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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.



Chapier 1

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

12 -
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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:

13
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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).
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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).
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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.
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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
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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 descr