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ABSTRACT

This research paper aims to examine the use of e-government applications in Saudi
Arabia by assessing user satisfaction and ease of use of the “Nusuk” application
during the 2024 Hajj season for Uzbek pilgrims. The study evaluates the application’s
ease of use through aspects such as (registration, technical support, and appointment
booking) and measures user satisfaction based on (services, capabilities, time, and
quality). Additionally, the study seeks to determine the level of services provided by
the application and analyze statistically significant differences in responses based on
(gender, educational qualification, age, experience, and skills). The study adopts an
inductive approach, collecting data from a sample of 121 Uzbek pilgrims out of
15,000 during the 2024 Hajj season. The researcher employed surveys and interviews
as the primary data collection tools. The findings reveal that 91% of the pilgrims do
not use the “Nusuk” application, and most of those who benefited from the app’s
services did so through organizers managing the pilgrimage arrangements. The study
recommends that leadership continue developing and updating e-government
programs to ensure efficiency, speed, and accuracy in service delivery. It is also
essential to establish effective training systems and attract highly skilled professionals
to enhance service quality. Moreover, the study emphasizes the importance of
involving employees in shaping future plans for e-government services by considering
their insights and suggestions for problem-solving. Furthermore, the study suggests
improving the application’s flexibility to accommodate environmental changes and
expanding its services by incorporating technologies and features tailored to the needs
of Uzbek pilgrims. Additionally, the study highlights the necessity of adding new
features, such as support for additional languages, including Russian, to facilitate
access to “Nusuk” services for a larger number of Uzbek pilgrims who share cultural
and geographical similarities.

Keywords: Ease of Use, User Satisfaction, E-Government, Nusuk Application.
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