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ABSTRACT

Research context

Currently, many governments around the world are continuing to embrace e-Government programs.
However, the implementation of e-Government is not always producing the expected results in both the
industrialized and developing countries. E-Government implementation requires high investments. Thus,
if not succeeded, the cost of failure in e-Government projects can be significant. Failures even come at a
higher price for the developing countries since their resources are limited and the wasted capital should
be invested in the other profitable projects.

The reality of frequent failure of e-Government projects is a problem that should be taken seriously
within development since it causes the wider digital gap between developing countries and developed
countries. However, the previous research had an inadequate conceptual clarity of the e-Government
failure causes. One problem probably lies in this situation that each research suggested the explanation
for one certain case. Thus, the problem of e-Government project failure was still far from resolved.
Developing a theoretical framework to identify the critical failure factors is timely necessary and useful.

During last 20 years Vietnam has attempted to implement five e-government projects. However, all of
them were a partial or a total failure. In April 2007, the State Administration Computerization project
(Project 112), which was considered as the milestone for e-Government program in Vietnam, was halted.
The Vietnamese government organizations are entrapped within “failure cycles” which can only
improve if they learn from the past. However, so far there has been no academic published endeavor to
analyze factors causing failure of the e-Government project in Vietnam.

Research objective

This dissertation, for the first time, applies theories to explain the cause of failure of the e-Government
project in Vietnam, recognizing a need to focus on researching causes of failure, and the need to have a
framework to understand the failure in order to implement the e-Government project successfully.
Therefore, this research, for the first time, develops a new comprehensive analytical framework for
identifying critical failure factors of the e-Government project under e-Government citizen centric
approach.

Adopted model and methods

The proposed research model is conceptually based on the Failure Model of Sauer (1993), Evaluation
Model of DeLone and McLean (2003) and the citizen-centric approach. The proposed model introduces
a new component - “environment of e-Government” to reflect the interaction between the e-Government
project and the host organization. Two components of initial Sauer's Model - e-Government applications
and end-users- have been dissected into sub-components to capture the critical role of end-users on the
outcome of the e-Government projects. The proposed conceptual model is further applied to investigate
the failure of the e-Government project in Vietnam.

The constructed case method is selected as the research methodology of this study since it has been
considered as the best tool in understanding issues and developing theories of information system
management. The qualitative case study method allows the researcher to understand the nature and
complexity of the failure event. Moreover, with the rapid pace of change in the information
communication technology field, the case-study approach is useful in capturing the knowledge of
practitioners and generating the e-Government project management theories from practice. The
proposed framework is used as a means of hanging key elements of case study description and then a



field investigation is conducted.

This research intends to explore the critical factors and evaluate the roles of different stakeholders,
especially end-users in the failure of the e-Government project. Therefore interview is selected as the
main data collection strategy for this study. Interview can assist to have voices of all stakeholders
equally and provide insightful explanation of cause-effect relationship. Five groups of stakeholders (i.e.
information technology experts, project managers, employees, business and citizens) were interviewed
for the current research. The sampling technique used for selecting the cases is purposive sampling, i.e.
participants were chosen randomly according to pre-defined criteria (i.e. education, income, place and
ICT application level) in order to have a more focused segment of the society from the general public of
Vietnam. According to the above list of criteria, selected people are interviewed. Besides, interviews
conducted by Vietnamese journalist and published on newspapers are collected for analysis. Methods
such as protecting respondent anonymity, analyzing other interviews published on newspapers are also
used to reduce common method bias. The secondary data is collected to supplement the information
from interviews. These documents play a crucial role in establishing triangulation and maintaining the
chain of evidence. The qualitative data analysis techniques such as coding, finding repeated words are
used to increase the quality of the research.

Findings

The incompetence of the Project Organization is found as the first diagnosis for the failure of Project
112: the executive board of Project 112 did not apply the use-centric orientation approach when they
implemented the project. A simple structure of implementing organization handling a multi-dimension
project caused the quality problem in e-Government applications. Then, the low quality of e-
Government applications resulted in the low level of intention to use, actual usage and user satisfaction.

As a result, the end-users, together with the media pressured on the State and finally, Prime Minister
terminated the project even though it was designed to carry out until 2010. Besides, the unreformed
public administration system, weakness in the supervision and evaluation mechanism and unskilled
human resources were also found to have the negative influences on the e-Government project in
Vietnam. Therefore, strengthening the project organization structure, transforming the traditional
bureaucracy, training human resource, and establishing an independent evaluation organization are
recommended in order to avoid the failure for the next e-Government initiatives.

In short, e-Government termination failure results from the lack of support of end-users and the negative
influence of environmental constraints imposed by the host organization on e-Government

Relevance and contribution of the study

The major findings of this study assist researchers and authorities to:
o establish an analytical framework for e-Government projects;

e understand “why and how” e-Government projects are abandoned:;
o find the country specific failure factors;

e provide recommendations for effective implementation of e-Government projects in developing
countries.

Dissertation structure

The first chapter focuses on reviewing e-Government concepts, benefits, stakeholders and discussing
background of the research area. It draws an overview picture of e-Government in Vietnam and



describes Project 112 for the readers. This discussion leads to the specific research problem and research
questions to deal with in this research. Lastly, the original contribution of this study was pointed.

Chapter Two summarizes the three previous theoretical studies. It starts which the definition of failure
and following by the use of three exchange relationship model to explain the failure. Next, the
difficulties in evaluating projects are pointed and lastly, the role of e-Government citizen-centric
approach in the modern ICT is introduced.

Chapter Three outlines how the Sauer’s Exchange Relations model can act as a theoretical lens for this
study. | also analyze its shortcomings which can be corrected by using measuring concepts from the
model of Delone and McLean and the citizen centric approach. Then, a theoretical frame will be
formulated.

Chapter Four explains what research methodology is used, how empirical data is collected and analyzed.
My research uses a constructed-case study methodology, which is an iterative refinement research
process. The sampling technique used for selecting the sample of this research is purposive with the pre-
defined criteria of the place, education and income.

Chapter Five starts with demographic characteristics of sample. Then, the analysis of the empirical data
collected from interviews is presented in relation to the conceptual framework, moving from the first
component: e-Government applications to the second component: End-Users and the last element in the
exchange model: Project Organization.

In Chapter Six, findings from previous chapters are discussed in order to identify the critical failure
factors of the e-Government project in Vietnam. After that, lessons from the failure experience of
Project 112 are abstracted for Vietham and other countries before starting their new e-Government
programs.

In Chapter Seven, the analysis of a second country (i.e. Japan, an e-government success model) is
developed in order to get a wider perception of this research's usefulness. The Japanese government has
recently undertaken significant efforts in promoting the development of the information society, with e-
Government playing the role of the catalyst for ICT spread. The critical factors, which were also found
in Vietnam, will be addressed in this chapter to understand how Japanese government implements e-
Government initiatives effectively.

Finally, in Chapter Eight the author summarizes to what extent the research questions are solved. The
implications of the study’s findings for both theory and practice are also highlighted. The chapter ends
with the research limitation and suggestions for future research on international benchmarking of the
proposed research model and the influence of social-cultural factors on the e-Government project
implementation.
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