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E-devlet uygulamasi 21. yiizyilda ortaya ¢ikan bir yeniliktir. Hem gelismis hem de
gelismekte olan ilkeler kamu yonetimlerini internet kullanimmi arttiracak sekilde
modernize etmektedirler. E-Devlet uygulamasi hiikiimetlere izlenebilirlik, etkinlik,
maliyetlerin azalmasi, vatandaslarin yasam standartlarinin artmasi gibi sayisiz fayda
saglamaktadir. Bununla beraber, cogu gelismekte olan iilke e-devlet uygulamasinin
hayata gegirilmesinde ciddi sikintilar yasamaktadirlar. Bu baglamda, bu tezin amaci
neden bazi gelismekte olan iilkeler e-devlet uygulamasinda basarili iken digerlerinin
basarisiz oldugunu ortaya koymayir amaclamaktadir. Bu tez ayn1 zamanda 6zellikle
Afrika’da yer alan gelismekte olan iilkelerin e-devlet uygulamasinda karsilastiklari
sorunlar1 ortaya cikarmayir amaglamaktadir. Tezin yazimi asamasinda Birlesmis
Milletlerin  2008-2016 yillarmn1 kapsayan E-Devlet Uygulamalarma Yonelik
Aragtirmas1 gibi ikincil kaynaklar kullanilmis ve model bir ¢ergceve ortaya
konulmustur. Bu ¢aligma ii¢ bolgeden alt1 tilkeyi Ornek calisma alani olarak
incelemistir; Tunus ve Moritus (Afrika), Sili ve Uruguay (Amerika), Singapur ve
Bahreyn (Asya). Calismanin sonuglar1 bize politik ve biirokratik 6zveri, ekonomik
gelismislik, dogru politikalar, E-hizmetlere katilim ve sosyo-kiiltiirel gelismisligin E-
devlet uygulamasinin gelisimi i¢in gerekli olan faktoérler oldugunu gostermektedir.
Calisma ayrica ornek olarak alman tilkelerde e-devlet’in etkili bir denetim sistemi ile
beraber basarili bir sekilde uygulandigini gostermektedir. Calisma swrasinda Urugay
hari¢ diger ornek iilkelerde yetersiz online miizakere ve vatandaslarin geri bildirimi ile
karsilagilmistir. DeLone ve McLean’s IS basar1 modeli Afrika’da e-devlet
uygulamasinin basarili olabilmesi i¢in alternatif bir model olarak sunulmus ve politika
onerileri getirilmeye ¢alisilmistir.

Anahtar Kelimeler: E-Devlet, E-Yonetim, Bilgi ve Iletisim Teknolojileri,
Afrika’da E-Devlet.
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INTRODUCTION
a. Background and Scope

Electronic government (shortly e-Gov) has been one of the buzzword of recent times. In
fact, e-Gov is the innovation of the 21* century. This is because many governments
around the globe are reforming their service delivery system via the use of Information
and Communications Technologies (ICTs) to attain greater effiiency in public sector.
These potential benefits of e-Gov were echoed by stakeholder and supranational bodies
like United Nations (UN), World Bank, International Monetary Fund (IMF), just to
name a few. To aid our understanding of e-Gov, it is worthwhile to note that e-Gov is
not purely a project centered on technology and cannot succeed with technology per se.
Electronic government is not simply a matter of giving government officials computers

or automating old practices (info Dev, 2002).

While e-Gov aimed at modernizing and reforming public administration (for example,
see, Azab et al., 2009; Becker et al., 2004; Al-Khouri, 2011), the promises would be of
great benefit to world governments. To some scholars, the benefits of technological
innovations allow overcoming the inefficiency, to achieve optimal governance results,
providing new opportunities for Non-Governmental Organization (NGOs), businesses
and public institutions interaction, governance transparency, clearer decision-making
(Saparniene, 2013), cost saving, greater accountability of the government, increases
efficiency, shorter processing time, reducing corruption among the government
employees, lowering the administrative burden and greater constituency participation
(Finger and Pécoud, 2003), enhancing the managerial effectiveness and increasing

productivity (Yildiz, 2007).

However, it appears that developing nations continues to struggle with ICT revolution
while developed economics have already started bearing fruit of e-Gov (Verma, 2005).
For developing countries especially those in Africa, it is important to know their e-
Readiness and draw lessons from the success and failure of the various e-Gov projects

in both developed or developing countries.



Although e-Gov has reached third world nations, but it still pose a challenge including
those in Africa to “govern, serve its citizenry and, ultimately, improve the human
development conditions for its people” (Gant, 2008). Being digital changes everything.
As Barrenechea and Jenkins (2014) noted, if you are not an e-Gov, you are out of
‘Government’. In a digital, information-based economy, governments must modernize
to survive. If they don’t they face becoming irrelevant. In democratic societies, when a
government becomes irrelevant, it loses its effectiveness to govern. This technological
revolution is no longer an option but a necessity for world governments for better
governance and economic development. Big governments are characterized with
wastefulness, ineffectiveness, coupled with bureaucrats unwillingness to open and give
information (Stahl, 2005). However, e-Gov aimed at reforming the traditional way of

doing things in public sector, to enhance better service delivery and promote efficiency.
b. Problem Statement and Importance of the Research

Much has been said and written about e-Gov in transforming relations among
government institutions, businesses and citizens through the use of ICT. The potential
promises are huge, however, much of these goals were far reach for many developing
countries especially those in Africa. Many are limited in scope and are not

comprehensive, while others face the issue of finance.

According to a study carried out by Heeks (2003), “35% of e-Gov implementations in
developing countries can be classified as total failures (project never started or started
but immediately abandoned) and 50% are partial failures (major goals are not attained
and/or there are undesirable outcomes)”. Heeks and Stanforth (2007), estimate
expenditure of “$3 trillion on Information Technology (IT) projects by governments
during the ten (10) years between 2000 and 2010; with an overall failure rate of around
60%, thus wasting huge amounts of Money” (Heeks and Stanforth, 2007). These are
disturbing fact especially in developing countries with few resources at their disposal.
Rorissa and Demissie (2010) contend that, there is a lack of literature on e-Gov and
argued that the current status of e-Gov services in African countries is not well

documented in detail and hence the need for further research.



Another justification for this thesis is that a few scholars have discussed e-Gov issues in
Africa and provide an alternative model for its successful implementation. For instance,
Heeks (2002) used design-reality framework to examined the failures and successes of
e-Gov in developing countries. The study by Nkohkwo and Islam (2013) assessed the

implementation challenges of e-Gov in Sub-Saharan Africa.

However, none of the foregoing studies focused on or provide an alternative framework
for e-Gov success in Africa per se. This study tries to fill part of this void in previous
research and hope to contribute to the literature by proposing an alternative model
which was adopted from DeLone and McLean's Information System (IS) success model
for e-Gov success in Africa. It is noteworthy to mention that the significance of this
study cannot be over emphasized as it requires developing a field research for testing

the renewed model.
c. Objectives

The aim of this paper is to determine as to why and what factor(s) makes some
developing countries get the result they got (succeed), the challenges they faced and
why others with similar outlook failed to meet desired outcomes of e-Gov projects. It
would also seek to identify the main implementation challenges of e-Gov in developing
countries more so in Africa and to propose a model that might suit African countries for
better application of e-Gov. This study, therefore, seeks to answer the following
questions: Why do some developing nations succeed in e-Gov while others failed with
similar features; how can e-Gov as bureaucratic reform lead to development in Africa;
what are the main factors that impede the implementation of e-Gov in developing
countries most especially in Africa; can we draw lessons from experiences of a group of
country cases that have rapid advances in their e-Gov implementation and develop an

alternative model to improve e-Gov success in Africa?
d. Methodology

The methodology of this study (research strategy) is more pertinent to our case study. In
the case study, we collected secondary data including policy documents, e-Gov strategic
plans, programs and policies etc, and used secondary data analysis method. The

framework for this study is based on UN e-Gov surveys (2008—2016), as well as



empirical and theoretical literature on e-Gov in secondary sources. In addition to the UN
e-Gov surveys (2008—2016), a complementary model is developed to show the
causality on countries success in UN e-Gov ranking. The targeted population (sampling
size N) for this study includes three (3) regions: Africa, Americas and Asia. Out of this,
a small sample size (n) includes Tunisia and Mauritius (Africa), Chile and Uruguay
(Americas) and Singapore and The Kingdom of Bahrain (Asia) respectively were
chosen as cases. The rationale behind our chosen cases includes the following: These
countries have rapid advancement in e-Gov implementation at national and international
level. The chosen cases are developing nations face with similar challenges in building
e-Gov projects. In other words, countries in Latin America, Asia, and Africa face
comparable challenges with regard to adoption of e-Gov (for example, see, Chua, 2012;
Ha, 2013; Srivastava and Teo, 2007). These countries (the cases) because of their
history and geography, has specific attributes such as relatively low human
development index, a large middle class and relatively developed broadband

infrastructure (Sadok et al. , 2016).

In addition to the UN e-Gov surveys (2008—2016), a complementary model is
developed to show the causality on countries success in UN e-Gov ranking and it
consists of five dimensions: political dimension; economic dimension; policy
dimension; international dimension; and socio-cultural dimension. In turn, these
dimensions or variables are measured using international indexes: World Bank
Governance Indicator; Index of Economic Freedom; Online Service Index (OSI);
effective participation of cases in international organization and e-Participation Index;
and Human Development Index (HDI) respectively. We modified ‘Delone and
McLean's IS success model’ for e-Gov success in Africa. From the wider literature, we
observed e-Gov adoption as one of the main challenges developing countries are facing
and Africa is not an exception. With the variables in our model, we hoped it could
address the issue of adoption and trust. However, the alterative model is subjected to

further validation and empirical test.
e. Limitation of the Research

The study relied on secondary sources and as such, it is difficult to ascertain with

certainty the reliability and validity of items used in composing the various measures or



indexes. Therefore, we cannot over generalize from the research findings and also due
to the diverse nature of Africa, we recommend for a further empirical testing and
validation of the alternative model developed. In selecting our cases for this study, the
UN e-Gov survey ranking (2008-2016) were used to guide the selection. We cannot rule
out selection bias. However, we could have used Japan, South and North Korea, United
States, Canada, etc, but we found out that these countries are out of touch with other

cases in terms of socio-economic development levels.

Moreover, more countries could have been added to the analysis. However, for a
qualitative case study designed for Master’s thesis, we selected six (6) cases in high
caution depending on various criteria. Another limitation is about the methodology that
this study employs. We preferred qualitative methodology as opposed to quantitative
methodology which may lead to much more challenges such as difficulties with finding
relevant data set for a proper analysis, developing econometric models. Further, we
could have used meta-analysis—which uses one index to show the trends in a given
data, which was more complex. Another limitation of this study is language barriers as
the Kingdom of Bahrain, Chile, Uruguay either used Arabic or Spanish respectively. On

many occasion the

researcher uses the English version of the original policy documents and legal

regulations.
e. Structure of the Research

A reminder that this study is divided in to four (4) chapters. The first chapter deals with
conceptual clarification and the literature review. Key concepts such as e-Gov, e-
Governance, and policy success were defined for clarity purpose. This study also builds
on previous scholarly works and aimed to fill part of the void created in previous

research, and learning from success stories of other developing nations.

The second segment of the study examined the methodology and theoretical framework.
The methodology of this study (research strategy) is more pertinent to our case study.
We collected secondary data and used secondary data analysis method. United Nations
e-Gov surveys (2008—2016), as well as a complementary model is developed to show

the causality on countries success in UN e-Gov ranking.



The third chapter looks at critical analysis of the cases using UN biannual e-Gov survey.
Several elements might support one or another approach’s success or failure; every
country has its own cultural elements and uniqueness to consider, and these were all
further assessed in this chapter. The results and findings of this study are also discussed

in this chapter.

In the fourth segment, an alternative model for e-Gov success in Africa is developed
and discussed. The model is modified from the famous DeLone and McLean's (D & M
model) IS success model. Conclusion and policy recommendations for successful

approaches to e-Gov in developing countries including those in Africa were discussed.



CHAPTER ONE: CONCEPTUAL CLARIFICATION AND
LITERATURE REVIEW

Electronic government is a buzzword in recent times. This is because it has received
increased attention from donor agencies and world governments for its effective
transformation of public sector. However, e-Gov research lacks from definitional
vagueness of the e-Gov concept and various methodological limitations (Yildiz,
2007:646). On this background, this paper explored some scholarly concepts for clarity

purpose and select the one that fits the present studies.
1.1. Key Concepts

For the present study, key concepts such as e-Gov, e-Governance and policy success
would be defined for clarity. The starting point of this study is to have a grasp
understanding of key concepts as we certainly cannot escape the pluralistic definition of

concepts in the field of social sciences.
1.1.1. Electronic Government (e-Gov)

The term e-Gov has been used differently among scholars in the field of public
administration and information systems. It has been given different names by scholars.
To some scholars, it is digital government, one-stop government, and online
government. While digital government is the most commonly used term in the U.S, e-
Gov is prevalent elsewhere. The term e-Gov emerged in the late 1990s, but the history
of computing in government organizations can be traced back to the beginnings of
computer history. A literature on “IT in government” goes back at least to the 1970s
(see, Kraemer, et al, 1978, Danziger and Andersen, 2002). It was born out of the
internet boom. However, it is not only limited to internet use (Gronlund and Horan,

2005:714).

Electronic government and e-governance has become an integral part of public
administration reforms around the world. There are many scientific studies conducted
by many researchers on conceptualization definitions of e-Gov and e-Governance
(Yildiz, 2007; Palvia and Sharma, 2007; Jaeger and Thompson, 2003; Anttiroik, 2007).

However, we classified some of the scholarly and organizational definition of e-Gov in



to two (2) categories—those who view e-Gov as transforming traditional government
using ICT in its activities; and the modern concept that resulted in changes in public

sector functions, in relations among the government, businesses and the citizens.

Some scholars and practitioners view e-Gov as utilizing the internet and the world-
wide-web for delivering government information and services to citizens (Alomari et al.
2010; Rorissa and Demissie, 2010; Stefanovic et al. 2016; World Bank; United Nations,
2005). While we acknowledged this definition, but it creates void in the overall purpose
of our study and e-Gov in general. This definition focuses attention on ‘why’ countries
are implementing e-Gov rather than on the ICTs tools themselves. The e-Gov goes
beyond the simple exercise of putting information and services online. Traditionally, e-
Gov has long been understood as the use of ICT in order to modernize public
administration, paying particular attention to the possibilities of the internet use in the

process of public sector development.

Other scholars also defined e-Gov as the delivery of national or local government
information to citizens, businesses and other governmental agencies through digital
means (Palvia and Sharma, 2007; Anttiroik, 2007; Backus, 2001; Dada, 2006;
AlAwadhi and Morris, 2009). Yet again, this definition seems incomplete as it aimed at
mere delivery of information and services to citizens and businesses and ignore an

important dimension of e-Gov which is employees (G2E) and the net benefits of e-Gov.

e-Gov lacks universally accepted definition, and there are myriad definitions that
attempt to adequately conceptualize e-Gov programs (Yildiz, 2007). Although,
definitions on e-Gov may vary among scholars, what is apparent is the common theme
of internet and information technology in providing services to citizens and businesses.
e-Gov calls for optimization of service delivery by the government, and local
government the whole day. To this end, this study adopted the definition of Working
Group on e-Gov in the Developing World. The Group defines e-Gov as the use of ICTs
[including internet, telephone, community centers, wireless devices or other
communications systems] to promote more efficient and effective government, facilitate
more accessible government services, allow greater public access to information, and
make government more accountable to citizens” (Working Group on e-Government in

the Developing World 2002: 1). This definition is adopted since our focus is on the use



of ICT in government and the delivery of information to provide services to citizens in
local or national government, private businesses, that may use ICT to manage
effectively and efficiently, and to make government more accountable to citizens. This
definition did not only focus on why governments implement e-Gov but also on ICTs
usage and its net benefits in administrations. Obviously, the idea of spreading the use of
ICT in the processes of government has contributed to improving the efficiency of
government operations. The original idea of e-Gov has been attributed to the public's
need for access to the government decisions and documents via electronic means, the
need of public electronic services, and opportunities to participate in the decision-

making process, and to consult with the government institutions.
1.1.2. e-Governance

Some scholars suggest that e-Gov is only a subset of e-Governance while others
contend that e-Gov and e-Governance cannot be defined in the same way and must be
viewed differently (see, Palvia and Sharma, 2007; A.V. Anttiroik, 2007). e-Governance
is a broader term (Al Athmay, 2013) comprising a range of relationships and networks
in the government, related to the use and application of ICT. As argued by Heeks
(2003), e-Governance goes beyond the provision of simple service and builds an
external interaction with diverse stakeholders of government. It is a concept that defines
the impact of technology on governance practices, the relationship between the
government and the public, NGOs and private sector entities. e-Governance covers the
entire range of government steps develop and administrate, and to ensure successful

implementation of e-Gov services offered to the public (Saparniene, 2013:2).

(13

The e-Governance Institute of Rutgers University defined e-Governance as: “ e-
Governance involves new channels for accessing government, new styles of leadership,
new methods of transacting business, and new systems for organizing and delivering
information and services. Its potential for enhancing the governing process is
immeasurable” (cited in Finger and Pécoud 2003: 59). The focus in this definition is on
process and interaction of government and citizen, and appears to overlook the impact
of ICTs on governance practices, the nexus between the government and the public,

NGOs and private sector entities.



According to Palvia and Sharma (2007), e-Governance refers to “the way managers and
supervisors use IT and internet to execute their functions of supervising, planning,
organizing, coordinating, and staffing effectively”. It appears that e-Governance is a
broader concept and includes the use of ICT by government and businesses to promote
greater citizen participation (Palvia and Sharma, 2007:3). This definition also creates
void in the overall purpose of this study. The above definition also pay more attention
on management process of government. However, e-Governance covers the entire range
of government steps, develop and administrate, and to ensure successful implementation

of e-Gov services offered to the public.

On this background, this study adopted the definition given by the Commonwealth
Centre for Electronic Governance. It defines “e-Governance as a tool and about choice
of citizen. It is about providing citizens with the ability to choose the manner in which
they wish to interact with their governments”. This definition is adopted because the
success of e-Gov squarely centered on citizens. e-Gov can only succeed if citizens are
willing to used ICT applications and interact with governments and businesses. It is
important to note that the concept of e-Governance has a link with terms like e-

Democracy, e-Participation, and e-Services.

For this conceptual framework, government is the unity of analysis or rather
administration whose interface with citizens, businesses, non-state actors are said to be

improving via the delivery of information through internet and other related devices.
1.1.3. Policy Success

A conceptual definition of policy success must accommodate public policy. Analysis of
public policy involves a range of actors (McConnell, 2010a) and takes place in many
forums with different outcomes. Public policy covers the broad range of government
activities—everything that government does or fails to do so (Dye, 2005). Policy is
conceived of as a process, the activity of formulating and implementing policies. Policy
is about decisions, about power to allocate resources, decision about who gets what,
when and how. It is simply a plan of actions to guide decisions. Claims of policy
success are in abundance. Yet there is surprisingly little written on the subject. Far more
has been written on policy failures—it is understandable that failure is of greater interest

than success. Policy success and failure are slippery concepts. This is because policy
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success is in the eye of the beholder and today’s technological success maybe a failure
in decades to come due to the relative nature of the term ‘success’. According to Heeks
(2003) success occur when most stakeholder groups attained their major goals and did

not experience significant undesirable outcomes.

Policy success has three realms or dimensions: processes, programs and politics.
Process success deals with policy making and its legitimacy, programme success focus
on evidence based policy making, meeting the objectives and producing desire

outcomes, and finally, political success equates to what government does—

oversee policy programme and taking decisions (McConnell, 2010b). Our focus here is
programme success (meeting desire outcome of e-Gov). We classified three variations
of policy success: bureaucratic; result-based; and universal norm. For bureaucratic one,
a policy is successful if it is executed in accordance with its objectives. The second
variation is that a policy is right or accurate if it meets the desire outcomes set. Finally,
the last variation is based on universal human values—policy that protect these values.
The problem with bureaucratic measure of success is that a policy may be successful
implemented but be undesirable to many in the society and the universal norms seem
too political and politics is frequently partisan. Our argument here is that, a policy is
successful if it achieves the goals that proponents set out to achieve. What matter is

what works well.

The logic is that achieving policy success resides in good policy design and policy
success relates to goal achievement. This study adopted the definition given by
McConnell (2010a). He defines policy success as follows: “A policy is successful if it
achieves the goals that proponents set out to achieve and attracts no criticism of any
significance and/or support is virtually universal” (McConnell, 2010a:351). We opted
for this definition because our focus is on meeting the desire outcomes of e-Gov in
developing countries. In addition, the definition also recognizes that not everyone will

perceive government’s achievements as successful.
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1.2. Literature Review
1.2.1. Analysis of the Challenges and Failures of e-Government

A few scholars have discussed e-Gov issues in developing countries including Africa
and provide an alternative framework for its successful implementation. For instance,
Heeks (2002) used design-reality framework to examined the failures and successes of
e-Gov services in developing countries. The study by Nkohkwo and Islam (2013)
assessed the implementation challenges of e-Gov initiatives in Sub-Saharan Africa.
None of the foregoing studies focused on alternative framework for e-Gov success in
Africa per se. This thesis tries to fill part of this void in previous research by proposing
an alternative framework for e-Gov success in Africa through learning from success

stories of other developing nations.

Electronic government is often heralded as a way forward for governments around the
world to achieve efficiency and better service delivery to both citizens and businesses.
This has made e-Gov not just an option but a necessity for countries aiming for better
governance. This is because the benefits of adopting e-Gov are enormous: efficiency
and effective government, greater participation, transparent government, better services
delivery, reduction of massive corruption just to name a few. However, despite these
promises, e-Gov implementation still pose a threat in most developing countries more
so in Africa. Analysis of the reasons behind success and failure of e-Gov projects is still

an interesting domain of investigation (Elkadi, 2013).

Scholarly investigations on e-Gov have focused primarily on the impacts and outcomes
of ICTs for the private sector (Ndou 2004) and the public sector has been sidelined
because it tends to lag behind in the process of technology adoption and business
reinvention. African governments are beginning to acknowledge the significance of
ICTs in government and private sector despite the challenges it faced in adoption of

ICTs (see, Heeks, 2002; Thomas et al., 2004; InfoDev, 2004).

Although e-Gov is a global phenomenon, simply transferring ICT solutions and related
organizational concepts from developed to developing countries seems inappropriate.
Arguably, e-Gov is an imported concept based on imported designs and it is diffusing
slowly within Africa due to inadequate e-Readiness for e-Gov (Heeks, 2002; Schuppan,
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2008). Similarly, inadequate infrastructure, low literacy, poor economic development,
and differring of cultural factors are prevalence in Africa (Rorissa and Demissie, 2010).
Most, if not all, currently published e-Gov initiatives and strategies are based on
successful experiences from developed countries, which may not be directly applicable
to developing countries (see, Chen et al., 2006; Mutula, 2013) due to socio-cultural,

political and economic factors.

It appears that evaluating e-Gov success or failure pose many difficulties. Heeks (2002),
“laments that the first difficulty is the subjectivity of evaluation. The second difficulty is
the timing of evaluation—today’s information system success may be tomorrow’s
information system failure, and vice versa” (Heeks 2002). This study, therefore, shall
explore a comparative study on e-Gov successes and failures of multiple cases using

global (UN e-Gov Survey) e-Gov survey of 2008-2016.

While e-Gov aims at modernizing and reforming public administration (for example,
see, Azab et al., 2009; Becker et al., 2004; Al-Khouri, 2011), the promises are of great
benefit to world governments. To some scholars, the benefits of technological
innovations allow overcoming the inefficiency, achieving optimal governance results,
providing new opportunities for NGOs, businesses and public institutions interaction,
governance transparency, clearer decision-making (Saparniene, 2013), cost saving,
greater accountability of the government, increasing efficiency, ensuring shorter
processing time, reducing corruption among the government employees, lowering the
administrative burden and improving constituency participation (Finger and Pécoud

2003).

Although, much of the literature see IT as an instrument of administrative reform and
that IT has the potential for dramatically changing organizations (see, Torres et al.,
2005). However, Kraemer and King (2003) argued even more strongly than before that
IT is not a catalyst for administrative reform in government. They contend that pro-IT
proponent never backed their argument: “Proponents of the reform position recognize
this point, but they respond with the claim that the potential of IT is not being realized
because top managers fail to utilize the technology properly: they fail to "distribute" the

technology efficiently, "empower" lower level staff, "re-engineer" the organization
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along with computerization efforts, and become hands-on "knowledge executives"

themselves” (Kraemer and King, 2003:6).

Most of the challenges developing countries encounter is poor coordination among
various government institutions regarding the inadequacy of ICT policies and master
plans to guide investments (Gichoya, 2005). Another challenge that every government
face in implementing successful e-Gov is the citizens’ acceptance and usage. Therefore,
educating and training of the citizens on e-Portal services must not be overlook to avert

this challenge (Sarrayrih and Sriram, 2015).

Heeks (2001) contends that countries faced a number of challenges. First, the strategic
challenge of ICT infrastructure: the pre-conditions for e-Governance and secondly, the
tactical challenge of closing design—reality gaps: adopting best practice in e-
Governance projects in order to avoid failure and to achieve success. Heeks (2001)
further documented that surveys of e-Governance initiatives in developing countries are
incredibly rare and it needs to be addressed coupled with sustainability failure—an

initiative that succeeds initially but then fails after a year or so.

Evans and Yen (2006), opined that Africa has what it takes to develop e-Gov but at the
present is greatly affected by the digital divide. There is a huge disparity between rural
communities and urban centers in terms of having access to internet and other ICTs
(Evans and Yen, 2006: 225). Similarly, Nkohkwo and Islam’s (2013) research findings
show that ICT infrastructure, human resources, legal framework, internet access, the
digital divide, and connectivity are among the most common challenges to the

successful implementation of e-Gov in Sub-Saharan African countries.

Ran Kim (2012) reported that setting up the right institutions presents a major challenge
for many countries, including countries already experiencing some success in e-Gov.
Most are still seeking the appropriate institutional solution. Institutional arrangements
profoundly influence technology and its application in governments; that is, e-Gov, and
the way governments provide services, interact with their citizens and deliver for
stakeholder value. He further argues that e-Gov development typically takes place
within countries’ existing institutions and institutional arrangements; including
particularly, the positioning of e-Gov leadership and responsibilities within public

sector institutions.
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Heeks and Santos (2009) argued that poor adoption rates could be blamed for some e-
Gov project failures. e-Gov systems therefore face enforcement challenge. They
explained further by arguing that e-Gov adoption involves two groups of actors with
potentially differing interests—that is, innovation designers and bureaucrats. Literature
on e-Gov adoption in developing countries in general and specifically in African and

Arab countries cite frustrating stories of systems failure. (Al Athmay et al., 2013:89).

Again, another fundamental challenged facing the adoption of e-Gov in developing
countries especially those in Africa is the issue of trust. In their study on e-Gov
utilization services, Carter and Bélanger’s (2005) findings indicate that “perceived ease
of use of e-Services, compatibility and trustworthiness in the systems are significant
predictors of citizens intention to use an e-Gov service”. Similarly, Meftah et al. (2015)
contend that there is strong evidence of a significant relationship between culture,

awareness and trust and adoption of e-Gov.

Al Athmay et al. (2013) outlined some challenges face by developing Arab countries in
the adoption of e-Gov. Among the challenges include lack of proper government
information, poor marketing of e-Gov services, inadequate coordination, and poor
evaluation of e-Gov projects (Al Athmay et al. ,2013:87-8). Similary, Ndou (2004)
corroborates that developing nations have limited capacity coupled with political, social

and economic constraints (Ndou, 2004:16).

Most of the scholarly research conducted on e-Gov failures concludes that one of the
major reason why most e-Gov project failed in developing countries is because of the
wide gap between the ICT design and the reality of the system. There are managerial
deficiency and poor structures, staffing, and less-serious gaps around some of the e-Gov
system components (see, Lessa et. al 2012; Heeks 2002; Dada 2006). However, the
methodology and model (Heeks archetypes model, 2003) used for this analysis is too
simplistic and can be applied to any organization (Dada, 2006). Further, there are
several socio-cultural factors that may impede the design-reality model in various
developing countries. Dada (2006) recommended for further research to this effect in

developing countries.

Studies indicate that most e-Gov initiatives in developing countries fail in some way

(see, Ndou, 2004; Dada, 2006). According to a study carried out by Heeks (2003), “35%
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of e-Gov implementations in developing/transitional countries can be classified as total
failures (project never started or started but immediately abandoned) and 50% are

partial failures (major goals are not attained and/or there are undesirable outcomes)”.

According to Gao & Gunawong (2014), many e-Gov projects are very complex,
involving multiple tasks, such as constructing a large-scale ICT infrastructure,
restructuring public activities, and providing broad ranges of public services. Due to
these complexities, e-Gov projects are generally at risk of having undesirable
objectives. In essence, e-Gov failure is a widely existing but poorly understood

phenomenon due to implementation challenges.

Corruption is among the serious contextual constraints that face e-Gov success in both
developed and developing nations. Although corruption exists in all countries but its
intensity differ from country to country. Regrettably, it is most common in third world
nations. Similarly, Andersen and Rand (2006) argued that ICT could be effective in the

fight against corruption.

Heeks (2002) opines that the high rate of e-Gov initiative failures could be due to poor
IS in developing countries. There is a high rate of IS failures in developing countries
and we should seek answers to understand ‘why’. These project failues are an issues due
to opportunity cost which are often high in developing world (Heeks, 2002:103).
Similarly, Dada (2006) also argues that it is not just e-Gov application, but IS in general
fail in developing countries. Many of the failures of e-Gov could be blamed to the
model borrowing of information system from the developed nations to developing
countries without considering impeding factors such as economic, cultural,

infrastructural, political and social.

In his study on e-Gov failures, Dada (2006), concludes that the expectations attach to e-
Gov applications were unrealistic and as such leads to failures. However, it appears that
Dada (2006) overlook cultural, political, and economic factors that might have led to
failures of e-Gov project, coupled with the various e-Gov policies across different
countries. Besides, there are some success stories of e-Gov as in Korea, Singapore,

Kingdom of Bahrain etc.
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The UN report quotes Garner Research statistics that indicate e-Gov projects fail at the
rate of 60%. Evans and Yen (2006) asserted that there are specific reasons that the
failure rate for projects may be high in government applications, such as governments
do not have the ability to adapt as public organizations do, the political environments
shift rapidly and can be difficult for government program to have a completely

transparent structure.

Richard Heeks (2003) who conducted a comprehensive research on why e-Gov project
fail in developing countries noted that failures come at a high price for the world's
poorer countries. He argues that they try to implement big projects at the same time
which often leads to failure. Heeks (2003) therefore recommends the adoption of 'KISS'":
Keep it Small and Simple (Heeks, 2003:11).

1.2.2. Analysis of e-Government Successes and Dimensions.

Although most e-Gov projects in developing countries failed to meet the intended goals,
however, some e-Gov projects have equally flourished in developing countries too. For
example, Brazil, India, Singapore, Chile, etc has registered some success stories. e-Gov
can make a valuable contribution to development. Information technology is a catalyst
for administrative reform in developing countries. For example, Singapore though
limited in natural resources but exploit the potentials of ICTs in transforming her

economy and hence national development (Chua, 2012).

Evans and Yen (2006) applaud Singapore and Chile for their success stories in e-Gov
development in their respective regions. Singapore provides lot of online transaction
and information for citizens and businesses. Equally, Chile is also commended for its
online transaction ability as well as the ability to make bids and solicitations for
contracts (Evans and Yen, 2006:222). These enhances participation in government and

also improved relations among governments, businesses and citizens.

As a nation-state, Singapore has transformed in to a small smart city, well-informed,
and well-wired public. It is interesting to note that singapore have a stable and
commited government that aimed at harnessing the potential of ICT to benefit the
public. Singapore’s success can be blamed on the policies and strategies adopted by the

government coupled with effective evaluation held at specific interval (Ke, 2004). Ojo
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(2014) also did an extensive research on e-Governance grass root development in
Nigeria, and concludes that, e-Governance allows effective participation of the local
people. Al Athmay et al. (2013) also asserted that the success of e-Gov from Gulf
nations 1s due to infrastructure, education, citizen-friendly portals and online

applications coupled with government commitment (Al Athmay et al. ,2013:84).

Heeks (2001) hails the Chilean tax return model as a great success. The system is a
great success as it reduces costs and increased speed and accuracy of service. Citizens
find the system easier, faster, and more accurate than traditional paper-based services
which is time consuming. Whereas processing a tax return had previously taken 25
working days ... the new online package was delivering online assessments in just 12

hours (Heeks, 2001:11).

Again, previous research have shown that e-Gov success depends on adoption of e-
Services and several factors influenced citizens to adopt ICTs and other e-Services.
These include usefulness, trust, data security, internet safety (see, Carter and Belanger,

2003; Huang et al. 2002; Hung et al. 2006).

There is need to set out a robust plan and strategy, and learn from success stories. These
will be of great essence for the adoption of e-Gov. It is also important to conduct
periodic evaluations to understand how citizens perceive e-Gov from different
perspectives such as usefulness and ease of use (Davis, 1985, 1989), and satisfaction

(DeLone and McLean, 1992) of e-Services.

Azab et al. (2009) in their article on assessing e-Gov readiness in Egypt, recommend
that in order to reach success in applying e-Gov, public agencies should realize the
importance of the integration and transformation between all e-Gov building blocks: IT
strategy, processes, technology, and people. Wang and Liao (2008) argued that
information quality, system quality, service quality, use, user satisfaction, are all valid

measures for e-Gov success.
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Table 1. A brief table
results.

of Literature at a glance on key scholar’s findings and

DIMENSIONS

FINDINGS AND RESULTS

REFERENCES

Political and economic corruption
are blame for many e-Gov projects
failures. Information and finance
are abuse or divert to personal
gains. These have led to many e-
Gov projects and service being
abandon or the desire outcomes or
objectives not achieved.

Aladwani (2015)

CORRUPTION

Successful e-Gov services will
reduce corruption in developing
nations where e-Gov is assumed to
be higher than in advance
economics.

Mistry and Jalal (2012)

ICT and e-Gov policies are strong
and effective mechanism to fight
against administrative corruption.

Andersen and Rand
(2006)

LEADERSHIP,
POLITICAL WILL,
AND PEOPLE-
CENTRIC

Political will and bureaucratic
support is necessary for e-Gov to
triumph in Africa. However, one
might argue that it is not too strong
a factor. If the public are satisfied
with the state of affairs, politician
may relax on e-Gov policies.

Altman (2002)

e-Gov strategies and policies had a
greater impact on people than on e-
Gov Readiness (EGR) of countries.
The focus of ICT policies and
strategy should be on people.

Azab et al. (2009)

Many e-Gov projects failed to meet
there intended objectives due to
poor coordination, little or no
information sharing, no robust
strategic plan and policies, poor
governance and lack or inadequate
of periodic evaluation. These are
critical issues African countries
faced.

Al Athmay et al.
(2013)
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Leadership and political
willingness to  policies and
programmes are necessary for e-
Gov projects to succeed in
developing economics. Equally,
commitment and effective
implementation is necessary.

Ha and Coghill (2006)

INFORMATION
SYSTEM GAPS
AND WEBSITE

DESIGN

Many African countries lack web
presence for local administration.
Often a times they follow a top-
down approach which often lead to
failure. e-Gov should be all
inclusive and not just at the top
officials.

Rorissa and Demissie
(2010)

Size of gap that exists between
'realities’ and 'design of the e-Gov
project' are huge in developing
economics. The wider the gap, the
more project fail. Equally, the
smaller the gap, the greater the
chance of success.

Heeks (2003)

ICT per se is not a reform strategy
or tool for public administration. In
fact, it is a catalyst for rigid
management structure.

Kraemer and King
(2003)

Arab and African countries are
pose with challenges of human
capacity and infrastructure. To
succeed in e-Gov projects, they
must concentrate in their service
delivery system and literacy in ICT
and other technologies.

Al Athmay et al.
(2013)

In many third world nations, IT
appears to be a vague concept, and
this make it difficult for
governments to invest in a system
that they had little knowledge. This
unwillingness poses a threat to e-
Gov  success in  developing
countries.

Chen et al. (2006)

Political will is an important factor
to improve e-Gov performance and
national development.

Stier (2015)
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POLITICAL
COMMITMENT

If interpersonal trust is high and
citizens are satisfied with system of
government, e-Gov is less likely to
develop.

Altman (2002)

SOCIO-CULTURAL
AND ECONOMIC
FACTORS

The problem of data security,
privacy laws, legal system, poor
website design, inadequate
information, limited number of
internet users as in the case of
many developing countries, low IT
literacy, and poor standard design
are to be blamed for the poor
adoption of e-Gov. The main
concern of citizens is the fear that
their information could be misused,
or breach their privacy rights.

Alomari et al. (2010)

The issue of age, gender, culture
have all impacted on e-Gov in
Africa.

Olaitan (2015)

With its diversity, developing
nations face the problems of
gender, poverty, age, digital divide,
social exclusion towards e-Gov.
These are impeding factors that
needs to be address.

Bhuiyan (2011)

Various culture impacts on
attitudes of citizens to adopt e-
Services. Nations with high
uncertainty avoidance tend to have
a high level of e-Gov services
adoption, and countries with
individualism culture tends to have
a high level of e-Gov orientation.

Aida and Majdi (2014)
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Table 2. A brief table of Literature at a glance on key success stories and policy
recommendations.

DIMENSIONS SUCCESS STORIES AND REFERENCES
POLICY RECCOMENDATIONS

The success of e-Gov to a large
extent depends on citizens’ trust to
adopt the systems that are of quality | Al-Awadhi and
and easy to use. The information | Morris (2009)

has to be reliable.

e-Gov success depends on adoption

CITIZEN-CENTRIC | of e-Services. Factors  like
APPROACH usefulness, ease of use, perceived

risk, trustworthiness are necessary | Carter and

or sufficient for e-Gov success. Belanger, (2003)

Government employees needs to be
aware and train about e-Gov
strategy. They need to know the | Azab et al. (2009)
ICT INFRASTRUCTUE | potential benefits of e-Gov, how it
will make their work easy, and so
on.  These would ensure their
support and willingness leading to
the success of the overall e-Gov
project.

e-Gov policies and strategies has
transformed Singapore in to a smart
city and to a growing economy. Chua (2012)

Governments should initiate
policies that are gear towards e-Gov
development in Africa. And also | Ojo (2014)
train local government personnel.

Good performance of some Gulf
INVESTMENT IN states on e-Gov 1s made due to high

EDUCATION ICT Iliteracy rate, good internet | Al Athmay et al.
facilities and online services. (2013)

The government commitment in e-
Gov services and policies are to be
blamed for the rapid success of | Ke (2004)

Singapore.
POLITICAL STABILITY | \nstitutional - arrangements
AND ORGANIZATI NAL profoundly influence technology
STRUCTURES and its application in governments;

that 1s, e-Gov, and the way
governments  provide  services,
interact with their citizens and | Kim (2012)
deliver for stakeholder value.
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E-GOV STRATEGIES,
MODELS

A holistic approach is needed for e-
Gov to succeed. Information
quality, systems quality, and service
quality are important dimensions for
e-Gov adoption in developing
world.

Wang and Liao
(2008)

Chilean tax return model was a
great success. It has reduced time
and cost due to online tax system.

Heeks (2001)

The need to set out a robust strategy
and learn from success stories will
be of great essence for the adoption
of e-Gov.

Mishra and Mishra
(2011)
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CHAPTER TWO: THEORETICAL FRAMEWORK AND
METHODOLOGY

2.1 Research Framework

Although e-Gov has dramatically developed over the past years, but it is a new research
area that catch the attention of scholars. However, there is inadequate clarity and rigor
about e-Gov research methods (see, Heeks and Bailur, 2007; Yildiz, 2007). Similarly,
Mutula (2013) asserted that e-Gov is still new in the field and does not have a well-
established theoretical underpinning. To this end, our framework is UN e-Gov surveys
2008—2016, as well as theoretical literature on e-Gov in secondary data. This research
used the bi-annual e-Gov survey conducted by UN—to measure the successes and
discrepancies of the country cases from 2008—2016, and we also developed a
complementary theoretical model using political, economic, socio-cultural, policy, and
international dimensions. These variables or dimensions are measured using
international indexes: For political variable, measured with World Bank Governance
Indicator; economic variable, Index of Economic Freedom; socio-cultural variables,
HDI; policy variable, OSI; and international variable, effective participation of cases in

international organization with regard to e-Gov and EPI respectively.

Although there are some yardstick that could have been used in determining the
successes and failures of e-Gov, however, this thesis opted for UN e-Gov survey for the
following reasons. Firstly, UN e-Gov survey provides comprehensive collection of UN
global survey regarding the status of e-Gov and related practices around the world. The
UN survey assess countries performance in e-Gov development and ranking of 192 UN
member states (which includes my cases). Secondly, the UN e-Gov Development Index
(EGDI) consist of three sections and sub-sections in each. These includes: OSI,
Telecommunication Infrastructural Index, and HDI. It is only apparent that these are the
essentiality in any e-Gov development across the world. Undoubtedly, any country or
region that strives in all three will not only triumph in the ranking but also in the

governance process as well.

In addition, the UN e-Gov survey’s conceptual framework is based on the following

guiding principles. First, e-Gov is seen as an end. The end is development. If adopted
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effectively, e-Gov can contribute to eradicating extreme poverty, economic
development, citizen participation in government and a total inclusion of all. Second,
the survey and its results acknowledged the development level of each country
concerned. The assessment of the online presence of governments highlighted by the
survey does not provide a distorted picture of the progress made—and challenges
faced—by member states. Third, the survey focus social inclusion, protection of the
earth for all. Finally, the survey assesses e-Gov readiness worldwide, taking the view
that the ultimate objective remains the “inclusion of all” in development (UN e-
Government Survey 2014). Further, the UN e-Gov also consider websites of
government and their web portal to deliver public good, and enhance participation of
citizens in decision-making especially those that affect their lives. The willingness and

capacity of countries to develop ICT for e-Gov development is assessed.
2.2. Methodology of the Research
2.2.1. Research Design and Sampling Technique

The methodology or research strategy employed in this thesis is more pertinent to the
country cases chosen. Considering the study present, we used purposive sampling
method. The targeted population (sampling size N) of this research includes three (3)
regions: Africa, Americas and Asia. Out of this, a small sample size (n) includes Tunisia
and Mauritius (Africa), Chile and Uruguay (Americas) and Singapore and The
Kingdom of Bahrain (Asia) respectively are chosen as cases. We choose these countries
because of a number of reasons. Firstly, all the chosen countries are developing nations

that encounter similar problems in e-Gov

development. These challenges includes adoption of e-Gov services, data security, and
political support. In other words, countries in Latin America, Asia, and Africa are face
with similar issues such as adoption and application of ICTs and other e-Gov services.
Therefore, a focus on these regions is indeed welcoming and timely to e-Gov literature.
Singapore like other country cases used, has features of political will coupled with
public and bureaucratic support for e-Gov policies and projects. A quality information
system, privacy laws, user adoption capability, good internet broadband, just to name a
few are the reasons behind Singapore’s success in e-Gov (Chua, 2012). The success of

Singapore in e-Gov has been internationally recognized (Ha, 2013).
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Secondly, these country cases have relative middle class, good internet facility,
relatively high ICT literacy (Sadok et al., 2016). Although it is true that these countries
have their own uniqueness, but also there are some commonalities. These
commonalities are assumed due to the fact that these countries share some socio-
economic, institutional and bureaucratic structures. Further, these countries are all
regional leaders in e-Gov development. All the selected cases have relatively
demonstrated success in e-Gov and therefore the lesson learned from it may benefit
other developing nations which have similar socio-economic conditions and legal
framework to the ones of the selected cases. Mauritius have setup institutional and
regulatory frameworks solely dedicated for the development of e-Gov adoption which is

critical for e-Gov success (Nkwe 2012).

Finally, odd as it may sound, scholarly research (Azad et al., 2010; West, 2007; Ifinedo
& Singh, 2011) and international bodies have shown that (InfoDev, 2004; Accenture,
2001; UN Public Administration Programme, 2010) third world nations still lag behind
in the adoption of e-Gov development especially those in Africa, Asia, and Latin
America (Ifinedo 2012). Electronic government still face important challenge to weak
institutional frameworks and governance structures like those in Africa and Latin
America (Sanabria et al. 2014). These country cases do not only fits our study purpose

but also best our research study.
2.2.2. Data Collection method

In this study, we explored secondary data and also used secondary data analysis method.
We decided to used secondary data sources for our case study since it is an accepted

norm in social science research.

Data for the study have been adapted from the internet, policy documents and strategy,
action plan of e-Gov and policies (of countries involved), archival records on policy
documents, and e-Gov master plans of the country cases, analysis of pattern of the bi-
annual UN e-Gov survey (2008—2016), academic journals, policy reports, conference
proceedings, newspapers etc. (to be used in literature review on successes and

constraints of e-Gov development in developing world).
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2.2.3. Theoretical Model

In addition to the UN e-Gov surveys 2008—2016, a complementary model was
developed to show the causality on countries success in UN e-Gov ranking.
Undoubtedly, the foundation of these rankings reflects the countries’ economic, socio-
cultural, policy orientation, international commitment and political development.
Investment in telecommunication, education in ICT, and provision of online service are
important attributes for e-Gov development. This supporting methodological model is
used because of inadequate theoretical underpinning of e-Gov. The model has five
dimensions: political dimension; economic dimension; policy dimension; international
dimension; and socio-cultural dimension. In turn, these dimensions or variables are
measured using international indexes: World Bank Governance Indicator; Index of
Economic Freedom; OSI; effective participation of cases in international organization
and EPI; and HDI respectively. It is important to note that this study used the 2014
indexes to measured the variables so as to compared with 2014 UN e-Gov ranking to

show the causality in the rank.

In our complementary theoretical model, we attempted to show the nexus between the
five dimensions and e-Gov success or development. We have long argued that these
dimensions are sufficient or necessary conditions for e-Gov to triumph in developing
countries. As mentioned earlier, e-Gov is still at infant stage with little theoretical
support, however, this model aimed to support our framework of UN global e-Gov
survey. We hoped to see a positive correlation between the variables and countries e-
Gov success. This is because of any significant improvement in political development
will eventually spur economic development which in turn might contribute positively
towards e-Gov success. The same can be true for socio-cultural, international

participation in e-Gov projects, and accurate policies.

Arguably, e-Gov development has daunting implementation and adoption challenges.
However, these challenges are not only severed but also more compelling in developing
countries with weak institutional and ICT infrastructural deficiency like those in Africa,
Asia and Latin America. Some of these challenges could be technical, cultural,

economic, political, and legal (Hwang et al. 2004).
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In figure 1 below, shows the nexus between the dimensions and e-Gov success. It in
turn shows the nexus among the various variables. We have observed that these
dimensions have relations that could lead to e-Gov development. For instance, the
political dimension has relation to policy dimension. This is because political office
holders or politician needs to approved policies that are made by bureaucrats. Likewise,
good ICT policies without political will is tantamount to failed and unproductive policy.
Good and workable policies on e-Gov development, leadership commitment are all
necessary conditions for e-Gov to succeed in developing countries. Fiscal policy, rules
and regulation, e-Gov adoption policy and strategy, political and bureaucratic support,
data security and privacy laws, e-Gov strategy and master plan are all necessary

conditions.

There is also a relation between political and economic dimensions. Economists often
argue that economic growth and free market economy are the key to creating and

consolidating democracy; while political scientists posit that without

significant improvements in governance, legal, and political institutions, economic
growth will not be sustainable (Elone, 2008:1). The political situation of a country,
leadership commitment, administrative reforms, financial challenges, cost of internet
and e-Gov services are all necessary factors to considered for e-Gov success. Nkohkwo
and Islam (2013) contend that top management support, leadership, public and private

sector support, development of human capability, are significant in e-Gov initiatives.

Further economic development also impacts on people’s way of life. People can only be
aware, educate and perhaps modernize if they attain certain level of economic
development. One fundamental attributes of e-Gov success is citizens. This is so
because e-Gov can only triumph if people are willing to embrace change, adopt new
technology and do away with primitive and out dated system of interactions with
governments. Digital culture, literacy, poverty, demography, corruption, culture, and
unemployment all have bearing on e-Gov success. Socio-cultural dimension also needs
political decision on key responsibility and the problems consumers (Citizens) may
have faced. Accessibility, easy-to-use, user confidence and trust are key important

factors to be considered.
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International variable has a correlation with both policy and political dimensions.
Effective participation at international level needs political approval not only to
participate but also to implement policies at national level. Political and bureaucrats
support would enhance sustainability of e-Gov projects. This is true because e-Gov
development cannot take place without right and accurate policies and laws. However,
this is often absent in many developing economics perhaps because politicians see e-

Gov as a threat to their position (Nkohkwo and Islam, 2013).

Complementary Theoretical Xfodel

E-GOVERNMENT

SUCCESS

Fignre 1. Thaogstical hiedal showing the canzality of the five dimenzions.
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2.2.4 indexes

The World Bank Governance Indicator (Worldwide Governance Indicator) consist of
six composite indicators and it includes voice and accountability; political stability and
absence of violence/terrorism; government effectiveness; regulatory quality; rule of law;
and control of corruption. These indicators also depend on various variables collected

from NGO surveys and other international bodies (Kaufmann et al. 2010).

The Human Development Index (HDI) is a summary measure of average achievement
in key dimensions of human development: A long and healthy life, being
knowledgeable and have a decent standard of living. The HDI is the geometric mean of
normalized indices for each of the three dimensions. It assessed the education, health,
birth rate, life expectancy of a given country. It also measures the standard of living of a
particular country and the availability of other social services (UNDP Human

Development Report 2014).

E-Participation Index (EPI) consist of e-Information, e-Consultation and e-Decision-
making. A scale of 0-4 is used in assessing countries performance (UN e-Gov survey
2008). Online information and online consultation of countries are assessed looking at
the online participation of public and business of a country. Many countries be it
developed and developing are pose with meeting these standard. The same is true for e-

Decision-making.

The Index of Economic Freedom examine the economic freedom of countries, their
economic development and so on. It is assumed that individual should be free to pursue
their various economic interest in a market that is totally free from government

restrictions.

The Online Service Index (OSI) is based upon a four-stage model, which builds upon
the previous levels of sophistication of countries online presence. These includes
standard website, and government being online. Data quality, security laws and policies

are also assessed.
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Stage I - Emerging: A government with web page, including various department and
ministries to share and interact with citizens and businesses through the internet and

other ICT sevices.

Stage II - Enhanced: Governments provide credible and vital information to public and
businesses. Equally information about government policy must be accessible to the

public. Government provide forms, laws, and newsletter to citizens.

Stage III — Transactional: Governments start to communicate with citizens and
transform his relation through effective use of ICT. It includes paying taxes online,

applying for ID cards, birth certificates, passports and license renewals.

Stage IV — Connected: Governments becomes a connected body that responds to the

needs of its citizens and businesses through the use of internet (UN e-gov survey 2008).
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CHAPTER THREE: ANALYSIS AND INTERPRETATION OF
CASES

3.1. Critical Analysis of the Cases Using United Nations Biannual e-Government

Survey
3.3.1. Brief e-Government Policy Analysis and Initiatives of the Cases.

It appears that there is some significant amount of confusion around e-Gov development
overall. One might have argued that there is no right or wrong approach to the
development of e-Gov. Several factors are involved in e-Gov successes and failures;
every country has its own uniqueness to consider (Al-Khouri, 2014). Both developed
and developing world invest heavily on e-Gov and yet it goals are far from reaching.
This section of the study shall critically analyze the country cases using UN biannual e-
Gov survey. Our case study includes Uruguay, Chile, Singapore, The Kingdom

of Bahrain, Tunisia, and Mauritius.

Despite being the second-smallest country in South America and having only 3.3
million people, Uruguay is known for its innovation regarding technology and social
policy. In 2007, Uruguay created a national e-Gov agency. The Agency for Electronic
Government and Information Society (AGESIC) was the basis for the country’s swift
progress in e-Gov. Broad access to ICT; providing user support for ICT initiatives and
consultations; simplifying procedures and processes are all functions and duties of the
agency (For example, see, Digital Agenda Uruguay 2015; Al-Khouri, 2014). The
agency was fundamental in creating a national e-Gov platform, and enhanced the
development of the country’s e-Gov services. One potent factor behind Uruguay’s

success is the political will coupled with the commitment from multi-stakeholders.

The AGESIC developed a road map strategy to meet the digital objectives of the
country—Agenda for Uruguay 2011-2015 (ADU). It was approved by a ‘Presidential
Decree’ November 23™ 2011.The ADU 2011-2015 is a road map and a digital policy of
Uruguay aimed at transforming public and private sectors (see, Digital Agenda Uruguay
2015; Open Government in Uruguay, Self-assessment Report, 2013; Parra, ?). It is

important to note that ADU is a stakeholders commitment and not a government plan.
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Chile i1s a highly-centralized state. Starting in 2008, the Chilean Government enacted
the Law 20.285 and other data regulations to protect citizens informationa rights
(Sanabria et al., 2014). A South American nation with a population of 17.6 million has
long had one of the highest internet penetration levels of all the countries in Latin
America and the Caribbean. This has been used as a tool to transformed the country’s
economic and social development. It has also aid the government to be effective and
more transparent in quality service delivery. To that end, the government developed an
IT strategic plan from 1998-2000 (World Bank PremNonte, No. 50). Chile has achieved
its e-Gov success due to three main factors: a continuous long-term strategy, efficient

policy-making and its modern socio-economic qualities (Mickoleit, 2015).

Unlike other countries in the region, Chile began e-Gov policy and strategy as early as
2000s, when its first webpage for official called “Easy Errand,” was created. By 2004,
Chile had designed its first digital agenda that lead up to today’s 2013-2020 version.
The Chilean approach is open access to public information and increase public

participation in government activities.

Singapore is a very small city-state in Southeast Asia with a population of about 5.7
million inhabitants. Its management of physical and social resources has been
considered one of the critical success factors of national survival. Singapore is a success
story of the ongoing technological revolution and this has transform her economy and
national development with little natural resources (Chua, 2012). Singapore launched the
National Computerization Plan (NCP) in 1981 to increasing computer literacy and the
creation of jobs in public sector. Today, infocomm has transform the life of

Singaporeans in one way or another.

Further, the Singapore e-Gov Masterplan 2011 — 2015 (or e-Gov2015) dawn an era of
“government-to-you” approach to a “government-with-you” delivery of e-Services
(Singapore e-Government Master Plan 2011-2015). Infocomm Development Authority
(IDA)’s 10-year masterplan; Intelligent Nation 2015 (iN2015) are the many policy
commitment of Singapore’s Government (Infocomm Development Authority of
Singapore, 2013). Singapore is a true definition of a success story in e-Gov
development. In fact, it is not only a regional leader but also world leader in terms of e-

Gov (Ke and Wei, 2004).
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The Kingdom ofBahrainis a small Arab monarchy in the Persian Gulf with a
population of about 1.3 million. The e-Gov Authority in Bahrain has map out a
systematic strategy for effective and efficient delivery of services via electronic means.
As one of the strategies to achieve Vision 2030 (an economic plan), the government of
Bahrain has introduced the e-Gov agency program that was previously launched by the
deputy Prime Minister H.E. Shaikh Mohammed bin Mubarak al-Khalifa on May 23"
2007 (see Gharleghi et al. 2015; Bahrain e-Government Authority, 2011). The first e-
Gov strategy of Bahrain covered 2007-2010. The strategy is translated into various e-
Gov channels and more than two hundred e-Services (National e-Government Strategy

2016).

The second phase of Bahrain e-Gov strategy covered the period 2011-2016. What is
more fascinating with the case of Bahrain is the consumer satisfaction index which
evaluate the progress made and satisfaction level. The latest Bahrain Customer
Satisfaction Index (BHCSI) is the first model in the region designed based on
international standards for government services. This study is carried-out in
collaboration with the University of Bahrain as a mean to maintain the professionalism

and transparency.

Bahrain e-Gov Authority believes that the success of e-Gov relies heavily on citizens'
awareness and participation toward e-Gov services. Therefore, the e-Gov Authority

marketed and embark on awareness campaigns through advertisements

in print, audio and visual media for sensitizing the public on the e-Gov policies and

programs (Bahrain e-Government Authority, 2014).

A North African country, Tunisia with a population of about 11.1 million began to
experience ICT in 1980s and the year 1996 marked the launch of internet services in the
country as well as the promotion of ICT as part of national development plans. Tunisia
has a relative good HDI coupled with large middle class. These characteristics make it
unique and different from many other developing countries (Aida and Majdi, 2014).

The evolution of e-Gov in Tunisia was made in five phases:

1. Preliminary phase (1980-1999): During this phase, Tunisia started the

introduction of IT in public administration;
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2. The first generation of public web sites: The information phase (2000-2002), the
purpose of this phase is to have an online presence on the internet to exploit this

new communication channel;

3. The second generation of public web sites: The interaction phase (2003-2005),
at this stage, the organization provides a link to more personal communication
with citizens by implanting an electronic delivery service that uses email, search

engine, download forms and specifications online;

4. The orientation towards the online services: The transaction phase (2006-2009),

this phase is the extension of the interaction phase;

5. The integrated administrative services (2009 -2014): The integration phase: the
integration of services is a fully integrated electronic service delivery of various

organizations on the same portal (Mellouli, 2014:115-6).

The e-Gov Unit which was established in 2005, is coordinated by the presidency.
Behind the success story is the commitment and political will of the Government of

Tunisia.

Mauritius with a population of about 1.3 million has moved from a low-income to a
middle-income country through the use of ICT and other e-Gov policies and strategies.
Confronted with the economic challenges of the 21Ist century, the vision of the
Government of Mauritius is to trnsform the economy via ICT and to be a lead model in
Africa (National ICT Policy 2007-2011). The Government of Mauritius started its
computerization journey in the 1990s (e-Government Strategy 2013 —2017). Ever since,
the government came up with some fascinating strategies and policies ranging from the
National ICT Strategic Plan (NICTPS) 2011-2014; e-Gov Strategy 2013-2017; and e-
Gov MasterPlan.

The Government of Mauritius asked help from The Commonwealth Centre for
Electronic Governance (CCEG)) in developing e-Gov masterplan and to be overseen by

Office of the Prime Minister (Brown, 2002).
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3.3.2. Analysis and Interpretation of Cases Using United Nations Biannual e-

Government Survey 2008—2016.

Although the chosen countries may have registered relative success in global e-Gov, it
does not mean that their system were not constrained. In fact, all the chosen cases are
developing nations faced with similar challenges in e-Gov development. In other words,
countries in Latin America, Asia, and Africa are faced with adoption challenge on e-
Gov. However, it is significant to note that these country cases have their own
uniqueness (see chapter two). We used UN e-Gov survey (2008-2016) to analyze and

interpret countries progress in rankings.

UNITED NATIONS E-GOVERNMENT SURVEY:
RANKING OF THE COUNTRY CASES 2008-2016.
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Graph 1. UN e-Gov survey of country cases ranking 2008-2016
Source: Author’s compilation from UN e-Gov Survey 2008-2016

From Graph 1 above, it has been observed that all the countries has made a remarkably
progress in their e-Gov ranking from 2008-2010 with the exception of Mauritius that
fell below -11 in 2010. Singapore, Kingdom of Bahrain, Uruguay, Chile, and Tunisia all
made a steady progress in the 2010 e-Gov ranking moving up the ladder from 2008

rank. Between 2008 and 2010, Tunisia has made remarkable progress in terms of
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improving its UN e-Gov ranking, jumping 58 points up to rank 66™ worldwide after
being ranked at 124™ in the UN e-Gov survey in 2008. In 2008, Mauritius made a
fascinating improvement in its ranking beating oil rich country of Saudi Arabia who
was ranked 70™ and technological giant China ranked 65", Political endorsement, good
technological infrastructure, accurate policies, citizen adoption and awareness of e-Gov
services, effective collaboration between public and private sector are the reasons for
the progress made by these countries. It is not only political will that matters but

commitment to the road map and strategies to achieved the desire goals of e-Gov.

Between 2010 and 2012, Singapore better her ranking by moving to 10™ position in
2012. The Kingdom of Bahrain, Chile, Uruguay, Tunisia, and Mauritius all encountered
setback in their 2012 ranking. Tunisia had the biggest setback moving down below the
pecking order to -37 (from 66™ in 2010 to 103th in 2012). It appears that the 2011

Tunisian civil unrest is to be blamed for the decrease in rank.

From 2012-2014, all the country cases made significant and steady progress in their
ranking. The most remarkably came from the island nation of Singapore moving to 31
position worldwide. However, between 2014 to 2016, only Tunisia and Mauritius
improved from their 2014 ranking to 72th and 58" respectively in 2016. Singapore,
Kingdom of Bahrain, Chile, and Uruguay all drop below from their 2014 rank in 2016.
Although all these countries have made significant strides and success over the years in
their development in e-Gov services but there are discrepancies in their ranking. This is
partly due to low adoption rate of e-Gov services. e-Gov success depends on the
willingness of citizens to adopt new innovation, and that other developing countries
especially those in Africa needs to learn from the success stories and challenges of these

countries.
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UNITED NATIONS E-GOVERNMENT DEVELOPMENT INDEX
(EGDI) 2008-2016.
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Graph 2. UN e-Gov development index of country cases 2008-2016
Source: Author’s compilation from UN EGDI 2008-2016

In EGDI, the world averages are as follow: 2008 world average is 0.4514; 2010 average
1s 0.4406; 2012 average is 0.4882; 2014 average is 0.4712; and 2016 world average is
0.4992.

In Graph 2, we observed that between 2008 and 2016 all the country cases with the
exception of Tunisia, scored above the world average in EGDI. In 2008, Tunisia fell
below world average (0.4514) but scored above regional average (0.3403). The same is
true in 2012 where it failed to meet world average but scored above regional average
(0.2780). As indicated above, political unrest in 2011 were to be blamed for Tunisia’s

discrepancies.
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Table 3. United Nations e-Government Development Index (EGDI) 2012-2014

Comparison
COUNTRY 2014 2014 2012 RANK CHANGE
EGDI RANK RANK

SINGAPORE 0.9076 3 10 +7

BAHRAIN 0.8089 18 36 +15

URUGUAY 0.7420 26 50 +24

CHILE 0.7122 33 39 +6

TUNISIA 0.5390 75 103 +28
MAURITIUS 0.5338 76 93 +17

Source: Author’s compilation from UN e-Gov Survey 2012-2014

From Table 3 above, it is quite fascinating to notice strong growth in all the six
countries (Bahrain, Singapore, Uruguay, Chile, Tunisia, and Mauritius). Between 2012
and 2014, Singapore improved its 2012 rank to 3™ in 2014, moving +7 points above the
ladder. Bahrain, Uruguay, Chile, Mauritius all registered steady growth in e-Gov rank
moving up +15, +24, +6, +17 respectively. The most fascinating development came
from Tunisia whose ranking improved to +28. Despite its political impasse in 2011,

Tunisia jump from 103th in 2012 to 75™ in 2014.

The study reveals that there is a nexus between e-Gov rankings and the five variables
(political, economic, policy, socio-cultural, and international dimensions) used. It
appears that an improvement in all the five dimensions of any country will obviously
lead to an increase in ones e-Gov ranking. Thus, we further observed that all these
dimensions are necessary conditions to meet the desire outcome of e-Gov. The indexes

used to measure these variables validate the aforementioned claim.
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Table 4. Online Service Index (OSI) 2014

Country en g -§ g
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BAHRAIN 0.9370 94 80 84 74 82
CHILE 0.8189 100 57 70 71 73
MAURITIUS 04724 88 64 9 21 44
SINGAPORE 0.9921 100 89 88 71 87
TUNISIA 0.6378 91 61 33 53 58
URUGUAY 0.8504 94 70 72 68 75

Source: Author’s compilation from UN e-Gov OSI 2014

From Table 4 above, we observed that all the country cases have made a steady progress
in the emerging and enhanced stages of the OSI. With the exception of Mauritius, all
registered strong growth in the transactional and connected stages. In the transactional
stage, Tunisia score 33 and Mauritius 9 which was far below the average. Although
Mauritius and Tunisia did pretty well in the first two stages of OSI, but they need to
improve in the 3 and 4" stages respectively. Our interpretation of the good
performance of these country cases on OSI is because of high literacy in ICT and good

e-Gov plans and programs, coupled with high speed internet broadband.

Table 5. E-Participation Index (EPI) 2014

Country © N ®
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BAHRAIN 14 0.8235 85.19 81.82 22.22 74.14
CHILE 7 0.9412 92.59 95.45 33.33 84.48
MAURITIUS 59 0.5294 81.48 27.27 0.0 48.28
SINGAPORE 10 0.9020 96.30 90.91 11.11 81.03
TUNISIA 33 0.6471 81.48 54.55 0.0 58.62
URUGUAY 3 0.9804 88.89 95.45 66.67 87.93

Source: Author’s compilation from UN e-Gov EPI 2014

In Table 5, the study reveal that all the country cases achieved steady progress in e-
Information and e-Consultation stages. It is quite interesting to notice Uruguay strong

growth in EPI ranked 3" worldwide and beating Singapore. On an average basis, these
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countries performed better compare to many developing countries. However, our data
on EPI indicate a lack of online consultation and on decision-making in all the country
cases with the exception of Uruguay. These has led to their low scores in e-Decision-
making (see Table 5). On an international level, these countries have all effectively
participated in regional and international summit, workshops and conferences on the
development of e-Gov. All initiate Open Government Partnership (OGP). For example,
The OGP membership of Tunisia is an indication of how much the Tunisian
Government is committed to establish a new governance system more transparent and

more responsive especially after the Tunisian revolution.

Table 6. Index of Economic Freedom 2014
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BAHRAIN 13 1 49.4 71.4 78.6 309 39
CHILE 7 1 72.3 83.8 82.0 232 5.5
MAURITIUS 8 1 53.4 81.8 88.6 24.7 33
SINGAPORE 2 2 91.9 91.2 90.0 17.1 1.3
TUNISIA 109 11 39.2 63.8 61.8 34.8 3.6
URUGUAY 38 5 70.6 68.0 83.5 32.6 3.8

Source: Author’s compilation from Index of Economic Freedom 2014

Table 6 above shows that Singapore, Chile, Bahrain and Mauritius are all regional
leaders in economic freedom. These countries have registered strong economic growth
for development and are also able to curtailed on the rate of corruption—which is one of
the hindrance of e-Gov development. One explanation of this could be online tax
services of these countries thereby reducing cash transaction in hands. For instance,
Tunisia, Chile, and Singapore has excellent e-Procurement system and online tax filing
services. Tunisia e-Procurement system (TUNEPS) for public tendering and online tax
filing services called e-Tasrih are success stories where some three thousand five

hundred (3500) companies pay tax online.
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Table 7. Human Development Index (HDI) 2014

COUNTRY HDI RANK HDI VALUE MEAN YEARS | GROSS
OF NATIONAL
SCHOOLING INCOME PER
CAPITA (3)
BAHRAIN 45 0.824 9.4 38,599
CHILE 42 0.832 9.8 21,290
MAURITIUS 63 0.777 8.5 17,470
SINGAPORE 11 0.912 10.6 76,628
TUNISIA 96 0.721 6.8 10,404
URUGUAY 52 0.793 8.5 19,283

Source: Author’s compilation from HDI 2014

In Table 7, we also realized that Singapore, Bahrain, and Chile are considered countries
with ‘very high human development’, and Uruguay, Mauritius, and Tunisia are term
countries with ‘high human development’. These countries have registered relatively
high literate rate, and their Gross National Income (GNI) per capita improved

significantly—necessary conditions for e-Gov development.

Table 8. World Bank Governance Indicator 2014 (Percentile Rank)

Country
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BAHRAIN 1133 14.56 72.60 74.04 68.27 64.42
CHILE 80.30 63.11 84.13 91.83 87.98 90.87
MAURITIUS 73.40 71.36 82.69 80.77 78.85 67.79
SINGAPORE 4532 92.23 100 100 95.19 97.12
TUNISIA 49.75 15.05 4356 40.87 5337 55.77
URUGUAY 82.76 83.50 71.15 69.71 75.96 89.90

Source: Author’s compilation from World Bank Governance Indicator 2014

For the political dimension, we observed in Table 8, that all the country cases with the
exception of Bahrain and Singapore have achieved passed the percentile average on
voice and accountability. Bahrain and Tunisia also score low on political stability. The

overall performance on government effectiveness, rule of law, regulatory quality, and
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control of corruption were relatively high in 2014 World Bank Governance survey. In
comparing the strong performance of these country cases in UN e-Gov ranking in 2014
with relation to the five indexes used to measure the variables, we observed that these
countries are successful due to their steady growth in political, economic, policy, socio-
cultural, and international dimensions. This study therefore argues that these dimensions
are necessary condition for e-Gov development and hence one of the many reasons why
these countries succeeded and other developing countries failed. Other developing
countries especially those in Africa needs to learn from the success stories of these

countries and their challenges so as to improved their e-Service delivery system.
3.3.3. Findings and Results

The findings of this study indicate that political commitment, economic development,
right policies including data security and privacy laws, effective participation in e-
Services, and socio-cultural development are sufficient or necessary factors for e-Gov
success/development. While we acknowledged the significance of political will, certain
necessary conditions needs to be meet. The study also reveals that policy and
international variables are not strong enough (but necessary) to develop e-Gov. Rather
political endorsement, economic development including technological infrastructure,
and socio-cultural variables (high IT literacy, trust, age, satisfaction and adoption) are
found to be strong in e-Gov development and hence its success. Undoubtedly, the
foundation of UN e-Gov rankings reflects these country cases economic, socio-cultural,

and political development and thus the reason why they succeeded and others failed.

Similarly, the above result validates and correspond with Nkohkwo and Islam (2013)
whose results also showed that ICT infrastructure, human resources, legal framework,
internet access, digital divide, and connectivity are among the most common themes on
the challenges to the successful implementation of e-Gov initiatives in Sub-Saharan
African countries. Political situation, leadership, public administration reforms,
economic development, culture, digital culture, corruption, financial constraints, and
cost of e-Gov services, all affect the success of e-Gov development in Africa, an
assertion supported by other scholars such as Aladwani (2015), Mistry and Jalal (2012),
Andersen and Rand (2006), Ndou (2004), Azab et al. (2009), Heeks (2001).
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Further, while our study might have acknowledged the significant triumph made by
Chile, Uruguay, Singapore, Bahrain, Tunisia, and Mauritius in e-Gov development, but
we also found out that these countries are face with daunting challenges when it comes
to adoption of e-Gov. Unfortunately, many of the citizens in these countries still prefer
the traditional mode of transactions of face-to-face, than using internet interaction. The
issue of trust, and culture still pose a threat to adoption of ICTs. These have bearing
impacts on citizen’s intention to use the internet to conduct their daily activities, a
claimed supported by scholars like Aida and Majdi (2014), Gharleghi et al. (2015),
Ndou (2004), Heeks (2002).

Our result further shows that these countries (Tunisia, Mauritius, Chile, Uruguay,
Singapore, The Kingdom of Bahrain) has a comprehensive programmes which are
implemented in a phased manner coupled with effective periodic monitoring and
evaluation. For instance, BHCSI is the first model in the region designed based on
international standards for government services. This index used to monitor and
evaluate customer satisfaction, the awareness level of the e-Gov services, the impact the
services has on customers as well as the level of interaction with government entities.
The e-Gov Authority in Bahrain is keen on taking citizens’ opinions into consideration

and operating in accordance.

The success of Singapore has not only been demonstrated via economic achievements,
but also through several achievements in e-Gov. Therefore, the lessons learnt from
Singapore’s successful e-Gov may benefit other developing countries which have

similar socio-economic conditions and legal frameworks to the ones in Singapore.

Another fascinating success story is the Chilean e-Procurement service. The
Government of Chile, through the Ministry of Finance, has embarked on a program to

strengthen the management of government procurement and contracts.

The program is comprised of a variety of initiatives, among them the introduction of e-
Commerce and new procurement management methods, the optimization of certain
items of expenditure and the harmonization of public procurement policies and
practices. This practice is more efficient, transparent and makes government more

accountable for its actions.
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The study also reveals a lack of online consultation and citizens’ feedback on decision-
making and this has contributed to their (cases) low scores in e-Decision-making (see
Table 5). Online consultation and e-Decision-making still pose a challenge in many

developing nations especially in Africa. Evidently, Mauritius

and Tunisia is a vivid example as they scored low in online consultation. In fact, the
same is true for all the other country cases with the exception of Uruguay who scored
above average (see Table 5). In addition, cultural barriers, poor adoption rate, all affect

perception of citizen and their confidence in information system.
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CHAPTER 4: PROPOSED ALTERNATIVE MODEL FOR E-
GOVERNMENT SUCCESS IN AFRICA

4.1 Alternative Model Proposal
4.4.1. Alternative Model for e-Government Success in Africa

Electronic government is a global phenomenon that has increasingly attract the attention
of governments and policy makers amongst others (Azab et al. 2009). e-Gov is a
necessity for world governments that are soliciting for better governance and economic
development. Although e-Gov systems are many, but not all are created equal. Many are
limited in terms of comprehensive approaches for a successful e-Gov program. In some,
the problem of good internet facility, low ICT literacy, inadequate political will, and
digital divide are all constraints that affects the development of e-Gov. Digital
government still pose a challenge to many African governments and hence too many e-
Gov project failed. Conversely, there are insufficient technical and human infrastructure
in many third world nations including those in Africa (Heeks, 2002). The lack of
literature on African e-Gov, inadequate evaluation, more focus on case studies, digital

divide, and trust are all partly blamed for e-Gov failures in Africa.

Slow diffusion of e-Gov within Africa coupled with inadequate e-Readiness (Heeks,
2002) and diverse social and cultural barriers are to be blamed for the high rate of e-Gov
project failures. Heeks (2002) argues that e-Gov projects failed in Africa because of
huge digital divide among communities and to address these tactical challenges,
stakeholders must sensitized the public, he noted. To this end, an alternative model for

e-Gov success in Africa is timely and indeed welcoming.

Our alternative model is modified from D&M IS success model. The original model has
some shortcomings. One fair criticism and recommendation label against the model is
the need for further validation. It was initially designed to measured e-Commerce
system success and therefore require further test on e-Gov success. The model was first
published in 1992 and was based on theoretical and empirical IS research in the 1970s
and 1980s (DeLone and McLean, 2003). The IS has changed and progressed during the
last decade and new technological innovation has emerged ever since. Therefore, as

technology evolves, we must keep abreast with such changes. Similarly, academic
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research into the measurement of IS effectiveness has developed over the years.
Arguably, these demerits of the model are fair enough and thus even acknowledged by
DeLone and McLean (2003). Another demerit of the model is that lot of questions were
and still raise on its success or effectiveness. Scholars are in contention to find which
constructs best suit the model. Further, “DelLone and McLean asked for the model to be
validated and updated and urged further scholarly investigation into the model” (Wang
and Liao, 2008:719).

Although IS success models have received little research on updating and validating the
original model (For example, see, DeL.one and McLean, 2003; Wang and Liao, 2008).
We observed from the literature that e-Gov services will fit good on the updated model.
We have long argued in this study that e-Gov success does not depend on technology
per se but on ‘citizens’. Therefore, information provided needs to be of top quality that
could warrant high IT adoption in developing countries especially those in Africa.
Further our model would also be beneficial since it is built on key construct as citizen
trust, political will, readiness and willingness of bureaucrats to adopt new technology

etc. These variables are crucial to e-Gov success in developing nations.
4.4.2. Variables in the Alternative Model

The original model is a multidimensional and interdependent construct and there is
relations among various dimensions (DeLone and Mclean, 2003). Our model is
important because of high data quality which will lead to high adoption rate for both
public and privte sector. Further, the importance of our alternative model cannot be over
emphasized as it contains variables such political and bureaucratic will, trust,
sensitization etc. These variables would help overcome the problems of adoption of e-

Gov in Africa.

Can this model be a success in Africa? Arguably ‘yes’ it can fit good in Africa. We
observed in the literature that African e-Gov lack information quality and their websites
rarely updated. Further, inadequate political and bureaucratic support in Africa also
leads to massive insecurity among citizens. Our model aimed at addressing these issues

of data security, trust, and privacy laws. The following variables are examined below:
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Information quality: It deals with how accurate, timely, complete, vital, and
consistency the information provide is to the public (DeLone and Mclean, 2003). How
accurate the information is; how timely, relevance and consistent the information is; all
affect user intention to use. As mentioned earlier, many government websites in Africa
provide little input in providing accurate, timely, consistent and relevant information.
For instance, Uruguay has a reliable and effective technology solutions. Internet
protocol version 6 installed on all central government IT equipments directly connected

to the internet, by 2015 (Digital Agenda Uruguay 2011-2015).

System quality: System quality has to do with the individual impact on ICTs. It is
about data quality, reliability, functionality, portability, and flexibility. These sub-
variables all have bearing on citizens. People may be willing to use if the data or
information provided is of quality, and the system portable and flexible. For example,
Tunisia integrated electronic service delivery of various organizations on the same

portal (Mellouli, 2014).

Service quality: The effectiveness of the model depends on service quality. Here the
focus should be product. It deals with the expectations and perceptions of the citizens,
their satisfaction levels in the service provided to them, and priorities for improvements
(e-Government working group, 2007). Accordingly, the success of e-Gov to a greater
extent depends on “service quality” and arguably the most vital variable (DeLone and

Mclean, 2003).

Intention to use and use: The “Intention to use” deals with peoples attitude, whereas
“use” concentrate on behavior. People can only ‘use’ ICTs systems if it easy to use,
accessible and quality. These are influential on user perception to use the IS systems.
This also depends on government and stakeholder commitment and support, and online

provision of service (for details, see the phases of the model).

User satisfaction: As in the original D&M model, both use and satisfaction of user are
related. If government concentrate on increasing satisfaction level of citizen, this will be
a positive impact on use and intention to use e-Gov systems. (DeLone and Mclean,
2003). Many a times in developing economics, governments hardly update their

webpage and as such discourages the public from using such sites.
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Net benefit: The impact of e-Gov services are huge. These benefits include competitive
advantage, strategic benefits, and informational benefits. The ICTs must be able to
improves the user’s output per time used. Customer satisfaction and the way

management regulates work should be improved.

Sensitization, awareness, and e-Lifestyle: Indeed e-Gov initiatives are across Africa
but little is known about it. Therefore, there is dire need of public sensitization in the
media outlets. Citizen-centric e-Services will triumph and thus should be all inclusive.
This awareness creation will lead citizen to adopt e-Lifestyle (for details, see the phases

of the model).

Citizen trust: We have long argued that citizen trust depends on privacy laws, data
security, data quality and good and timely service, ease to use the system are positive
means to gain public trust. According to Aida and Majdi (2014), Tunisian national
culture is characterized by high uncertainty avoidance—explain the extent to which
members of society feel threatened by unknown situations. Tunisian now prefer online
transaction instead of taditional way of doing business. However, there is still issues of

trust in the system and this has impacted on adoption of e-Services.

Political will, stakeholder and private sector support: Political endorsement,
stakeholder and private sector support are all crucial in e-Gov success in Africa. If only

we have committed leadership and stakeholder support, can e-Gov succeed.

Readiness and willingness of bureaucrats to adopt new technology: This is of
fundamental importance for e-Gov to be successful in Africa—The will to ‘Open
Government’. This is one of the success stories of Tunisia. For instance, the
Government of Tunisia have realised the potentials of e-Gov in transforming the
economy and thus, public are more than ever willing to adopt the system. The country’s
e-Readiness is relatively good coupled with good internet and political and bureaucratic

support (Aida and Majdi, 2014).
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Figure 2. Alternative e-Government success model for Africa
4.4.3. Phases of the Model

In Figure 2 above, the model is from an adaptation of the famous D&M model in the
context of e-Gov. Although the original model consists of six dimensions: information

quality, system quality, service quality, use, user satisfaction, and perceived net benefit,
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but the alternative model in Figure 2 is updated to meet the needs in Africa by adding
five necessary dimensions: e-Gov initiatives, sensitization, awareness, and e-Lifestyle,
citizen trust, political will, stakeholder and private sector support, readiness and
willingness of bureaucrats to adopt new technology. Electronic government is complex
and needs to be approach holistically. Therefore, any successful e-Gov project must be
simple or KISS (Keep It Short Simple). On this note, this alternative model for Africa
would be implemented in a phase manner. This would further enable for the easy
monitoring and evaluation of the various phases. The model comprises of five (5)

dependent phases (see the model in Figure 2).

In the literature, we observed that e-Gov has already arrived in Africa (see Chapter one)
and hence we need not include the initiative stage in our phase. Although we tactically
exclude initiatives stage, however, we are compelled to highlight its significance.
Electronic government success depends on citizens. The people are the most important
asset in any e-Gov project and must therefore be given priority. Scholars recognized the
problem of low-level of citizens' participation and adoption toward e-Gov. Although
many African governments have passed this stage, but more concentration should be on
citizen-centric e-Gov initiatives. African governments and other stakeholders must
embark on various e-Gov initiatives and should view digital government as not only a
necessity but also a precondition for socio-economic development and better
governance. These e-Gov initiatives must provide comprehensive and comparative
model for e-Gov project. For e-Gov development in Africa, there is a need for robust

strategy and policy for better adoption.

Sensitization, awareness, and e-Lifestyle is positioned in the first stage of the alternative
model. Awareness of e-Gov is about knowledge and recognition, human has over e-Gov
services. Awareness is very important in the success of e-Gov development. Behavioral
change from the citizens and public servants starts with enlightenment about e-Gov
systems, and its potential benefits. It is about informing and marketing by the
government and stakeholders to its citizens and employees. Although e-Gov has
reached Africa, but it is disheartened to know that many Africans are still not aware of it
presence let alone its potential benefits. The governments and stakeholders needs to

sensitized the public about the benefits of e-Gov through radio talk shows, TV
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programs, graphics, billboards, audio clips on government websites for the disables in
society. For e-Gov to be successful in Africa, all sectors of the society must be included
in the process including the disables. Awareness creation is of great essence to

successful e-Gov projects in Africa.

Further, citizen should be view as customers and the government and various
stakeholders must readily provide internet connection at a cheaper rate in order to
promote e-Lifestyle in Africa. Unless internet is cheap and affordable, the gap of digital
divide will be worsen in societies. The adoption and acceptance of a new way of doing
things—an e-Lifestyle, e-Learning, e-Entertainment, e-Communications and e-
Transactions are compelling reasons why people must be connected (Mahizhnan and

Andiappan, 2002).

The second phase includes citizen trust, political will, readiness and willingness of
bureaucrats to adopt new technology, stakeholder and private sector support. Gharleghi
et al. (2015) citing Kim Lean (2008) states that trust comes about if the websites are
legal, ethical and trustworthy. This will boost confidence level of the user. Most of e-
Gov authorities in Africa are facing a major problem in the issue of trust towards e-Gov
and the government themselves due to high level of political corruption. For successful
e-Gov projects in Africa, there must be a high level of trust on government and that of

the internet.

Gharleghi et al. (2015) contend that the citizen’s trust in their government also impacted
on e-Gov development. Trust in e-Gov websites is related to trust in government. This
issue of trust must be tackled by governments in Africa for e-Gov to be successful. In
addition, any successful e-Gov projects need political blessings to succeed. Political
support and endorsement are necessary condition for e-Gov development in Africa. The
political willingness also needs to be complemented with stakeholders and private
sector support to succeed in Africa. Similarly, the willingness and readiness of
bureaucrats to adopt new technological innovations will not only make e-Gov projects
to succeed but will also make their job easier in a more effective and efficient way (see

Chapter Three).

The third phase of the alternative model includes information quality, system quality,

and service quality, which arguably has impact on people’s intention to use ICT
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systems. The quality in information, system, and service are all necessary conditions for
e-Gov development in Africa. System quality are measured in terms of ease-of-use,
functionality, reliability, flexibility, data quality, portability, integration, and
importance. Information quality are measured in terms of how accurate, timely,

complete, significant, and consistency it is to the public (DeLone

and McLean, 2003). Unless African governments incorporate the above-mentioned
variables in their e-Gov projects, success would remain far-fetching. People can only
use ICTs application if the systems are of quality, information provided are of
significant and quality and above all the services provided ease to use and beneficial to

the public. These have direct impact on the fourth phase.

The fourth stage is the intention to use, use, and satisfaction of the user. There will be
no e-Gov without people, therefore the importance of citizen in e-Gov cannot be over
emphasized. People tend to use system if the information provided is of quality, ease to
use, data quality, accurate and consistent information. These are critical issues that pose
challenge in many African e-Gov projects. On many occasion African governments
websites are not updated or poor data management. We observed that if African
governments can improve on quality in data, ICT systems, and e-Service, these would

lead to the overall e-Gov development in the continent.

The final phase is e-Gov benefits. The benefits are enormous. Arguably, if this model is
put in to practice in a phase manner coupled with effective monitoring and evaluation
plan, it may lead to potential net benefit of e-Gov in Africa. Due to the diverse nature of
Africa, we recommend for a further development and validation of this alternative

model.
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CONCLUSION AND POLICY RECOMMENDATIONS

It noteworthy to mentioned the lesson learnt from our country cases which African
government could borrowed. These lessons include both success stories of the countries
and their implementation challenges in e-Gov. One fundamental lesson learnt is
political and bureaucratic endorsement. Political support is the foundation for e-Gov
success coupled with bureaucratic willingness to adopt new technologies. This gesture
alone will go a long way in changing the mindset of citizens in Africa. Regrettably,
African Heads of States, politician and bureaucrats see e-Gov as a threat to their power
on information. This unwillingness to open government has not only made growth
stagnant in Africa but also increases corruption. We observed that Singapore, Tunisia,
Chile, Mauritius, Uruguay, and Bahrain all enjoyed strong political support and hence

the will to ‘Open Government’.

Another important lesson drawn from our country cases is that of continous long term
clear strategy, e-Gov masterplans and efficient policies that are implemented in phased
manner. We observed that all the country cases have a comprehensive road map plans
and strategies on where they are now on e-Gov development, and where they want to be
in the future. This policy guide is vital in e-Gov development and we hoped that African
government could learned from this. Arguably, majority of African government
seriously lack strategic policies and masterplan on e-Gov and thus not surprising for
massive e-Gov project failures. We further observed from our country cases that, e-Gov
masterplans are implemented in phase manner or stage after stage. This implementation

strategies are seriously lacking in Africa, and occasionally wants to implement ‘big’.

We also derived from our cases the challenges of adoption, data security, privacy laws
and the issues of trust. Almost all our cases faced and are still facing these challenges.
We observed that citizens willingness to adopt ICTs still pose a challenge in our country
cases. Online consultation, e-Dicision-making are areas which they need improvement.
African countries can learn from these experiences and improve on providing data
security, and implementing privacy laws. These might boost citizens trust and their will

to use ICTs.
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Digital government is the innovation of the 21% century and its importance in
transforming the way government does business cannot be over emphasized. We often
blamed government of being bureaucratic, slow and lack of innovation in this ever-
changing world. It is with hope that e-Gov could transformed our public service to be
more responsive to contemporary demands from the public. The modernization of
countries using technology has immense benefits in transforming public administration.
These benefits include fast service delivery, accountability and transparency, effective
and efficient government, reduce corruption among government employees, and
increase business opportunities, just to name a few. However, it is gloomy that these
benefits are far fetching among third world nations especially those in Africa. We
acknowledged some Africa governments achievement in e-Gov development but many
of the projects failed to meet the intended goals. It is true that some developing
countries has triumph in providing online transactions, notably Chile, Bahrain,
Mauritius, South Africa and Tunisia, etc, but there is still need for more improvement

especially in online interactions.

The study employed UN e-Gov surveys 2008—2016, as well as secondary data. We
used the biannual e-Gov survey conducted by UN to show the successes and
inconsistences of our cases. A complementary model was developed to show the
causality on countries success in UN e-Gov ranking using five dimensions (economic,
social-cultural, policy orientation, international commitment and political development).
An alternative success model for e-Gov in Africa was developed. It was an adaptation

from the D&M model that is further developed to suit the need of our study.

In our analysis, the results reveal that political endorsement, economic development,
accurate policies including data security and privacy laws, effective participation in e-
Services, and socio-cultural development are sufficient or necessary factors for e-Gov

success/development in developing world.

Chile, Uruguay, Singapore, Bahrain, Tunisia, and Mauritius all succeed in e-Gov
development due to these necessary conditions. What is more fascinating is the fact that
other developing countries with similar attributes to our cases failed in their bid for e-
Gov development. Our interpretation is that many developing countries lack these

sufficient factors for e-Gov success. We observed many discrepancies among various e-
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Gov policies in Africa. The issue of data security and privacy laws still pose a challenge
to many developing nations. This is further exacerbated with lack of political and
bureaucratic will for change. This is because bureaucrats are unwilling to open up. And
political leaders are also unwilling to open up for political accountability and scrutiny.
This has led to massive political and bureaucratic corruptions in developing countries

especially those in Africa.

In our study, we observed a similar challenge for all the country cases. Chile, Uruguay,
Singapore, Bahrain, Tunisia, and Mauritius, all faced the problem of adoption of e-Gov
services. Several reasons could be blamed for these. Our interpretation indicates the
issue of trust and divergent cultures as the main hindrance to successful adoption of e-
Gov services. If only stakeholders can ensure data security, and government implement
privacy laws can e-Gov triumph. These assurance from stakeholders can go a long way
in gaining citizen trust. We opined that the issue of culture can be resolved through

enlightenment and education of e-Gov and e-Gov applications.

An overwhelming majority of e-Gov projects in developing economics failed woefully
(Heeks,2003). However, these failures are not that all bad but rather a lesson to learn
from. Lesson can be learned from successful experiences from developed nations and
even some developing countries like Singapore, and Chile. Perhaps some of these
experiences may not be applicable but others can surely be applicable in developing

countries with similar attributes.

Our study also shows that Chile, Uruguay, Singapore, Bahrain, Tunisia, and Mauritius
did not only have a comprehensive programmes and policies that are implemented in
phased manner, but also these masterplans are periodically revisited for improvement. It
is not that many developing nations do not have a sound e-Gov policies but keeping
abreast with such policies for improvement is the problem. Digital government policies
can only be successful if it is citizen centric. Online consultations among governments,
businesses, and citizens seem very low in developing countries, an assertion supported
by UN global e-Gov survey in 2014. On this background, this study recommends some

useful hints for successful e-Gov development in Africa:
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> The need to improve the basic ICT infrastructures for e-Gov development in
Africa. Electricity, internet, computers, online government websites etc, are still a
challenge to many countries in Africa. These are necessary conditions for successful e-

Gov development and its inadequacies could hinder the success of e-Gov.

> There is need for political and bureaucratic endorsement in e-Gov projects,
which arguably is seriously lacking among African governments. Some might have
perceived e-Gov as a threat, while to others, it is a witch hunting tool that unmasked
their ill-behaviors in governments. With political will, data security and privacy laws
could be guaranteed and hence increase citizen trust in the system which is critical in e-

Gov success.

> There is also the need for increase awareness by stakeholders. Although e-Gov
has arrived in Africa but little is known about the concept and surprisingly even among
bureaucrats. To many, e-Gov is all about computerization. e-Gov has surpassed this
traditional definition. Stakeholders must come up with strategies and actions plan to
enlighten the masses about e-Gov and its potential benefits. This can be done using
various medium such as television, print medias, audio clips, billboard, charts etc. e-

Gov can only be successful if people are involved in the process.

> Digital divide and e-Readiness: Enables stakeholders to understand and know
the current state of ICT infrastructures. Previous studies have shown that digital divide
between developed economics and developing nations are huge, even in rural-urban
societies in developing world. There is serious need to bridge these gaps and the wider

it becomes the more constraints it is to achieve e-Gov success or goals.

> Further, more investment is needed in human resources development. Citizens
should be trained to handle online transactions at ease. Government employees should
also be train regularly to keep abreast with recent innovations. Again, there is need for
greater coordination among various government departments and the same is true for

information sharing.

> Mobile Government (m-Gov): Mobile penetration in Africa is incredibly higher
and this could help reduce the digital gap between communities. m-Gov has a

transfomational capacity to both extending access to e-Services and expanding delivery
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of new services via SMS (Short Message Service). This would enhance civic

participation in government and thus transparent democracy.

Although there are some commonalities among the country cases chosen, however, this
study acknowledged the socio-cultural difference among the chosen countries, coupled
with the fact that no yardstick was used in classifying developing countries used.
Therefore, we could not generalise our research findings. Can high socio-cultural
disparity be blamed for poor implementation in Africa? How can the proposed
alternative model enhance implementation of e-Gov in Africa and what are the
implications? There is need for further research to answer the above mentioned

questions.

With our alternative model, developing nations especially those in Africa can use it as a
guide to future e-Gov projects. We recommend its usage on the ongoing e-Gov projects
in Africa. Electronic government is an interesting and quite new area; therefore, we
recommend further research on e-Gov adoption, implementation problems and
challenges in Africa. Although we did not choose to measure the various dimensions or
variables of our alternative model, therefore, we recommend for further research in

measuring the variables in the model and empirical testing it.
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