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Abstract

 Efficient and effective implementation and development of e-government services
require an understanding of whether these e-government-services are tailored to meet
users’ expectations under the citizen-centric approach, and what are the barriers that
might hamper the achievement of that slogan. This research explores the public e-
services from a multi-view or multi-stakeholders’ perspective. This includes: the users’
perceptions using a conceptual maturity model-61 Model- to investigate empirically the
characteristics of the public e-services in Jordan, and the employees’ perceptions, who
are the providers of the e-government services, to explore the barriers to these public e-
services. :

The sample to this research was drawn from two sources: users of e-government
services, and employees in Jordanian governmental organizations. This research is
mainly deductive, and includes a mixed research approach of both quantitative and
qualitative methods. A survey approach was employed to achieve the research
objectives. Moreover, nine interviews were carried out with both users and providers of
e-services to obtain insightful data, and to enhance the interpretation of the quantitative
findings. Factor analysis, bivariate analysis, error bars, and graphs were employed to
explore and clarify patterns of multifaceted relationships for various perceptions of e-
‘government services in relation to demographic characteristics, and the barriers that
impede the development of these services. : ‘

The findings reveal that users of e-government services were chiefly critical of the
current status, which was identified according to four categories: Inform, Interact,
Intercommunicate, and individualize. However, that dissatisfaction has not stopped the
users to aspire a desired status of e-government services, which again was identified
according to two categories: Integrate, and Involve. Moreover, the providers reveal in
their perception of the barriers that five various barriers’ categories 'impede the
implementation and the progress of e-government services in Jordan. These barriers,
which have been identified according to the providers’ perception, are: Policy,
Economic, Skills, Technical, and Orgamzatlonal barriers which were explained using a
PESTO framework.

Finally the state of play of the Jordanian e-government services was evaluated using the
61 Model to account for the previous two perceptions and establish the relationships
between the different perceptions.

Because of the scarcity of any empirical investigation of a theoretical maturity model in
general, and within the Jordanian context in particular, this research provides an original
" contribution concerning the evaluation of e-government services and the barriers that
hamper them. Unlike previous studies within developed and developing countries, this
research investigates the theoretical maturity model from multi-view stakeholders’ to
establish an understanding of how to provide effective and efficient e-government
services that tailored to attain citizen-centric approach.
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Chapter 1

Chapter One:

Introduction

1.1 The Research Issues

This thesis investigates the issues of e-government-services or publié e-services, henceforth
;eferred to in this research és e-services, from both users’ perspectives, and providers’
perspectives in an attempt to holistically analysé and evaluate e-government services. This
research argues that a successful implementation and development of e-services should take '
into consideration the need for a reciprocal relationship between e-services providers and
users. In particular, we argue that e-government is a co'mple?( socio-technical system, in
which heterogeneous stakeholders are interactively entangled to fulfil their best interests.
Thus, apaﬁ ﬁoﬁ strategies that seek to prO\"ide successful e- services, thére is a need to
investigaté how these strategies work in terms of actual implementation and provision. This
can be achieved by exploring the pgrspectives of both users and providers, as} it is believed
that this will provide valuable theoretical and empirical insights into the role of the various

stakeholders involved in e-government services.

The concept of a multi-stakeholder / multi-view perspective has been a topic in. the
information - systems and organizational management literature for a number of years
(Avison & Wood-Harper, 1990; Jurison, 1994; Darke & Shanks, 1996).. Stakeholder theory
and perspectives evolved from. the businéss ethics field to help managers consider and
incorporate the princibles and values of a numbér of constituencies, going- beyond just
stakeholders to include individuéls, organizations, and communities that may be inﬂuénced

by managerial decisions made within the organization (Zhaﬁg et al., 2005).
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This concept became of crucial importance in the e-govémment area because of the need to
incorporate multiple Viewpbints into systems development and iﬁplementation. However,
despite a long tradition in the stﬁdy of end-user involvemeﬁt invsystem development and the
_ vimperative to consider a broader range of constituents in e-government initiative, little
_attention ha‘s been given to the role of various stakeholders’ perspectives from the research

community in developed countries (Brown, 2003).

A review of the available literature associated with e-services in developing countries
_shows that it is 'import‘ant or imperativé to apply a multi-stakeholder/multi-view perspectivé
of differént stakeholders that are involved in e-services when studying or evaluating these
e-services. This is due to the fact that most available studies tend to deal either with users’
perspecti‘ve's (Al-Shafi & Weerakkody, 2007; Belwal & Al-Zoubi, 2008), or with providers’
perspectives (AlShihi, 2066; Hossan et al., 2006).‘Hence, many apparent diffgrenées that
might lead to the inadequate or even the failure of e-services’ initiatives are generated from
the lack of congruencé between what providers present and what uﬁers demand. This fact
motivated the researcher to have an investigation‘ that would apply a multi-
stakeholder/multi-view perspective in an attempt to unify the perspectives of users Wifh the
perspectives of providers to bring about a better understanding of the most adequate ways
to provide citizen-centric e-services while reducing the impediments that might hinder that

provision or development of these e-services.

The rest of this chapter presents a general and brief background concerning the different
issues raised and discussed in the context of this research. It also addresses the overall aim,

objectives, research questions, and the outlining of the thesis’ structure.
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1.2 The Research Background and Context

It is argued that the highly bureaucratic, paternalistic and inflexible hierarchical
government structures, established over a century ago, have failed to keep pace with
changes in society, particularly, because of rising citizen expectations and a more

competitive business environment (Bentley, 2001).

Many countries around the world have adopted a modernisation agenda, in which
implementing e-govérnment is a key part of this modernisation and transformation
approach. The combined demands of fast and effective public service delivery have fuelled
the modernisation process and implementation of e-government initiatives. At its simplest,
e-government is about providing citizens with public services and essential in‘forn;xation,
using a variety of information and communication teqhnologies (Burn & Robins, 2003).
This technology focus is located within broader aims of improving public service delivery
by decreasing levels of bureaucracy and increasing ﬂéxibility, efficiency, and opportunities

for citizen interaction.

Although many studies are tackling the e-government from different angles, the é-services, '
as one of the major issues under the e-government paradigm, received little attention. Most
available theofetigal or empirical studies of e-services in developed countries have the
tendency to focﬁs on techno]ogy eﬁabled organizational transformation. More recently
advances in the adoption of technology in the public sector have brought with them more
critical perspecﬁves focusing on citizens and their needs (Scavo & Shi, 1999; Ho, 2002;
Senyucel, 2008). HoWever, there is still'a shprtage of research that investigétes empirically

key questions concerning both the ways in which providers of e-services perceive the
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barriers that hinder the r_ealizdtion of improved ﬁerform’ance of service delivery, and the
ways in which users of e-serviées p;:rceive the kind of e-services they are receiving from
those same providérs. Even the gtudie_s that investigated the stakeholders perceptions,
“focused on one side of the equation rather than the other. So, many studies, for example,
investigated the supply side of the e-services, such as studieé by (Zhang et al., 2005; Norris
& Moon, 2005; Coursey & Norris, 2008) that have foc‘uséd on the perceptions of fh'e
providers of e-government services, their adoption of e-services and the hurdles that might

face the implementation of these e-services.

Other studies, however, focused on the demand side; that is: users’ perceptions, their needs
and expectations of e-services, and better ways to increase the adoption of public e-

sérvices, for example, studies by (Dalziel, 2004; West, 2004; Choudrie & Dwivedi, 2005).

In deveioping countries few studies addressed the issue of e-services from plroviders’ or
users’ perceptions. (Charbaji & Mikdashi, 2003; Akman etn al., 2005; Al-Shaﬁ &
Weerakkbdy, 2007; AlAwadhi & Morris, 2008) addressed the e-services adoption from
users’ perceptions. They found that adoption of e-services is affected by cultural .and
demogr_aphic characteristics. To a lesser extent, there were studies that haye addressed the
employees’ perceptions regarding the barriers facing the adoption of e-services (AlShihi,
2006; Hossén et al., 2006). Both studies concluded that lack of awareness, motivation and_

clear vision are among the main barriers to e-services from the employees’ perceptions.

This study, however, presents an exploratory investigation of the diverging and converging
expectations of various stakeholders; i.e. providers and users concerning-e- services

through an evaluation of the compatibility of these e-services with citizen-centric approach

4
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and the barriers that might hinder that approach. Thus, this research brings a holistic
understanding to the relationship between the state of e-services and the barriers facing -

them while avoiding any adherence to one single stakeholders’ perspective.
1.3 Aim and Objectives

The overall aim of this research is to provide a citizen-centric perceptive of e-government

services. It can be broadly classified under two objectives:

1.3.1 The Development and Evaluation of an Emprical Model: The 61 Model.
6Imodel was developed using a meta-synthesis based on meta-ethnography approach. This
will be further explained in chapter 3 where a detailed description of how the conceptual

model, the 6lmodel was developed and what does each of its stages mean.

1.3.2 Finding out the Implication of Such a Model for Diffefent Sectors of the

Population through Adopting Four Research Questions:

RO 1. Are there any significant relationships between the demographic characteristics and

the usability of the public e-services?

RQ 2. Are there any significant relationships between the demographic characteristics and

the 61 maturity model- stages?
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R Q 2.1 Are there any significant relationships between the demographic

characteristics and the current 41 stages (Inform, Interact, Intercomlhunicate,
Individualize)?
R.Q.2.2 Are there any significant relationships between the demographic

characteristics and the desired 21 stages (Integrate, Involve)?

RQ 3. What are.the e-services’ barriers and what is their order of importance within the

research context?
RQ. 4. What is the actual state of play in the Jordanian e-government services?

The ach’ievement‘of the overall aim of this research was also enabled by adopting a
deductive approach. To ensure that the findings of this research are valid and correct, a
- multi-method approach to data collection and analysis was uSed._ This included survey,
interviews, and secondary literature sources: including books, journals, conference
proceedings, online documents ... etc. The use of secondary data enabled in-depth
understanding of the e-services literature, e-services’ barriers, the relatibnsh_ip between e-
* services maturity and barriers, and an analysis §f the current and desired status of e-sérviceé
within the Jordanian public sector.

The research process involved four phases. The first phase aimed to id.e‘ntify ﬁsers’
perception of e-services in Jordan. A survey was used to collect the necessary data.
WebQual 4.0 (Barnes &. Vidgen, 2003), was employed to achieve this aim but with majof
modifications, which are to be discuésed in chapter 5. The second phase aimed to identify
the providers’ percéptions of e-services’ barriers. This was also achieved by another sul;vey,

which is adapted from the Oxford Internet Institute’s Online Survey of Barriers to

6
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eGovernment (2005). The third phase included the analysis of data and identification of the
major themes. Statistical Package for Social Sciences (SPSS 1.5)‘was used to ana]yse the
* collected data from the ﬁfst-two phases. In paﬁicular, factor analysis, correlation (bivariate)
analysis, and error bar were the prim;clry instruments for the analysis of data. The fourth and
final phase of this research focused on exp]oring the aqtua] state of play in the Jérdanian e-
government services. This was based on gauging the state of e-services using the 61
maturity model. The “overall research findings _ha.ve led to an understanding of better

strategies that would enable a citizen-centric approach to be a reality rather than a vision.

1.4 Research Contribution

The outcomes of this research are expected to contribute to the growing body of knowledge
related to e-services in developing countries. The contribution’s originality is grounded for

. the following reasons:

1. The locus of this research is to provide a citizen- centric perception of e-services from
both users and providers. Thus, it provides a holistic approach to evaluatiflg e-services. A
review of the available literature confirms that this 4is the first in-depth study within the
Jordanian context concerning the status of e-services; therefore, it prbvides insightful

theoretical and empirical implications for e-services effectiveness in developing countries.

2. The conceptual framework, the 61 maturity model that this study proposed and empioyed
to achieve the overall aim of thisi research provided an empirical evidence that the stages of

the e-services’ maturity models do exist. However, it questions the assumption of these
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same maturity models that e-services must evolve in ladder-like stages wherein e-services

go in consecutive or successive stages.

Overall, this research emphasises the importance of considering the perceptions of multi-
stakeholders when implementihg or developing e-services. In particular, this research has
emphasised that usérs will adopt and use e-services When they meet their expectations and
needs. It also demonstrated that e-service’ prbviders were aware of the different barriers

that hamper better e-services provision.

1.5 The Structure of the Th‘esis'

To guide the overall process of this research, the thesis is outlined according to the

' following structure: |

Chapter 1: Introduction

This chapter provided the background to the research and introduces the research problem
and the four research questions fér inves_tigation. It also included justifications of the
research and a brief overview ‘of the research approach and methodology. Finally, the
layout and content of the chapters were descrjbed.

Chapter 2: E-Government Conceptual Overview

This chapter presented the general boupdaries of this research. Through a review of
literature it tracedxthe roots of the e-government concept, its emergence and its various
definitions. It also highlighted the impact of adopting e-gover-nment initiatives upon the |
different aspects of life. An overview of e-govefnment in developing countries, followed by

the research directions and observations were presented toward the end of the chapter.
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Chapfer 3: E-Services in Public Sector

| Chapter 3 reviewed the literature about public e-services. It elicited the meaﬁing of having
e-services in a govefnmental context. This led to‘s‘tucAlying the matﬁrity models ‘that attempt
to evaluate public e-services. From this review of the literature, a theoreti;:al ﬁameWork
was developed and refined. In addition, two research questions for investigating e-services

within the research context were derived from that framework.

Chapter 4: E- Government Barriers and Challenges

Studies relatéd to e-services’ barriérs were reviewed and evaluated in this chapter. This
enabled the developrhent of the third research question. In addition to chapter 2, this
chapter enabled the identification of the multi-view approach that this research endeavours
to achieve. The research conceptual framework was also pfoposed at the end of this

chapter.

Chapter 5: Research Methodology

This chapter described and justified the methodological approach adof)ted for this research,
taking into consideration the research conteXt, circumstances and limitations. The processes -
- and procedures that were undertaken in sampling strategy, data collection and- analysis to
achieve the research bbjectives were also discués_ed. The chapter concluded with a

discussion of the ethical considerations adopted in this research.
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Chapfer 6: Analysis of Users’ Perception of li-Services

Users’ questionnaire was analysed 1n this chapter. Factor analysis, in particular,
confirmatory factor anélysis was used to see if the suggested conceptual framework the 61
model is consistent with the structure obtained in a particular set of measures, i.e. the items
of the questionnaire. Bivariate analysis was used to investigate the research questions
concerning users’ evaluation of e-services according to their demographic characteristics.

Error bars were also employed to confirm the results of the bivariate analysis.

Chapter 7: Ahalysis of Providers’ Perception of E-Services Barriers
. In this chapter, the questionnaire that identiﬁéd the e-services’ barriers from the providers’
perceptions was analysed using factor analysis to assess the 30 items that constitute the
survey instrument and to extract the dimensions which represent the barriers. PEST
analysis was used as a frémework to further identify and summarise the possible external

factors that could influence the development of e-services in the research context.

Chapter 8: The State of Play in the Jordanian E-government Services and the
Interpretation of the Results

The last chapter evaluated the e-services based on the proposed theoretical frémework’ in
order to present the state of art of the e-services within the research context and compare it |
with both users’ and providers’ perceptions. The researqh’s major conclusions, its
contributions to the body of knowledge, as well as the implications for theory and practice
were outlined. .Finally, the limitations of this research were discussed, along with future

research directions.
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1.6 Conclusion '

The purpose of this chapter is to lﬁy the foundation for the research by providing
background iﬁfofmation and introducing the feséarch problem and research questions.
Jusfiﬁcations for this research and contributions are provided. Then, the research approach
and methodology are presented. Finally, an outline of the thesis is given at the end of the

chapter.
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Chapter Two:

E-Government Conceptual Overview

2.1 Introduction

This chapter and the next two chapters are devoted to review and study the issues that form

~ the theoretical background of this research. |
This chapter aims to study the emerging of the e-government concept through track‘ing its
roots and its definitions by different researéhers, theorists, institutions and practitioners, and
through examining the reasons'behi'nd thev embracing of e-government in both developéd
and developing countries. Moreover, it considérs the impact or object’ives of e-government
-adoption. Based on a review of the available literature; this chapter will endeavour to

| provide a background of issues concerning e-government and address related topics.
2.2 E-Government Definition

Defining the e-government concept has never been an easy task for niany researchers. It has

rather created confusion on what to include or exclude from the definitions.

However, the nascence of the é-govemment phenomenon, coupled with the complexities .
associated with the public .sector context, contribute to the multiple interpretations and
coﬁfusion Surfounding the concept (Grant & Chau, 2005). Jaeger (2003) consiaers the
cbncept of e-government to be in a seemingly cdnstant state of development. Hence,

creating a workable unique definition of e-gbvemmeht that is accepted universally has
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become very difficult. Consequently, .the definition has abounded resulting in a set of
definitions that are also not ‘watertight, but nevertheless, they help to establish a clear idea ,

- about what e-government means.

Pardo (2000) considers that to fully understand the concept of e-government, ohe must first
be aware of what the concept government itself meaﬁs. Accordingly, she defines
goverhment ‘as “a dynamic mixture of goals, stmcturés and functjons” (Pardo, 2000: 2).
These dynamic mixtures that constitute governments are subjected to a change through e-
government, which is defined as “a complex change effort intended to use new and
emerging technologies to support a transformation in the operatfon and effectivenéss 6f
government” (Ibid., 2). Accb_rding to this definition, e-government concept is understood as
a transformational process in government. However, Misra (2006) argues that in spite of
the diversity of e—governmgnt déﬁnitions; thefe is no plain definition that, in particular,
indicateé or covers the range or the content of which e-govémment has; a fact that has led
to the failure of different strategies and implementation processes that have depended on
such unclear definitions. The méin axis of controversy in both defining and studying e-
government is whether e-govemment is or should be thought of as a broad 'and inclusive *

concept, or a narrow and exclusive concept (Curtin, 2007).

One narrow way of defining e-government is to focus on the use of the ICT, especially the
internet, as Jansen (2005) points out. Examples of such definitions that were adopted by

large credible organizations, as well as, some researchers are the following:
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e “The use of technology to enhance the access to and delivery of government

services to citizens, business partners and employees” (Deloitte Research, 2000: 1).

e “The use of information and communication technologies, particularly the Internet,

as a tool to achieve better governmé_znt” (OECD, 2003a: 63).

o “The use of information and communication technologies in all facéts of the

operations of a government organization” (Koh & Prybutok, 2003: 34).

o “E-government is a delivery of government information and services online through

the Internet or other digital means” (West, 2004: 16).

These one;sided definitions, while useful and straightforward, oversimplify a more
complicated transformation of the traditional governments through a mere focus on
technology, as the fundamental issue in adopting and implementing e-government. Their’
deficiency comes from the fact that they eithef focus on ICT tools to present e-government,
“or they focus on improvements which e-government would bring to the ‘administrations’
traditions through the use of technology. Yildiz (2007) argues that technology is‘ just a
means to achieve e-government and that certain technologies do not fundamentally define
what e-government is and what it will be. Therefore, adoptioﬁ of new technology alone can -
" not aﬁd will not transfénn trédifional governments. Technology is just one block of a larger

set of e-government blocks.
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For e-government to be properly understood and applied, it is believed that it needs to be
more comprehensively conceptualized (Caldow, 2001). Definitions of e-government vary,
_ but generally the goals of more efficient operations, better quality of services and increased
citizen participation in democratic processes should be infused in the definition (Gronlund,
2002). Thus, a broader ofientation to define e-government, is to include the effect of the
new communication technologies on the social, economic, and democratic l_ife of citizens;
that is the impact of e-government in creating and promoting e-societies, the impact it
~ would have in boosting the county’s economy, and in increasing the involvement of

citizens as individuals and groups in e- participation and e-democracy (Curtin, 2007).

However, e-government has many aspects which are in need to be addressed when
defining it. Consequently, a multi-dimensional or multifaceted definition would be the right
‘ one in such a case, this multifaceted definition will join the various threads together to

produce a woven conceptualization of e-government.

Lofstedt (2005) contends that e-government redefines the public sector, citizens,
organizations and their functions. He also argues that defining e-government is not merely
attaching it to technology or delivery of services; it has a more profound task of addressing
the transformation of the methods and means by which governments inferact with
stakeholders. It also increases the economic progress, magnifies the democracy, and
reshapes the government function in 'the soéiety and the citizens’ perspectives of their
‘ govemment. Thus, it becomes clear that any definition should take into account three

factors: Firstly, the change or the transformation processes within the government itself and
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its external relationships. Secondly, it should consider the stakeholders of -the e-

government, and finally, the domains in which e-government is supposed to bring a change

(Ndou, 2004).

These observations are expressed in the following broad definitions from credible

organizations and some researchers:

E-government is “more than technology, more than the Internet, more than

service delivery; if is about putting citizens and customers at the heart of

everything we do and bt_lilding service access, delivery and democratic
accountability around them” (DTLR, 2002: 2).

E-govemment refers to “the use by government agencies of information
technologies (such as Wide Area Networks, the Internet, and mobile
computing) that have the ability to transform relations with citizens,
businesses, and other arms of government. These technologies can serve a
variety of different ends: better delivery of government services to citizens,
improved interactions with business and industry, citizen empoﬁermént
through access to information, or more efficient government management.
The resulting benefits can be less corruption, increased transparency,
greater convenience, revenue growth, and/or cost reductions” ( The World
Bank, 2004).

E-government is: “a broad-based transformation initiative, enabled by
leveraging the capabilities of information and communication technology;
(1) to develop | and deliver high quality seamless, and integrated public»
services; (2) to enable effective constituent relationship vmanagement,' and

(3) to support the economic and social development goals of citizens, -
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businesses and civil society at local, state, national and international level”
(Gra‘nt‘& Chau, 2005: 9).

e E-government systems are “platforms or solutions that use technology to
transform and improve the process of providing information services,
administration and interactive services for public participation in decision-

making and opinion gathering” (Moulsley, 2005: 73).

This last definition of Moulsley has embraced a new trend in defining the e-government; it
is thé combination of >the use of ICT for better public services while foc‘using on the idea of
empowering the public through emphasisihg the sociz;ll and political dimension. This '
dimension was also observed by (Grimsley & Meehan, 2007)..Ac‘cor‘ding to them, theA
emphasis when addressiné e-government should not only be directed towards technology

alone, it should rather cover the social value provided by e-government.

Moreover, Oyomno (2004) proposes an interesting opinion; he considers that since e-
government means different things to different people; it would be helpful to study what it
means and what it does not mean, for this will help clarify the scope and content of the
term. So he suggests that e-government does not mean the following or it is not concemiﬁg

the following:

e It does not focus o technology itself as a goal; rather it is about the technology
applications especially the ICT to carry out the transformation of government

. services and functions.
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e [t is no more éentred around what government wants and does, rather it is about
what citizens want and need; so all the efforts for the change must be driven by
citizens’ needs and expectations.

o It eliminates the traditional idea of government controlling people; in contrary to
that it is more about shifting the controi to citizens through empowering them, by
having fheir éccess to information and services which will make them more
acknowledgeable. Consequently; they Will participate in decision making aﬁd
policy shaping,» and the government image and functions will tend to be more
accurate and transparent.b

o It is ﬁof a political agenda in a narrow vsens'e, ratﬁer it brings effectiveness and
efficiency to government processes. However, it could also help bring the wind of

change to the political life by rooting the democracy practise.

e It is not about changing the size of govémmeht, but about changing the way in
which government conducts its business, especially when it comes to eliminating

bureaucracy, and advocating adequate and productive service delivery.

Table 2.1 shows the narrow and broad definitions of e-government that were discussed

earlier
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Orientation ‘Perspective Reference
Using technology to deliver services. Deloitte Research,
- 2000
Using technology for better governance. OECD, 2003a’
Narroyv Using technology for administrative processes. Koh & Prybutok, 2003
Using technology to deliver services and - West, 2004
information.
Versatile e-services to increase efficiency, . DTLR, 2002
empower users, and enhance transparency. ‘
Reforming public sector. World Bank Group,
Broad ’ 2004
Managerial transformation of governmental Oyomno, 2004
function & empbhasis on citizen's needs and "
empowerment. ’ : .
Economic, social, and managerial transformation Grant & Chau, 2005
of governmental functions.
Services transformation and political dimension Moulsley, 2005
through users’ empowerment.

Table 2.1: e-government broad and narrow definitions

However, Grant & Chau (2005) argue that definitions, which are too broad, make it
~ difficult to determine what really constitutes e-government and, as a consequence may
confuse the treatment of the issue. In a sense, this is true, since e-government is a detailed
and complex development' that is difficult to conceptualize. Nev_erthelvess, for the purpose of
this research, we use the term e-government as: an overarching concept‘ for the overall
moderﬁisatidn andl transformation of the public secfor, whereof development of e-services |
are‘part of the whole transformation of the public sector. Thus, wej adopted a definition that
was proposed by Fang (2002), but with considerable modification. According to him e-

government is:

’
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“é way for governments to use the most innovative information and communication
- technologies, particularly web-based Internet applications, to provide citizens and
businesses with more con.venient. access to government information and service.?, to
improve the quality of the services and to provide greater opportunities to participate in -

democratic institutions and processes”(Fang, 2002: 4).

However, in this research e-government is: A way for governments to provide stakeholders
with a more convenient and transparent access to government information and services, and
: to provide greater opportunities to participate in démocratic institutions and processes. This
process is achieved through means of Inform, Interact, Intercommunicate, Individualize,
- Integrate and Involve, which constitute the framework, the 61 model, that drives this

research. This framework will be discussed thoroughly in the successive chapters.

2.3 Origins of E-Government

There is no clear-cut answer to the question: How does the e-govemment term come into
being? Heeks (2004) claims that: the concept of e-government is not new; since thé
presentation of the mainframe .cémputers in organizations in the 1950s has brought some
computerization to the processes- of governmental work. He argues that, ‘using that :
mainframe in the Statistics Office was ‘e-government; we just did not give it that name ififty
years ago’ (Heeks, 2004:1). However, others like Curtin (2007).'disagree_with this rather
over simplification of the e-government concept. He argues that this is. just a fact that does
not indicate, by any means, that the e-goverﬁment concept was in real existence in its real

essence of distinction at that time.
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Others strongly believe that the term e-government which encompasses the reform of the
traditional governfnent is associated with different factors which gain momentum during
the 1990s; one factor is the appearance of the Iﬁtemet as the most significant part of the
information and communication age, and which later on would be the main media or
channel for the delivery of e-government services and information. It is ackndwledged that
1o technology has changed dramatically the business, and has altered its face like the
appearance and the use of the Internet. From an early stage, the world has become aware of
the great potentials this technology will bring about (Fang, 2002). Its real worth has been’
beyond the z;ssociation with the ability to navigate the web for information; rather, its real
advantage lays in starting novel options and possibilities to increase business processes,

reducing costs, and delivering better services (Ancarani, 2005).

However, the other factor is traced back to the ongoing proéess of transformation of
adminis’;ration and economy, more speciﬁcally; it -is associated either with the
administrative reform, or mainly with the e-commerce and partially to the broader scope of
the e-business (Turban et al., 2002; Misra 2006; Curtin, 2007, Nahon & Scholl, 2007). It is
believed that the administrative reform has iestablished the base to the e-govémment
emerging, wherein administrative reform _has been a chief part of the wave of the New
Public Management, which is characterized mainly by moderﬁization and reform of the
public sector to make it more like market-oriented (Misra 2006; Curtin,. 2007). However,
the nascence of the e-government phenomenon, which is joined with the complexities
associated with the public sector context contribute to the multiple interpretations and

confusion surfounding the concept’s origins (Grant & Chau, 2005).

21



Chapter 2

The idea that reforming the public sector to make it more like market-oriented could
suggest that e-government is. the equivalent of e-commerce, fqr those ‘who support this
opinion it is like two faces of the sanie coin; where e-commerce is wholly associated with
the private sector while e-government is mainly associated with the public sector, or as
Schubert & Hausler (2001: 1) claim that, e-government is the “e-businessiof the state”. |
However, Stahl (2005) contends that e-commerce has paved'the way for e—govemﬁent’s
emergent and progress through creating the model that is to be followed by govemm'énts.
The private sector has proved to gain much success in its efforts tb deliver e-services
effectively and efficiently ;that govem'ments wanted tQ mirror this success through an
attempt to provide and deliver e-services in the public sector to meet the citizen's’.

o increasing pressure of demands, needs, and expectations (Scholl, 2006).

Turban et al. (2002) support the opinion that relates the e-government emergence to e-
commerce by providing a definition of e-government that couples it with e-commerce.

According to Turban et al. (2002: 451), e-government is:

“the use of informaﬁon technology in general, and e-commerce in p&rticular, to
provide citizens and organizations with more convenient access to government
information. and services and to provide delivery of public services to citizens,
business partners and suppliers, and those working in the public sector. It is also an
efficient and effective way of conducting.business transactions with citizens and

other businesses and within the governments themselves”.
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However, Fang (2002) states-that e-government should not be mainly connected to the
electronic commerce (e-commerce) but rather to the more broader scope of e-business
because e-commerce indicates the idea of selling and buying while e-business Has the
advantagé of including the previous idea along with servicing customers and collaborating
with business partners, and conducting electronic transactions within an organizational
entity. In other words, although the two terms are used interchangeably as nouns describing
organised profit-seeking activityé e-business subsumes e-commerce or buying and selling A
'over the Internet, and deep into the processes and culturés of an énterprise (Vakharia,
2002). So, theofetically, it might sound more appropriate to compare e-government to e-

business, though in the documented literature this does not appear to be the case.

Nevertheless, rﬁany researchers (Carter & Belanger, 2005; Wang et al., 2005; Al-Shehry et
al., 2006; Nahon & Scholl, 2007) identify important differences between e-government and
e-commerce (see table‘2.2). Firstly, in e-commerce users.ar'e allowed to make their choice;
so if that choice is not satisfa_ctory, they can find alternatives, however, this is not the same
and can not be applied to e-government, in which agencies are responsible for providing
services to heterogeneous users, and users can not obtain certain kinds of services like:
getting birth certiﬁcate or renewal of a driving license from any other source than their
government (Wané et al.,‘ 200.5).' Secondly, thére is the accountability which makes
government agencies responsible for allocating resources and providing the best servicés to

citizens (Nahon & Scholl, 2007).
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Finally, the dispersion of the authority in the public organization contrasts that of the
commercial nature, and could impede the implementation and development of e-

go‘Vemment (Carter & Belanger, 2005).

Nevertheless; it is believed that what ever helped to bring the e-government concept to life,
no one can dédy thét the l-)Alo'ssom of thé information and communication technology (ICT),
and the spread of the internet all over the world as a result of that; brought convenience and
awareness of its potential benefits, especially when it was adopted by the private sector in
e-business and e-commerce. This boosts the demands of the citizens that their
governmental organizations should follow the steps of the private sector to afford public
services with the same level of services’ effectiveness and efficiency (Ebrghim & Irani,
~ 2005). This pressure by citizens encouraged govemménts to adapt the ready-madé modelg
“of the e-business from the private sector and reapply them to transform the public sector
creating What is known as the e-government, which, in fact, gained fame in use over other
terms or services with the initial “e” like e-housing, e- health and so on so fprth, because

the e- government is perceived as a wide container for all these terms (Oyomno, 2004).
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E-commerce

E-government

References

Refers to the commercial use
of Internet technology to sell
and purchase goods or
services

E-government focuses on
delivering their services to
citizens without expecting
profit.

Jorgensen and Cable, 2002

E-commerce deals with private
sector with more freedom for
doing their own business

E-government deals with the
public sector which has
many features including
roles limited by legislation
and complex accountability.
Also, actions must be
justified and objectives and
outputs are difficult to state
or measure

Holtham, 1992 and Carter
and Belanger, 2004

E-commerce is allowed to
choose its customers

E-government agencies are
responsible for providing
access to information and

| services to any citizen and

the entire eligible population,
including individuals with
lower incomes and
disabilities

Carter and Belanger, 2005

Decision-making can . be
centralized and easy to make
a decision than public sector.

Decision-making authority is
less centralized in
government agencies than
in businesses. This dispersal
of authority impedes the
development and
implementation of new
government services

Moon, 2002

Is designed to be accessible
for whom able to achieve
services.

The digital divide makes e-
government task of
providing universally
accessible online
government services
challenging

Wilford, 2004 and Fountain,
2003

The commercial view is the
main purpose for its adoption

The political nature of
government agencies is a
feature that distinguishes e-
government from e-
commerce

Warkentin et al., 2002

The goal is to obtain the profit
‘| and reduce the cost.

In a democratic government,
public sector agencies are
constrained by the
requirement to allocate
resources and provide
services that are “in the best

| interest of the public”

OECD, 2004

Table 2.2 illustrates main differences between e-government and e-commerce (Al-Shehry et

al., 2006: 5).
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24 E-government Adoption Impact

Titah & Barki (2006) argue that although the e-government research field is enriched with'
many studies on different aspects, it requires stable "theoreticatl frameworks’ that aim to
understand the reasons behind the e-government adoption. However, more attention is now
dedicatedto study the impact of e-government adoption since-the e-government concept

has begun to establish itself through many research studies.

-Skelcher (1992) contends that since -the mid-198(ls the public cector has undergone
something of a “service revolution”. However, different perspectives on why should
gbvemments transform and modernize their traditional public sector through adci)ting e-
govemrnent, taking into consideration the cost of such a radical change, under a large
paradigm called e-government, has been introduced thrcughout the literature. Raymond et
al. (2006) suggest that the response to citizens’ 'pressure for better, lcw-cost.services, ‘which
are compatible with the latest enh_ancenient in political, economic, social and technological
environments, is the main motivation for adopting e-go.vemment. Thus, an underlying
assumption is that obviously there is something inadequate with both the traditional way of
providing services, and the functions of the governmental organizations. This is recognized
by one of the central and frequently voiced criticisms of governments: that they ér_e sldw,
do nct react to the demandé of their citizens, and that they are generally bureaucratic,
defective, and wasteful (Stahl, 2005). Hence, a reform of the public sector organizbations
has become an increasingly significant issue in the theoretical discussion that has
dominated the field of e-government; making e-government, as Wimmer (2002: 92) asserts:
“the terminus framing and shaping the public administration’s route into the ‘Information

Society’”. Thus, the reform of the public sector through adopting new
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infomatioh technology marked a watershed by shifting the focus of public sector to its
external relationship with citizen (Ho, 2002). However, successful ‘e-govemments are those
ihat achieve multiple values like: éfﬁcie.ncy in administration, innovation iﬁ organization,
effectiveness of public services, transparency, enhancement of economic development;
improvement of service delivery; redefining of communities and strengthening demoéracy.
through citizens’ émpowerment and participation, improvement of policy fofmulation; and
global interconnectivity (Asgarkhani, 2005; Nour et al., 2008). The wide range spectrum of
e-government impact can be classified according to Al-Shehry et al. (2006) into economi'c,
social, political and managerial. Nevertheless, it is wbrth mentioning that} some of these
" motivations may overlap. In the following sectioqs we present an ovc;,rview of the impact of

e-government upon different arenas.

' 2.4.1 Economic Impact

As discussed éarlier, the rﬁost accepted assumption that is found in literature is that e-
government has been adopted originally from the private sector and more precisely from e-
commerce or e-business (Turban et al., 2002; Wimmer, 2002; Fang, 2002; Stahl, 2005;
Nahon & Scholl, 2007). The striking success of e-commerce was the impetus for e-
government to innovate énd modernise the public sector (Wimmer, 2002). Some of the
reasons behind adopting e-éommerce in the private sector were that it hélpéd to reduce
costs of information dissemination and to reduce costs through online sales and customer

support (Lubbe & Van Heerden, 2003).
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The same economical reasons might be appliéd for the governments’ efforts all around the
world to transform their I;ublic sector servicés. Lee-Kelléy & Kolsaker (2004) argue that e-
government can act as a ppwerful driver for economic development through helping local
businesses gain competitive advantage by stimulating demand and by furnishing key .
statis'tics for decision-making. - Eggers (2004) claims in his research to promote tﬁe use of
e-govemment,‘ that government could save large sums of money by transforming their
services. He, illuminates different areas in which savings could be tangible. They are
particularly: the mihimizing of cost of the personnel needed to carry'out governmental
fransactions, resulting ‘in less used papers, faster transactions, more efficient and effective
work rate with reduction of corruption, and less governmental buildings to have that large
number of workforce, which is suﬁposedly fouhd within the governmental organizations.
Although most of these advantages could be traced in developing countries that have
implemented e-government, the main focus of Eggers® work was devoted to the promotion
of e-government in the United States, which is already one of the leading cbuntries in the e-
'govemment status; it ranks four according to a recent study conducted by West (2007) and
such fesult;v, can‘ not fully represent the case for the developing countries since as Bhatnagar
(2003) argues that impiementing e-government in developing countries has different
objectives than those in the developed countries. He further explainé that developed
countries have alreac.ly. established strong solid economics and industries, While the
developing countries’ first purpose of adopting e-government is to enhance their economy
by providing good environment for the investment in Vérious areas. In developing countries
e-government is not a shortcut to economic development, budget savings or clean and

efficient government; it is rather a tool for achieving these goals in countries, where

resources are scarce (Hachigian, 2002).

28



Cht_lpter2
Ndou (2004);. Al-Shehry et al., (2006) consider that adoption of e-government in

developing countries would reduce public governmental expenses; simplify the transaction
procedures by transforming them to bé more effective and efficient, saving ultimately time
and cost. Acc_ofding to them, this decrease of costs will affect Both the government itself
and itsvstakeholders. This can be achieved by strengthening govemment’s'drive toward
effective govemance and increased transp‘arency to better manage a country’s social and
economic resources for development (Basu, 2004). Moreovcr having ah open and
éncouraging environment in the public sector, where procedures go smoothly and quickly,
s hoped to ensure the satisfaction of customers for the ‘flow of investments’ in developing
counfries (ibid.). This last statement regarding investments is the catchword of most

developing countries that look forward to enhancing their ecoh'omy.

2.4.2 Managerial Impact

In describihg the traditional governments Kumar et al. (2007: 64) state that they are:
“complex, mammoth bureaucratic establishments with a set of information silos that erect
barriers to thé access of information and make the provision of services cumbersome and
frustrating”. This traditional picture of the administrative processes in governments is -
thought to be changing through e-government adoption, which. is believed to bring about‘
improvements of administrative and management styles. Heeks (1998) asserts that e-
government helps to create a more efficient conduct of the management of the public sector
resources. It also presents the ‘decentralization’, which helps in a more quick anbd effective

decision making!In a more detailed description Bhatnager (2003), Al-Shehry et al., (2006)
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offer other effects on the management and vadministrative styles on one hand and on
employees’ performance on the other hand when applying e-government. According to
them, the employees will be able to carry out their duties in'a more effective and efficient
way due to the help of the ICT applications; especially when it comes to exchanging and
sharing informatioﬁ within the organization itself and with other organizatioﬁs as well, at
fhe same time, the managers will have the chance to monitor the work flow in their

organizations.

Andersen (2006) argues that e-government should be looked at as a part of the New
Management Paradigm because it advocates more efficient, effective and productive styles
of management and administr_aﬁoﬁ. However, it could be argued that e-govemmént reformé
promise a way forward of implementing the theoretical changes of new public
management. Criado et al., (2002) argue that rather than looking at e-goveminent as a part
of the Nkew'Management Paradigm, both movements could be seen as mutually reinforcing.
Therefore, a more productive, efficient working environment could be realized through e-
' government, which allows for organizations to be based on information ﬂow, rather than
hierarchy. It further allows for strc?amlined operations and less need for lower or middle
level operatives. It i)romotes a working environrﬁent that moves away from existing
jurisdictional areas, 'and an organization stfucture which is flatter, and less hierarchical‘
(Criado et al., .2002). However, we believe that e-government adoption cannot solely -
change the management styles and administrative traditions especially in developing
countries, a change in the organizational cultu‘re and employees perceptions could help

bring forth the promises of management modernization through e-government.
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2.4.3 Social Impact

The use ef ICT in publie administration and e-government initiatives in particular, will
undoubtedly provide many long-term benefits for the community at large and over time
will transform relationships between citizens and government (Letch & Carroll, 2008). This
could be realized through different axes that revolve around the availability of e-services
and information such as: the improvement of the quality of government service delivery, as
measured by such indicators as: Iessening processing time, improving the ease ofv |
interaction through qu-icker and easier access to information and services in what is known ‘
as: 24/7 service delivery, increasing the transparency of goveniments by increasing
availability of infonnation, increasing the responsiveness of goVemments by previding
rnore information and services to the public, and creating a neW mode of contact between
- the government and the pnblic (Blakemore & Dutton, 2003; Meskell, 2007). However, in
developing countries the provision of e-services could mean the availability of services to -
people in remote areas.and especially to thosev with special needs like the disabled or the
elderly (Bhatnagar, 2003; Al-Shehry et al., 2006). _The very introduction ef the e-
government means that people need to have IT enabled society where they can use the IT
applications to get information, interact and transact with their govemrnent; this is believed
to lead, at least theoretically, to social and human develonment_; we bellieve it to be
theoretically because in reality other facts such as the digital divide: a state where there are
people who “have” and those who “do not hane” access-to the internet (Sipior &- Ward,
» 2005); would resultA.in social exclusion or marginality for certain groups in society, such
as: the elderly, unemployed>and those on low income and those with disabilifies (Margetts

& Donleavy, 2002).
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2.4.4 Political Impact

The adoption of e-government is believed to renew the faith in government bodies through
the creation of an interactive government engaged in a wide dialogue' with intera’ctivev
citizenry (Riley, 2005). According to Riely (2005), there is a shortage of the governmental
prbgrarhs that inform people of the nature of the government work or those that encourage
people to get involvéd in public policy. However, the gradual shift towards more emphasis
on technology—mediated. direct fepresentation and participation in policy creation, and
decision-making processes.has‘ gained more and more official attenfion with the adoptibn of
e.-govemment (Ekelin, 2007). The focus is turning toWards e-pérticipation and its
applicatiqn.. The core issues in e-partiéipatiqn, as Maciﬁtosh et al. (2002) argue, are
presented as efforts to aéhieve active and inclusiv¢ involvement 6f citizens in decision-
Amaking. This imp]iebs‘ material consequences such as the introduction of technology into
public organisations and resfructuring of resources .and responsibilities. Reinforcing this
point of view, Siddiqi et al. (2006) suggest that the political impact of the e-'govemrﬁent
could be harnessed only when participation, involvement, and'empowerment are felt by
citizens. In other words, what seems to be the ultimate goal of the e-government; must be
addressed in the veryvearly stageé to ensure‘citizens’ awareness of the political impact
brought about by the adoptioﬂ of e-government besides the other impacts. thvis means that
citizens become ‘more empowered to take charge of the services they. use and influence
 policies that affect them’ (Siddigi et al., 2006: 65). Therefore, e-participation is considered
a tool for abandoning the representative .system for one with a more direct citizen
engagement (Mahrer & Krimmer, 2005).;Moreover, Al-Sherhy et al. (2006) assume that the

* political ii_npact of the e-government adoption on citizens lies in its ability to make them
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share'in the political discourse, and to enhance their coﬁﬁdence in their governments, since
the govemment itself becomes more transparent and open fo citizens’ opinions and debafes.
In »othe;- words, citizens woﬁld be empowered to have a say in the policy shaping and
decision making. One could argue that coupling of e- participation with e-services Would
reinforce organisational work practice along with civic life by creating service-development

of direct concern for people, who will be able to make well- informed choices.

2.5 E-government in Developing Countries

Tﬁe waves of change of the‘public sector administrational processes, which were initiated
under thé paradigm of the Public Administrative Reform, have helped creating the desired
environment for adopting e-government, and more precisely, changing the traditional ways
in which governments deal with their citizens ( Criado, 2002; Andreescu, 2003). This
promising of e- governments in offering considerable potential for sustained development,
raised .the hopes of developing countries that e-government could overcome many of the
pefpetual proBlems of their public sector by promoting economic development, networking,
better services, efficiency and effectiveness. Consequently, a great number of e-government
projects are now underway in virtually all developing countries (InfoDev, 2002; Ndou,
2004; Gronlund et al., 2005). However, apart from being prompted by a variety of
prevailing social, economic, political and techhological factors, thése‘countries have been
- motivated by experienceé of early adoptefs of .develobed couhtries, as Kaaya (2004)
contends. She further argues that‘beneﬁts such as cost savings, increased and more direct v

interaction with the citizens, enhancement of government accountability, and the spillover
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effect to other sectors of the country’s economy serve as an incentive to developing

countries.

Theréfore, there;- havve been recent effprts to initiate e-governments among developing
countries that hope to leapfrog and catch up with more advanced countries (Basu, 2004), by
~ providing timély information and facilitating cooperation among regions, e-government is
believed to help public managers of developing countries solve long-lingering problems

such as poverty, cbrruption, and diseases (Shin et al., 2008).

However, in order for developing countfies to capture the potential opportunities of e-
government, Basu (2004) & Chen. et al., (2006) emphasise the importance of tailoring the
practices and approaches adopted from developed countries to suit the déveloping contexts.
Reinforcing this point, Nour et al. >(2008) argue that more realistic and effective, e-
government .initiétives must take into account the diversity of government systems,
cultures, eéonomic conditions, technological infrastructureg, and sociopolitical factors,
which collectively represent the context within whichi e-government initiatives are
k u‘ndertaken.» However, .this has not been the case with most, if not, all developing countries,
which according to Chen et al. (2006) have adopted strategies and plans that are based on
theories aﬁd experiences of developed countries, despite the fact that many of these ‘adopte.d
strategies and plans are not applicable to the developing countries’ context. Coﬁsequently,
many e;govemment initiatives in developing countries are still faced with various issues
pertaining to their implementation of e-govemment services, or és Al-Shafi & Weerakkody,
(2007) conténd that while most develobed countries have reached transactional level,
developing countries are beginning to follow suit. Althougﬁ maﬁy studies éSSCI‘t that the
efforts of developing countries to adopt and .achie\‘le e-government objectives are

| questionable; due to the meager developments of e-government (Heeks, 2003; Ciborra &
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Navarra, 2005; Dada, 2006). We argue that these studies fall short of understanding the

interlinked relationship between technblogy and society, in which that technélogy emerged
and is béing used. We believe that evaluating e-government in any country needs to take
into account the crucial perceptions of the stakeholderé. That-is why in this research, we
propose taking users’ and »o’rganizational aspects into consideration through multiview
apiaroach to offer some rich insights of the Jordanian context that would help to ascertain

what e-services require to become more efficient within that same context.

The next section draws on some observations and direction for the progress of this research.

2.6 Observations and Directions

Studying the interlinked relationship between technology and society, in which 'that
technoldgy emerged and is being used is still in its nascency (Wood-Harper & Wood,
2005). Many earlier studies have been focusing on technological faétors on one hand, and
social factors on another (Senyucel, 2008), but in efféct, these studies failed to capture the
essence of how technology is perceived by those who use it. However, we would argue that
current practices of evaluation shquld emphasis stakeholders’ perception in order to ensure
adequate evaluation in which people’s perceptions' are taken into account to guide
evaluations. In-this research, users’ and providers’ perceptions are investigated to better
uncierstand the status of e-services within the Jordanian context. Thi's invest_igation, we
believe, would provide insightful implications of users’ needs and expectations of e-
services. It would also identify the barriers to e-services’ develqpment from providers’
perceptions. Thﬁs, an integral users-providers relationship would emerge, and that could be

used to enhance the development of e-services within the research context.
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2.7 Conclusion
This chapter provides a general overview of the e-government coricept, its emergence and
its relation to e-business, its narrow and broad definitions, and its impact upon individuals

and governments.

The next chapter reviews a fundamental issue that is related to é-govérnment, and that is the
provision and development of e-services in public séctor. It reviews the maturity models
that are used to evaluate e-services; and proposed a new framework for that evaluation. The
third and the fourth chapter will serve to reinforce the choice of ‘stakeholders’ multi-view
approach of e-services’ evaluation, and in. both_‘chapters the research questions that are to

be investigated in the subsequent chapters will be identified.
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Chapter Three:
E-Services in Public Sector

3.1 Introduction

The private sector’s successful experience of adopting-e-bﬁsiness model has been the spark
that stimulates governmental ehtities to innovate and modernise the performance of
~ governmental functions in what has now been known as e-government (Wimmer, 2002;
Asgarkhani; 2005). One dimension .of this modernisation is the service-dglive’ry via the
Internet, wherein e-government promises to fark a new era of greater convenience in
users’ access to go;lernmental fc.>rms? data, services and information‘(Garson, 2004). The
promise is a real transformation of the way governments do business, ‘éllowing increased
efﬁéiency and effectiveness, decreased costs and better quality of services (Evangelidis,
. 2004). However, what do we mean by e-services in a public sector, what are the different
interactions of e-ser\fices, qnd how can we evaluate these e-se;vices, not ﬁ'om. a theoretical
perspecti;/e, which the cﬁrrent maturity models aré applying, but from empirical
perspectives df e-:servic‘es’ users are the objectives of this chaptef that have led to the
development of a framework of e-services’ evaluation. Tﬁe next séction will look first at

the definition of e-services in public sector.

3.2 Public e-Service Definition

* The public e-service concept very often goes hand in hand with the e-government concept,
although it should be understood that it is one of the many outcomes that the transformation

towards digital government would bring about.
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E-service in public sector has been deﬁned in various ways. The initial definitions tend to
be private‘ sector-oriented; this is not surprising sinéé the concept itself emerged from e-
commerce or e-busineés, and was first introduced by the private sector, which according to
Asgarkhani’ (2005), is dominated by competition to #ﬁract customers by modernizing and
even revolutionizing the provision of e-services. Thus, for example, Hoogwout (2002: 33)
defines e-services for government as: “online services”. The same perspective is presented
by Gilbert et al. (2004) ‘who simplify the concept by defining the é-services as “the
government organizations’ delivery of services electronicalIy”. These kinds of definitions
are in fact oversimplifying the concept of e-services in public sector as a mere automation
of the existed services. Molreover, they underscore an avoidancé of the multifaceted issues
and aspects that should be addressed when attempting to define public .e-services. Even
- adopting private sector perspectives in defining e-serviceé, will not fully capturé the
‘.essence of what public e-services mean. :Such definitions are proposed, for example: by De
Ruyter et al. (2000: 186), Who define e-services as: “an interactive, content-centered, and
Internet-based customer servicé that is driven by the customer and integrated With related
organizational support processes and technologies with the goal of strengthening the
customer-provider relationship”,‘ and by Reynolds (2000) and Boyer et al. (2002) who both
define e-service as the service conducted wholly on the web till the delivery of that service
or product is achieved. Or even this synthesized definition that is proposed by Kim et al.
-(2003: 5), in which “e-service [is] an integrated solution for customized services that are
delivered through the Internet, enabling the dynamic discovery, ;:omposition, an& delivery
of services”. Therefo're,’the need arise to go beyond what is the basic idea of e-services’

" concept when it comes to understanding it within the public sector.
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Buckley (2003) argues that to"fnlly understand the concept of the public e-service, it is
crucial to contextualize it within the e-governmient or, more precisely, within the public
sector organizations that seek to transform their services under the large paradigm of e-
government. Thus, she' cnmbines the definition of e-servicg in the private sector with the
deﬁnition of the e-government inv order to generate a more accurate definition of the e-
services in the public sector as the “delivery of public services to citizens, business partners
and suppliers, and those working in the government sector by electronic media including
information, communication, interaction and contracting, and transac'tion”( Buckley, 2003:
456); <v;'hat is interesting about this definition is that it encompasses a classiﬁnation of the
stakeholders and presents the stages of e-service evolution all in one. Nevertheless,
Goldknhl (2007) argues that Buckley’s use of the service quality notion as a me.diumA to
deﬁné the e-service in public éector does not contribute to understanding the service’s
| dimension in public e-service. He further suggests that a clear distinction of the direction of
' communication should be made, thus, he proposes this definition: “é public e-service is,
through appropriate information technology, delivers useful messages from governmental
agency to citizens, or affordances of communication from citizens to governmental
agencies” (Goldkuhl, 2007:.156). Ancarani (2005) suggests that understanding e-service in
public sector could be realised by recognizing‘ the provision’s level which moves from
simpl¢ information (one way communication), to intebraction (two way communication), to
'transaction. However, this direction in defining e-services in public sector through their
' charactgristics of quality through stages.or more clearly through dimensions will be
.nna]ysed vlat‘er on in this chapter. Nevertheless, we define e-service in the public sector,

© which is referred to in this research, as: the information and services that are provided by
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the government to its constituents to enhance efficient and effective interaction, and to

increase users’ empowerment.

The aforementioned multifaceted definitions of public e-service do h'ot only offer more
insightful understanding of the concept itself, but rather they contribute to recognizing,
from our perspective, two dimensions within e-services. The first one is related to the
classification of the e-services depending on the users, or what is commonly called the
stakeholders that have interaction relationship with the government entities, and the second
_is ascribed to the ev<')lution of the e-services into different stages. Thus, the sﬁbsections of
this chapter are going to establish, at first, a classification of the different e-serﬁces
interactions, and then théy present a detailed review of the evolution stages of e-services or
what is known as the maturity or ladder models; leading to proposing our evaluation

framework.

3.3 E-Service Interactions

It is strongly believed that the essence of government centres on relationships (Asgarkhani,
'2005). Therefore, one of the major cvoncerns of e-services is-to interconnect various
stakeholders with the government entities. However, due to the diversity of stakehblders’
needs, e-services are classified into different realms: citizens, businesses, governmental
personnel, énd govermhental entities. These categories are abbreviated respectively into:
G2C, G2B which present the interaction of government with external userS, and G2E, G2G
which are for internal purposes (Backus, 2001). Figure ?;.1 -adopted from Wei and Zhao,
(2005) with a slight modiﬁgation to include 'G2E shows the different e-services’
interactions.
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Figure 3.1: Interactibh between stakeholders (Wei and Zhao, 2005: 525)

Government

E-Government
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However, this research focuses on the ﬁrs_t realm G2C as its major area of investigation;
this choice is justiﬁed by the fact that the e-government vision in Jordan is claimed to be
“dedicéted o delivering services to people across society, irrespective of location,
economic status, education or ICT ability. With its commitment to a customer-centric
approach, e-government will transform governmeﬁt and» contribute to the Kingdom’s
economic énd social development” (MoICT, 2006a)..This ﬁotivates the researcher to ﬁnd
‘out to what extent this rhetorical vision is compatible with the real state of the e—éervices
within the research context. Nevertheless, a brief explanation of the aforementioned realms

is presented next.
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3.3.1 Government to Citizens (G2C)

A common theme in the e-government discourse is the improved relations with.citizens.
- Therefore, most governments present their 'approach to the adbpfion of | e-government
initiatives as being customér-centric approach, wh’ich means that services are designed and
provided to meet to satisfy.customers’ of citizgns’ needs and expectations— leading them to“
be customer-centric or citizen-centric (Horan et al., 2006). The main customers of the
government are the citizens. According to this, meeting citizens’ demands and maintaiﬁing

users’ satisfaction should remain the aims of e-services (Ho, 2002).

However, many researchers refer to this.reélm as G2C and C2G to highlight the reciprocal
rélationships, interactions and transactions between government _agencies and éitizens‘
(Fang, 2002; Halachmi, 2004). In this case the governments offer their citizens with
information and versatile services ranging from simi)le ones like pro{lision of benefits,
welfare, public hea}th information, to more complicafed services like renewing driving
licenses and obtaining permits, income taxes, notification of assessment, and so‘cial security
services (Riley, 2001; Sagheb—Tehrani, 2007). Furthermore, this interactive manner ‘of
servicés provisibn and use could enhance citizens’ participation in the debates and forums
that would reinforce the transparency and accountabivlity of the government agenc‘ies,
leading eventuaily to a practice of democracy where citizens share in decision making and
policy 'shaping (Ndou, 2004; Halachmi, 2004). Hdwevér, in our research context a question
is posited: Are G2C e-services in Jordan tailored to meet usérs’ expectations? The answer
to this question cannot be assumed frorh theoretical perspectives; it should rather spring

from users’ real-life experience with e-services. Nevertheless, other arenas of e-services’
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interaction are presented in the following sections before returning to how to investigate

G2C within the research context. -

3.3.2 Governinent to Business (G2B)

Govemmenf-to-Businesé (G2B) covers exchanges between government and commercial
and non-profit enterpriseé to reduce burdens on business, provide one-sfop access to
information and enable digital communication (DeBenedictis et al-., 2002). This kind of
interaction provides governments with an electronic marketplace; this can be explained in
termg of enabling and regulating effectively a range of activities such as e-transaction
initiatives for e-procurement tenders, international trade and commerce (Fang, 2002).
Echoing this point of efﬁciency? Kolsaker & Lee-Kelley (2007) suggest that through G2B
e-services, governments seek to conduct the business of the state more cost-eﬁ:ectively and
efficiently than in the past. In other words, it enhances the electronic interactions and
transactions between the .goverl.lment and the privéte secfor by reducing the excessive
Eur'eaucraqy or the red tape, which is a common feature of the public sector, especially, in
developing countries (Ndou, 2004). This arena which is also referred to as GZB or B2G ‘is
among the very first e- iﬁitiatives that governments seek to apply. According to Halachmi
(2004), governments were trying to follow the path that was first explored by the private
sector in adopting the Ihtemet to invite businesses for bids’ offer. Stokes (2005) clarifies
that through this domain ‘governments are adopting strategies to attract or build
relationships with inter-state or off-shore éorporate investors sit within this domain.
However, on the paft of the businesses this e- interaction or transaction is presented through
customs declarations, submission of data to statistical offices, registration of a new

company, and corporation tax like declaration and notification (Sagheb-Tehrani, 2007).
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Within the Jordanian context, G2B services are mainly targeting investors by providing
information and e-services such as: registering new. business online, investment incentives,
investment benefits at free zones, taxpaying and many more (The Official Site of the

Jordanian e-Government).

3.3.3 Government to Government (G2G)

This kind of interaction différs from the two previous ones since it is of an internal kind;
dealing with intergovernmental work. Pagano & Cook (2004) & Sagheb-Tehrani (2007)
refer to some e-services that might be found within this domain, such as: grantS, e-training

initiatives for governmental personnel, and employee directory.

Pégano & Cook (2004) recognize the impoftance of this component as a crucial factor that
will enable the other modes of interactions. So, for instance, when a citizen or business
transaction requires the collaboration of two or more governmental agencies, the need for
G2G appeérs to be of the utmost importance because the completion of the transaction
includes: filling a form, providing some personal and sometifneé even secure 'informatic;n,
making a payment, and rece"iving a service or obtain a permit or a license, all these stepsv
need the integration of ‘more than one of the governmental entities, and therefore, the
interrelation of these different entities. Riley (.2001) points out that govemméﬁts are
actually layers of other governments within the country, so G2G initiatives will help
regulate and facilita'te the domestic fesponsibilities of the central government. Furthermore,‘
-some of the e-government objectives are to reduce costs, time, and bureaucracy;
consequently, decentralizing the government public services through addpting G2G will

contribute in achieving such objectives by “allowing government agencies and departments
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to share databéses, resources, pool skills and capabilities” (Ndou, 2004: 5). Ne_vertheless,
most often G2G applications follow after éfforts aimed at satisfying a need for citizens or
businesses; which means that many government wait to implement this important mode of
interaction till latter stages of e-government adoption, while it should be considered at very
early stages to help the management of myriad databases between various and sometimes
scattered governments’ organizations (Fang, 2002; Pagano & Cook, 2004), and not simply

considered as an afterthought option.

3.3.4 Government to Employees (G2E)

This fourth dimension is left out very often or considered at best part of G2G realm.
However, Fang (2002) argues that the interaction between government and its employee is
an 'important dimension; since employees constitute .what could be called internal
customers, and their needs should be considered. He further suggests that G2E interaction
should be of the very first initiatives because handling the employees’ communications and
the civil service management will be more effective in a paperless system. Ndou (2004)
emphasises the importance of studying this mode separately. She argues that the employees
constitute the internal customers whose needs should be addressed if the e-government
initiatives are to be described as customer centric. Moreover, shg points out that G2E
intefaction provides the employees with the opportunity to be more aware of their rights,
and any other training workshops that might empower them with better skills and learning.
Thus, making the .employee themselves part of the e-government initiatives helps
implement and enhance the e-government adoption and even red}uce the culture of
resistance that is so often ascribed to the employees’ reaction towards e-government.

Table 3.1 summarises the objectives of the four e-government interactions.
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G2C

G2B

eProvide users with more effective, efficient
and versatile e-services.

eImprove interactive communication
between government and remote users.
" and

oCreate  premium  personalized

integrated e-services.

eEnhance user involvement, participation
and contribution into e-services.

elncrease the ability for users and
businesses to find, view, and comment: on
rules and regulations.

eReduce burden on business by enabling
online tax filing. ' '

eReduce the time to fill out export forms
and locate information.

®Reduce time for businesses to file and
comply with regulations.

G2G

G2E

e Increase the share of knowledge and
information across governmental entities.

e Reduce processing through common
standards for data and processes.

e Reduce security breaches through
integrated systems.

eIncrease availability of training programs
for government personnel. :

eSave the average time to process
administrative and managerial processes.

eReduce error rates, re-work, and provide
more flexible working hours.

Table 3.1: E-Government Interactions’ Objectives

As this study is concerned primarily with the first kind of the e-government services

interaction (G2C), it investigates whether the e-services in Jordan have managed to attain

these main objectives. This is achieved by using the 61 maturity model as a framework that

has many facilities that would enable us to examine whether these objectives have been met

or not as will be shown in the successive chapters.
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3.4 E-service Evaluation

In.fhe previous section, a.description of the different kinds of e.-_services according to ;(he
usérs’ needs was discussed. Yet, a quesﬁon of how to assess these e-services is crucial in
deteﬁnining the direction that online services may take. In_other words, some conceptual
frameworks are needed as guiding and evaluating models or benchmarks. One of the most
frequent topics in the literature is what is called the "maturity models" or the "stage-ladders
models". These fnddels help us to HaVe an understanding of the vario.us processes that are
used to improve and maintain the e- service de]ivcfy. They also enable us to select the plans
and processes that would improve e-government service qﬁality, even though;Ait might take
years to be achieved. However; the fact that a maturity model is “aﬁ. enumeration of
attributes for a sequencé of ;11aturity levels” (Windléy, 2002: 1), would help understanding
some key facts regarding e-services development. Different models have emerged to.
describe the "evolutionary" stages of which public e-services go .through to make it to the

ultimate goal where seamless e-services are presented in a one-stop-shop.

Next section presents a discussion of the reviewed literature of the most well-known stage
models. Then, it points out some shortcomings in these maturity models, and suggests a
new model which attempts to provide a common standard characterization of the features

of each stage, and thereby enhances previous models.
3.4.1 A Review of the Current Maturity Models

For the purposes of a more organized .analysis, we have classified the ten reviewed models
into three categories depending on their origin or provenance; so they are classified as.
proposed by: Global Private Comp.anies (GPC), International Public Institutions (IPI), or

Researchers.
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3.4.1.1 Global Companies Models

* Gartner’s Four-Stage Model: In 2000 Gartner Grdup, an international consultancy
firm, has proposed a four-stage model, in which these phases were introduced

- (Backus, 2001).
1. Web presence —a provision of basic static information

2. Interaction-simple processes can be done online by the customers as email

or do self-service.

3. Transaction- this is a complex process in which a whole process is
transacted online, but due to security and privacy, this could involve

technological, organizational, and legal changes.

4. Transformation-personalized, integrated and seamless services are what this

stage endeavours to achieve.

< Deloitte’s Six-Stage Model: In this model citizens are seen as the main focus of e-
government, which should facilitate their life and enhance their relationship with the

government: it involves a six-stage model as follows: (Deloitte and Touche, 2001).

1. Information publishing / dissemination- this is the very early stage in which
information is displayed, and an access to it is provided to the different

users.

2. “Official” two-way transaction-interaction is provided between

governments and users through ICT.
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3. Multi-purpose portals- various services are presented via a single portal,

‘which joins different departments.

4. Portal personalization- this is an advanced stage, in which customers

personalize portals depending on their needs and expectations.

5. Clustering of common services- the intermediate is reduced to gain seamless

and integrated services.

6. Full integration and enterprise transaction-this is the ultimate goal of the e-
government, wherein any kind of e- services is presented in a personalized-

way to each user, so that it would meet his/her aspirations and needs.

% Accenture Five-Stage Model: In 2003 Accenture presented a five-stage n_modél for the
‘development of e-government. This includes according to Peter et al. (2004).
1. Online presence- it is again the display of information but here with the addition

of providing simple services like downloading forms. -

2. Basic capability- a more sophisticated level can be noticed here, as a strategic
plane is put forward. Customers can now do some secured transactions because

issues like digital signature and legislation are addressed.

.3. Service availability- customer centric approach begins to take place in this stage
more clearly; this is due to the presentation of a central website and the

integration of various services from different agencies.

4. Mature delivery- the crucial issues of ownership, authority, intra-agency
relationships, and a kind of partnership between different governmental levels

must be carried on.
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5. Service transformation- the ultimate objective of any e-government, in which all

“services are presented online in an efficient and easy way.

A Comparison of ithe Global Companies’ Models: These three models which are
presented by three leading private companies sharf; certain stages and differ in others. The
 initial vstage of having static or dynamic presence on iine is shared by all the three, they also
share the interaction and transaction stages. However, the one stop shop is presented in
Deloitte’s (2001) and Accenture’s (2003) models, but it is not found in Gartner’s (2000).
Furthermére, issues of security and personalization are addressed as separate stages in
Deloitte and Accentufe? but are embedded within the third stage i.e. (Transaction) in
Gartner’s. Concepts of seamless and integrated e-serVic_es are combined as the fourth and
the last stage in Gartner’s and Accenture’s, but they afe presented as two separate stages of

- development in Deloitte’s.

3.4.1.2 International Institutions.

% UN’s Five - Stage Model. According to the United Nations (2001), the ultimate
goal of e-government is to offer efficient web-based public services. So the key
word for this model is the web presence through the different stages. Following is a

closer look at each stage:
1. Emerging presence- one or a few web sites to present basic information.

2. Enhanced presence-much more specific and up to date information is provided.

50



Chapter 3

3. Interactive presence-the interaction is getting more complicated as the government
plays the role of the intermediate, as a portal between customers and services

providers.

4. Transactional presence- a single government web site will enable users to complete

transactions of life cycle documents in a secured way.

5. Seamless or fully integrated presence-a one-stop portal is what this stage offers to allow

users to have access to all the various services in a fast and easy manner.

o
° )

World Bank’s Three-Stage Model : Info Dev (2002) presents this-model which consists of

three stages as follows:
~ 1. Publish- information that is helpful to citizens is displayed on the web.

2. Interact- basic connection through the e-mail between different government
organizations can be applied at this stage, in addition to receiving feed back

from users.

3. Transact —a presence of a transact website that will allow customers to conduct

any desired service at any time.

¢+ Asia Pacific Six-Stage Model. Taking into consideration, their own experience; the
Asia Pacific countries presented this model which consists of six stages as follows:

(Wescott, 2002).

1. Setting up an email system and internal network- the focus of this stage is on
internal processes between the different government agencies through a proper

medium which is mainly the e-mail.
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. Enabling inter-organizational and public access fo information- a step forward

where many manual processes will be done online.

. Allowing 2 way communications- more active web sites rather than passive ones.
Those web sites will enable customers to interact with the government through the
published email addresses, telephones or fax numbers. They will also choose from

categories as laws and regulations, goverhment services.

. Allowing exchange of value- different procedures will be put online to achieve a
more easy, comfortable and flexible conducting of business with the government.

. Digital democracy- this stage will enable citizens to have their share in any political
process, for example, voting. : '

Jointed-up government- the full integration of services and information, which
different government agencies are prdviding to reach the stagé of seamless service.

In other words there is both vertical and horizontal integrétidn of service delivery. |

A Cbmparison of the International Institutions’ Models: These three international

institutions share the initial stage as a basic static web presence. However, while this stage

is present in both the UN and the World Bank, it is only meant as an internal network

between the different governmental organizations in the Asia Pacific model. The second

stage is characterized by dynamié presence of the information on the web for both the UN

and the Asia Pacific models, while it refers to interaction stage in the World Bank model,

which also takes the transaction stage as its final one. The third stage (interactive) is the

same for the UN and the Asia Pacific models. But they‘ differ in the last two stages, which

are transaction then seamless and integrated services for the UN, while the Asia Pacific
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takes seamless services as the fourth stage in its model, and adds in the varying e-

democracy and jointed-up stages, which are not found in the others.

3.4.1.3 Researchers

Layne and Lee’s four-stage model. From a different angle where the focus shifted
to technical, organizational, and managerial feasibility; a four-stage model was

suggested by Layne and Lee (2001) as follows:

Catalogue- simple pieces of information (basic and static)‘ will be displayed
through web sites. So it is simply like a catalogue where information is shown

without any interference of the customers.

Transaction- here the customers are a little bit involved, they can conduct some

online processes.

Vertical integration- the focus of this stage is to connect systems of the local
governments and those of the main government so as to provide the customers with-

seamless services.

Horizontal integration- this final stage tends to collapse the barriers between the

structured functions within the government.

West’s Four-Stage Model. This model, which was suggésted'by West (2004).

consists of four stages as follows:
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1.

Billboard stage- the stage is the same as the initial stage in all the different
models, as there is a display of information and an access by users to this basic

information.

The partial service-delivery stage- some online services are being initiated, so
citizens can now start to conduct. some online processes like finding

informational data bases.

The portal stage with fully executable and integrated service delivery- at this
stage all the services will be found and accessed through one place, which is
known as “one-stop”. This will provide customers with a more convenient ‘way

of interaction.

Interactive democracy- this would be the final stage of any mature model when
the e-services move towards “political transformation”. Moreover; there would
be choices of “personalization” the e-services and making use of great potentials

that the internet offers.

Moon’s five- stage model. Adopting different models, Moon (2002) introduced

his maturity model, which has five stages as follows:

Simple information dissemination (one way communication) - this stage is the

same as the catalogue stage of Layne and Lee’s model (2001).

Two way communication (request and response) - interaction begins at this

stage between governments and customers.

Service and financial trahsactions- this stage resembles what is known as G2C

and G2B; meaning that both citizens and business can do online services.
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4. Vertical and horizontal integration- again this stage is adopted from Layne and
Lee’s model where different systems are brought together within the same

agency or department (vertical) and from different departments (horizontal).

5. Political participation- this phase encourages the spread of e-democracy

through online voting, for example.

+« Siau and Long Synthesize e-Government Stage Model. Siau & Long (2005) have
synthesized a new maturity model from different models using the meta-synthesize.
approach, which is relatively new in the field of information technology. This was
done by co'mbihing several maturity models and joining the sim‘ilarities; a four-stage

model has been created, consisting of the following stages:

1. Interaction- this step provides customers with their first connection with the
government e-services through Simple technical steps such as: e-mail system,

basic search engines and downloading official forms.

2. Transaction- All the customers will be able to conduct from A to Z transaction,

like license application, tax filling, personal information'updates.

. 3. Transformation- this stage presents a crucial step in achieving the goals of the. e-
government projects, as it seeks the change of the éperations in which the
govemrﬁent presents the services rather than changing just the services. This
phase includes Both “vertical 'and horizontal” integration to offer éeamléss and

integrated services. To reach this stage, governments should start a total change

55



Chapter 3

of the old-fashion existing processes which will lead to a more effective and

free-intermediates performance.

4. E-democracy- this stage is the ultimate one, when a government provides its
citizens with the chance to have their say in the political issues by voting or
participating in surveys; thgn the concept “transparency” at all levels could be
easily reached. On the other hand, this would change the way in which the

people look at or deal with the government.

A Comparison of the Researchers’ Modc.als: These researchers presented thei.r‘models in
four or five stages. All of them share the first stage which is the web-presence, which
rénges from static to dynamic. While Layne & Lée (2001) have both th;: interaction and the
transaction as one stage; Moon (2002) presénts them as separate stages. On the other hand,
West (2004) refers té these two stages as one stage, Simply refereed to as interaction, while
Siau & Long (2005) also refer‘tov them as one lstage but named as transaétion. All the
models, except for Layne & Lee (2001) who refer only to éeamless, have the seamless and
integrated services as their third stage. The final stage also has a distinctive difference
between Layne and Lee (2001) and the other three models (Moon, 2002; West, 2004; Siau
& Long, 2005) since Layne & Lee (2001) refer to the servicés integration as the ﬁnai stage
while the' others develop a more complicated stage to include the e-politicalkolr e-democratic

stage.

3.5 The 6I Model

In developing the 61 maturity model, we utilise a qualitative meta-synthesis methodology to

synthesiie different e-government stage- models. Meta-synthesis is a research method that
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is used to ‘integrate multiple studies and examine ther.n critically in order to produce
cbmprchensive and interpretative findings through discovering uﬁderlying themes and
metaphoré, so as to advance the current knowledge and produce a broa& and cdmprehehsive
view (Siau '& Long, 2005). The approach adopted by Siau & Long (2005) in arriving T
their synthesised model was broadly folldwed; however, we arrived at our own synthesis

independently.

We use meta-symhesis in this research to compare, iﬁterpret, translate, and synthesize
different e-government maturity modgls to produce a new model: the 61 model. However,
most maturity model stages were established depending on qualitative studies, and many by
picking up on the literature becauée the same terms apply through out all the different |
models w.ithout having empirical evidence or quantitative stqdies to build up the maturity
model or underpin it. In addressing this gap in literature, we considered taking the bl_xilding
up of the model a step further by presénting an empirical evidence to undcfpin the proposed
model through a quantitative reséarch that will be highlighted in chapter 6. | However here
we discuss the process of building up the model using the folloWing seven steps’ of the

meta- ethnography (Bryman & Bell, 2007):

1. Getting started- At this stage we identify our intellectual interest as studying the

development of e-services stages.

2. Deciding whdt is relevant to the init;'al interest- At this stage we identify current
]iteratﬁre related to e-services development. Ten studies focusing on maturity m(;dels stages
were identified. These studies were presented from the year 2600 to 2005 and they include:
Gartner’s Four-Stage Model (2000), Deloitte’s Six-Stage Model (2001), Accenture Five-

Stage Model (2003), UN’s Five-Stage Model (2001), World Bank’s Three-Stage ‘Model
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(2002), Asia Pacific Six-Stage Model (2002), Layne & Lee’s Four-Stage Model (2001),
- West’s Four-Stage Model (2004), Moon’s Five-Stage Model (2002), Siau & Long

Synthesize e-Govemmenf Stage Model (2005).

3. Reading the studies- This stage is the foundation for further exploration of themes, here

we studied and analysed the different chosen stage models.

4. Determing how the studies are related- This stage enabled us to put together the various
models to determine the relationships between them. Moreover an analysis of the key
concepts and metaphors of each stage helped in identifying the similarities and differences

between all of them as follows:

The comparison of all the models that were identified earlier in section reveals the similar
stages they have, and it also lhighlights some differences between them. The first three
stages (online presence, interaction, transaction) are found in all the models, with the
exception of the Asia’ Pacific mé)del, which does not have the online presence. Furthermore,
Layne & Lee (2001)'and West (2004) oinit the interaction stage. However, all of them refer
to the integration stage, except that of the World Bank. Moreover,.'only four models refer to
the politicé.l participation, those models are: Moon (2002), West (2004), Asia Pacific

(2002), and Siau & Long (2005).

The well-known maturity models which are considered to be used for bénchmarking, '
whether those suggested and developed by researchers (e.g. Layne & Lee, Moon), global
companies (e.g. Gartner Group, Deloitte & Touche), or international institution (e.g. the

UN, the World bank) all present stages of growth with one common point, ie. the
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implication of "mafurity'.' that is with the evolution of e-services in the series of stages
embodying the notion of continual process irhprovemeht. However, these maturity models
have their owﬁ shortcomings in terms of ignoring some dimensions such as the poliﬁcal
dimension or the e-participation. This is.clear in Gartner’s.four-stage model, Layne and
Lee's four-stage model, and the UN five-stage model. Moreover, some models have left out
“the process of re;engineering the governmental back office. This is clearly shown in the
UN's five-stage model, Deloitte's six-stage model. In addition, some maturity models were

not concise enough like that of Deloitte and Touche.

5. Translating the studies into one another -& 6. Synthesizing translations

Here we combine steps 5 & 6 together to conduct a comparison of key éoncepts and
metaphors between different studies so as to synthesise a comprehensive and integrated
accéunt. The simplest - form .of trans]ation is to treat varied accounts as analogies, i.e.,
similarities and differences of key concepts between diffcrenf studies. This will show the
similarities and the overlapping content of thg stagés. Based on that, the stages can be
translated to each other which give a more comprehensive _model. -Therefore, in our
pfoposed model we synthesize the different stages in all the modelé to éoin new terms or
words that would each time encompass the different yet overlapping stages; Table 3.2
 shows our terms that describe the 6 stages in our proposed rﬁodel and how these stages
encompass one or more stages in other models. The numbers in brackets in this table refer

to the different stages in the chosen maturity models.
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7. Expressing the synthesis- at this stage the conceptual modél: the 61 model is explained
and translated further to make it more comprehensible. ﬁowever, since each stage rnodel is
unique in its evaluation of the e-services within the e-government initiatives. The use of the
meta-synthesized approach, whrch is mainly a comparative approach, allows us to gain an
understanding of each model and establish its relationship to the other models. This hrelps in
producing a new framerrk called the 61 model (Hjouj Btoush et al., 2008) that reveals the
characteristics of each stage for one r:an argue for an important shortcoming in all the
proposed models; that is >the lack of sufficient ciescription of what is happening in each
stage, what does each stage mean? What vis the prdcess or .how is the e-service
characterrzed? Based on that, we have proposed a 61 model to evaluate the e-services in the |
- government. Each dimerlsiéh will give a clear description and characterization of the e-
service to help establishing an in;depth understanding of e-services maturity stages. In
determining our choice of the number and names for dimensions, we a’rguedvas follows:
The former models Were straightforward; howevér, we wanted to ensure that every stage
was incorpora,te_d and therefore we took the maximum number of six. In ‘relation to the
names, one important factor was that the dimensions should be actors that convey sewice§
being delivered and therefore we choose verbs that would correspond to the activities. The
dimensions corresponding to Inform, Interact and Integrate suggested themselves from
phrases used by others. Having developed names beginning with the letter I, Involve and
Individualise were relatively straightforward to arrive at, and these capture vthev desired
actions. Intercommunicate, involved some judiciqus searching for a term that begins with I -
anrl conveys the required action. Following is a d'erailed description of the stages of this

model.
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1. Infonﬁ: This dimension indicates that ‘ther.e is a content that tells or informs the user
with information, about the organizations. This is usually fo_rmalll, limited and static, such
as: the hours of operation, address, some regulations and the organization's function.
- Included in this dimension can be content that is dynamic instead of static, specialized and
reguiarly updated, that is the content will be changed every now-énd then to present new
information that is totally dedicated ‘~to the organization's activities, and what e-sefvices it
presents. Morepver, refreshment in terms of updating the information could make the site

more vivid and that will encourage the user to the informative e-services once again.

IL Interact: Here there is simple groﬁp ware br ICT features fﬁncfionalities, which allow
two way transaction or communication in which interaction flows between governments
. and users. That could be within two levels: either full interéction in which there is a request
on the uﬁer's side and a response from the e-service provider via email, or half iﬁteraction
when there is an inquiry or a request from the user without a response from the
governmental provider. Additionaliy, this dimension éllows the possibility of downloading

information or forms as well as having linkage to other relevant sites.

III. Intercommunicate: A full or complete transaction online is carried out, which means
you can conduct a whole process of procedures from the start to the end online. This may
range from filling the form electronically to updating birth and death records to paying

taxes and fees, to submitting bids for procurement contracts to getting certificate.

IV. Individualize: This dimension was overlooked in most of the stage-models, although it
is of great importance. With individualization the users will be allowed to be identified to

the department they are dealing with, or it allows the user to manage the e-service by
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activating the PIN or changing an account details and/or the e-services can be personalized

to meet the users' needs in a certain context.

V. Integrate: This- refers to the combination of different seﬁices from separate
departments; this may range from clustering of common ‘services tb become one unified
service to a seamless service oriented around user services, where a “one-stop” portal
oﬁ'éring a comprehensiveA xﬁenu of services specifically tailored to the profile of the
individual user. .This will need aligned systems and some level of intra-departmental

collaboration.

‘VI. Involve: ThiAs is the ultimate dimension where users are given the opportunity to

participate in the désign and transformation of services via survey, interviews, e-voting,
opinion poll and focus groups. Moreover, this dimension ailows users to have a say in the
decision making and policy shaping, which reinforces the democratic practice of openness
and transparency with issues relating to the users’ own life and relation with the

government.

From the previous description, it is clearly shoWn that the 61 model functions as a
parameter which can explain the different evolving stages of the e-government, since each
stage is characterised by a range of feafurés. The evéluation of the e-services according to
the stage models does not give enough description of the characteristics of the e-services in
each stage. The new 61 model that could be used to evaluate the e-services of any
goverﬁment is believed to give a more comprehensive idea of what thé e-service looks like
according to each dimension. In this ﬁew model, thé e-services ‘could be characterized from

the Inform dimension to the Involve dimension or in any one of the dimensions in between.
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This model will be used in chapter 6 to evaluate the €-services within the research context. |
Moreover, we argue that this fnodel represents the e-services, not in terms of stages that
should follow each other, but rather it describes thoroughly any e-service and the facilities
it présents without adhering to the lédder or stage evolution of e-services. However, this is -
also another difference between the 61 model and the maturity stége models, since the 61
model does not treat e-services in terms of maturity concepts of a more édvanced stages in
comparison with.initial less mature stages, rather its rﬁain purpose is to give detailed

description of each stage.

Figure 3.2 shows our perspective of how this ‘model evaluates e-services at any point

without classiinhg the dimensions into stages.

Figure 3.2 Characteristics of e-services in the 6 model -
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A comparison of the all the aforementioned maturity models with the 61 model shows how
it encbmpas_ses a more comprehensive characteristics of e-services than the other models.

Furthermore, it is the only model that represents the important dimension of Individualize.

Table 3.3 presenfs tabular benchmarking of each of the reviewed models. The table
demonstrates that the proposed 61 model not only incorporates e-service features of all the

other models, but provides a standardized characterization of each of them.

61 Model

" Individualize
Integrate

Inform
Interact
-~ Involve

Category Model name

Private Gartner (2000)
company

N

NS

N R R EREEREEREERER
<

Delloite (2001)

Accenture(2003)

Layne&Lee (2001)

Moon (2002) V4
Researchers

West (2004)

Siaua&Ll.ong(2005)

International | UN (2001)

Institutions

World Bank (2002)

A
AN <\ AN NS A L Intercomniunicate

NN NN NN N KNS
<\

N N S

Asia Pacific (2002) vI v |v

Table 3.3: Comparisons between the 61 model & the stage models.
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3.6 New Trends of E-Services’ Evaluation -

Many researchers suggest that governments of 'developed countries, in general, assume that
people demand e- services. Therefore, governments tend to supply people with what |
govemménts think is important while neglecting users’ actual needs. This, in effect, is
creating a mismatch between the demand and the supply of e-services (Sealy, 2003; Tung
& Rieck 2005; Reddick, 2005). This kind of mismatch or gap is expected to Be larger in
developing countries due to the quality, and the usability of e- services (UN, 2002; |
UNPAN, 2005). Moréover, this gap is due to the failure to address users’ real heeds,
requirements and expectations (Wei & Zaho, 2005). Reinforcing this point, Reddick (2005)
points out that countries, which have regular surveys of the needs and requirements of e-
services’ users, such as Canada, have’ succeeded in their efforts to infuse e-services within’
 their societies. Taking this fact as a point of departure for this research, the need to.address
users’ ﬁeeds and requiremehts iﬁ developing couﬁtries becomes a potential requisite ‘if' these

countries want to make e-services part of their culture.

Therefolre, this researéh his addressing the users’ true needs and expectations within the
Jordanian context. Jordan is a developing country that has adopted and implemented e-
govemmentv strategies to facilitate delivery and access to government services. The
introduction of the e-sefvices under the paradigm of e-government wés stated in the e-
government mission to “manage the transfotmation of the government towards a more
"citizen-centric” approach in the delivery of services by means of appropfiate technoiogy,
knowledge management and skilled staff” (MoICT, 2006a). In its endeavour.ing to present
e-services to the different stakeholders, Jordan launched many e-services since 2000.
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Nevertheless, an evaluation of e-services devélopment is needed to help making them more
efficient and effective. By evaluating e-services, we do not méan measuring the number of
services proyided online; rather the evaluatioﬁ should cc;ntribute m understanding users-
related. issues. Therefore, we.believe that using our proposed conceptual model, the 61
model, as a ‘béhchmark to eva!uate these e-services from users’ perceptions would

contribute in understanding the true needs and expectations of users.

Moreover, we suggest dividing the types of e-services within the research context into two
kinds: current status, which repres.ents the e-service in its actual stage at the time of
conducting this research. The other type is called desired status, which represents what is
not there, but what users aspire to have in the future. To achieve these aims, thé following

research questions were proposed:

RQ 1. Are there any significant relationships between the usability of the public e-services

and the demographics?

RQ 2. Are there any significant relationships between the 61 maturity model-stages and the

demogr_apﬁics?
R.Q 2.1 Are there any signiﬁcant rélationshlps between the current 41 s(ages (Inform,
Interact, jntercommunicate, Individualize) and the demogrqphics?
RQ.2.2 Are there any siéniﬁcant relationships between the desired 21 stages

(Integrate, Involve) and the demographics?
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3.7 Conclusion

This chapter provided an understanding of the e-service concept in the pubic sector as one
of the many outcomes of the e-government. A reviewed of the literature associated with
public e-service has revealed that most studies, which dealt with this subject tended to
adopt concepts and practices Qf the private sector and introduce them in the public sector

context. Furthermore, most of the studies in the developed countries have taken as their

primary concern to study and evaluate 4e-services in isolation from the users’ perceptions.
However; this trend has changed recently into a more engagement of users’ perceptions
when evaluating public e-services. Nevertheless, as the introduction of e-services is still
relatively new 1n developing countries, the evaluation of e- services’ functionality and
. usability is still in its infancy stage. This last issué has determined one key direption of
focus in this two-fold research. This is the investigating of users’ perceptions of e-service in
Jordan in an attempt to explore users’ requirements and needs from e-services and hence
increase the awaréness of how e-services should be tailored to meet users’ true expectation

and, consequently, increase the potential use of e-services within the research context.

The other. fold of this research aims to undefstand the barriers that might hinder the
imp]erﬁentation or/and the development of the e-services in the Jdrdanian public sector -
from the providers’ perceptions. But first a literature review of the barriers that might face
e-services is presented in the next chapter before starting to explore thcf, stakeholders’

perceptions within the research context in the successive chapters.
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| Chapter Four:
Barriers and Challenges of E-Government Services

4.1 Introduction

Although much progress in e-goverﬁment services has been madg‘ in many countries, the
evidence suggests a stark reality that much of e-government remains at an informational or
early tranlsactional‘ stage (Lam, 2005). This is because delivéfing e-services poses complex
challenges and requires a fundamental transformation or reinvention of both the structure
and the functionality of any government. Therefore, it becomes inevitable to understand
what hampers or blocks the realization of a full potential of e-services. In this chapter, a
review of the literature that analyses the barriers and challenges to e-service provision and
development experienced in public sector organizations is presented.

Subsequently, an identification of a framework that would be used in analysing the related

research question is proposed.

42 E-Government Barriers Definition

It .is believed that technology alone will not warrant a successful implémentation and
diffusion of e-services (Ebrahim & Irani, 2005). Other factors underpin the accomplishment
of having infused e-sefvices in users’ life. However, the promise of transformation
traditional services into e-services is faced with a broad range of obstacles or barriers.
Eynon & Dutton (2007: 229-30) define e-goVemment services’ barriers as:
“Characteristics—either real or perceived%of vlegal, social, technological or

institutional contexts which work against developing networked governments
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- because they: (a) impede demdnd, by acting as a disincentive or obstacle for users
to engage with e-government services; or (b) impede‘. supply, by acting as a
disincentive or obstacle for public sector organizations to provide e-government
services; or (c) constrain efforts to reconfigure access to information, people and

public services in ways enabled by ICTs”.
The previous definition encompasses the different categories that form the barriers to
effective implementation and adoption of e-services. It addresses the legal, social or
cultural, technical and organizational constraints that could restrain the advocating of e-
services. Furthermore, the definition takes into its considerafion the obstacles that inay face
the stakeholders who attempt to use e-services. However, wh-ile this definition is a
comprehensive‘ and detailed oné, it fails to address the financial barriers, which are
considered as inajor constraints to the implementation and adoption (;f e-services (Ebrahim

& Irani, 2005; Lam, 2005).

Lau (2003) deﬁnes.the e-services barriers by dividing the barriers }in.tcl> ‘external’ and
‘internal’. The external barriers include: legislative and regularity barriers, budgetary
barriers, and the digitél divide, while the internal barriers are ‘closely linked to the
organizatipnal barriers; and involve lack of collaboration and coordination, ofﬁcials’ skills,
public-private partnership, leadership, and monitoring and evaluation. However, although
this clarification of the barriers helps to understand them better, there is a need to address
the relationship between these barriers and the stakeholders involved in e-services’
provision. The available liferature on the e-services barriers tend to clarify the overall

meaning of these barriers through an identification of the different categories that constitute
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what is known as barriers or challenges. The next section reviews the literature that

discusses each barrier thoroughly.
4.3 E-Services Barriers

4.3.1 Economic Barriers

Financial barriers could hinder e-service pro’gresé ‘on both sﬁpply and demand sides.
Ebrahim & Irani (2005) efnphasise the importance of the financial barrier on both the
providers’ and users’ sides. They contend that on the providers’ side enough resources are
needed to cover the cost of the adoption and the traﬁsformation of services, while users are
also very likely to be hindered by financial .barriers when they, for example, become unable
to afford using the Internet to get e-services. Edmiston (2003: 36) contends that the
transformation of traditional services to e-services is a magnitude transition, which requires
immediate expenditure for very large fixed costs, he summarises the dilemma of the
financial barrier Within the public sector by stating that: “the pain is immediate while the
gain fs distant”; meaning that the need of huge funding to transform and develop traditional
services into e-services would cause a financial burden on governments’ budgets, but it
would reduce the operation costs eventually. Reinfo'r'cing this point, Heeks (2003) argues
that most of these costs‘ are intangib}e, and that an awareness of their existence would lead
to deal with theﬁ sﬁfﬁciently, or even reduce or eliminate their presence in the reality, as

barriers that might cause partial or full failure of e-services’ provision.

The costs discussed by Edmiston (2003) and Heeks (2003) reflect a broad area of costs
associated with the e-services initiatives; and these include budgets to pay for the costs of
hardware, software and public officials’ trainings, ICT centers, network and other kinds of

infrastructure. Norris et al. (2001) consider that the problem with the public sector is that it
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is funded through the goverh.ment budget, which might lead to a lack of financial resources
from central government for e-services development. Reinforcing the previous point, Lam
(2005) argues vthét the way of managing funds for e-services initiatives can be an obstacle,
especially when funds are released in stages depending on the achievement of milestones in
previous stages, so projecfs that do not take this inte eonsideration are very likely to face
financial shortage. Ebrahim & Irani (2005) identify the main expected expenditure
requirements that the governments faee as ‘operati'onal costs’; this includes: shortage in
ﬁnancial resources in public organizetions, high eost of IT professionale and expertise, cost
of installation, operetion, and maintenance of e-goverhment system, and cest of training'
and system development. Therefore, if costs are not met, they can seriously slow down the
impleﬁentation of e-goverhment (West, 2004). However, the diﬁiculty to guarantee the
~ flow pump of ﬁnancial resources for developing e-services is due to the difficulty of a clear
. measurement of the benefits of investing in systems and equipments, especially When the
~ benefits are of a long-term kind. Thus, they become difficult to define due to -their

intangibility or the fact that- they are set in the future (Oxford Internet Institute, 2005).

Mereover, the cost on the other side of the equation is by no means less important, for even
if governments manage to overcome the high cost of implementing and providing e-
.sefvieeé; they still need to ensure that their citizens can afford to get these e-services. This
issue is more obvioﬁs in developing countries where the low income is encountered by high
‘IT cost of the Internet and the PCs. ‘(Ebrahim & Irahi, 2005; Akman et al., 2005). This fact
would lead to deprivation of users’ right. to benefit from the available e-services due to their

inability to afford buying PCs or paying for using the Internet networks. Therefore, the cost
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of implernenting and using e-services might complicate the whole process of transforming

traditional services if not planned adequately.

4.3.2 Skill Bérriers

'Although many countries around the world have manaéed to transform many traditional
services into online ones, the fact remains that more digital services does not necessarily
mean more take up (Pilling & Boeltzig, 2007). The skill barriers remains an important
obstacle to the e-service acceptance and use. However, the skill barriers does sometimes
have an interlocked relationship with the financial barriers. Ho (2002) states that different
socioeconomic backgrounds inﬂuenc¢ the extent to which citizens use the Internet aﬁd
computers. To illustrate this, we should realize that there are usually certain groups of
societies that are described as “heavy users” of the traditional government.al services; those
are beople on low incomes, the elderly and people with disabilities. Howev§:r, those groups
do not usually have an access to e-services due to the laqk of financial resources and
technical skills, which leads to What is known as the digital divide. A term that is defmed
as:

“The gap between individuals, households, businesses, and geogrdphic areas af different
socio-economic levels with regard both to their opportunities to access Information and
Communication Technologies (ICT: .g), and to their use of the internet for a variety of wide
activities” (OECD, 2001: 5).

In brief, it is the gap between the “technology haves” and “have-nots” (Sipior & Ward,
2005). The exclusion of certain groups due to the digitavl divide deprives them from gettiﬁg'
any benefits of service quality enhancement and the availability of greater choices thréugh

online services according to Lau (2003). Furthermore, he argues that governments could
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~ provide services through other channels to their citizens, but the. inability to provide online
services to all could be a barrier that holds back e-services projects. However, although
access to ICT is a basic requirement to engage with e-services, it is not the only thing;
rather there is a need to have a motivation and skills to use ICT as Pieterson et al. (2007)
argue. Therefore, the need to couple ICT skills witli motivations to use e-services is

inevitable to overcome skills barriers.

However, the lack of human infrastructure is also another obstacle in developing e-services;
Chen & Gant (2001) & Ho (2002) consider the shortage of IT skills, for example, as a
potential barrier that obstruct the govemments’ plans to deliver e-services. Echoing this.
point, Ebrahim & Irani (2005) acknowledge that the lack of capable IT staff, effective IT
training and support as major impediments that hinder to a great extent any real progress in
the provision of e-services. They attribute this shortage to different reasons; such as, the
improper technical training, the increased turnover rate of IT staff from public sector

organizations to the private sector due to payment and work conditions.”

4.3.3 Technical Barriers

Technical barriers can be major practical impediments io effective e-government systems
(Eynon & Dutton, 2007). A major technieal barrier is the laek of architecture-
interoperability between the governmental agencies. Accordmg to (Lam, 2005; Ebrahim &
Irani, 2005; Eynon & Dutton, 2007), the innbility to exchange and use information between
different governmental agencies when their services go online, is an impediment to the
integration of the different services,'this, virtually, limits the efficiency and effectiveness of |

the public services. A European Commission report (2004: 5) defines interoperability as:
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“the ability to share information and technology through using common policies and
standards.” However, the lack of standardised way to connect data resources, information
technology, and business procéss in the government agencies leads to what' i§ known as
“islands of IT” or “Islands of Autorhation” (Lam, 2005: 519), or to what is described as
publfc sector fragmentaﬁon, which stands in.the way of improving e-service quality

through integration( Ebrahim & Irani, 2005).

Another technical baﬁier is the inadequate techﬁical désign of the user interface (Vassilakis
et al., 2005; Eynon & .Dutton', 2007). This barrier emphasiseé that if the e-service usability |
is inadequate, which means that it does not provide information and content in a way that
suites all, regardless of their abilities; the users’>experience in using online services might
become a source of frustration due to the experienced difficulty in access and use, leading
“eventually to the total abandonment of the e-services’ usage. Moreover, the lack of
technical infrastructure is another impediment. This iﬁcludes the existence éf a well-
developed public key infrastructure and reliable Internet connections (Vassilakis et al.,

2005).

' 4.3.4 Policy Barriers

Any plan for electronic service adoption, employment, and development should include a
suitable legal framework of appropriate laws, regulations énd directives that facilitate the
services’ provision and use in a safe and secure electronic environment (Vassilakis et al.,

2005; Faisal & Rahman, 2008).
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The lack of such a framework _céuses potential barriers at different levels. Fér instance,
Vassilakis et al. (2005) consider that the inadequate laws that cannot addréss effectively the
proof-of-‘identity and the integrity of tﬁe documents online cause a serious hurdle in the
way of developing e-services. Other issues in the electronic environment are also in need to
be addressed clearly through a set of regulations that would make e-services development
‘goes smoothly. Lau (2003) and Vassilakis et al. (2005) acknowledge .the importance of
se;:ure identification, authentication systems, privacy and security applications to ensure
handling sensitive transactions and personal information. The weakness in these areas is

considered an impediment to gain users’ trust to use e-services.

Ebrahim & Irani (2005) point' ;)ut that many users are actually’ not keen to use electronic
services because of the lack of trust in this form of services; especially when it comes to
revealing sensitive issues like pgrsonal information, and making fmahcial transactions that
are most likely to be shared between more than one government agency. Eynon & Duftor;
(2007) conﬁrrﬁ this by noting although growing use of the Internet and e-commerce in the
private sector is establishing more general trust in the use of ICT-enabled networks, e-
government raises particular trust concerns as so many public services réquire the handling
of highly sensitive personal iﬁformation in digital forms. Accordingly, this can lead to “trust
tension’ betweén governments’ need to collect data on individuals to provide services, and
users’ fears of misusing their personal information. Therefore, the need to eétablish privacy
and security polices from early stages becomes very important to avoid loosing users’

confidence in using e-services.
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Moreo?er, different regulations between .government agencies éould hinder the progress of
e-government. This could be understood when multiple agencies with different légi_slations
are involved in the provision of ian e-serviée, whic‘h might delay or even prevent the e-
service provision, adding to this, the liabilify issue of who holds responsibility if things go
- wrong due to technical failure, which is another legally unsolved issue. Liability risk can
also arise when there is a breach of intellectual property, privacy or confidentiality rights

(Lau, 2003; Vassilakis et. al. 2005; Eynon & Dutton, 2007).

4.3.5 Organizational Barriers

Public sector organizations represent mammoth bureaucratic units or what Lam (2005)
refers to as legacy of government processes and applications established over many years.
The novel presentation of electronic services to replace the traditional ones is likely té be
resisted by the civil servanté Who might be sceptiéal about the effects that this change
would bring. Fear of jobs’ loss or privileges’ diminishment is one of the administrative
" impediments to welcome the introduction of e-services in public sector (Themisfdcleous &
Irani, 2001). The feelings df the employees when e-services are presented in their.
organizations are described by Lam (2005) as a “cultural shock” because there is not
enough awareness of what the conéept is about and employees find it hard sometimes to
cope with the fast changes that take pla_(;e in their organizations. The‘refore, a strong
government leadership and résponsive management . processés rﬁuét support this
transformation of traditional legaéy of services (Ebrahim & Irani, 2005). Furthermore, the '
role .of the leadership is crucial to develop and diffuse e-government ‘vision, gﬁide
transformation, enhance co-ordination of initiatives, and provide incentives for agénqies to

join in (OECD, 2003b).
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Vassilakis, et al. (2005) suggest another important impediment which is “compkx policies”,
as government organizations’ policies are oriented towards “organizational comfort” rather
than “citizen service”; m;aaning that the lack of integration between the different
gbvemment agencies forces the user to fill, for example, enormous documénts for different
organizations with the same information. Ebrahim & Irani (2005) also refer to this as lack
or poor‘ communication and coordination between functional departments. Neverthg_less,
organizational barriers are major’hindering factors in the adopting and. diffusion of e-
services. Plans and strategies should think beyond the mere presentation of technology in
government organization, a need to change the management enviror;ment and the attitudes
of the employeés towards e-government initiatives are émong ’thev wayé v‘to lessen

organizational barriers (Leitner, 2003; Vassilakis, et al., 2005).

However, it is worth taking notice of the fact that the previous barriers tend to overlap,
sometimés a barrier can lead to another one, for instance, the inability to afford e-services
due to low income, which is a financial barrier, can lead to a digital divide which is seen as
skills barriers. Moreover, sometimes the same barrier can be classified under two
categories, for example, i)rivacy and security can be related to skill barriers, technical
barriers, or eveﬁ policy barrigrs Nevertheless, all of them remain major barriers that do

hinder the implementation and development of e-services.

4.4 E-Services Barriers in Developing Countries
Many researches and studies have addressed the barriers facing e-services implementation
in developing countries. Barriers in these countries are highly correlated with the

socioeconomic and political environment. The image about the developing countries is
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usually associated with poor economy, corruption, bureaucracy, illiteracy, etc. Obviously,
all these are major factors in hindering e-service deployment andk deVelopment.

Ndou (2004) considers that ‘the multidimensionality and complexity of e- services implies
| the existence of a wide variety of challenges and barriérs to its implementation and
.management. The lack of proper ICT infrastructure, accb;ding to Nodu is a basic
impediment; however, she argues that it is not only technology that matters but also the
human who should have ICT literacy, education, freedom and desire to- access the
information and e-services. Echoing this, Basu (2004) asserts that the dévelopment of e-
government is associated with ICT infrastructure, which is capable of suppc;rting and
enabling the execution of e-government. However, he argues that many develobing

countries do not have the infrastructure necessary to deploy e-government services.

Moreover, 'ICT infrastructure and its effect on e—éervices’ take up, _is also addressed by
Chen et gl. (2006). They consider that the size and abilities of .infrast;ucture between
developed and developing countries differ'dramatically. This in turn has iis effects on the
access to the Internet and the telephone for the dial up connections; so while almost all
residents bf developed countries have an easy access_. to the Internet and the'telebhone, the
weak or deficient infrastructure in developing countries, which is a normal result of poor

economic or political conditions, makes it hard to provide reliable access to all. -

Another important barrier to a successful implementation of e-services in developing
countries, which is cited a lot in literature, is an organizational barrier., Hierarchy is a
traditional feature of public organizations in developing countries, the presentation of e-

services initiatives in such organizations, means a sharing of information and knowledge
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~ that are most likely to be resisted by government officials. Nodu (2004) ‘argues that
resistant to change by government officials is the biggest barrier to successful change
within public organizations. However, Chen et al. (2006) consider that government officials
of developed 'cquntries are more familiar with IT, thus, they can realize its potential benefits
in the public Asector, while those of developing countries are usually unwilling to accept the
change e-government Vbrings, and they find it difficult to direct the already scarce resources

to apply something they are not familiar with.

Moreover, the scarce resources to fund the costly e-government initiatives are among the
important factors that hamper the e-services implementation and development in
-developing countries. Heeks (2003) does not only describe this as a barrier, but actually
ascribes failure to the whole e-government paradigm in developing countries. According to
Heeks, a key issue that leads to that failure is the lack of awareness of the intangible costs
which are to hamper the success of the e-government. Another financial difficulty in
tieveloping countries is the need to give a priority to more critical demands such as building
roads and schools, especially_ when competing for scaree resources, rather than allocating
these scarce financial resources to IT investment, or more partieularly, to the transformation

of traditional services to e-services (Akman et al., 2005).

Acknowledging the financial barriers as an important impediment; Salem (2003) argues
that weak governance énd a dominant role of the public sector in economic activity, the
political conflicts that consume much of the public resources, which are mestly directed to
military expenditure, the security threats of terrorism and war, as well as the bolitically

motivated commercial or technological embargos all lead to high perceived investment
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risks, brain drain, outward capital movement and capital flight. Accordingly, it would
become more difficult to provide successful e-‘servi‘ces. Reinforcing this, Chen et al., (2006)
argue that while many developed countries have stabilized economic and governmental
systems, most developing countrieé either gain their independence relatively recently,‘or
a‘re still in a war state; this is the case especially in the Middle East and Asia (e.g. Iraq and
.Afghanist.an), which weaken the economic and government' structure of these countries a’nd

those around them.

Saidi & Yared (2002) also ¢mphasise that the slow economic growth has caused slow rates
of technological progress and innovation, which in effect causé a large digital divide in
information and communication technologies. They further argue that while té'chnologies
have imposed extensive economic and financial linkages or integration in developed
countries, developing countries in general have failed to respond to such a challenge. Salem
(2003) emphasises an important obstacle that springs from the vfmancial shortage of
re'so.urces in developiﬁg: countries, which have very limited resources to adopt e-services,
therefore, they depend on loans from other developed countrigs, which tend to dictate the
best practices of deploying e-services; ignéring that these practices fnay not be suitable for

developing countries’ context.

Moreover, Basu (2004) indicates the importance of the existence of a legal framework to
guide the e-services legislative side in developing countries. New laws that deal with e-
services must be adopted and passed, However, the lack of a socio technical vision is most

associated with developing countries; since these countries often perceive e-services
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adoption as a technology mission which has contributed to unrealistic plans being deemed

null and void (Salem, 2003). .

Ffom the review of the literature concéming the e-services barriers in both developed and
developing countries, it seems that many barriers are shared. However, since this research
is interested in exploring the siakeholders’ perceptions of barriers, we consider moving
from pure theoretical assumptions ’about,thel Barriers in developing countries to a more
- explicit empirical investigation of what hinder the provision of e-serﬁces gccording to the
providérs theﬁselves as an impdrtant step; Zhang et al. (2005) argue that although the
evaluation of barriers according to the providers may vary because of the differing levels of
participation in decision-making, changes that may occur to the providers’ organizations
~and jobs, previous experiences working relationships with other participating organizations.
Yet, working in different levels of government or differenf types of organizations may

provide participants with varying, yet relatively important perspectives.

We take this argument as a departure point for this stu&y, we argue that providers and users
often exhibit different goals and concerns, and that providers tend to have more influence in
deﬁiding the direction and processes of the e-services’ development because they are more
invol§¢d in the degision-making processes, thus, it becomes important to invesf[igate their
perceptions of the barriers faciﬁg tﬁem in providing citizen-centric e-services. However,
there is a paucity of work that provides empirical evidence connecting barriers to their
prOViders; this is another hallmark of this research in addition to investigating users’

perceptions.
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Moreover; we propose a framework that encompasses these barriers, our framework
resembles that of PEST analysis, which is simply a framework that categorizes
environm_ental inﬂuénces as: Political, Economic, Social and Téchnological forces that are
likely to influence the supply and demand levels (Jan, 2002; Johnson et al., 2008). Our
framework has an additional factor that couldbhighly influence the e-sefvices adoption in
the public sector, which is the organizational factor. Accordingly, adding this factor creates
PESTO that refers to: Policy, Economic, Skill, Technical and Organizational framework.
To validate the framework, a survey was conducted to capture the providers’ perceptions of
the barriers that hinder e-service development. This would help in addressing and analysing
our proposed third research question that was developed from the previous discussioné of

barriers:

RQ 3: What are the e-services’ barriers and what is their order of importance within the

research context?

Moreover, since this research is concerned with multi-stakeholder or multiview perspective
of e-services proilision, the need to incorporate multiple viewpoirits into systems
dévelopment and implementation _éxplaih the progress of this research, in which users’
evaluation of e-services would be presente(;l in chapter 6, followed by providers evaluation
of e-éervices’ barriers in chapter 7, and ﬁﬁélly our own evaluation of tﬁe e-services within
the research context, which wbuld complete the picture of the multiview perspective of e-

services. For our evaluation we propose this research question:

RQ 4: What is the actual state of play in the Jordanian e-government services?
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Chapter 4

This chapter reviews the literature concerning the e-services barriers in both developed and

developing countries. It presented the main impediments to e-services which include:

economic, skill, technical, policy and organizational barriers. The chapter proposes

analyzing these barriers within one framework PESTO. It concludes with a reinforcement

of the multiview perspective of stakeholders in the evaluation process of e-services. Two

research questions were proposed here to achieve, along with the research questions

proposed earlier in chapter two, the overall aim of this research.

Based on the review of literature presented in the last three chapters and the research

- questions that were proposed, figure 4.1 shows the research conceptual framework.

Figure 4.1 Research Conceptual Framework.
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This modél aims to asses§ associations between demographical characteristics and users’
perceptions of e-services. It also suggests a possible relationship between users’ perceptions
of the ‘e-s’ervices and the providers’ perceptions of e-services barriers. It also accounts for
both peréeptions of users and providers by evaluating the state of play in thé Jordanian e-‘
government services. The next chapter looks closely at the research mgthodology, which is

adopted for this research to accomplish its overall aims.
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Chapter Five:

Research Design and Methodology

5.1 Introduction

This chapter explains the research and design methodology, which is utilisod to assess the
users’ perceptions towards the public e-services in Jordan, and to asses the providers’
perception of the e-services barriers within the context of JGOs, as well as to identify the
relationship between users’ evaluation of tho e-services and providers’ evaluation of the
barriers on one hand, and the actual state-of-play in the public Jordanian e-services on the

other hand.

This research is using the quantitative research of a survey design to assess both users’ and
providers’ perceptions of the public e-services. However, the oresent study did not adopt a
fixed paradigm. Veal (2005) arguos that differont paradigms can coexist in the same study
to support and complement each other. Mingers (2003) concludes that the vast majority of
information system research adopts a mixed paradigm approach, which is exactiy what this
research utilised to produce rich and reliable results. In the following sections, the issue of
methodology and a justification of the selected methodology are discussed. Then the
research design that will forfn the basis for conducting fhe current study is outlined, in
which the design reflects the blueprirﬁ: or plan for the data collection. A detailed
explana'tion' of the measuremeot, procedures, instruments, subject population, and analysis

of data are also discussed in this chapter.
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5.2 Scientific Paradigms

This section addresses the scientific paradigm, which is the overall conceptual framework,
cluster of beliefs and dictates, which influence researohers’ work of what should be studied,
how research should be done and how resolts should be interpreted (Bryman, 2008). This is
done not only in choices of methods but ontologically and epistemologically (Denzin &
Lincoln, 2000). |

In order to determine the appropriate scientific paradigms, it is essential to examine the
ontological and epistemological characteristics of the research context. Ontology means
what can be discovered about the nature of reality or phenomenon of the study (Guba &.
Lincoln, 2000). Epistemology means how knowledge of reality or phenomenon becomes
known to researchers (Parkhe, 1993). Both ontology and epistemology lead to methodology,
which is a set of theories and methods that e@ibit the same patterns or elements in
common (Creswell, 2003). Methodology is the overall approach of.the research process
starting 'ﬁ*om theoretical underpinning to the collection and analysis of dafa (Collis &
Hussey, 2603). However, the concept of methodology shoold not be perceived as a
watertight approach that adopts ond follows a fixed pattern or procedure in a prescribed
way; on the contrary, it is a combination of different approaches that. take into consideration
the conceptual framework of the study (Gill & Johnson,. 2002). Therefore, methodology
could be seen as a paradigm under which there is an integration of all the elements that
constitute the research process inclﬁding: the philosophy of the research, its general
framework, steps that should oe taken, and a justification of these steps. Thus, ;the selection
of an appropriate mefhodologiéal opproach for a particular research Vproject requires

understanding and evaluation of the various methodological approaches or concepts which
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include mainly: inductive and deductive methodology, and qualitative and quantitative

research methods.

3.2.1 Deductive and Inducfive Research Methods

Schutt (1996) distinguishes betwéen inductive and deductive researph by pointing out that
deductive research proceeds from general ideas, usually existing theories, infers specific
expectations from these ideas, and then tests these expectations with empirical data.
However, inductive research proceeds in a different directio'n; meaning that it begins with
specific data to develop generalisations or theories to explain the data. The same
differentiation between the two research methods is referred to by Collis and Hussey
(2603). They consider that the deductive research begins with developing a conceptual or
theoretical frame work, which is then tested l;y empirical observations; whereas the
inductive research method develops a theory from the observation of empiricaf reality.
However, this traditional detachment between the two méthodological research approaches
_created criticism of both. Deductive research was seen as highly stfuctured by adhering to a
predetermined conceptual framework, allowing no place for human subjectivity in the
process of the research (Gill & Johnson, 2002). Nevertheless; in this research the deductive
apprdach was employed to build the theoretical research model that would be tested later. |
Actuélly, one can argue that the researcher’s objectivity and his or her awareness of the
context of the stuﬂy are fundamental requirements that support the use of the deductive
approach in social context. In other words, perceptions of people in the social context
should be taken into consideratioﬁ and compared to the suggested theory without the
purpose of limiting these perceptions to that theory. In contrast, inductive research method

is criticised for, obviously, the opposite reasons; that this approach allows human
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subjectivity and bias to interfere with the study’s results by being unstructured, and

depending mainly on observations.

5.2.2 Quantitative and Qualitative Research Methods

Quantitative research methods were originally developed in the natural sciences to study
natural phenomena (Myers, 1997). Through the quantitative approach, the social reality is
viewed as objectively measured. Thus, quantitative approach is rieﬁned as “a formal,
objective, systematic process in which numerical data are utilised to obtain information
about the world” (Burns & Grove, 2007: 17-18). The purpose of the quantitative methods is
to generate precise measurements of phenomena that can be explamed by the accumulation
| of statistical data (Bryrnan & Cramer, 2008). Its strategy emphasises a deductive approach
to the relationship between theory and research, and it involves the use o_f .structured
procedures and formal instruments such as: surveys, statistical analysis, and data modelling.
Moreover, Bryman & Cramer (2008) point out that to enhance objectivity, recognise faulty
conclusions or potentially biased manipulations of the information, an analysis of the
collected data must be done nsing statistical procedures. ln this research, a structured

questionnaire was used to collect data which was susceptible to statistical analysis.

However, the alternatlve tradition, which is qualitative research method, was developed in
the social sciences to enéble researchers to study social and cultural phenomena: (Myers,
- 1997). Qualitative research strategy is much more subjective tnan quantitative research and
uses -very different methods of collecting information, mainly individual, - in-depth
interviews and focus group (Collis & Hussey, 2003). The natnre of this type of research ls

exploratory, inductive and open ended.
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However, Bryman (2008) argues that although qualitative research aims mainly at
generating theories, it can also be employed for testing theories. Qualitative research can be
classified into two main perspgctive‘s: interpretive reseatrch and critical research (Locke et
al., 1998). Interpretive reseatchérs start out with the assumption that access to reality (given
or socially constructed) is only through social constructions such as language,
consctousness and shared meanings (Myers, 1997). Interpretive studies generally attempt to
understand phenomena through the meanings that people assign to them, and interpretive
methods of research in IS are “aimed at producitlg an understanding of the context of the
information \system, and the process .whereby the information system influences and is
influenced by the context” (Walsham, 1993: 4-5). Thus, the interpretive researcher aims to
understand the social context through accumulating data, whiéh represents the participants’
perceptions, and which would be a basis of inductive generatitm of explanatory theory.
. Whéreas, critical researchers assume that social reality is historically constituted and that it
is produced and reprodtlced by people. Although people catl consciously act to change their
social and economic circumstances, critical researchers recognize that their ability to do so
is constrained by yarious forms of social, cultural and political domination. The main task
of critical research is seen as being one of social critique to bring about emancipation

(Myers, 1997). -

Table 5.1 summarise the differences between quantitative and qualitative research

approaches.
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Quantitative ; Qualitative
Objective Subjective
"Hard" science ' "Soft" science
Literature review must be done early in - | Literature review may be done as study
study : _progresses or afterward
Tests theory Develops theory
One reality: focus is concise and narrow gg:&p le realities: focus is complex and

Discovery, description, understandmg,

R ion, contro isi
eduction, control, precision shared interpretation

Measurable Interpretive
Mechanistic: parts equal the whole Organismic: whole is greater than the parts
Report rich narrative, individual

Report statistical analysis.

Basic element of analysis is numbers interpretation.
Basic element of analysis is wordslldeas
Researcher is separate E : Researcher is part of process
Subjects Participants
Context free ' Context dependent
_Hypotheses L Research questions
Reasoning is logistic & deductive ' Reasoning is dialectic & inductive
‘Establishes relationships, causation Describes meaning, discovery .
Uses instruments Uses communication and observation
Strives for generalization : Strives for uniqueness

Designs: phenomenological, grounded
theory, ethnographic, historical,
philosophical, case study.

Designs: descriptive, correlational, quasi-
experimental, experimental

Sample size is not a concern; seeks

Sample size: 30 to 500 "information rich" sample

Provides information as to "which beans are

" "
Counts the beans worth counting

Table 5.1: Differences between quantitative and qualitative research (Burns & Grove, 2007:
18) & (Speziale, & Carpenter, 2007: 20)

-Although most researchers do either quantitativé or qualitative research work, some
researchers have suggested combining one or more research methods in any study (Myers,
1997). The adoption of mixed method research has grown in popularity in recent years.
Henn et al (2005) note that there is an increasing number of sociavl researchers, who
recommend th'e adoption of more flexible approaches to research method in studies rather
than adherence to 'either a pbsitivist-quantitative or an interpretive-qualitativle style of

research. A justification for this view rests on the ‘grounds that it helps to facilitate a more
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valid and holistic picture of society than that which could bé acquired :by féméining true to
only one set of metho_ds (Henn et al., 2005). The mixed methodolpgy approach can be used
to verify the quality of the information being collected and its validity and reliability (Henn
et al.}, 2005; Brewer & Hunter, 2006; Bryman, 2008). Thus, it‘better enables the researche.r

to understand what is happening in the real world.

5.3 Research Design

While the process of conducting a research can be classified as qualitative or quantitative,
the purpose of conducting a research can be classified as: exploratory, descriptive,
analytical (explanatory), and predictive (Collis & Hussey, 2003). Exploratory research is
conducted when there are few or no earlier studies to which referencesv can be made for
 information. The aim is to ldok for patterns, ideas or hypotheses rather than testing or
confirming a hypothesis. In exploratory research: the focus is on gaining insights and
familiarity with the subject area for more rigorous investigatibn later (Saunders et al.,
2006). Case studies and observations are examples of the techniqués used in this kind of
research. Descriptive research describes phenomena as they exist. It is used to identify and
obtain information on the charactéristics of a particular issue. The daté collected are often
quantitative, and statistical .techniqués are usually uséd to summarise the information.
Descriptive research goes further than exploratory research in examining a problem since it
is undertaken to ascertain and describe the characteristics of the issue (Collis & Hussey,
2003). Howgver, analytical or explanatory research is a continuation of descriptive
research. The research_ér goes beyond merely describihg the characteristics, to analyse and
explain why or how sorhething is happening. Tﬁus, analytical researcﬁ aims to understand

phenomena by discovering and measuring causal relations among them (Ibid.). Finally,
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there is the predictive research, which goes further by forecasting the likelihood of a similar
situationAoccurring elséWhere. It aims to generalise from the analysis by predicting certain
phenomena on the Basis of hypothesised, general relationships (Saunders ét al,, 2006; Collis
& Hussey, 2003). However, iﬁ the research design that is suggested by Coope:r & Schindler

(2003), the following essentials should be included in the research design:

e The design is an activity and time-based plan. -

o The desigﬁ is always based on the research question (s).

- The design guides the selection of sources and types of iﬁformation.

o AThe design is a framework for specifying the relationships among the study
variables. |

e The design outlines procedures for every research activity.

CresWell (2003) points out thét while cer_tain strategies are traditionally predominantly
either qualitative or quantitative, the design for particular study. can be combined either by
integrafip’g two sub-designs with different strategies into one research Aproject, or by
integrating divergent methodological aspects within one overall strategy. . Keeping close to
this, it would then be feasible not to structure the study into twc; or threé distinétive parts as
qualitative methods, .quantitative methods and mixed methods, but to Build the study on
explaining the lo.gic of different research strategies (or designs) like survey, interviews,
action research, etc. Figure 5.1 describes the methodological stages of an empirical study,

which were also used in this research.
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Figure 5.1 Three types of research (Niglas, 2004: 28).

THEORETICL
RESEARCH

* Analysis of existing
knowledge

* Synthesis of new
knowledge

(including advancement
of existing

theory or model)

kL O

DESIGN
RESEARCH

EMPIRICAL
RESEARCH

~ * Sampling

* Problem analysis
(needs, goals, pre-existing
knowledge, ...)

* Design procedure .
(work allocation, schedule,
applicable

methods, ...)

* Design solution
(sketches, alternatives,
resulting design, ...)

* Evaluation )
(testing the design result,
evaluation according to
standards, feedback from
users and/or experts, ... )
* (Generalisations)

* Research problem
(question, hypothesis, purpose, ...)
* Strategy

(case study, survey, experiment,
grounded theory, ...) -

(random sample, one case,
purposefully chosen cases, ... )

* Data collection

(structured questionnaire,
unstructured interview, ...)

* Data analysis

(statistical methods, open coding,
discourse analysis,... )

* Interpretation and conclusions
(descriptions, empirical
generalisations, ...)

The next sections outline the choice of methodology and the processes of conducting this

study.

5.4 Selection and Justification of the Research Methodology

The researcher’s own perceptions, his/ her personal and professional experience, as well as

* his/her familiarity with the research’s context, and the available information concerning the

area of interest and focus are all factors that help in determining the most appropriate

methodology to conduct the study (Hdepﬂ, 1997).
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Because the main focus of this research is to investigate and interpret the perceptions of

users and providers of public e-services within a context that has never been invesﬁgated,
the purpose of this rgsearch becomes an exploratory research that utalises quantitative
approach techniqug. However, it also has some qualitative approach elements through the
use of interview method, which proved to enhance, enrich, and validate the interpretation of
the quantitative findings. Perceptions of public e-services’ users according to demographic
- characteristics and their relationship with the 61 model were justified and conduced b;lsed
on five interviews that were conducted with sorﬁe participants. Four interviews that were
also conducted with some e-services providers help clarify the weight that was ascribed to
certain e-services’ barriers than the others, and they also helped in clarifying the results of
the evaluation we conducted in chapter 8. ‘Despite the small number of the interviews
conciucted, they proved to be. very useful concerning the interpretation of the observed
relationships among quantitatively measured variables. This, in turn, enhances my ability to
explain the quantitative- data, and increase my confidence in the findings revealed by the
survey. Furthermore, the research findings’ interpretations were enhanced by the effective
use.bof relevant literature and documentary review. This helps to make this research part of

an on-going research of e- government in general, and e-services in particular, thus making

it more worthy and practical.

However, since positivism is one of the dominant paradigms in science research, and many
social science researchers also prefer this approach, in which positivists generally assume
that reality can be objectively described and used for theory testing. This research'adoi)ts
~ this approach. Acc@rding to the positivists, the purpose of science is simply to acéept only
those facts that we can observé and measure, and knowledge of anything beyond those is

impossible (Tsoukas, 1989).
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In the information systems area, research is classiﬁed as positivist if there is an evidence of
formal propositions, quantifiable measures of variables, hypothésis testing, and the drawing
of inferences abbut a phenomenon from the sample to a stated population (Orlikowski &
Baroudi, | 1991). This approach is suitable. for this research as it is for the further
'development and testing of the reseérch model. An objective of the positivist paradigm is to
measure the relationships among variables that_are nomothetic across time and context; it
suggestvs' the collection of daté based on controlled experiments and surveys (Wicks &
Freeman, 1998). For the theory testing stage of this study, the positivi;vtv paradigm has been
employed to enable wide coverage of the stakeholders groups which constitute of: users

and providers of public e-services

- However, since the major interest of this research is’ not only to obtain and report an
observable phenomenon, but to understand the ﬁhenomena under inveétigation through an
understanding of the perceptions of the stakeholders groups, which conétitute of users and
providers of public e-services, concerning some issues thét were discussed within the scope
of this research, both quantitative and quélitative‘ approaches were ﬁtilised in data collection
to gain a mofe in-depth understanding of the cited results. Mainly quantitative research
method waé used, and its analysis has clearly reveziled an outcome of certain trends. In
some cases, however,‘qualitative analysis was used to confirm some results and gain more
in-depth understanding of the ‘quéntitative results. Figure 5.2 shows that the principle stage
in this research depended on quantitative research approach, and was to a lesser degree |

followed up by qualitative research approach.
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Figure 5.2: Approaches taken in data collection and énalysis in this research.
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Principal stage

Quantitative

. Suvey

~ Data Analysis

T~

Follow-up
stage

Qualitative

" Interviews

Data Analysis’

Interpretation and
discussion of analysis

The integration of the two approaches in this research: quantitative and qualitative,

although by different degrees, contributes to avoiding the limitations that one approach

might produce. Thus, it becomes clear that the use of integrated or combined approach of

both quantitative and qualitative elements provides more accurate view of a phenomenon,

increases validity and confidence of the researcher by avoiding the weakness of adopting a

single approach (Bryman, 2008). This is because it allows us to measure the views of

stakeholders “from two different positions” (Veal, 2005: 39).
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Moreover, it could be argued that there are different factors that contribute to the overall

grasp of what is being investigated. Thus, the researcher’s background of experience,
knowledge, skills, and personal objectiv'es are all importaht and play a crucial role in

reaching a more comprehensive understanding of what the researcher is studying.

In relation to the design of this research, it adopts a survey design, which is widely used
research method in answering exploratory questions related to a particular context. Survey

questionnaires hayé certain advantages according to Black (1999) and Zikmund (2003).

e They reach a geographically dispersed sample simultaneously and at a relatively
low cost. . '

o Standardised questions make the responses easy to compare.

e They capture responses people- may not be willing to reveal in a personal
interview. '

* Results are not open to different interpretations by the researcher.

Moreover, when survey research design is used within the context of social sciences,
generalisation of the research outcomes can be supported by the use of a large sample size
as well as through examination of the differences and similarities between different clusters

of subjects. This issue will be demonstrated in the sampling section.

Intellectually, the use of the quantitative methodology can be justified based on several
factors including theoretical and practical considerations. Theoretical considerations
~include: the scarcity of the previous studies within the research context, and the

generalizability of the research outcomes within the Jordanian context.
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The nature of the research context and the scaréity of the available studies make
identification of major trends very important prerequisite for more in-depth studies.
Through this research, we aimed to identify major trends and to' identify possible areas of
concern within the research context in regard with the public e-services. This was possible
using quant.i_tative methodology which en'ables the involvement of a larger number of
organizations and individuals i)articipants. Moreover, the generalizability of the findings of
the research was improved. Considering the number of orga;ﬁzations (30), as well as the
number of participants from these organizations,l which is (484). Also the number of users’
veﬁues (Universities and Internet Cafés) which is (20), and the number of public e-services
| users (450), this means that the use of quantitative researchAméthodology and survey design
in particqlar.as a major research method was more appropriate since it enables céllecting a
huge amount of data from a larger number of participanté. That, virtually, makes the
generalization of the research ﬁndings reliable because it includes all Jordanian public
organizations as the providers of the public e-sérvices, as well as different segménts of the
public e-services’ users. Practical constraiﬁts, which include the level of accessibility
available to the researcher and the issues t.hatb were investigated also have a significant

impact on our selection ofa quantitative approach.

. The researcher was located in the‘United Kingdom but conducted his fieldwork in Jordan
from (May to August 2007). Thus, long and full access, which would involve continuous
physical attendance in the research context, was not available. In addition, this 'researéh is
an exploratofy research aiming to explore some issues that have never been investigated

within the same research context before. Therefore, my aim was to collect as much data as
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- possible from as many participants as possible. The use of quantitative research
methodblogy and survey design, in particular, as major research methods was more
appropvrirate’ since it enables collecting a huge amount of data from larger number of
participants. It also enabled generalization of the findings on the research context. The use
‘of exploratory research design was useful to investigate untested phenomena within a
particular unique cbntext. Although this approach does not provide conclusive answers to
problems or issues investigated, it provides new insights concerning the current and desired
status of the Jordanian public e-services. Moreover, explorafion of some correlations
among the investigated variables enabled thc use of predictive‘ design of research, which

was used to predict the users’ and /or providers’ perceptions when one of them is identified.

Nevertheless, specific limitations exist in relation to both methodological approaches
employed and the empirical investigation. These limitations are discussed elsewhere in this
thesis (see chapter 8). The next section discusses and evaluates in details the methods that

were used in data collection.

5.5 Data Collection and Instrumentation

5.5.1 Survey Method

This research utilised a sample survey to explore and iﬁvestigate the research questions, and
to test the research conceptual model. It was considered as the main method of data
collection in this research. It involves the appliéation of .two questionnaires; the first one
was used to evaluate the current and the desired status of the fordanian publ‘ic e-sefvices by
the users, While the second was used to identify the barriers, according to the providers’

perceptions, that hinder the development of the public e-services. The two questionnaires -
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were designed after a Likert scale. A 'Likert' survey is made up of a series of statements,
which are related to individuals’ perspéctives in relation to a single or multiple objects. In

this case the users’ and providers perceptions of the public e-services.

" The form of th'e’su'rvey used in this research can be classified as exploratory aiming to
‘explore the ‘nature of existing circumstances. This method was conducted through two-part
self-completion different questionnaires that wefe designed for the purposes of this
research, and were distributed directly for each group of the stakeholders (i.e. the users and

the providers).

The users’lquestionnaire comprised of two parts (a copy of which is included in appendix
A). The first part aimed to acquire genéral demographics concerning the participants’ age,
gender, the highest level of education, expertise with ICT skills like the internet, énci the
usage rate of public e-services. It alvso inclucies the defmition of the term public e-serviées
becaﬁse it was felt that participants might need to know what exactly a public e-service is;
so as to avoid any possible confusion. Each of the demographic characteristics, which
éaptures information about some independent variables was coded as appropriate to
distinguish the participants through categorising them into mutually exclusive and
collcctivé]y exhaustive groups. The second part is a modified \}ersion of the WebQual 4.0
instrument, which wa;c, develobed originally as an instrument for assessing user perceptions
of the quality of e-commerce web sites. The instrument has been under development since
the early part of 1998 and has evolved via a proce‘ss of iterative refinement in different e-
commerce andle-govemment domains (Barnes & Vidgen, 2003). The overall questionnaire

was originally written in the English language and then translated into Arébic, which is the
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~ native language of the participants. A detailed description of the second part is provided

next. (see appendices B & C for research sample and frequencies of demographics).

5.5.1.1 Users' Perception of the Functionglity and Usability of the E-services
‘,In order to develop this questionnaire, certain procedures were followed. The research
questions to be answered through this part were formulated clearly in order to‘ understand
the objectives of the questionnaire. Then, the specifications of the target population were
‘identiﬁed. This was followed by a review of the relevant literature evhich enabled
identifying the dimensioh of the investigated subject. Next, questions were selected based
on consideration of research environment, partieipants, and objectives. The questiennaire
was divided into six subscales that resemble the facilities of conceptual framework; the 61
Model; and these were further divided in to current status of public services, which include
(Inform, Interactf Intercommurricate, Individualize) and the desired status of the public e-
services including (Integrate and Involve). A subscale for the usability was added. So at this
phase, this questionnaire aims to explore the relationships between these subscales and the
five demographic characteristics, Which provides in-depth analysis of users’ perceptions‘ of
the public e-serviees by answering the following research quesﬁons:
. 15 there any significant relationship between the usability of the public e-services
and the demographic characteristics? |
e Is there any significant relafionship between the current status of the public e-
services .and the demographic characteristics?
e Is there any significant relationship between the desired status of fhe public e-

~ services and the demographic characteristics?
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Moreover, since the research was conducted in a.different context and the main purpose of
it was to evaluate the public e-services depending on a conceptual framework, the 61 model,
some modifications on the WebQual 4.0 was undertaken. WebQual 4.0 is a well established
technique and highly validated instrument that can provide both wide- and fine-grained
measurements of organizational Web sites. However, we do not think, to the best of our
knowledge that it has been used in terms of factor analysis. It is based on quality function
deployment and has been extensively used (Barnes & Vidgen, 2003; Eleanor T. Loiacono
et al. 2007). Basiéally it is looking at the quality of websites, but we extended it or
modefied it to be used for invistigating users’ perceptions of e-services. WebQual 4.0
originally consists of 23 questions, however some of these were adapted for the
questionnairé utilised in this research, specifically, questions numbers: [3, ‘4, 59, 14? 16,
17, 18, 19, 20, 21, 22, 23, 25, 26] were adapted with slight modification on some questions.
However, some questions were added dvepending on extensive literature review, and, more
specifically, depending on the developed conceptual framework, these questions are: [1, 2,
6,7, 8, 1‘0, 11, 12, 13, 15, 23, 27, 28, 29, 30, and 31]. The final modified version of the
users’ questionnaire that was used in this research consists of 31 items. Moreover, the
original instrument recorded responses on a seven-point Likert scale. This study used a
five-point scale to encourage a complete response and provide more flexibility in analysing
the data. Respondents were asked to express their agreement or disagreement with the item
through selecting one of the following: strongly agree, agree, neutral, disagree, or strongly

disagree.
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5.5.1.2 Providers' Perception of Public E-sgwices Barriers

The second questionnaire that was developed aimed to identify the main barriers that hinder
.the implementation and the development. of the public'e-éervices._At thisvph'ase of the
research, the questionnaire aims at identifying and classifying the prevalent e-services .

barriers according to their order.

The questionnaire was adapted from the Oxford Int_ernét Institute’s Online Survey of
Barriers to eGovernment (2005). The original instrument is divided into six sections; each
section represents one type of barrier (e.g. technical, economic, organizational, etc.).

- The questionnaire was adapted in its original format but with the addition of the following
questions that WOuId best suit the context of the research: [8, 9, 15, 16,17,18,19, 20, 27, and
30] a copy is .included in appendix D. For sample distribution and> frequencies (see

appendices E & F). .

5.5.2 Interv_iewS

Interviews are a systematic way of télking and listening to people, aﬁd are andther way to
collect data from individuals through conversa‘tionsA (Zikmund, 2003). Semi-structufed
interviews were employed m this research as a 'complementary and supportive mode of
enquiry. This kind of interviews allows the researcher to gef further details and discussion
concerning the issue undér Study. It is, in faét, preferable to the structured interviews that
do not give the researcher any space of freedom to deviate from the questions prepared

_beforehand, and to discuss any issues that might arise during an interview (Bryman, 2008).
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The issues that were to be discussed during the interviews were prepared beforehand

through an initial analysis of the questionnaire. However, since the interviews are semi-
structured, flexibility of the issues addressed was guaranteed. Nine in-depth recorded
interviews were carried out. Five interviews were conducted with public e-services’ users,
while the rest of the interviews (four) were carried out with the providers of the public e-
services. Key themes, issues, and quesfions were identified and used to gain more
knowledge and validate the results of the questionnaires. Various issues were covered
during the interviews, and these include: promoting the public e-services, impediments to
public e-’services, and the actual and desired vstatl.xs of the public e-services. Although, t.he
interviews were small in number, they proved to be very useful in supplying an explanation
of the quantitative research findings. | |
Through interviews, the researcher is given an opportunity to understand the social world
- because the researcher can probe for views and opiﬁions of the interviewee into a given
situation (Bryman, 2008). However, interviews havé some drawbacks such as: the
respondeﬁts being influenced by the interviéwer' presehce; and talk about irrelevant and
inconsequential issues or become ‘biased, especially, when the issues being raised involve
providing personal information, or even reluctant to provide confidential inforrﬁation ’
(Zikmund, 2003; Bryman, 2008). However, these drawbacks were not applicable in this
research sinceithe issues that were discussed were general and had no personal relevance to
the interviéwees. Moreover, the issues were conﬁned to the key themes investigated in this -

research through conducting the semi-structured interviews rather than unstructured ones.
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5.6 The Sample

Since this research aims to investigate the perceptions of both users and providers of the
public e-services; the sample for each stakeholder differs. The one for the users was d;awn
from a list of Jordanian universities, community colleges and Internet Cafes because it was
believed that the étaﬁ' and ithe studevnts at these educational institutions, andA the citizens at
- the Internet Cafes have the skills of the ICT that enable them to use the public e-services,
and, therefore, to answer the research Questions. Moreéver, the slogan of the MoICT (The
: Mihistry of Information and Communications Technology), which is responsible for
fosterihg e-services’ adoption, is customer-centric or citizen-centrié approac.h to e-services’
_ provision (MoICT, 2006a). Yet, the potential users’ perceptions of the public e-services -
have not been taken into consideraﬁon. This fai_ct provides a strong motivation to investigaté

the perceptions of the users to whom these e-services are directed.

Whereas, the sample that represents the providers was drawn from a list of Jordanian public
services ‘organizations. The employées of the department, which is responsible for
providing public e-services in each organization or ministry, were chosen as the most
suitable ones to fill out the second questionnaire since they ha\l'e direct contact with users of
the public e-services. Therefore, theif perceptions concerning the barriers that hinder the
implementation and the development of the public e-services should be taken into

consideration.

The diversity of both samp]és ensures that a good representation of both users and
providers from different geographical areas is achieved. This, in fact, was done through two

stages of sampling for each group of stakeholders. The first stage was to choose the
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educational institutions and the public organizatiens, where the study can be conducted.
This was made through the use of stratified sampling, a method that is used when there are .
a number of distinct subgroupﬁ_, within each of which it is requifed that there is a full
representation. A stratified sample is constructed by classifying the population in sub-
populations (groups or strata), base on some well-known characterietics of the population,
such as age, gender or socio-economic status. Then, a sarﬁple is drawn ﬁofn within these
strata (Black, 199\9). Accordingly, the sampling frame is the complete list of clusters rether
than the eomplete list of individuals within the populations. Based on this, and considering
the geogfaphical distribution of the educationel institutions, Internet Cafes, and the -public
orgarﬁzations, educational institutions and Internet Cafes were selected from different
clusterls that represént variety of educational Ievels and geographical areas to conduct the
users’ survey in, whereas organizations were also Aselected from different clusters that
represent various types of public services and geographical arees. The representativeness of
the two samples ensures that the results of the study can vbe generalized beyond the two

selected samples of the users and the providers.

- The second etage iﬁvolved-the selection of the participants th0 were expected to take part
in the study. At this stage, simple random technique was used and data was collected
randomly from students and sfaff_ef educational institutions, an& users from Internet Cafes
the same applied to providers of the e—services in public organizations. A total of 500

questionnaires were distributed to the users and 450 were collected from the same group.
Whereas 550 questionnaires were distributed to the providers and 484 were collected. This
represents a relatively high response rate for both samples (88%) and (90%) respectively.

(see appendix D for frequency and coding of demographic characteristics).
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5.7 The Analysis of Data

The ahalysis process was undertaken based on a theoretical framework that includes five

levels of analysis. The first level included: éoding, entering, cleéning, and transformation of
the data collected from both users and providers. The second level included: a general

description of the parficibants according to their gender, age, level of education, expertise

with ICTs' like the internet (for both users and providers), the usage rate of public e-services

(for the users), and the level of progress of e-govérnmeht within the organization ( for the -
providers). The third level.of analysis included: exploration of the three research questions

that are related to the users’ perceptions of public e-services concerning the usability,
| current and the desired status. This was done through the use of factor analysis, corre lations

or bivariate analysis, and error bafs.- The fourth level of analysis included: the analysis of
public e-services barriers through the use of factor. analysis, and means of extracted

bérriers. This provided answers to the research question that is related to the e-services’

barriers, their order and proportions in the research context. The final level included:

analysis of the state of play in the Jordanian public e-services. ’fhis was carried out through

the use of the 61 model as a framework that géuges the fulﬁlrﬁent of one or more facility of
the model by each of the examined public e-service. This analysis provides a solid

foundation that would account for the users’ and providers’ perceptions of the public e-

services, and it provided answers for the fourth reseérch question. The different levels of

analysis enabled the achievement of the overall aim of this research.

The identification of the relationships between different variables was facilitated through
the use of SPSS, which is one of the most common and powerful packages for statistical

analysis of data (Field,. 2005). ‘SPSS‘ 15 was used to analyse data from the two .
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questionnaires. It proved to be very useful in all levels of analysis within the séope of this

research.

However, no statistical method was employed to analyse the interviews. Data from the
interviews were transcribed, translated from Arabic into English, and then classified
according to major themes they covered. Important inferences from these themes were used

to provide an explanation and validate the quantitative findings.

5.8 Ethical Considerations

Ethical issues were taken into consideration throughouf all the stages of this research, and
particularly, during the survey phase of this research. Ethical considerations relafe to the
propér conduct of the research process and are critical for any research (Bryman, 2008). It
is generally accepted that they should usually be considered as pért of a researcﬁ design
(Black, v1999). Furthermore, 1t is considered that each person involved in research has
certain roles'and responsibilities.‘ There are certain rights aﬁd obligations of the researcher.
While researchers should maintain high standards to ensure that data is accurate, and they
should not misrepresent data, they are :also required to protect the right to confidentiality of
research participants (Zikmund, 2003). Thus, it is conéidered thét the primary ethical
consideration of researchers is to protect participalting organisations and individuals from
any possiblé disadvantages or adverse consequences that mz;y result from thevresearch
(Black, 1999; Zikmund, 2003; Bryman, 2008). In this reseérch, for the survey, there were
ethical statements in the covering sheet that was attached to the questionnaire. The
respondents to the questionnaire were assured that their responses would be kept

confidential. The participants were not asked to provide their names or that of their
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organizations; this ensures anonymity. Individual differences concerning the questionnaires

understanding and interpretation were respected. The acknowledgment of ethical practices

has enhanced the quality of this research.

5.9 Conclusion ,

* This chapter established the research methodology of data cdllection to answer the research
questions identified earlief (see chapter 4- Research Conceptual Framewbrk). This research
is mainly deductive and involves the use of quantitative methodology as a primary mode of
enquiry. The issue being researched was the main factor that determined the best method to
gain our data. Questionnaire survey method was used to achieve two objectives:
identification of users’ perceptions' of the public e-services’ status, and identification of
providers’ perceptions of public e-services’ barriers within the research context. Qualitative

, approach was also employed ﬁsing the secondary data gained through nine interviews with
both users and providers to enrich the explanation of the quantitative findings. Moreover,

SPSS was used to analyse the relationship between the research variables.

The next chapter explores users’ pérceptions of e-services within the research context by
analysing the questionnaire that was used to identify these perceptioﬁs, and eliciting the

explanation of the obtained results.
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Chapter Six:
Analysis of Users’ Evaluation of Public E- Services

6.1 Introduction
In this chapter, the questionnaire that aims to explore the users’ perceptions of the public e-
services within the Jordanian context is analysed. This analysis will provide answers for the

research questions that were proposed in chapter 3.

The analysis is conducted on two levels. The first is based on the use of factor analysis, and
aivms to fdentify dimensions that are related to g-service usability and the “different
dimensions that constitute the proposed 61 maturity model as discussed in chapter 3. The
* second level is based on bivariate analysis, which provides an indication of the relationshii)
or the correlation between the independent (demographic) variables, and the dependeht
variables. Fihally, an interpretation and discussion of the results are also provided by the

end of this chapter:

Figure 6.1: Main analysis process of users’ evaluation of e-services

- Factor Bivariate Interpretation -
Analysis - > Analysis > & Discussing
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6.2 Factor Analysis

Factor analysis (FA) is a technique fof identifying groups or clusters of variables, it is used
to understand the structure of a set of variables by reducing a data set to a miore manageable
size while retaining as much of tﬁe original information as possible (Field, 2005). In other
words, it is used to identify items that represent each dimension in the qucstio;maire
whether a mafurity stage of usabilify dimension(s) in this research. This is based on the
identification of the patterns that underline the correlation between a number of variables
(fhe 31 items that assess the public e-services), which enables reducing a data set from a
group of interrelated variables into a smaller set of factors according to their correlations
(Field, 2005). Consequently, the exfracted (artiﬁcial)_dimensions or factors that- represent
all the items (variables) of the que'stionnaire can be used in any subsequent analySis

(Bryman, 2008).

‘Factor analysis can be classified into two types according to its purpose: (a) Exploratory
factor analysis where the purpose is to identify the underlying dimensional structure, if any,
of a set of measures. (b) Confirmatory factor analysis where the researcher states what he/

she expect to find before doing the analysis (Stewart, 1981).

In this research, confirmatory FA was used since we already ﬁave a conceptual framework,
or a prior dimensional sfructure, We conducted the analysis .to see if the suggested -
conceptual framework the 61 model is consistent with the structure obtained in a particular
set of measures, i.e. the items qf the questionnaife.. Overall, confirmatory factor analysis
was used to achieve two primary objectives: the first was to achievq technical efficiency of

data reduction, which enables us in this research to present a summary of the relatively
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large data set that is composed of 13,950 pieces of data which consists of 450 participants
each with 31 questions. The second objective was to identify a broad brush measure
~termed: the usability dimension and the more detailed measures termed: the six maturity

stages dimensions.

The extracted dimensions that represent both the usability and the 61 stages have Been used
in a su.bs‘equent analysis to find out any significant relationship between them and the
demographical chéraéteristics of the public e-services’ users. Clu;fering of the items in
dimensions was based on their correlation with other items within the same dimension. For

exarﬁple, items that load on the stage named integrate were supposed to measure Integrate

stage in the 6] maturity model and so on.

In fact, there are two approaches to locating underlying dimensions of a data set: factor
analysis and principal component analysis (Field,'2005). However, Stevens (1992) has
demonstrated that with 30 items or more, the two techniqﬁes generate basically idenﬁcal
- results when ﬁsed. In the cése of this research, the questionnaire includes 31 items which
makes the use of any of the previous technique (factor anaiysis or principal component
analysis) the same. However, FA has been used in this particular analysis to refer to the
genéral guiding method of analysis, while principal cbmponent analysis is, in this research,
an outcome of the factor analysis. The overall outcomes of FA include one usability
dimension and six maturity stages dilﬁensions. The next sectioﬁ discusses the extraction of

these dimensions.

There are several frameworks for the purpose of design and evaluation of e-services. They

strongly emphasise different levels of coinplexity and maturity of e-services, however, they
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are driven from an organizational point of view (Albinsson et al., 2006). We, however,
“question whether this is what different users of e-services consider as important quaIities.
Thus, we develop a questionnaire with 31 items that assesses e-services from users’

perspective.

The extraction of the research’s dimensions using factor analysis was conducted in four

stagés, see figure 6.2.

- Figure 6.2: Stages of factor analysis to extract dimensions from the data

Factor Analysis

Reliability Principle | Scree Plot Factor
Test Component” | - ' Rotation
' -analysis '

6.2.1 Reliability Test
To assure that the items of the questionnaire that is used in this research form a reliable
instrument, a test of internal reliability and validity was conducted. This test is Cronbach’s

alpha test, which is the most_ common measure of scale reliability (Field, 2005). Cronbach’s
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alpha test is a reasonable indicator of the internal consistency of instruments that do not

have binary (yes, no) answers, but have or involve the use of scales (Black, 1999).
Accordingly, it was used to measure the internal consistency‘ Qf the items that measure the
maturity stages and the usability of the public e-services based on the average inter-item
correlation to assure that all items are homogeneous and highly correlated; wﬁich means
that alpha (o) can reach values of 0.80 or above (Bryman & Cramer, 2008). According to
this test, alpha (o) = 0.81 for the questionnaire used for data collection of our research, |

which was considered as an acceptable level of internal reliability.

'6.2.2 Principal Component Analysis
The correlation between each item and the total score of its dimension was obtained
through the examination of the component matrix using principal ‘component analysis,
which is a technique that is used to combine two or more correlated variables into a single
factor (Corston & Colman, 2003). So it reduces redundancy in the data by idéntifying and
combining those items that are highly correlated into a new factor which suggests that these
items constitute that factor or that they could be aggregated to form a factor (Bryman &

Cramer, 2008).

This method is part of factor analysié output and 'prov_ides the Io‘ading of each item on the
general dimension. It also assesses the suitability of each item for measurement of its
4identiﬁed dimension; which means it clusters items into dimeﬁsions; therefore, it may
suggest the e]iminationAof some items. However, loading represent the strengfh”of each
item in defining the factor- in this case usability a;1d maturity stages dimensions- (Miller et

al, 2002). -

115



Chapter 6

Accordingly, the higher the loading of the item is, the more important it is in measuring its
dimension. All loading less than 0.20 have been selected for possible elimination; the
selection of 0.20 as a salient loading is supported by the relatively large sample size (450

participants) used in this research (Green et al., 2000).

All the itenﬁ that measure the seven dimensions (usability and maturity stages) were found
to have higher loading than 0.20 on the general factor that represents these dimensions.
Table 6.1 shows the factor values ranging from 0.345 to 0.835, whichv means that all were
significantly above 0.20. Accordingly, no eliminatio‘n of any of the iterﬁs, which form the
questionnaire, was needed; this confirms that all the items do represent these extracted .
dimensions.

Table 6.1 represents the loading of the 31 items on the gener.al factor (usability and the six

maturity stages).
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Component Matrix a

the
General
. Factor
1 Q1) .816
Q2) 816
(Q3) 813
Q%) 845
(Q5) 822
(Q6) _ 569
Q7 : _ 558
(Q8) 625
Q9) : 581
(Q10) 533
Q11) 531
Q12) . .541
(Q13) . 404
(Q14) ‘ 813
Q15) . o .804
(Q16) 832
Q17) : 816
Q18) - 815
(Q19) 812
(Q20) . 835
Q21) .810
Q22) ' . .664
(Q23) 587
Q249) ' 542
(Q25) : 671
(Q26) » C 652
Q27 - 703
(Q28) - 677
Q29) - A 672
(Q30) 679
Q31) . , 345

Extraction Method: Principal Component Analysis
a. 7 component extracted.

Table 6.1 Loading of items that represent e-services maturity stages’ dimensions, and
usability dimension

6.2.3 Scree Plot

To determine whether all factors are to be retained in an analysis or not since it is usually
the case to retain only factors with large eigenvalues (Field, 2005), and to decide whether

an eigenvalue is large enough to represent a meaningful factor we use a graphical scree plot
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technique, which is visual criteria that shows a break between the steep slope of the initial
factors.and the gentle one of the later factors (Iéryman & Cramer, 2008).“Thus, if helps in
determining the nurﬁber of factors to be extracted by considering the cut-off point for the
factors® selection at the point of inflexion of the curve. In other words, the factors to be
retained are those which ]ié before the point at which the eigenvalues seems to level off
(Field, 2005; Bryman & Cramer, 2008). However, the choice'of these. factors is also based
on previous theoretical knbwledge, and on the assumption that with é samﬁle of more than
200 participants (45»0 in this research) the scree plot pfovides a fairly reliable criterion for

factor selection (Stevens, 1992).

Figure 6.3 represents clearly the extraction of seven factors before the plot starts to flatten

or straighten out.

Figure 6.3: Scree plot test — seven dimensions

Eigenvalue

12345678 91011 1213141516171819202122232425262728293031
Component Number
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6.2.4 Factor Rotation

- Factor rotation is another technique which is often used to support the scree plot results in
deciding which factors are to be retained (nyman & Cramer, 2008). It is also uged< to
simplify the factor structure and interpretation as well as to make it ‘more meaningﬁll.
More specifically, fagtor rotation is a technique used to discriminate between factors. In
other wbrds, when the initial extraction of the factors suggests the existence of two or more
facfors, which is cohsistent with the extraction of the seven factors that represent the
maturity stages and the usability in this reéearch, rotation becomes nécéssary to provide a
clearer separation of the previous factors (usability and maturity stages) in order‘to. increase
the interpretability of them. Varimax rotation method was used in particular; ‘it proved.to be
very productive as an analytical approach in obtaihing uncorrelated (Orthogonal) rotation
which produces factors that are unrelated to or independent of one another, in Which the
meaning of the factor is determined by the items which load most‘ highly on it (Field, 2005;

Bryman & Cramer, 2008).

- However, items or variables which correlate with less than 0.3 with a factor are omitted
from consideration (Bryman & Cramef, 2008). The rotation of maturity stages and usability .

| factors re&uced the overlap between thelm‘aturity stages and simplified the interpretatiqn of
the extracted stages, and it also confirmed the existence of the usability dimension.
However, no significant differences were found when using (Oblique) or correlated factors

method of rotation.

" Table 6.2 represents the results of the loading of each item (variable or question) on its
factor. It means that these items under usability are clustered together beéause_ they could

be measuring aspects of the usability. The same can be said about the other items
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(questions) which are also clustered under each stage of the 61 model, because each group
of them is measuring the aspects which are related to the stage it belongs to. In other words,
the loading of every item or variable in its stage is presented to clarify the relative

importance of each item in measuring its dimension i.e. the usability and the 61 stages.

Rotated Component Matrix?®

Usability and E-Services Maturity Stages

Service .
Usability | Inform | Interact | Intercommunicate | Individualize Integrate Involve

Q1 [.907
Q2 | .907
Q3 | 904
Q4 | 917
Q5 | 888
Q6 777
Q7 858
Qs | .811
Q9 - ].833
Q1o 779
Q11 774
Q12 » o 763
Q13 : 582
Q14 817

Q15 835
Q16 843
Q7| 835
Q18 .826
Q19 | .857
Q20 849
Q21 818 . v
Q22 733
3| 784
Q24 801
Q25 814
Q26 755
Q27 812
| Q28 787
Q29 ‘ ' 877
Q30 ' _ 902
Q31 ‘ ' : 465

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a Rotation converged in 6 iterations.

* Table 6.2 Loading of each item on its maturity stage and loading of five items on its usability
dimension.
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6.3 Confirmatory Factor Analysis Outcome

We can see from the outcomes of the confirmatory factor analysis that seven factors have

been identified.

‘The first is usability (Q. 1, 2, 3, 4, and 5), which is a factor that we see as a broad brush

perception of the effectiveness of the e-services (see table 6.3)

Service Usability

1. | can easily find the public e-service | need.
2. | find the sites easy to learn to operate.

3. I can easily use the public e-service.

4. | find the sites easy to navigate.

5. | find the sites easy to use.

" Table 6.3 Classification of the items that represent public e-services’ uéability

The remaining six factors that have been identified can be categorised into two parts. First,
those which represent the current status: Inform, Interact, Intercommunicate, and
individualize (see table 6.4). These six identified factors are in consistent with the

dimensions of the proposed model.
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Inform Interact Intercommunicate Individualize
14. The sites provide | 6. Phone/fax 22. | can update.
accurate information. | support was records online. 10. The sites provide

15. The websites
provide up to date
information.

16. The sites provide
believable
information.

17. The sites provide
timely information.

18. The sites provide

| relevant information.
19. The sites provide
easy to understand
information.

20. The sites provide
information at the
right level of detail.
21. The sites present
the information in an
appropriate format

readily available
when online help
was insufficient.
7. | can easily
download an
application form.
8. I can easily get
a feed back about
the e-service
when | need.

9. The sites make
it easy to
communicate with
the organization.

23. It feels safe to
complete
transactions.

24. | can easily fill a
form online.

25, My personal
information feels
secure

26.Services will
always be carried out
as promised.

the information in
different languages
(Arabic, English).

11. The services are
tailored to meet my
exact needs.

12. Getting pre-filled
forms where data
about me is already

filled is available.

13. Thereis a

_possibility to create

a short cut to the
often used e-
services.

Table 6.4 Classification of the items that represent the current status of public e-services

Second, those that represent the desired status:

Integrate and Involve (see table 6.5)

Integrate

Involve

27. I would like to be
able to issue
certificates online.
28. 1 would like to get
seamless services in
one-stop shop.

engaged

the e-participation.

making and policy
shaping. ,
31. 1 would like my
comments to be
considered and to

29. | ' would like to be
in forums,
debates that promote

30. I would like to be
involved in decision

have an impact on the
presented e-services.

Table 6.5 Classification of the items that represent the desired status of public e-services
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6.3.1 Current and Désifed Status

We divided the e-services within the research context into two categories, as presented in

the previous section. However, here we explain what is meant by each category. The

current status of the e-services is part of the 61 model and here it represents the actual state

of the e-services within the research context. It identifies the available facilities that each e-

service provides to the user, whereas the desired status, which is also part of the 61 model,

représents what is not available in any of the provided e-services, and what users would like

to have in the future. A summary of the characteristics of each stage within the two

categories is presented in table 6.6.

State

61 Model Stages

Characterization of e-services

Current

Inform

Provides content that infoﬁns the user, ranges from
formal, limited static content to dynamic specialized and
regularly updated information.

Interact

Two way communication in which interaction flows
between government and users via ICT features range

| from downloading information to email communication

possibility “using security technique like keys
password...etc.

Intercommunicate

Carry out and complete transaction online. This may range
from filling and updating forms electronically to processing
payments and issuing of certificate. A complete chain of
activities or transaction.

Individualize

Allows users to be identified and /or services to be
personalized, so that services that are offered are tailored
to the individual’s needs.

Desired

Integrate

Combine different separate services ranging from
clustering of common services to a unified and seamless
service (So that the parts are hidden from the user)

Involve

Promotion of citizens’ participation and empowerment.
This can range from survey to voting to focus groups, and
opinion polls. This could have either direct or indirect
influence on decision-making and policy shaping.

Table 6.6 E-Services’ Characteristics according to the 61 Model

The next section presents the analysis of users’ evaluation of the e-services in Jordan.
y
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6.4 Bivariate Analysis

Bivariate analysis or correlation andlysis is an analysis that shows or measures a éupposed
linear relationship between two variables by showing the strength and the direction of the

relationship between these two variables (Kinnear & Gray, 2008).

In this résearch bivariate analysis was employed ﬁsihg SPSS to iaentify the correlations
between the four demographic characteristics and the seven identified factors. As gender is
classified into two discrete group (male and female), difference, not correlation, between:
these groups and their evaluatiqn of the public e-services should be assessed. Accordingly,
error bar graph was used for that purpose. »

However, the bivariate analysis was carried out in three phases. One phase for each factor:

(D For Usability and ‘each of the four demographic characteristics (education level, ICT
expertise, usage rate of e-services, and age). .
(I0) For the four current stages (Inform, Interact, Intercommunicafe, Individualize) and each
of the fouf demographic characterist.ics (education level, ICT expertise,'usage rate of e-
.services, and age). |
(III) For the two desired stagés (Integrate, Involve) and each of the four demogréphic

characteristics (education level, ICT expertise, usage rate of e-services, and age).

However, in relation to the level of association between variables, we followed
Field (2005) who suggests that when r is 0.1, it represents a small correlation,
while when r is £0.3; it represents a moderate correlation, and finally when r is

+ 0.5, it represents a strong correlation.
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Moreover, whilst the testing in some cases revealed a statistically significant
level correspoﬁding to significance at 0.05 or highly significance at 0.01, the
value of r is what actually determines the strength of the association. This will

be demonstrated in the analysis that follows.

6.4.1 Usability and Demographics
Our first research question is concerned with the usability of the e-services. The usability
will provide us with an overall picture or a broad brush of users’ perceptions of the e-

services within the research context. So our first research question was:

“Is there any signiﬁcant relationship between the four demographic characteristics and

the usability of the public e-services?”

Table 6.7 shows the results of the bivariate correlations, which was conducted to find an

answer to this question.
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Correlations
' Usability
Education level Correlation Coefficient -.234*
Sig. (2-tailed) .000
ICT expertise Correlation Coefficient -.064
Sig. (2-tailed) 178
Usage rate of e-services  Correlation Coefficient -.021
Sig. (2-tailed) - 663
Age- group - Correlation Coefficient : -.329**
Sig. (2-tailed) .000

S Correblation is significant at the 0.01 level (2-tailed).

Table 6.7 shows correlation between the usability of the e-service and the demographics.

Table 6.7 shows that the variables usability and education level have strength of staﬁstical
association thét corresponds to a small correlation, even though this appears to be a highly
statistical significant level. The same also applies to the variablés usability and the age-
group, where there is Stréngth of statistical association that corresponds to moderate
correlation. |

The result abo.ut the age group is not quite‘unexpected for it could ’be argued that mature
people tend to‘ be more discerning. However, in the research context, this could suggest that
mature people ar.e having higher expectations, as one respondeﬁt stated:

“To consider the usability of the public e-services efficient and sufficient, it should take
into consideration social and cultural need of all. For example, e-services should be named
and given ‘addresses’ that are natural to the users. The usability of the e-service must
achieve an inclusion of all the society members especially the elderly and those with
disabilities” :

However, there are also studies (Becker, 2005; Choudrie & Ghinea, 2005) that support
what the findings of this study suggest that mafure people usually find usability of e- |
services poor. Nevertheless, the negative significant relationship between education level |
and the usability contradicts ﬁhdingé of a study by (Choildrie & Ghinea, 2005) where they

find that there is no relationship between the educational background and the e-services _
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usability. We would once again argue that higher education levels could lead to higher

expectations.

6.4.2 Current Status and Demographics

To aséess tﬁe current status of the public e-services, each time a research question was
proposed to find out any significant reiationship between the four current stages of the 6]
‘maturity model (Infqrm, Interact, Intercommunicate, and Individualize), and the

demographics. So our second research question was:
“Is there any significant relationship between the Inform stage and the demographics? ”

Table 6.8 shows the results of this analysis.

Correlations

: Inform
Education level Correlation Coefficient .102*
Sig. (2-tailed) .031
ICT expertise ~ Correlation Coefficient -156*¢
: Sig. (2-tailed) .001
Usage rate of e-services Correlation Coefficient ‘ -.076
Sig. (2-tailed) . .108
Age_group ‘ , Correlation Coefficient -.016
: : Sig. (2-tailed) : 729

** Correlation is significant at the 0.01 level (2-tailed)
* Correlation is significant at the 0.05 level (2-tailed)

‘Table 6.8 shows correlation between Inform and the demographics

Table 6.8 shows a significance level for users with higher education and those with better
ICT ; however, both have a small association with the Inform stage; i.e. perceiving the

current e-services to be informative.
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~ Actually, one highly-educated respondent describes this by stating that:

“Most of the Jordanian e- governmental websites’ information is up to date, and dynamic,
although few governmental websites are still hanging at the static level of the web presence
of the e-government.”

However, no statistically significant relationships were found between the Inform stage and

both the usage rate and the age-group which needs further research.
In relation to our third research question:
- “Is there any significant relationship between the Interact stage and the demographics?”"

- The same analysis, bivariate correlations was employed.

Correlations

Interact
Education level Correlation Coefficient ' -.155*
) Sig. (2-tailed) : .001
ICT expertise Correlation Coefficient -.362%*
C Sig. (2-tailed) .000
Usage rate of e- Correlation Coefficient .200°*
Government website Sig. (2-tailed) .000
Age_group Correlation Coefficient -.073
Sig. (2-tailed) 122

** Correlation is significant at the 0.01 level (2-tailed).

Table 6.9 shows correlation between Interact and the demographics

Table 6.9 shows high levels of significance for users with greater educational level and ICT
expertise; however, the strength of association is small to moderate where they have

unfavorable perceptions of the Interact of the e-services.
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Once more, the education-level seems to be the common factor between what we have
discussed so far. This time we have a total agreement of unfavorable perceived level of

satisfaction of both usability and Interact.

However, the table ‘a]so shoWS that users with vhigher usage rate of e-services have a
statistical level of éigniﬁcance that corresponds to a small association with the Interact
stage. An explanation of this could be that with increased use, they overcome what ever
difficulty arises; having no other alternatives; they become more accustomed and more
forgiving in that they allow room for errors or deficiencies. However, this needs further

exploration.
However, no significant relationship was obtained between the Inferact stage and the age-

group which could also suggest further exploration through qualitative research.

"The next current stage is Intercommunicate, to assess the perceived level of satisfaction of

Q

the Intercommunicate stage of the e-services, we proposed this research question:

“Is there any. significant relationships between the Intercommunicate stage and the

demographics?”
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Correlations
‘ Intercommunicate
Education level Correlation Coefficient -.166**
: Sig. (2-tailed) .000
ICT expertise Correlation Coefficient -.278%*
Sig. (2-tailed) -000
Usage rate of e-services  Correlation Coefficient .079
. Sig. (2-tailed) ] .096
Age_group Correlation Coefficient -.048
Sig. (2-tailed) 311

** Correlation is significant at the 0.01 level (2-tailed).

Table 6.10 shows correlation between Intercommunicate and the demographibs

Table 6.10 shows significant level for users with greater education level and better ICT
expertise; however, both have a small association with the Infercommunicate stage where
they have unfavourable perceived level of satisfaction of this stage. However, the trend in
this stage is totally the opposite of the one in the Inform stage. This could suggest that users
might become more critical when their expectations of the e-services increase.

That is probably emphasised by what one of the participant, who has excellent ICT
- expertise stated:

“Conducting financial transactions online is a milestone in the e-services development, yet
such highly secured and complicated transactions are not deployed, the need to address
issues like the digital signature, privacy of personal information, and security of financial
transactions are still hampering the potential progress of the e-services that this stage
might bring about.”

And another one stated that:

“In Jordan we have been talking about e-governmént services for really long time. And still

there is not much talk about on the ground especially when it comes to financial
transactions.” :

However, no significant relationships were found between the intercommunicate stage and

the rest of the demographic characteristics (usage rate of e-services, and age-group).
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. Returning to our research questions; the fourth questions was: -

“Is there any significant relationships between the Individualize stage and the

demographics?

Table 6.11 shows the results of bivariate correlation analysis:

Correlations
Individualize

Education level Correlation Coefficient . -.092
Sig. (2-tailed) .051

ICT expertise Correlation Coefficient .033
Sig. (2-tailed) .485

Usage rate of e-services Correlation Coefficient -.023
Sig. (2-tailed) , .634

Age_group Correlation Coefficient- -.003
' Sig. (2-tailed) .942

Table 6.11 shows correlation between the Individualize stage and thevdemogra.phics.

Table 6.11 clearly shows no significant relationships betWeeﬁ the Individualize stage and
the four demographic characteristics (Education level, ICT expertise, usage rate of e-
| services, and ;atge-group). This might suggest that users may not see it as an important
criterion, éince the insufficient usage has not yet led to raise expectations of Individualized
ser;Iice. Moreover, we believe that the shift towards personalisation needs further research.
To sum up the evaluation of the current status of the e-services within the Jordanian
context, the analysis indicates that there is an overall small fo moderate suggested trend or a
recufrent patterh; this trend is associated with the cohort who has higher level of education
and ICT expertise. A classification of this tfend is that while they both have shown a
favourable perceived level of satisfaction of the Inform stage of the e-services, fhey show
unfavourable perceived level of satisfactioh of bqth Interact and Intercomnéunicaie stages.
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Moreover, all groups show no significant relatibnship with the Individualize stage of the e-

" services in the research context.
6.4.3 Desired Status and Demographics
At the following two stages, we are changing our focuses because the questions will
ascertain what users require or desire from the e-services, rather than what they are
currently having and assessing. So our fifth research question was:

“Is there any significant relationship between the Integrate stage and the demographics?”’

Another bivariate correlation analysis was used. Table 6.12 illustrates the results of this

analysis.
Correlations
Integrate
Education level ' Correlation Coefficient .131%*
Sig. (2-tailed) .006
ICT expertise Correlation Coefficient .085
‘ ' ' Sig. (2-tailed) . 071
Usage rate of e-services Correlation Coefficient - -.025
Sig. (2-tailed) .600
Age_group Correlation-Coefficient ) : .104¢
: ' Sig. (2-tailed) .027

** Correlation is significant at ihe 0.01 level (2-tailed).
* Correlation is significant at the 0.05 level (2-tailed).

Table 6.12 shows correlation between Integrate and the demographics

" Table 6.12 shows a significant statistical level for both mature users and those with higher
educational level; however, the strength of the association with the Integrate is small, in
which it could suggest a favourable desire for the Integrate stage, but once again this needs

to Be explored further.
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.'The results abouft the highly educated and the more mature willingness to have integrated e-
services could .be explained by the fact that integrated é-services bring about a convenient
use; i.e. a better quality of service when all the different e-services are conducted from one
place or a portal without the need to lpok for the different orgaqizations that offer .these
services. Hence, e-services definitely become simpler and more effective through

integration. This is also confirmed by the opinion of one participant who stated that:

“Collaboration between public sector organizations to reach a particular target group,
especially the mature people would be very effective.” ‘

However, there are no statistically significant relationships between the Integrate stage and

the other dembgraphic characteristics (ICT expertise, usage rate of e- services).

Our next proposed research question is concerned with the second aspect of the desired e-
. services, and it was:
"Is there any significant relationship between the Involve stage.and the demographics?”

A bivariate correlation was conducted. Table 6.13 shows the results of this analysis.
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Correlations

Involve
Education level - Correlation Coefficient .096*
' Sig. (2-tailed) .042
ICT expertise - Correlation Coefficient -.004
' Sig. (2-tailed) _ .940
Usage rate of e-services Correlation Coefficient -.017
Sig. (2-tailed) ' .720
Age_group .+ Correlation Coefficient -137*
Sig. (2-tailed) .004

** Correlation is significant at the 0.01 level (2-tailed).
* Correlation is significant at the 0.05 level (2-tailed).

Table 6.13 shows correlation between the Involve stage and the demographics

Table 6.13 shows a statistical significant level for uéers with higher level of education but
with a small association for the Involve stage The desire by the highly educated to be
engaged in the public e-’services could be due to the fact that better-educated users usually
expect more direct engagement in the 'govefnment-decision-making. In addition they tend
to be already more engaged in the policy processes and see e-participation as facilitating
more informed discussion. Moreover, better educated people might be more e-participative
because Involve requires a high level of literacy. It might élso be a truism that educated
people tend tb be more politically aware and thereby participative in general. It could also
be argued that the desire to have a greater Involve in e-services is in agreement with their
perceptions of the current status in that they want to effect é change in the current e-
services through having a better role of engagement that would empower them to make the
e-services mére,consistent inth their requirements.

Clearly, the lack of interest in the /nvolve stage among the more mature people, where the
.association with the Involve stage is moderate; might be due to their lack of familiarity yvith
ICT (Choudrie & Dwivedi, 2005; Ekelin, 2007). It might also be that the more mature do
not wisﬁ to eﬁgage because they are sétisﬁed to leave it or do not believe their involvement

would be effective. However, both suggest further areas for exploration.
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- Finally, no significant relationships were obtained between Involve and both (ICT expertise

~ and usage rate).

6.4.4 Trends of the Analysis
Clearly from the results three cohorts of users stand out:
~e Those with high level of education
e Those with greater ICT expertise
e The group of users, who are more mature

- However, it should be ‘noted that the strength of the associations that

. we determined were small to moderate for what follows:

I The first cohort (i.e., those with higher levelé of education) had a negative level of
satisfaction with usability. In relation to the detailed analysis of the current stagés
they had a positive level of satisfaction with Inform; however, they had negative
levels of satisfaction with Interact and Intercommunicate. |
In relation to the desired stages this cohort had a favourable attitude towards high

quality/Integrate stage as well as towards more participation and engagement.

ll.  The second cohort (i.e., those with higher levels of ICT expertise) had no significant
association with usability, but like the previous cohort had a positive association with
Inform but a negative ‘association with Interact and Intercommunicate. However, _
unlike the "educated cohort", they did not have any significant preference for the

desired stages (Integrate & Involve)
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III.  The third cohort (i.e.; the more mature group) shared with the "educated" cohort a
negative level of satisfaction as measured by usability. However, they did not share
the trend of the other two in relation to Inform, Interact, or Intercommunicate, but did

share with the "educated” cohort the favourable level of satisfaction for Integrate.

Table 6.14 summarises the suggested trends that appear in users’ perception of the e-
services, where upward or ascending arrows refer to the users’ favourable perceptions of
the e-services, and the downward or descending arrows to the users’ unfavourable

perceptions of the e-services in the research context.

Broad 61 Maturity Model
Brush :
Demographics [ Current Status 4ls Desired Status 2is
Usability Minform . 2s T Individualize | Integrate | Involve
(Interact, ' . :

Intercommunicate)

Erl I 5 U B B2

ICT | /+7 . \:

" N 270

Table 6.14: a summary of the analysis’ trends

Our first analysis revealed that the users with higher levels of education and those who are
more mature perceive the levels of satisfaction with e-services as measured by our broad

brush measure of usability decreases; i.e. There is a negative trend.
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Detailed analysis with the current e-services offerings of Inform, Interact, and
Intefcommunicate show that the above mentioned negative trend is reflected in relation to'
the Interact and Intercommunicate stages, but for higher 'leveis of education and ICT
expertise the more detailed analysis ’clearliy provideé a richer and more acéurate picture of
rthis earlier negative trend in that the more mature; and those with higher levels of ICT
expertise and education level has a positive trend with the Inform stage, but have a negative

trend with Interact and Intercommunicate.

Further detailed analysis of the desired e-services offerings of Integrate and Involve shows
once again that higher levels of education have higher expeétation on a quality of service
(i.e. an integrated service) as well as a desired to be more engaged in the decision making.

“Yet, interestingly, the more mature appeared to be less wiiling to engage or to be involved.

The results about the Inform stage are consistent with the findings of the few studfes that
have investigate_d the public e-services in de_velop‘ing countries, for example (Akman et al., |
2005; AlAWadhi & Moriss, 2008; Bouaziz, 2008) have reported that users who have greater
level of education and ICT expertise are more likely to .use public e-services to obtain
information. However, the findings about Interact and Intercommunicate contradict the
sélfle previous studies that have also repoﬁed that the same group of individuals i.e. those
with greater education and ICT expertise are the ones to Interact and Intercommunicate
more with government using public e-sérvices. The contradiction could be justified by the -
fact that none of the studies have considered the nature and charactgristics of the Interact or
Intercommunicate of public ‘e-services and the perceived level of satisfaction of the

different users with these e- services. The findings might also indicate potential concerns of
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those with greater level of education and ICT over risks of security and privacy, which are
usually seen as crucial and salient for the implementation and adoption of the
Intercommunicate stage of the e-services in many studies, for example, (Hiller & Bélanger,

2001; Warkentin et al., 2002; Holden & Millet, 2005; Irani et al., 2006).

In relation to the desired status of e-services, no studies, to the best of our knowledge, have
examined users’ perceptions <_)f the Integrate or Involve stages. However, Siddiqi et al.
(2006) and Grimsley & Meehan (2007) consider these as new potentials that users are
seeking from their engagement with e-services; mainly: to feel more empowgred to take

charge of the e- services they use and influence policies that affect them.

6.5 Classification of E-services’ Users Using Error Bar

In order to exémine the differénces regarding the evaluation of the e-services according to
the users’ génder, level of education, ICT expertise, usage rate of the e-serviées, and age,
error baf charts were obtained. An error bar chart is a graphic that displays the mean scores
along with the 95% confidence interval of the mean (Field, 2005; Kinnear & Gary, 2008).
The use of thege graphs helps in identifying and providing ‘conﬁrmatory evidénce of earlier

results obtained.
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6.5.1 Broad Brush —Usability.

1. Education Level.

Figure 6.4 Education levels & usability evaluation error bar
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Classiﬁcation of participants according td their educational level shows that as the level of
user’s education gets higher, users consider the usability of the public e-services to be
poorer. The error ‘bar (figure 6.4) offers an explanation of the education attainmept of the
respondents’ in felation to usability; it suggests that those with the doctoré.te degrees are the
ones whose perception of the usability is the least favourable. This confirms the trend that

we reported earlier.

139



Chapter 6
IL. Age. .

Figure 6.5 Age —group & usability evaluation error bar
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Figure 6.5 shows the trend clearly: as the age of users increases, their perceptions of

usability decrease, which confirms our earlier result.

140



Chapter 6

6.5.2 Current Status (Inform, Interact, and Intercom.‘municate).

L. Education Level.

Figure 6.6 Education level & current status (inform)
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Figure 6.6 shows that those with higher degrees of education, especially (bachelors and
| masters) are the ones, who were most satisfied with the informative stage of the public e-
services. This suggests that the quality of the_information i)rovided is high. As found
earlier, the positive trend of the level of education for the Inform is confirmed as previously
' buf, interestingly, there is a “drop-off” between Masters (11.8%) and Doctofate lével
(7.8%). |
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Figure 6.7 Education level & current status (Interact & Interéommunicate)
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Figure 6.7 shows the same group of individuals, especially, those with (bachelors and
masters) were not satisfied with Interact and Intercommunicate stages of the e-services.
This may suggest that as the education increases, userS’, become more discernment, and,
thus, have greater iieeds and expecfations. As Previously our negative trend of level of
education and perceived levei bof satiéfaction with Interact and Intercommunicate is

confirmed. Once again, interestingly, there is a plateau from masters to doctorate.
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IL. ICT Expertise.

Figure 6.8 ICT expertise & the current status (Inform)
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Figure 6.8 confirms our previous results that that those with high level of ICT expertise

perceive the first stage of current status of e-service Inform to have a positive trend.
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Figure 6.9 ICT expertise & the current status (Interact & Intercommunicate)
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Figure 6.9 confirms our previous result that those with high level of ICT expertise have
critical or unfavourable perception level of satisfaction of the Interact and

Intercommunicate stages.
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6.5.3 Desired Status (Integrate, Involve).

- 1. Education Level.

Figure 6.10 Education level & the desired status (Integrate & Involve)
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Figure 6.10 shows that there is a general positive trend in that as education level increases,
there is a greater proclivity or desire to want services that are integrated and involve a

greater level of engagement as was confirmed earlier.
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I Age.

Figure 6.11 Age-group & (Integrate and Involve) evaluation error bar
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Figure 6.11 shows that mature people have a high perception level of satisfaction of

Integrate. However, the same group shows lower desire for the Involve stage. Interestingly,
" there vis a drop-off in fhe Involve stage for those between (31-40), then there is an incréase_

in those >40.

III. Gender.

As mentioned earlier, gender is classified into two discrete groups (male and female),

difference, not correlation, between these groups according to their perception of the e-

services should be assessed. This is explored in the next section using error bar.

Analysis of gender with usability and the four current stages of e-services shows that there

is no difference between males and females in the current services offerings: Inform,

146



Chapter 6
Intercommunicate, and Individualize, apart from Interact, where women appear to rate a

more positivé level of satisfaction as shown in figure 6.12.

Figure 6.12 Gender and Interact stage
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The fact that women appear to rate a more positive level of satisfaction for the Interact

stage suggests the need for further exploration.
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Figure 6.13 Gender and Integrate stage
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Figure 6.13 shows the analysis of gender with desired status. Overa.ll, there does not appear
to be a signiﬁéant di.fference between male and female for all the stages. However, the
significant difference revealed for the current stage (Interqct) and the desi.red stage
(Integrate) needs further exploration to see what the nature of the difference is. A possible
explanation or direction for investigation might be derived from a social and cultural
perspective; since males not females in the Jordanian society are usually the ones who deal
with the governmental agencies to conduct transactions, for. example, paying bills,'
“ obtaining certificates, etc., it is more likely that they look forward to changing the
traditional way of handling these governmental transéctiéns through having a one-stop;

shop via Integrate to make their task more convenient.
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There are a ‘few sfudies that address the gender differences in public e-services adoption
and uée m general in developing counfries, for exam_ple, (Akman et.al, 2005; Islain,v 2005),
both have reported that there are differences between males and females in the use of public
e-services. According to these studieé', men are most likely to ﬁse iaublic e-services than
women. However, neither study has referred to the certain stages of the public e-services,
nor they have clarified where that difference lies in’terms of the éurpose of using public e-
services. The findings qf this research suggested that differences between males and
females in the Jordanian conteﬁt can be found in two particular stages (Interact and
Integrate), which appears to suggest that those need further exploration, which could be of a

qualitative nature.

The use of the graphic error bar charts enabled having a clearer description of the
relationship between.the users’ evaluation of the public e-services and their demographic
characteristics. It also confirmed the results that were obtained earlier using the bivariate

analysis.

6.6 Summary

The »results reported in this chapter revealed that users of the public e-services in Jordan
: were satisfied lwith some of the current status of the e-services and not happy with others.
Yet, that did not prevent them from wanting better public e-services. Some usefs were also
found to have negative evaluation of the usability of the e-services.

A ;eview of the available literafure confirms that this. is the first ih-depth study within the
~ Arab countries, and‘more specifically within the Jordénian context, A report by OECD

‘(2007: 10) points out that there is “a lack of evaluation culture” of e-services within the

149



Chapter 6

‘Arab countries. This study takes a step towards that direction of creating an evaluation
culture by accounting for the users’ evaluatién of the public e-services; according to their
stages, which are suggested by the proposed 61 model. To the best on our knowledge, this
study would be the first to investigéte what is affecting the e-services’ adoption and use, not
~ for the organizations but for the users themselves. In doing so we are tackling how in

reality the e-services are designed and provided for citizen-centric approach.

Moreover, this study is also concerned with the usability as the overall way of evaluating
the level of satisfaction from again the users’ perspectives. Although, there are some
studies that address the issué of usability of public e-se'r.vices’within the Arab countries for
example (Abanumy et al., 2005). Nevertheléss, this study differs that it accounts for the
usérs’ evaluation rather than depending on different methods and tools to evaluate the
public e-services and té see whether these e-services meet the requirements of these tools.
Therefore, the findings provide a valuable contribution to the body of knowledge within the
Jordanian context. They suggest some practical and theoretical implications for public e-

services implementation and development, which are to be discussed later in this thesis.

~ The next chapter explores the barriers that hamper the development of e-services in the
Jordanian context from the providers’ perspective. More specifically, the next chapter will
look into the barriers to e-services implementation or /and development from the providers’

perspective.
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Chapter Seven:

Analysis of Providers’ Perception of E-Services
Barriers |

7.1 Intr(;duction

.This chapter presents an analysis of providers® perception of the barriers that impede the

implementation and the development of.the e- services within the Jordanian contexf. In the
first part of this éhapter factor analysis was used to assess the appropriateness of the

questionnaire that was adopted from the Oxford Internet Institute (2005), to determine the

barriers that impéde.the development of e-services from providers’ perception. Further
| analysis involved computing of means of e-services barriers and their order and proportions
according to their prevalence within the Jordanian public organizations. An interpretatibn

and discussion of the results are also provided by the end of this chapter.

Figure 7.1: Main analysis proéess of providers’ Perception of E-Services Barriers

Fai:tor | Computing of Interpretation
Analysis - Dimensions’ & Discussing

Means
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7.2 Factor Analysis

Factor analysis is a téchnique used to determine whether groups of indicators tend to cluster.
together to form distinct groups, referred to as factbrs, sometimes it is also used to establish
whether the dimensions of a measure (a questionnaire) which are expected to exist can be
confirmed (Bryman, 2008). In_ this research, factor analysis was employed for two
purposes: Firsfly, to manage in an effective and reliable way the relatively large set of data
which lis composed of 14520 pieces of data, which consists of 30 questions and 484
respondents. Secoﬁdly, to identify the barriers’ dimensions, which hinder the e-services
development within‘the Jordanian context. Figure 7.2 shows the stages of extracting thé

dimensions of e-services barriers using factor analysis.

Figure 7.2: Stages of factor analysis to extract dimensions of e-services barriers

Factor Analysis

Reliability Principle : Scree Plot Factor
Test Component . Rotation
analysis

The use of factor analysis confirmed the existence of five barriers (Poliéy, Economic,

Skills, Technical, and Organizational) suggested earlier in Chapter 4. However, to assess
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. the reliability of this questionnaire, Cronbach’s alpha test was used, (see Ch.6. section .
6.3.1), acccsrding to this test, alpha (o) which indicates the reliability of this questionnaire =
0.86. This was considered as an acceptable level of internal reliability, as the rule of thumb

is that the result should be 0.80 or above (Bryman & Cramer, 2008).

7.2.1 Five Dimensioné of E-services Barriers

The research suggested the existence of five different barriers to the implementation and
the development of e-services. These barriers are: Policy barriers in which the concern is
over legislations that do not infringe civil liberties. Economic barriers, these refer to the
shortage of resources or funds for adopting,‘implementing, and developing e- services.
Skills barriers, those are related to the lack of skilled staff and users. Technical barriers,
these are mainly concerned with the uﬁreliable IT infrastructure in public sector
organizations. Finally, Organizational barriers which are related to the government’s

business process, management strategy, organizational culture, etc.

To assess the internal reliability of the items that measure each dimension, the correlation
betWeen each item and the total score of its dimension was obtained through the
examinatfon of the component matrix using principle component anélysis. The loadings of
the items (questions) on the general factor that represents all the five difnensions mentioned
earlier, are shown in tabie 7.1. All the 30 items were found té have higher loading than 0.20
which was considered as a salient Ioading‘that is also supported by the relatively large

sample size (484 participants) used in this research (Green et al., 2000).
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Component Matrix a

The General Factor
Q1) 470
Q2) _ 416
Q3) 443
Q9 437
Q5) 449
(Q6) 597
Q7) 485
Q8) ' 432
(Q9) 413
Q10) - 611
(Q11) 627
(Q12) .480
(Q13) 544
(Q14) . .509
(Q15) 556
(Q16) 549
Q17) 384
(Q18) 531
Q19 588
(Q20) 570
Q21) 493
Q22) 572
(Q23) .529
Q24) - 584
(Q25) 647
(Q26) . 475
Q27) 560
(Q28) 537
(Q29) 526
(Q30) 570

Extraction Method: Principal Component Analysis
a. 5 component extracted. '

Table 7.1 Loading of items that represent e-government barriers.
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7.2.2 Scree plot

The next step is to decide how many factors shoﬁld be retained for the subsequent analysis.
This was done through the use of the scree plot, which helps in providing a visual criterion,
which illustrates the extraction of five dimensions before the curve begins to flatten out.

“ Figure 7.3 shows those five dimensions (five e-services barriers) that were extracted using

the scree plot technique before the curve starts to straighten out.

Figure 7.3: Scree plot test — Five dimensions.
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However, the choice of these factors is also based on previous theoretical knowledge, and
on the assumption that with a sample of more than 200 participants (484 in this research) -

the scree plot provides a fairly reliable criterion for factor selection (Stevens, 1992).
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3

7.2.3 Factor Rotation

The other technique that was used to detefmine the num.ber of the factors that should be
kept for the subsequent analysis is factor rotatioﬁ, which clarified the factors or the five
dimensions of the e-services barriers, and reduced any overlappihg between them. Itvalso
increased the interpretability of these barriers. Varimax rotation method was used first (see
Ch.6. éection 6.3.4_). However, items or variables which correlate less thaﬁ 0.3 with a factor
are omitted from consideration (Bryman & Cramer, 2008). Varimax rotation of the 30 items
(questions) that constitute the questionnaire used in this research produced five factors of e-
services barriers’. However, no signiﬁcant differénces were found when using (Oblique) or

correlated factors method of rotation.

Table 7.2 represents the results of the loading of each item (variable or question) on its
factor. It means that these items un&er econdmic barriers are clustered together because
they could be measuring econorﬁic barriers. The same can be said about the other items
(questions), Which are also clustered under each type of e-services barriers because each

group of them is measuring the same aspects which are related to the e-services barrier it

belongs to.
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Rotated Component Matrix?

E-Services Barriers

Policy Economic Skills Technical | Organizational

Q1 732
Q2 776
Q3 758
Q4| 711
Qs 725
Q6 710
Q7 756
Q8 741
Q9 |- 770
Q1o .847
1 Q11 870
Q12 _ 675
a3 ‘ : 758
Q4] ' ' o - .701
Q15 718
Q16 699
Q17 583
Q18 697

ate| : 687

Q20 07
Q21 662 '
Q22 .580
Q23 .545
Q24 .587
Q25 .875 .
Q6| : : 522
Q27 _ : .630
Q28 |- ’ 734
Q29 ) . 726
Q3o | 755

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a Rotation converged in 5 iterations.

Table 7.2 Loading of each item on its e-serviceé barrier dimension

7.3 Factor Analysis Outcome

The outcomes of this analysis confirm that five factors have been identified. They are

Policy, Economic, Skills, Technical; and Organizational.
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Policy Barriers

Economic Barriers

‘Skills Barriers

10. Public perception of
risks to privacy and civil
liberties. '

11. Public concerns over
potential for online theft
and fraud.

21. Differences in laws and
regulations across
ministries.

22. Absence of clear data
protection guidelines for
sharing of information.

23. Heightened risks of
liability.

24. Shortage of regulation -

and legislation within the
e-government framework.
25. Differences in
administrative traditions
and processes within

| JGOs.

1. Cost of implementing and
developing e-government
services.

2. Cost for government of
providing services through
multiple channels (e.g. over-
the-counter, mail, TV, phone,
SMS, email and Internet).
3.Increased costs for

governments of meeting laws -

and regulations relating to e-
government

4. Cost of training programs
in ICT in public sector.

5. High cost of internet.

6. High cost of PC.

7. Low level of Internet use
among certain groups (e.g.
relating to age, literacy,
education, etc.)

8. Low level of ICT skills
among citizens.

9. Low level of ICT skills
among government
officials.

18. Absence of local
suppliers of certain high-
end application.

19. Lack of technology/web
staff. ‘

20. Lack of technology/web
expertise.

" Technical Barriers

Organizational Barriers

12. E-government applications are difficult to use.
13. Lack of secure electronic identification and
authentication. :

14. Lack of interoperability between IT systems.
15. Lack of common entry point of government
websites.

16. Lack of a citizen centric focus of e-government
services. : )
17. Lack of infrastructure.

26. Resistance to change by
government officials.

27. Absence of coordination
between government entities.
28. Lack of political officials
support for e-government.

29. Wish to avoid changing
services that already work well.
30.Short-term policies due to
political ministers changing

Table 7.3 Classification of the items according to the e-services barrier they represent.

For subsequent analysis, and in order to represent a composite of all items loading on each

barrier, and.to avoid the representation of a single item from each barrier, the mean of all

items that measure each barrier were computed and used to examine the order and

proportions of the identified e-services barriers. Since the number of the items that measure
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each barrier differs, the use of mean instead of the total score can eliminate any bias

concerning the different number of items, which represent each barrier.

7.4 Examination of the E-Sefvi'ces Barriers

To - explore the relative importance of the aforementioned identified barriers, further
analysis was performed; this included computing of the mean of the items that represent
each barrier and comparing them together, since we were using a scale of 1-5; the

normative mean would be 3.

Table 7.4 shows the means of the identified e-services barriers. Clearly, the table shows
that all the barriers are cloéely groﬁped together around a mean of 4, which means that

there is no significant difference between them.

E-Services Barriers . Mean

Technical Barriers : , 4.17
Organizational Barriers _ 4.02
Economic Barriers ' , 4.00
Policy Barriers - 3.95
Skills Barriers : 3.93

Table 7.4 Means of E-Services Barriers

A bar chart or bar diagram was' used to allow us to see data series relationships and make
comparisons i)ased on multiple categ(;ries. The bar chart presents a column for the number
or percentage of cases relating to each category (Bryman & Cramer, 2008). In this research
it is used to plot means of the different barriers.

The baf chart (figure 7.4) provides a pictorial display of the frequency distribution for t.he e-

' services’ barriers, and illustrates the structure and the order of them within the research
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context. The results suggest that the Technical barriers are seen as marginally more
important (4.17). Though, clearly, both Organizational and Economic barriers were close:
(4.02 & 4, 00) respectively, while Skills and Policy barriers came last with (3.93 & 3.95)

respectively.

Figure 7.4: Bar Chart that shows the order of the e-services barriers in Jordan
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| Next, we presenf an explanatioﬁ of these results within the framework that we suggested
ealrlier to encompass all these different barriers: PESTO: that stands for Policy, Economic,
Social, Technical, and Organizational. This framework resemblés the PEST (Political,
Economic, Social, and Tecfmologicél) factors’ analysis framework or tool, which was
‘originally designed as a businéss environmental scan that helps to analyse the external
macro environment in which business operatés (Jan 2002; Johnson et al., 2008). In the

same way, we consider it crucial to understand the factors that will probably affect the
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development of e-services. PESTO, which stands for similar factors that'aﬂ‘ect blisiness,
with the addition of skills, Whiﬁh is absent in PEST but is reléVant to understand the
barriers to e-services-;’because the level of expertise or skill stands clearly as a strong
indicator of the quality of services, and, as has been argued in the literature of e-services in .
~ developing countriés, skills barriers are one of thé most significant barriers to e-services

implementation and adoption (Ho, 2002; Basu, 2004; Ndou, 2004; Dada, 2006).

Figure 7.5: The proposed framework PESTO in comparison with PEST
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7. 5 Discussion of e-services barriers throilgh PESTO

The aboye results identify the different e—servfces’ barriers within the research context
according to the perceptions of the providers of these e-services. The computing of the
means of these barriers shows the perceived importance of each of the barriers witﬁin the
research context. Employees of Jordanian Governmental Orgaﬁizations (JGOs) have
perceived the technical barriers to be marginally more important than the other barriers in
- impeding the e-services’ development. Other barriers have also been seen as important as
they hamper the e-services’ progress 'to different degrees, the barriers that have been seen '

" as the least in affecting e-services’ progress are the skill barriers.

However, to understand the importance of the barriers to é'—serviées’ implerrieﬁtation and
development within the Jordanian context, it iS necessary to understand that these barriers
are the outcome of different factors tﬁat affect the national strategy of e- government in
general, and consequently the provisioﬁ of e-services, in panicular. Following is a

discussion of these barriers within PESTO framework.

7.5.1 Policy Barriers

Policy barriers were fouhd to be significant within the Jordanian context. Policy can_be
defined as “a set of interventions from policymakers to policy implementers that spell out
both goals and the means for achieving them” (Nakamura & Smallwood, 1980: 13) or “a
set of ideas andvthe practical search for institutional arrangements for their realization”
(Hjern, 1987:.3). The lack of clear strategieé that would guide the process of transformation
from traditional regulations to electronic eqvironment is an important inipediment (Schware

& Deane, 2003). In the Jordanian context although the transformation of public services
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into e-services under the paradigm of e-government is supported by the political leadership
of King Abdullah I1, the government comes‘ short of translating that snpport into tangible
results. For example, the government has enacted the Electronic Transnc}ion Temporary
Law No. 85 (ETL 85) in the year 2001 (Al-Ibraheem & Tahat, 2006). This law is_épplied to
all electronic .transactions, records, and signatures, where in is decided to édopt and use
electronic means. However, this does not mean the exclnsion of the application of
traditional law. This is observed when many e-services that are related to the life cycle were
excluded from this law by insisting that they must be conducted physically, for examplé,
notifications regarding contract detachments of water, electricity and insurance, initiation
and modification of a will, and notifications of decelerations, and procedures and pleadings
- and court judgments ( Al-Omari & Al-Omari, 2006). This in effect hinders the development
of e-services that are citizen-centric. Therefore, more supportive acts, legislations, and
regulations nre still needed to facilitate change and help guide implementation of e-services

in Jordan (Al-Omari, 2006)..

Moreover, within the Jordanian context the issue of privacy intersects with security issues,
so whereas Jordanians are worried over their right of privacy when conducting a public e-
service, and how tn¢ governrnent would use their private deta.ils, the government, on the
other hand, is :concerned that the unfettered access to public information and e-services
would undermine national security, and thereby social stability as Al-Omari (2006) and Al-
Ibraheem & Tahat (2006) point out. Moreover, they consider that Jordan has missed great
opportunity to effect fhe online activities by nnt incorporating protection instruments and

principles regarding transparency, security, privacy, and protection of online activities.
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This lack of adequate online regulations of privacy and howi it undermines users’ trust of
the e—seﬁices was emphasised by a senior employee, who was interviewed, and stated that:
“If we want to increase users’ acceptance and utilization of e-services, we should address
more adequately the privacy concerns; it is the only way to build users’ confidence and
trust in e-services.” ' ‘
7.5.2 Economic Barriers
In the Jordanian context, the economic barriers were found to be significant. This is highly
justified in a country that has middle income and scarce natural sources (Al-Jaghoub &
Westrup, 2003). The ﬁnancial barriers to the development of e-service have received much
attention in the literature, for example (Ho, 2002; Irani et al., 2003; Ebrahim & Irani, 2005;
Heeks, 2006) all these studies, among others, have pointed out that the transformation of
services to e-servicesvthrough ’Fhe adoption of e-government requires a huge budgét to
install, operate and maintain the systems, pay the IT cbnsultant, and train the public
personnel. However, this is usually faced with shortage of financial allocations in the public
sector. In Jordan, this barrier becomes visible when we realize that Jor(ian is a country with
very limited resources, 95% of its government budget comes from loans and grants

(Ciborra & Navarra, 2005).

‘However, the services sectors accqunted for around 49% of GDP in 2003, wfth the IT
sector contributing: USD;$295. million, or 2.9% of GDP according to INTAJ (Int@)j, 2007),
this, however, has increased according to a recént report by The Jérdan Times (2008a)
which shows that the JOrdanlian information and communication technology revenues
accounted for 12 per cent of the gross domestic product (GDP). This could be due to the

fact that the government, which is the principal domestic client, is implementing a number
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of e-initiatives. Yet, the virtually total dependence on external funds implies a great risk;
for if the external funds decrease for one reason or another, the government will not be able
to afford the expensive expenditures of the e-services’ provision. This fact is higﬁlighted by
oneArespondent, who states that:

“Although there aré scarce financial resources in Jordan, the government has allocated a
huge budget for the e-services development, however, if the process of developing the e-
services is not managed financially well, we are at the stake of losing the trust of our
donors when they realize that all we do is in fact perpetuating the old practices of poor
project management.”

- 7.5.3 Skills Barriers

Although many initiatives have endeavored to make the Internet part of the Jordanian social
aﬁd cultural life at a national level, skill barriers were found to be a significant barrier in the
Jordanian context. Many initiatives that have been undertaken to tackle this problem, for
exampie: PC@ every home, launched in 2004 ainiing at raising Internet penetration by
removing the barrier Qf possessing a PC Bafrier especially for the deprived areas. Another
example is the Khowledge Station Initiative, launched in 2000 and its main purpose has
been to enablé segments of the Jordanian society, irrespective of their locations 6r
economic status, to acquire the necessary néw age ICT skills. Another initiative was
directed towards the public sector employee is ICT Literacy Program, which provides thé |
opportunity for the employees to be trained on worldwide proven and accredited standards
in IT education, such as: ICDL, Ca'mbridge training coﬁrse, IT ﬁJndaméntals; file
management, word processing and computer nc;tworking and the Internet ( MoICT, 2006b).
‘ Although the effects of such initiative‘s are to a certain extent tangible, the fact remains that
a huge digital divide still exists within the Jordanian contexf; this digital divide can widen

the skill barriers among the various stakeholders. One of its causes is due to the low level

of the Internet penetration among the Jordanian citizens; this is because no poliCy has been
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in place to reduce the costs of broadband Internet access (Ciborra & NaVarra, 2005).
Actually Jordan's Internet prices are amongst the highest in the Arab region because the
- government imposes a sales tax of 16% on Internet, apart-from the actual Internet prices
that depends t)n the Internet spééd' (The Jordan Times, 2008a). In é nutshell; Internet in
Jordan is available only to those who can affotd it (Jordanian Telecommunications
Regulatory Commission, 2008). This fact bg:comes understandable if we take a look at the
annual vinco‘me in Jordan. According to the latest survey that was conducted by the
Department of Statistics (Dos) between the years 2002 and 2066, the annual income per
persoﬁ, on average, is JD1, 082 (The Jordan Times, 2008b), that is .a GDP per capita of $
2.850 which is relatively low (USAID, 2007). Another survey by the .Department of
Statistics (Dos) has shown that around a third of Jordanian households have PC‘s, but only
16 per cent of these are connected to the Internet, that is only 5.7 percent of households
_access Iﬁtemet (The Jordart Times, 2007). Therefore, to a large proportion of the Jordanian
. society the Internet becomes unaffordable, which could unquestionably impede the use of
the Internet and consequently the e-services. A respondent confirmed this conclusion by

-stating that:

“The high prices of the'irtterngt are incompatible with the government tendency to create an
e-society; if the prices will stay the same, we cannot expect the public to use the e-services
effectively and constantly. The e-services use would not become part of our cultural
practices if we cannot afford it.” ' :
Another cause for the digita] divide is the lack of the necessary skills among certain groups
of people, like the ei'derly, ]anguage—-limfted persons, less-well educated (Bonham &
Seifert, 2003). All these factors could also be applicablé to the Jt>rdanian context making
the digital divide widespread and can seriously hamper the utilisation of the e-services.

Donini (2006) argues that although Jordan endeavours to avoid a growth of a digital divide
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that rests on a social, cultural, or geographic basis, the self-evident fact that such a goal
remains a simple declaratien of intents, with no binding force. This‘might‘explain why the
lack of skills is considered a barrier since socio-economic factors mean that a signiﬁcant
portions of the Jordanian citizens lack computer skills and will remain on the margins of e-

services’ use.

7.5.4 Technical Bairriers
Technical barriers were found to be the most significant barriers to the development of e-
services within the Jordanian context. Although Jordan has made promising steps in
building IT infrastructure that weuld support its adoption of e-government and provision of
e-services, such as the e-government models that were adopted by MoICT, which are well
aligned with the current mode’ls of e-govemment in Western countries (Ciborra & Navarra,
2005), there are, howe.ver, many challenges within the iT infrastructure (Al-Jaghoub &
Westrup, 2003) that would make it enother barrier. These challenges are: the problems .of
incompatibility, implement solution, system interoperability and data exchange between the

| Jordanian Ministries and the government agencies that are attached to each ministry, so
while ministries are using the latest state—of-the-art technologies, their related agencies are |
using refurbished PCs (Ciborra & Navarra, 2005). Another challenge is the lack‘ of an
adequate civilian telecommunications “backbone” network nationwide (Al-Omari, 2006).
Moreorler, the lack of' IT experts is another related issue here. Ciborra & Navarrd (2005) .
argue that the lack'ef high qualified specialists in IT in the public sector means that the
ultimate say on the design o'f‘the,infrastructure would be that of the vendors, thus any
breakdown is likely to seriously hinder the functioning of the broken e-service. In addition,
any downgrading in the level of the security of the region may provoke the sudden

evacuation of key experts and maintenance personnel, as it has recently happened with the
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Iraq war. Mofeover, Al-Jaghoub & Westrup (2003) point out that although Jordan invests
heavily in ICT education and training to produce suifable workforce for an emerging ICT
sector, this does not reflect much change because once people are trained and have géined

experience, they are attracted outside Jordan where much higher wages are available.

7.5.5 Organizational Barriers

Organizational barriers were found to be very signiﬁcant within the Jordanian context. Like
. most of thé developing countries the publ_ic institutions in the research context are part of a
]arger chain of command and control in which there are levels of politiéal decision making.
Moreover, any national institutionalisation of e-goifemment, and hence e-services usually
includes the establishment of steering committees with the role of setting clear
responsibilities and mandating for e-goverhnient development. However, e-services
development in most Arab states has so far been largely project-based (Salem, 2007). The -
lack of coordination and integration between the different agencies, and the éxistence of
different visions and attitudes threat the very essence of the effective and efficient
implementation of' e-services. In Jordan, there are still limited efforts of puialic sector
organizations reforms (Al-O_mari,v 2006), a lack of proper institutional framework and
operational leadership to. drive e-services reduce goVernment cépacity to effectively
coordinate and -i_mplement e-initiatives according to Ciborra & Navarra (2005). Another
important barrier that is. related to organizations is the resistance from thé employees.
Resistance before and 'during the use of hew IT systems is a major reason for e-initiative
failure in organizations; Initial forms of apathy and passive resistance such as indifference,
lack of interest, and complaints could develop into more hostile forms of resistance to

change the legacy governments such as: active resistive behaviors to stop system use (Lam,
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2005; Ebrahim & Irani, 2005; Phang et al., 200'8). However, Jordan bis not an exception,
when it comes to the various forms Qf human and institutional resistance, it is li!<e most of

the countries world wide where fear of job losses or anxieties about wéfk and
~organizational restruéturing eould affect the employees’ attitudé's toward  the
implementation of e-services, this, in effect, would result in dimjnishing the efforts to make
e-services part of the organizational culture. According to the European Training
Foundation (ETF, 2005), Jordanian people prefer working‘ in the public sector for the
_beneﬁts‘ it offers, such as: secure empléymeﬁt, favourable 'working hours, attractive
retirements, social security Beneﬁts and high social statues. Theréfore, it becomes expected
that public sector employees will resist any change, and more spéciﬁcally the
transformation of traditional services to e-services in their organizations, because they fear
that such a change will undermine their jobs’ roles, or even cost them their jobs.
Consequently, the organizational barrier becomes an important obstacle to the e-services’

implementatioyn and development.

7.6 Suinmary

For Jordan, the political will of King Abdullah II is an important component in policy terms
so that the enouncement of ETL 85 provides support for electronic transactions but in
practice hinders the development of citizen centric e-services.

Similarly, absence of adequate privacy régulations does not engender trust in e-services. In
financial terms, it appears that the management of financial resources is a significant
barrier. Skill_s and Téchnica] barriers appear to be highly inter-related in that the level of

Internet penetration clearly impacts the skill level of the Jordanian citizens, it is further
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accentuated by the lack of ICT skills, though clearly the various initiatives are attempting to

bridge this gap in skills.

In line with other developing countries, and indeed, most of developing countries the
organfsational barriers identified in the PESTO analysis appear to be the same. Clearly,
resistaﬁce by employees that ICT could impact their life is related to their understood
anxietigs over job loss. Howevel;, a further prevalent component in Jordan and other
countries is the lack of an institutional framework, operational leadership to coordinate and

implement e-service effectively.

In summ’ary this chapter has jdentiﬁed é framework incorporating five main impediments:
Poliéy, Economic, Skills, Technical, and Organizational (PESTO). In contrast to most of
the work iﬁ barriers to e-services this research empirically connects these barriers with tﬁe
perceptions of providers to validate the proposed framework to the Jordanian context,

which provides a rich interpretation and discussion of the results.

The next chapter investigates the state of play in Jordanian e-services. The chapter will
reinforce the multi-view approach adopted in this research by accounting for both the users’
and provfders perceptions. It will also present an interpretation of the results in the context

of the Jordanian e-government services.
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Chapter Eight:

The State of Play in the Jordanian E-goVernmen't
Services and the Interpretation of Results

- 8.1 Ihtroduction

In this chapter, an evaluation of the state of play in the Jordanian e-government services is
" presented to account for the two perceptions of e-services within the research context,.
which were presented earlier in chapters 6 and 7. for the users’ perceptions and providers’

perceptions, respectively.

An overview of the ICT strategy in Jordan, the emergence of the e- initiatives, the e-
government project, and more specifically the 'public e-services are discussed. Then an
analysis of these e-services in the proposed conceptual framework, the 61 model, is

conducted.

8.2 ICT in Jordan

From the start of 1999, Jordan has taken some major steps towards. transforming the
- country into an e-country,' and towards being a part of the intematioﬁal ICT sector. Jordan
believed that dﬁe solution that could be used to develop the country and overcome its
limited resources was to join the global economy and promote sustainable .human
development by transforming Jordan into a knowledge-based economy (Al-Jaghoub &
Westrup, 2003). The ICT initiatives in Jordan started with the REACH initiative, which ig
the most signiﬁcaﬁt step towards a realistic g0.a1 in developing ICT. The REACH initiative

is a marriage of the public and private sectors working together to create a dynamic and
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workable plan. REACH stands for and embraces actions in the following areas: (REACH,

2001: 3).

- 1. Regulatory Framework

2. Enabling Environment and Infrastructure.

3A. Advancement of Nafiona] IT Programs.

4. Capital and Finance.

5. Humﬁn Resource Developmeﬁt

The initiativé was the core of an ICT programme intended to transform the country to e-
Jordaﬁ. It.promised to play a central role in economical and social improvement of the
country. REACH laid out a goal to bolster Jordan's nascent IT sector and maximise its
ability to compete in local, regional, and global markets (Nusseir, 2001).- To comply with
REACH targets, Jordan undgrfook major ICT progrﬁmmes; one of them has been e-
government, through which e-services are to be developed and‘provided. The next section
discusses the main public e-services initiatives that have been deployed within the

Jordanian context.

8.3 ICT Initiatives in Jordan.

8.3.1 Role of MoICT.

MOoICT has undertaken various ICT initiatives in cooperation with other ministries, donor
programs, and private sector in Jordan. These initiatives aim mainly to increase awareness
of the advantage‘s of using ICT, enable all the different segments of the Jordanian society to
barticipate in the information society, bridge the digital gap, 'integratg ICT in the daily lives
of the Jordanian people; and ultimately improve the economic, soc‘ial, and cultural

prospects for all citizens. MoICT (2006b) lists some of these initiatives:
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eNational Technology Parade: This initiativé aims at unleashing the potential of ICT
‘students in providing techn_ology solutions to challenges facing bﬁsjnesses, governments,
civil sdciety, and local communities in different areas of the world. The National
Technology Parade held its ﬁrst‘ Annual Technology Parade in May-2008, in which more
than a tﬁousand students from leading Jordanian univeréities worked on designing and

implementing innovative, technology-driven projects to be showcased during the event.

oThe e-Village Project: The “e-Village” seeks to address the need to increase the capacity,
awareness and economic opportunities of rural women in' the field of information and
commuﬁications technology within the villages of Lubb and Mleih (located in the Jordanian
. city: Madaba), as a model to bridging the country’s digital divide ‘through a gender-
mainstreaﬁled approach. The fe-vi!lage’ has formed a prototype in Lubb and Ml¢ih, in
which the range of its activities will be expanded and will be replicated‘. in oth_er areas of

Jordan.

eLaptop “Note Book” for every University Student: This initiative aims-to bridge the
couﬁtry’s digital gap and support the usége of ICT tools in the educational process by
providing a laptop for each univers.ity student in the Jordanian public and private
universities at an affordable cost along with providing internet access and wireless

technologies.

eUniversity Broadband Network Utilization: This initiative provides the universities
with the best solution for using the network, helps them to gain the maximum benefit from
the network, and makes sure they'get access to all the information available on the network

_concerning the educational material that exists.
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eKnowledge Station Initiative: The "Knowledge Station" initiative enables all segments
of .the Jordanian society, irrespective of their geographical location or economic status, to
acqilire the necessary new age ICT skills that would allow them to enhance their socio-
economic capabilities.

e Capacity Development of Micro‘and Small Size Enterprises through ICT - Shabakat
Tawasol: Thevaim of the “Cap}écity Development of MSEs through ICT” project is to assist
local enterprises from the areas of implementation in the cities.of Zarqa, Irbid and Al-Balqa
in strengthening their work processes and improving their business practices. The targeted
 beneficiaries afe providéd with a new set of technology based skills and  applications, and
they are guided on the integration of ICT tools into their work processes to enhance their
performance, and improve the quality of their products and services.

eJordan e-Govemment: The main thrust of this initiative has been the development and
iinplementation ;)f improvement strategies throughout government with emphasis oh
, serviéing ‘Jordan’s' main national asset: its people by the provision of efficient and effective

services.

Table 8.1 summarises the target group, the time frame, and the implementation status for
each of the aforementioned initiatives. It shows that the aim of all these initiatives is the
inclusion of all the different segments of the Jordanian society. Some of these initiatives

have been completed, while others are still in the process of implementation.
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ICT Initiative Time Frame Target Group Implementation
: Status
National Technology Phase 1: 2007-08 | Universities Students & On going
Parade ' Professors
The e-Village Project ——— Women in rural areas; | Planning for
' Women entrepreneurs; Phase Il
Students, teachers and
parents; Community
centres in the two
villages; Lub and Mleih
Village residents;
Jordanian ICT sector;
General public
Laptop “Note Book” Four years Public and Private On-going
for every University . Universities Students
student _
University Broadband | 2005 All 8 Public Universities of | Implementation
Network Utilization Jordan
Knowledge Station Launched 2000 Community members Implementation
Initiative : )
Jordan Initiated end of -Government is a holistic | Implementation
e-Government November 2000 | approach to enhance
: services offered from
government to
government (G2G),
government to citizen
(G2C), government to
.| employee (G2E) and
government to business
. S sector (G2B).
Capacity Development | 18 months(2007- | Local Micro and Small On-going
of MSEs Through ICT - | 08) Size Enterprises (MSE's),

Shabakat Tawasol

Local youth , Knowledge
Stations (KS): increase
awareness of services
provided by KS's and
contributing towards it's
impact and financial
sustainability.

Table 8.1: E-Initiatives in Jordan.
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8.4 Jordanian Public E- Services Projects

E—govémment is a national programme initiated by His Majesty King Abdullah II in
September of 2000. The Ministry of Information and Communications Technologies
:(MoICT), previously known as the Ministry of Post and Communication (the Ministry was
renamed in the year 2003) started the e-Government programme towards achieving the e-
government vision in the yéar 2005. The vision was that e-Government would be‘a
contributor to Jordan's economic and social development by providing access to e-
government services and information to everyone in the Kir_lgdom' irrespective of location,
economic status, YIT ability and education (MoICT, 2006a). E-government represents a
major shift in the role of government towards the ‘client-focuséd’ or ‘citizen-centric’
delivery of serviées, rather than government as a collector of information solely for its own
purposes. The national strategy of the Jordanian e-government initiative according to the
MOoICT (2006a) aims at the following: |

1. improve government performance and efficiency.

2. Ensure public sector transparency and accountability.

3. Enhance Jordan;s competitiveness.

4. Reduce costs and increase ease of interaction with government.

5. Develop skills within tl;e public sector. |

6. Boost e-commerce activities.

7. Improve information security.

8. Promote development of Jordan’s ICT sector.

‘When the Jordanian government started the project deployment, it identified seventeen
domains as the major doma>inS'for the e-government initiative. These: domains includéd‘

economics, education and training, health, industry, etc. Jordan focused on an initial set of
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programs to serve as ‘building blocks’ for e-Government in what was called ‘“Fast Track”

Vertical E-Sewices’.(MoICT, 2006c); an initiative fhat ahﬁs to provide e-services in the
following department’s:. Drivers and -Vehicles Licensing Department; Incohae Tax
Department, General Sales Tax, Department of Lands and Survey, Companies Control
- Department, and Telecommunication Regulatory Commission. These projects were chosen
because of their high value but low risk, they would also deliver services to large segments -
of the society setting a positive example of‘ e-Government. This was followed by the ‘E-
'Services Wave 2 Project’”, which has resulted in the identification of priority cross-
organizatiénal e-services at national level. Further iterative prioritization exercises have led
to the selection of 75 priority e-servi.ces; Some of thése e-services include: Issuing visas
and residency annual permits, registering indiyidual institution , registering life events and
amending civil status information? issuing Jordanian passport and extending its validity,
issuing and renewing vocational license, issuing certificate of no criminal record, issuing
and renewing work permits for foreign workers, and issuing certificate of origin. Moreover,
there was the ‘Shared Ser\}ice Pfiorities’ a project that aims at céntributing to the
establishment of a required bundle of services for expediting e-government in Jordan.
Major steps achieved are related to the following Shared Services: e-Government Portal, e-
Government Contact Center, Payment Gateway, Public Key Inﬁastruéture, Secur‘e'
Government Network (SGN), as .weil as the e-Government Enterpriée Federated

Architecture (MoICT, 20066).

Table 8.2 presents the category of e-services within the Jordanian context.
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preferred option.

Entities item | E-Government Program | Ministries /Public Political
: Stakeholders Stakeholders
Vertical * Coordinate the * Identify their top | Provide political
services - prioritization of e- 3-5 priorities in support.
services terms of vertical * Approve the
with other entities services to migrate | vertical services
* Provide government | from traditional to | priorities'and
entities with a e-service agree on the
prioritization tool to * Implement these | selected vertical
prioritize their vertical services. services to be
respective vertical implemented at
services national level.
* Provide support
services to government
entities. . .
Cross ' * Portfolio , * Implement the * Provide political
organizational | management for cross | services that fall support.
services organizational | under their scope. | « Provide direction
services and approval for
* Provide leadership, | the priority cross-
sponsorship and high governmental
level management for services.
cross-organizational
services
* Select services to be
implemented by the
Program, with the
objective of
implementing quick -
wins
Shared * Exercise ownership | * Use shared * Provide political
services over shared services. services as a

support

Table 8.2: Category of e-services (MolCT, 2006c).
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.

8.5 Classification of Jordanian Public E-services

The official site of the Jordanian e-government www.iordan.gov.io has a link directory that
lisfs 143 different e-services in total. These different kinds of e-services are presented
through organizations or departments that ‘are attached to 24 main ministries. Some of the
ministries have as few as five or less whilst larger ministries have as many as twenty or
more. Our evaluatipn of these 143 ve-services tvhat are presented thréugh the official
J;)rdanian e-government site revealed that it has some inactivated e-services. However,
another link directory that we found is provided by the site of the Embassy of the_

Hashemite Kirigdom of Jordan, Washington, D.C. http://www.iordanecb.or,q/deféult.shtm

which lists the actual activated e-services. This could be explained in terms of presenting a
reliable picture of the public sector for two main reasons: the ﬁrst is concerned with
attracting foreign investment, while the second, we believe, is to present a reliable overall
| picture of the Jordanian public sector’s activities in the United States, which is the major

donator of financial loans and grants to the Jordanian government.

Figure 8.1 shows a graphic presentation of the number of e-services within each ministry.
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Figure 8.1: Number of e-services presented by each Jordanian'Ministry
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A. Administrative
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D. Culture

E. Education

F. Energy and Mineral
Resources

G. Environment

H. Finance

L. Foreign Affairs

J. Health

K. Higher Education

L. Industry and Trade
M. Information and
communication Technology
N. Interior

0. Justice

P. Labour

Q. Municipal Affairs

R. Planning and
International cooperation
S. Public sector

T. Social Development
U. Tourism and Antiques
V. Transport

W. Water and Irrigation
X. Prime Ministrv

The classification of the e-services under these 24 ministries helps to clarify the general

purpose of the provision of each specific e-service. Table 8.3 that illustrates some examples

of departments within ministries is shown next.
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Classification of | Example Ministries/Departments | URL
e-services’ :
domain .
Economic www.incometax.gov.jo

Department of Income & Sales Tax.

Customs Department

Www.customes.qgov.jo

Companies Control Directorate www.cced.gov.jo
Education and Ministry of Education WWW.INOE.qov.jo

Training Ministry of Higher Education and www.mohe.gov_jo
scientific Research
Health services | Jordan Food and Drug www.jfda jo
‘ Administration
Registration Driver and Vehicle Licensing www.dvld.gov.jo

records domain

Department

| the Civil Status and Passport

Services

http://mwww.cspd.gov.jo

Civil Service Bureau

www.csb.gov.jo

Border and Bureau

www.rbd.psd.gov.jo.

Table 8.3: Classification of e-services’ domain

8.6 Analysis of the Jordanian Public E-services into the 61 Model

The e-services within each ministry were evaluated using the 61 maturity model framework

to determine at which stage(s) of the 61 maturity model each e-service is situated, and to

compare the actual state of the e-services with the users’ and providers’ perceptions on the

other hand, which were presented in the previous two chapters. This was-done by analysing

each of the online government services and assessing how many of the stages of the 61

maturity model framework have been incorporated into the online resource. Whether any of

the stages exist or not was easily identified except for Interact, in which an email was sent

to each e-services provider to find out the availability of that stage (Hjouj Btoush et al., -

2009). First, a Sumr_nary of the 61 maturity model is presented in table 8.4 to recapitulate

the main characteristics that each stage conveys.
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State | 61 Model Stages

Characterization of e-services

Inform -

Provides content that informs the user, ranges from formal, limited
static content to dynamic specialized and regularly updated
information.

Interact -

Two way communication in which interaction flows between
government and users via ICT features range from downloading
information to email communication possibility using security
technique like keys password...etc. '

Current

Intercommunicate

Carrying out and completing transaction online. This may range
from filling and updating forms electronically to processing
payments and issuing of certificate. A complete chain of activities or
transaction. -

Individualize

Allows users to be identified and /or services to be personalized, so
that services that are offered are tailored to the individual's needs.

Integrate

Combines different separate services ranging from clustering of
common services to a unified and seamless service (So that the
parts are hidden from the user)

Involve

Desired _

Promotion of citizens’ participation and empowerment. This can
range from survey to voting to focus groups, and opinion polls. This
could have either direct or indirect influence on decision-making and
policy shaping. '

Table 8.4: A summary of the 61 maturity model.

Figure 8.2 represents the summary of the investigation, which aims to show the percentage

of the e-services within the Jordanian public sector that have achieved one or more of the 61

maturity model stages. This figure shows clearly that the majority of the ministries have the

Inform and the Interact stages, whilst very few of the ministries have the latter four stages .

of maturity. Furthermore, none of the examined e-services has the Integrate stage, where

the user can have a seamless e-service in a one-stop-shop manner.
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Figure 8.2: Percentage of e-services that have achieved one or more of the 61 maturity
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T.he- detailed evaluation reveals the follbwing: it was found that nearly all the e-services
(93%) under the different domains have the Inforrh stage, which means summary
informatiop about the service is available on-line, for example, contact ﬁumbers, office
locations and hours of operation, a general description of the service, and regulations or
| legislations about the department that provides the e-service. In addition, proceéses are
being considered to ensure that on-line information remains well-managed, that it remains
accurate and up-to-date, like for example the “Recall and Alerts” facility in Jordan Food
and Drug Administration, which provides the latest information about different related
issues such as banned food or drugs.
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The second stage Interact (56%) of the e-services have this stage, where communication

between the service provider and the users begins, in our evaluation of the previous e-
sérvices, we found that some organizations provide partial Interact of e-services, where the
users can communicate online with the service provider by downloading basic forms or
documents, but they cannot submit the forms online. Beside, tﬁere is no confirmation of
status, and users‘ receive the details of any outstanding issue through offline resources. In
addition, some interactive tdols are available online to respond to queries, but off-line
means are still important sources of informatioﬁ and guidance, like for example responding -
to qomplaints or suggestions. This kind of Interact is fouﬁd( in: Driver and . Vehicle
Licensing Department; Borders and Residence Department; Jordan Food and Drug
Administration; Ministry of Educatioﬁ; Housing & Urban Development Corporation; and
Civil status and Passport Department.‘ However, other organizations provide full or
complete Interact, Where there is a reasonably complete éet of interacfive tooIs. to respond
online to queries, in addition, users can submit a full range of information rglating to any
issue that needs confirmation of status, and receive online rcsponsé to their submission.
Users can also complete and submitj forms online, as in the following e-services:
Department of Lands & Survey, Greater Amman Municipality, Civil>Service Bureau,
Ministry of Higher Education and Scientific Research, Department of Income & Sales Tax,
Customs Dvepartment, Jordan Investment Board, Companies Control Directorate, and again

the Ministry of Education that has full as well as partial Interact facilities.

For the third stage, which is Intercommunicate (1%) of e-services achieved this stage where
users can carry out and complete transactions online. This may range from filling and

updating forms electronically to processing payments and issuing of certificate. In
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evaluating the previous Jordanian public e-services, it was found that only the Income &

Tax department provides the Intercommunicate stage; where the user can complete a
binding Intercommunicate in real time. The user of this e-service can fill a self-assessment.
application to know the amount of the required taxation immédiately. Users can also update
their records to include any changes of personal information; they can as well apply online
for exempt taxation. Moreover, this e-service allows the e-bayment option, and users can
get an electronic receipt online. In providing such a high quality of e-service, Jordan is
perhaps like all the governments around the world, sees the collecfion of taxes as a highly

important issue that needs a higher level of e-service.

The fourth stage of the 61 maturity model ié Individualize, here we have found that (2%) of
the public Jordanian e-ser\}i.ces has this stage, one as mentioned earlier can be found in the
Income & Tax department, which was launched in 2005, that is just two yeérs before our
survey took place in 2007, the other Individualize stage is f(;und in Greater Amman
Municipality, which has beeh recently addea in 2008, which means after éur éurQey took
place. Howéver, in both of these organizations, this stage allows users to create their own
personalized file' and save their information, so they do not need to refill the same
information each time they use the e_-service'. The users can also update or modify their

personal information or records.

No tangible online Integrate was found in our evaluation of the Jordanian public e-services.
Although Jordan Iﬁvestment Board focuses on thé concept of one-stop-shop to ehcourage
foreign investors to start theﬁ projects in Jordan, it facilities the visa application online, all
the needed forms for licensing and registering .the new projects can be downloaded, but the

“whole process is not done fully onlihe, investors have to attach the required documents to
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