


suddenly willing to consider going to the front desk or writing a 
letter. The willingness to go to the front desk also is strongly 
moderated by the distance towards this channel, a situational 
constraint. This leads to the idea that people generally can 
choose, or follow two types of decision making processes when it 
comes to channel choice. The first type of decision making is 
based on habit, with in fact no effort in the process whatsoever. 
The second type is a process of elaboration on task and medium 
fit, where dependent on task and channel perceptions, as well as 
the situation constraints people decide which channel to use. 
 
Habit and the perceptions of task and channel characteristics are 
strongly influenced by previous experiences. Carlson and Zmud 
[13] already argued that the communicative strengths of a 
channel increase with experience and Aarts et al. [2] argued that 
a frequently performed behavior habituates. Furthermore, the 
channel choice behavior, the habits people develop and the 
perceptions they have towards channels and tasks are guided by 
the personal characteristics of the individual. Age and education 
for example correlate strongly with access to technology [21], 
which influences the set of available channels.  
 
Although exploratory, the findings of this study are of importance 
for researchers on the field of e-Government. Behavioral 
determinants such as habit are no new theoretical concepts, 
however, for this field of research they are. Furthermore, our 
research has identified those concepts from other fields of 
research that are of importance for e-Government research. The 
topic of channel choice and usage has always been a more 
peripheral topic in e-Government research and no specific 
theories and/or models have been designed to fit the needs of the 
specific public sector context. Our study may serve as a starting 
point in building such theory when it comes to citizen initiated 
contacts.    
 
Although it was not this study’s objective to gain insight in the 
relations between the concepts, the study did create some 
insights in how different determinants are related and how 
perceptions may differ from factual situations. We do need, 
however, more research to statistically test the relations between 
the various concepts. Furthermore, we should develop a model 
that shows the relations between the theoretical concepts and the 
entire channel choice process. 
 
Our study has a number of limitations. Because of it’s qualitative 
nature, it is not possible to generalize the findings. We need 
qualitative testing of our findings to determine the weight and 
significance of each factor. Another limitation is the fact that we 
only studied the situation in one country (the Netherlands), 
therefore differences between countries, such as the state of the 
art in e-government and cultural differences remain 
unresearched. Next, we had an (slight) overrepresentation of 
men, elderly and higher educated in our sample. Through 
quantitative testing we need to determine whether our findings 
apply to the entire population. 
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