	allow	governments	to	deliver	services	
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rapidly,	 tailor	 offerings	 to	 individual	 needs,	 and	
reduce	 administrative	 complexity	 (Alzoubi	 et	 al.,	
2024;	Pande	et	al.,	2024;	AI-Nakeeb	et	al.,	2024).	
However,	 the	sophistication	of	these	technologies	
also	 introduces	 new	 layers	 of	 risk—particularly	
related	to	data	privacy,	cybersecurity,	algorithmic	
fairness,	and	information	integrity	(Karthika	et	al.,	
2024;	Naim	et	al.,	2025;	Murtaza	et	al.,	2024).	
Within	 smart	 governance	 literature,	 trust	 is	
repeatedly	 identified	 as	 a	 enabling	 condition	 for	
digital	 transformation	 (Treacy	 et	 al.,	 2025;	
AlKatheeri	 et	 al.,	 2025;	 Shehab	 et	 al.,	 2023).	
Research	demonstrates	 that	without	 trust,	 digital	
initiatives	 encounter	 lower	 adoption	 rates,	
diminished	 public	 engagement,	 and	 scepticism	
toward	automated	decision-making	(AlShawabkeh	
et	 al.,	 2023;	 Shao	 et	 al.,	 2025;	 Ilyas	 et	 al.,	 2023).	
Trust	 facilitates	 cooperation,	 reduces	 cognitive	
barriers	to	adoption,	and	fosters	a	climate	in	which	
innovation	 can	 take	 hold	 (Khan	 et	 al.,	 2023;	
Rosmadi	et	al.,	2025;	Kukunuru	et	al.,	2019).	Smart	
platforms	that	emphasise	user-centricity,	clarity	in	
data	management,	 and	 consistent	 service	 quality	
tend	 to	 achieve	 stronger	 public	 endorsement	
(Joghee	 et	 al.,	 2024;	 AlShawabkeh	 et	 al.,	 2021;	
Joghee	et	al.,	2021).	
2.3	 Dimensions	 of	 Organisational	 Trust:	
Competence,	Integrity,	Dependability	
Contemporary	 studies	 often	 categorise	 trust	 into	
three	primary	dimensions:	

• Competence,	 referring	 to	 the	
organisation’s	technical	and	administrative	
capability	to	deliver	reliable	services.	

• Integrity,	 linked	 to	 fairness,	 ethical	
conduct,	 and	 the	 consistency	 of	 stated	
values	with	actual	practice.	

• Dependability,	 or	 the	 organisation’s	
reliability	 in	 fulfilling	 commitments	 and	
maintaining	consistent	performance.	

These	 dimensions	 hold	 particular	 relevance	 in	
digital	 environments.	 Competence	 encompasses	
cybersecurity	 infrastructure,	 data	 accuracy,	 and	
system	 resilience	 (Vij	 et	 al.,	 2025;	Kharabsheh	 et	
al.,	 2024;	 Kabiraj	 et	 al.,	 2009).	 Integrity	 involves	
responsible	data	stewardship,	respect	for	privacy,	
and	 adherence	 to	 transparent	 procedures.	
Dependability	 reflects	 how	 consistently	 digital	
services	 function	 and	how	organisations	 respond	
to	 disruptions,	 errors,	 or	 crises	 (Alzoubi	 et	 al.,	
2025;	Ma’asor	et	al.,	2023;	Nuseir	et	al.,	2021).	
Measurement	 approaches	 have	 diversified,	

including	 content	 analytics,	 social	 media	
sentiment,	behavioural	 indicators,	and	structured	
frameworks	that	assess	institutional	transparency	
(AlQassem	et	al.,	2022;	Lee	et	al.,	2024;	Khadragy	
et	al.,	2022).	Researchers	note	that	digital	trust	is	
influenced	 both	 by	 structural	 features—such	 as	
policies,	 standards,	 and	 governance—as	 well	 as	
experiential	factors	related	to	user	interaction	and	
service	quality	(AlShawabkeh	et	al.,	2018;	Joghee	et	
al.,	2023;	Sun	et	al.,	2016).	
2.4	 Digital	 Platforms,	 Participation,	 and	 Public	
Confidence	
Studies	 across	 Europe,	 Asia,	 and	 the	Middle	 East	
illustrate	 that	 digital	 tools	 enhance	 public	
participation	 by	 enabling	 accessible	
communication	 channels,	 real-time	 feedback,	 and	
interactive	services	(Samer	Hamadneh	et	al.,	2023;	
Alshurideh	et	al.,	2022;	Tangri	et	al.,	2023).	Smart	
platforms	 strengthen	 accountability	 by	 providing	
visibility	into	government	processes	and	enabling	
citizens	to	track	service	outcomes		(Tanveer	et	al.,	
2025;	Kofinas	et	al.,	2016;	El	Khatib	et	al.,	2024).	
However,	 these	 benefits	 materialise	 only	 when	
trust	 is	 present.	 Governments	 must	 address	
concerns	 surrounding	 surveillance,	 data	 misuse,	
and	 algorithmic	 opacity	 to	 preserve	 confidence	
(AlHamadi	et	al.,	2024;	El	Khatib	et	al.,	2023;	Nuseir	
et	 al.,	 2019).	 Research	 emphasises	 that	 clear	
communication,	 transparent	 data	 practices,	 and	
responsive	 governance	 significantly	 influence	
citizen	perceptions.	
2.5	The	UAE	as	a	Model	of	Smart	Government	
The	 UAE	 has	 been	 recognised	 globally	 for	 its	
ambitious	digital	strategies	and	integrated	service	
ecosystems	 (Yasir	 et	 al.,	 2024;	 AlKatheeri	 et	 al.,	
2025;	Rana	et	al.,	2025).	National	initiatives	such	as	
the	 UAE	 Pass,	 the	 Government	 Service	 Bus,	 and	
unified	 service	 portals	 have	 established	 a	 robust	
foundation	 for	 smart	 governance.	Abu	Dhabi	 and	
Dubai	 have	 implemented	 advanced	 identity	
management	 systems,	 secure	 data-sharing	
frameworks,	 and	 predictive	 analytics	 capabilities	
(Anifa	et	al.,	2022;	Al-Kassem	&	A.	H.,	2021;	Kurdi	
et	 al.,	 2025).	These	developments	have	enhanced	
efficiency,	accessibility,	and	service	customisation.	
Government	 agencies	 operate	 within	 regulated	
environments	 guided	 by	 national	 strategies	 that	
prioritise	 human	 capital	 development,	 data	
governance,	 public	 value	 creation,	 and	 citizen	
satisfaction	 (Alshurideh	 et	 al.,	 2024;	 Alblooshi	 et	
al.,	2025;	AlQassem	et	al.,	2025).	Key	components	
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of	 the	 UAE’s	 approach	 include	 cloud-based	
infrastructures,	 cross-entity	 data	 integration,	
digital	 identity	 systems,	 and	strong	cybersecurity	
frameworks	(Maydybura	et	al.,	2024;	AlQassem	&	
A.	H.,	2024;	Khan	et	al.,	2024).	The	national	plan	for	
smart	 government	 underlines	 the	 strategic	
importance	of	trust,	transparency,	and	institutional	
effectiveness	(AlShawabkeh	et	al.,	2021;	El	Khatib	
et	al.,	2023;	Pande	et	al.,	2024).	
The	 UAE’s	 experience	 highlights	 how	 trust	 is	
operationalised	 within	 public	 administration	
through	 policies,	 security	 measures,	 service	
standards,	 and	 citizen	 engagement	 strategies	
(AlShawabkeh	 et	 al.,	 2014;	 Kanwal	 et	 al.,	 2023;	
Nazeer	et	al.,	2025).	As	digital	platforms	continue	
to	 evolve,	 cultivating	 trust	 remains	 essential	 to	
sustaining	 public	 support	 and	 ensuring	 that	
technological	 investments	 yield	 tangible	 societal	
benefit.	
	
3.	RESEARCH	METHODOLOGY	
The	study	adopted	a	mixed-methods	approach	 to	
obtain	 a	 holistic	 understanding	 of	 trust	 in	 digital	
transformation.	 Both	 qualitative	 and	 quantitative	
data	 were	 collected	 and	 analysed	 to	 explore	
perceptions,	 organisational	 practices,	 and	
contextual	influences.	
3.1	Qualitative	Component	
Semi-structured	 interviews	were	 conducted	with	
representatives	 from	 four	 major	 UAE	 digital	
government	stakeholders:	Smart	Dubai,	ENOC,	the	
Telecommunications	 and	 Digital	 Government	
Regulatory	 Authority	 (TDRA),	 and	 Abu	 Dhabi	
Digital	Authority.	Twelve	interview	questions	were	
developed	 to	 explore	 themes	 related	 to	 trust,	
privacy,	legitimacy,	transparency,	and	institutional	
practice.	 Interviewees	 provided	 insights	 into	
organisational	 strategies,	 technical	 controls,	
ethical	 guidance,	 and	 stakeholder	 engagement	
mechanisms.	
Secondary	 sources—such	as	government	 reports,	
official	publications,	policy	frameworks,	and	peer-
reviewed	 articles—were	 incorporated	 to	
contextualise	 findings	 and	 reinforce	 thematic	
interpretation.	
3.2	Quantitative	Component	
A	survey	was	created	and	distributed	electronically	
to	 collect	 data	 on	 public	 perceptions	 of	 trust,	
awareness	of	digital	transformation,	and	practices	
related	 to	 privacy	 and	 service	 feedback.	 Fifty	
responses	were	 obtained.	 Demographic	 variables	

included	gender,	age,	and	professional	background.	
Survey	 items	 explored	 familiarity	 with	 digital	
services,	attitudes	toward	data	privacy,	willingness	
to	provide	 feedback,	and	overall	 satisfaction	with	
digital	transformation	efforts.	
Although	the	sample	size	was	limited	by	contextual	
constraints,	including	the	COVID-19	pandemic,	the	
findings	still	provide	indicative	insights	into	public	
sentiment	and	awareness.	
	
4.	RESULTS	
The	 analysis	 revealed	 several	 recurring	 themes	
across	 interviews	 and	 survey	 findings,	 reflecting	
how	 UAE	 government	 entities	 interpret	 and	
operationalise	trust	in	digital	transformation.	
4.1	Privacy	Protection	as	a	Foundation	of	Trust	
Across	 all	 participating	 organisations,	 privacy	
emerged	 as	 a	 non-negotiable	 requirement	 for	
digital	 trust.	 Entities	 maintain	 formal	 privacy	
policies	 that	 outline	 data-handling	 practices,	
retention	protocols,	and	security	measures.	Smart	
Dubai’s	 use	 of	 encryption	 and	 two-factor	
authentication,	 alongside	 protective	 data	
infrastructures	 in	Abu	Dhabi,	 illustrate	deliberate	
efforts	 to	 mitigate	 privacy	 risks.	 Interviewees	
emphasised	that	user	data	must	remain	protected	
from	 exposure,	 unauthorised	 access,	 or	 misuse.	
The	 survey	 showed	 strong	 public	 concern	 for	
privacy:	 participants	 consistently	 indicated	 the	
importance	 of	 safeguarding	 personal	 data	 as	 a	
condition	for	digital	service	adoption.	
4.2	Ethical	Conduct	and	Internal	Governance	
Organisations	 implement	 codes	 of	 conduct	 or	
ethics-based	frameworks	to	guide	responsible	use	
of	 technology	 (Al-Kassem	et	 al.,	 2022;	Kharbat	 et	
al.,	 2021;	 Shwedeh	 et	 al.,	 2024).	 While	 some	
entities	 are	 regulated	 primarily	 by	 internal	
protocols,	 others	 operate	 under	 national	 policies	
and	regulatory	mandates.	The	interviews	highlight	
a	 layered	 governance	 system	 in	 which	 legal	
compliance	 intersects	 with	 organisational	 values	
and	ethical	norms	(Alzoubi	et	al.,	2024;	Razmak	et	
al.,	 2018;	 El	 Khatib	 et	 al.,	 2022).	 Ethics	 play	 an	
expanding	 role	 in	 areas	 such	 as	 AI	 deployment,	
automated	 decision-making,	 and	 data	 lifecycle	
management,	 especially	 where	 formal	 legislation	
has	 not	 yet	 evolved	 to	 address	 emerging	
technological	scenarios.	
4.3	Institutional	Rules,	Policies,	and	Decision-Making	
Accountability	
All	 entities	 acknowledged	 the	 interplay	 between	
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law	 and	 ethics,	 noting	 that	 both	 are	 required	 to	
maintain	operational	 legitimacy	(AlNajdawi	et	al.,	
2024;	AlShawabkeh	et	al.,	2013;	Yas	et	al.,	2024).	
Clear	 policies	 help	 manage	 liabilities,	 guide	
employee	behaviour,	and	support	coherent	digital	
practices.	 Organisations	 reported	 using	 internal	
compliance	 units,	 security	 offices,	 and	 external	
auditors	 to	 validate	 adherence	 to	 standards	
(Alshurideh	et	al.,	2025;	Khatib	et	al.,	2024;	AlKurdi	
et	 al.,	 2025).	 Real-time	 accountability	 is	
strengthened	 through	 digital	 channels	 that	 allow	
users	to	track	activities,	report	issues,	and	receive	
timely	responses.	
4.4	Adaptation	to	Technological	Change	and	Citizen	
Expectations	
The	interviews	consistently	underscored	customer	
needs	 as	 a	 central	 driver	 of	 organisational	
behaviour.	 Entities	 rely	 on	 surveys,	 public	
feedback,	 and	 behavioural	 analytics	 to	 refine	
services.	 Social	 media	 monitoring	 enables	 rapid	
adjustment	 to	 emerging	 concerns,	 while	
workshops	 and	 awareness	 sessions	 help	 align	
organisational	processes	with	public	expectations.	
The	interviews	suggest	that	responsiveness	to	user	
feedback	is	a	core	mechanism	through	which	trust	
is	cultivated	(Som	et	al.,	2023;	El	Khatib	et	al.,	2023;	
Shwedeh	&	F.,	2022).	
4.5	Challenges	in	Trust	Management	
Participants	identified	several	challenges	to	digital	
trust,	including	evolving	cybersecurity	threats,	the	
complexity	 of	 policy	 environments,	 and	 rapid	
changes	in	digital	behaviour	(Alzoubi	et	al.,	2024;	
Shwedeh,	2022;	Ahmed	et	al.,	2024).	The	COVID-19	
pandemic	heightened	 reliance	on	digital	 services,	
amplifying	 concerns	 around	 data	 access,	
legitimacy,	 and	 authenticity.	 Organisations	
reported	 increased	 vulnerability	 to	
misinformation,	 heightened	 demand	 for	
transparency,	 and	 pressure	 to	 keep	 pace	 with	
service	 expectations	 (Alshurideh	 et	 al.,	 2022;	
Joghee	et	al.,	2018;	Kumar	et	al.,	2024).	
4.6	Stakeholder	Engagement	and	Influence	
Stakeholders	 play	 an	 active	 role	 in	 shaping	
organisational	 policies.	 Entities	 use	 partnerships,	
customer	 councils,	 and	 engagement	 platforms	 to	
gather	perspectives	from	diverse	groups.	Feedback	
mechanisms	 allow	 stakeholders	 to	 highlight	
service	 gaps,	 express	 concerns,	 and	 contribute	 to	
improvement	initiatives	(AlShawabkeh	et	al.,	2023;	
Shwedeh	et	 al.,	 2024;	El	Khatib	 et	 al.,	 2024).	The	
interviews	 demonstrate	 that	 stakeholder	

involvement	 extends	 beyond	 consultation	 to	
inform	 strategic	 planning	 and	 service	 design	
(Alzoubi	et	al.,	2024;	Anifa	et	al.,	2024;	Shao	et	al.,	
2025).	
4.7	Transparency	in	Digital	Operations	
Transparency	 was	 repeatedly	 described	 as	
essential	 to	trust.	Entities	highlighted	the	need	to	
disclose	 relevant	 information,	 explain	 digital	
processes,	 and	 demonstrate	 fairness	 in	 decision-
making.	 Survey	 findings	 indicate	 that	 individuals	
expect	 clarity	 regarding	 data	 usage,	 risk	
management,	and	the	protective	measures	in	place.	
Transparency	contributes	to	stronger	perceptions	
of	reliability	and	reduces	uncertainty	about	digital	
interactions	(Joghee	et	al.,	2020;	AlQassem,	2022;	
Karthika	et	al.,	2024).	
4.8	Monitoring,	Reporting,	and	Data	Governance	
Interviewees	 emphasised	 the	 importance	 of	
ongoing	 monitoring	 to	 maintain	 digital	 trust.	
Organisations	 use	 dashboards,	 risk	 management	
systems,	governance	frameworks,	and	continuous	
audits	 to	 evaluate	 performance	 and	 detect	
anomalies.	External	audits	by	government	bodies	
and	 third-party	 specialists	 further	 reinforce	
accountability.	These	practices	ensure	that	digital	
platforms	 remain	 aligned	with	 public	 values	 and	
ethical	expectations	(Joghee	et	al.,	2013;	Habbal	et	
al.,	2019;	Alshurideh	et	al.,	2025).	
4.9	Survey	Insights	on	Trust	Perception	
Survey	results	indicate	a	strong	recognition	of	the	
importance	 of	 trust:	 all	 respondents	 agreed	 that	
trust	directly	affects	organisational	strategies	and	
service	 outcomes.	 Although	 64%	 of	 participants	
reported	 not	 reading	 terms	 and	 conditions,	 they	
still	 expressed	 strong	 concern	 about	 privacy,	
illustrating	 a	 need	 for	 simplified,	 accessible	
communication	(AlAmiri	et	al.,	2024;	Hanaysha	et	
al.,	 2021;	AlQassem	et	 al.,	 2024).	 The	majority	 of	
respondents	were	willing	to	provide	feedback	and	
participate	 in	 improvement	 initiatives,	suggesting	
a	high	degree	of	civic	engagement.	These	findings	
reinforce	 the	 view	 that	 trust	 is	 shaped	 by	 both	
perceived	 and	 experienced	 dimensions	 of	 digital	
service	delivery	(Kabiraj	et	al.,	2011;	Joghee	et	al.,	
2021;	Rosmadi	et	al.,	2025).	
	
5.	DISCUSSION	
The	findings	reinforce	the	centrality	of	trust	in	the	
effective	 functioning	 of	 smart	 government	
ecosystems.	 Across	 the	 UAE’s	 public	 sector	
landscape,	trust	emerges	as	both	an	organisational	
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value	 and	 a	 societal	 expectation.	 The	 analysis	
shows	that	privacy,	transparency,	ethical	conduct,	
and	 stakeholder	 engagement	 form	 the	 pillars	 of	
digital	trust.	
The	 use	 of	 advanced	 technologies	 has	 increased	
demand	 for	 clarity	 regarding	 data	 protections,	
algorithmic	 decisions,	 and	 service	 reliability.	
Organisations	 that	 provide	 accessible	 privacy	
information,	communicate	candidly	about	risk,	and	
demonstrate	 consistent	 service	 performance	 are	
more	successful	in	cultivating	user	confidence.	
Survey	findings	reveal	a	public	that	values	security	
and	clarity	but	does	not	always	engage	deeply	with	
technical	documentation.	This	suggests	a	need	for	
simplified	 communication	 strategies	 and	 more	
intuitive	 privacy	 interfaces.	 The	 interviews	
demonstrate	 that	 UAE	 government	 entities	
recognise	 these	 challenges	 and	are	 implementing	
robust	 governance,	 security	 frameworks,	 and	
feedback	mechanisms.	
The	 alignment	 between	 organisational	 strategy	
and	stakeholder	expectations	is	a	recurring	theme.	
When	 institutions	 incorporate	 user	 input,	
demonstrate	accountability,	and	adapt	to	feedback,	
they	 reinforce	 perceptions	 of	 dependability	 and	
integrity.	 The	 presence	 of	 clear	 governance	
structures,	 continuous	 monitoring,	 and	 updated	
policies	 further	 strengthens	 institutional	
legitimacy.	
Importantly,	 trust	 also	 influences	 innovation.	
When	 users	 trust	 digital	 services,	 they	 are	 more	
likely	 to	 adopt	 new	 tools,	 participate	 in	 digital	
ecosystems,	 and	 support	 the	 introduction	 of	
advanced	 technologies.	 Trust	 enables	 smoother	
implementation,	reduces	resistance,	and	enhances	
the	societal	value	of	digital	transformation.	
	
5.1.	Recommendations		
The	findings	of	this	research	show	that	trust	is	not	
an	 abstract	 concept	 but	 a	 measurable	 and	
actionable	 component	 of	 smart	 government.	 For	
digital	 transformation	 to	 succeed,	 public	
institutions	 must	 strengthen	 structural,	
procedural,	 and	 behavioural	 foundations	 that	
support	 digital	 trust.	 Based	 on	 the	 interview	
insights,	 survey	 results,	 and	 literature,	 the	
following	 expanded	 recommendations	 are	
proposed:	

• Strengthen	 privacy	 management	
frameworks	

Government	 entities	 should	 adopt	 structured	

privacy	 governance	 systems	 that	 clearly	 define	
how	 data	 is	 collected,	 stored,	 accessed,	 and	
retained.	Internally,	this	requires	aligning	teams	on	
data-handling	 practices,	 establishing	 approval	
workflows,	 and	 maintaining	 updated	 records	 of	
processing	 activities.	 Externally,	 transparency	
should	 be	 prioritised	 by	 providing	 clear	
explanations	 of	 data	 practices	 through	 accessible	
channels	 such	 as	 FAQs,	 infographics,	 and	 privacy	
dashboards.	Sustained	user	confidence	depends	on	
the	consistency	and	clarity	of	these	measures.	

• Develop	 user-friendly	 and	 accessible	
privacy	interfaces	

Many	 users	 do	 not	 read	 detailed	 privacy	 notices	
due	 to	 complexity,	 length,	 and	 legal	 jargon.	 To	
address	 this	 gap,	 smart	 government	 applications	
should	introduce	simplified	privacy	layers—short	
summaries,	 icons,	 or	 colour-coded	 risk	
indicators—that	 communicate	 essential	 points	
quickly.	Providing	“just-in-time”	notifications	(e.g.,	
when	 permissions	 are	 requested)	 also	 helps	
individuals	 make	 informed	 decisions.	 Human-
centric	 design	 encourages	 engagement	 and	
increases	perceived	fairness.	

• Enhance	 organisational	 codes	 of	
conduct	and	ethics	

As	 digital	 transformation	 accelerates,	 ethical	
questions	 surrounding	 AI	 use,	 automated	
decisions,	 and	 data	 access	 become	 more	
prominent.	 Organisations	 should	 maintain	 clear	
codes	of	 conduct	 that	define	 acceptable	practices	
for	 employees	 and	 clarify	 responsibilities	 in	
handling	 digital	 information.	 Regular	 internal	
workshops	and	scenario-based	ethics	training	can	
promote	 shared	 understanding	 and	 reduce	
ambiguity,	 ensuring	 that	 staff	 remain	 aware	 of	
their	role	in	building	and	maintaining	trust.	

• Expand	 feedback	 and	 engagement	
mechanisms	

Feedback	 loops	 are	 essential	 for	 understanding	
public	expectations.	Entities	should	adopt	multiple	
engagement	 channels—online	 surveys,	 in-app	
prompts,	 live-chat	 systems,	 and	 structured	
customer	panels—to	capture	concerns	in	real	time.	
Rapid	response	teams	can	analyse	recurring	issues,	
implement	 improvements,	 and	 communicate	
updates	 back	 to	 users.	 Such	 visibility	 helps	 build	
trust	by	demonstrating	responsiveness	and	care	in	
service	delivery.	

• Increase	transparency	in	data	practices	
and	service	performance	
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Transparency	 strengthens	 legitimacy,	 especially	
when	digital	processes	are	automated	and	invisible	
to	the	public.	Government	entities	should	publish	
periodic	 transparency	 reports	 that	 detail	 data	
usage,	security	measures,	policy	updates,	and	key	
performance	 indicators	 (KPIs).	 Dashboards	
showing	 service	 availability,	 response	 times,	 and	
system	 reliability	 would	 also	 help	 the	 public	
understand	 how	 services	 operate.	 Transparency	
reduces	 uncertainty	 and	 supports	 informed	
decision-making.	

• Establish	 internal	 research	 and	
innovation	units	

Digital	 transformation	 requires	 continuous	
adaptation.	 Internal	 research	 teams	 can	 monitor	
emerging	technologies,	evaluate	international	best	
practices,	 and	 anticipate	 risks	 related	 to	
cybersecurity,	privacy,	and	policy.	Their	role	may	
include	 drafting	 strategic	 recommendations	 for	
leadership,	 conducting	 pilot	 studies,	 and	
coordinating	 with	 regulatory	 bodies.	 Such	 units	
help	future-proof	government	services	and	ensure	
alignment	with	evolving	public	expectations.	

• Promote	cross-entity	collaboration	and	
benchmarking	

Government	 entities	 operate	 within	
interconnected	 digital	 ecosystems,	 making	
coordination	 essential.	 Cross-departmental	
collaboration	can	minimise	duplication	of	systems,	
align	 standards,	 and	 enhance	 interoperability.	
Benchmarking	 against	 regional	 and	 international	
best	 practices	 encourages	 continuous	
improvement.	 Regular	 joint	 workshops,	 shared	
KPIs,	 and	 unified	 guidelines	would	 help	 promote	
consistent	 digital	 trust	 frameworks	 across	 the	
public	sector.	

• Conduct	 public	 awareness	 and	 digital	
literacy	campaigns	

Awareness	 campaigns	 can	 support	 citizens’	
understanding	 of	 the	 value	 of	 digital	
transformation,	 their	 rights	 as	 users,	 and	 the	
safeguards	 in	 place	 to	 protect	 them.	 These	
campaigns	should	be	multi-channel—social	media,	
government	portals,	SMS,	and	 in-person	events—
to	 reach	 diverse	 demographic	 groups.	 Higher	
awareness	 leads	 to	 stronger	 trust	 and	 more	
responsible	digital	participation.	

• Implement	 continuous	 auditing	 and	
trust-focused	KPIs	

Audits	 ensure	 that	 systems	 perform	 as	 intended	
and	 that	 data-handling	 practices	meet	 regulatory	

and	ethical	standards.	Trust-focused	KPIs—such	as	
user	satisfaction	scores,	transparency	index	scores,	
response	 times,	 and	 reduction	 in	 complaints—
should	 be	 integrated	 into	 organisational	
performance	 frameworks.	Continuous	monitoring	
and	 auditing	 build	 institutional	 resilience	 and	
prevent	digital	trust	from	eroding	over	time.	

• Establish	 national	 recognition	
programs	to	drive	excellence	

Recognition	 programs	 or	 awards	 for	 entities	
demonstrating	exemplary	trust-building	practices	
could	 encourage	 competition	 and	 innovation	
across	 sectors.	 Such	 initiatives	 would	 highlight	
leading	 examples	 in	 privacy	 protection,	
transparency,	 security,	 ethics,	 and	 user	
engagement.	 Publicly	 recognising	 these	 efforts	
reinforces	the	societal	value	of	trust	and	helps	set	
benchmarks	for	digital	trust	maturity.	
	
7.	CONCLUSION	
Trust	 is	 indispensable	 to	 the	 success	 of	 digital	
transformation.	 Technological	 progress	 alone	
cannot	 deliver	 meaningful	 outcomes	 unless	
accompanied	 by	 strong	 relationships	 between	
institutions	 and	 the	 individuals	 they	 serve.	 The	
analysis	 shows	 that	 trust	 shapes	 user	 behaviour,	
influences	 service	 adoption,	 and	 underpins	 the	
effectiveness	 of	 smart	 government	 initiatives.	
Privacy,	transparency,	ethical	conduct,	stakeholder	
engagement,	and	institutional	accountability	form	
the	core	components	of	digital	trust.	
The	UAE	provides	a	compelling	case	of	how	digital	
transformation	 can	 be	 guided	 by	 strategic	
planning,	robust	governance,	and	an	emphasis	on	
citizen	 experience.	 While	 many	 systems	 and	
policies	 are	 in	 place,	 continual	 improvement	 is	
necessary	 to	 sustain	 public	 confidence.	 By	
prioritising	 trust,	 governments	 reinforce	
legitimacy,	 support	 innovation,	 and	 enhance	
societal	well-being.	
Smart	 government	 is	 ultimately	 a	 collaborative	
enterprise.	 Trust	 strengthens	 the	 bond	 between	
institutions	 and	 the	 public,	 enabling	 digital	
technologies	 to	 achieve	 their	 intended	 purpose:	
delivering	 accessible,	 efficient,	 and	 reliable	
services	that	improve	quality	of	life.	
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