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Preface

Over the last few decades we have witnessed a fundamental change in government activity driven by Informa-
tion and Communication Technologies, storage technologies, the Internet, Web 2.0 & 3.0 technologies and
mobile technologies. These technologies are helping governments transform and innovate across all areas of
government activity.

These proceeding provide a snapshot of current e-Government case studies, research, analysis and activity
around the World representing cutting edge innovation and transformation of government service provision,
government transparency, engagement with citizens and business, and the running of government itself. As
such these proceeds will provide a valuable contribution to researchers and practitioners interested in e-
Government activity.

These proceedings represent the work of researchers participating in the 15th European Conference on e-
Government — ECEG 2015 which is being hosted this year by The University of Portsmouth, UK on the 18-19
June 2015.

ECEG is a recognised event on the European research conferences calendar and provides a valuable platform
for individuals to present their research findings, display their work in progress and discuss conceptual ad-
vances in the area of e-Government. It provides an important opportunity for researchers and managers to
come together with peers and share their experiences of using the varied and expanding range of e-
Government available to them.

The conference will be opened with a keynote from Professor Geoff Walsham from Judge Business School,
University of Cambridge, UK. The second day will be begin with a Keynote by Professor Sir Nigel Shadbolt, Uni-
versity of Southampton, UK.

With an initial submission of 123 abstracts, after the double blind, peer review process there are 42 academic
Research papers, 11 PhD papers, 3 master’s Research paper and 1 non academic paper published in these Con-
ference Proceedings. These papers come from many different countries including: Australia, Brazil, Brunei,
Czech Republic, Egypt, Germany, Greece, Hungary, India, Israel, Italy, Jamaica, Lebanon, Malaysia, Nigeria,
Pakistan, Poland, Romania, Saudi Arabia, Serbia, Slovenia, Spain, Thailand, The Netherlands, Turkey, UK, USA

A selection of the best papers — those agreed by a panel of reviewers and the editor will be published in a con-
ference edition of EJEG (the Electronic Journal of e-Government www.ejeg.com). These will be chosen for their
quality of writing and relevance to the Journal’s objective of publishing papers that offer new insights or prac-
tical help into the application of research methods in business research.

We wish you a most interesting conference.

Dr Carl Adams
Conference Chair
University of Portsmouth, UK
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Abstract: The accessibility of the public web sites is crucial for the successful implementation of the information society.
Therefore, it is essential that all citizens must have equal accessible opportunities to all e-government recourses. This
research evaluates the accessibility of each of the 30 metropolitan municipal web sites in Turkey by the disabiled people
based on the Web Content Accessibility Guidelines (WCAG) 2.0 and employing automated testing tool. It identifies the major
problem of accessing the website content to those who have hearing, listening, impairments or other physical disabilities.
The Intention of this study is to highlight the ignorance of the government and common people towards people with the
disabilities. The Slight concern of the developers during the website development can assist these people in their website
usage significantly. The Detailed results are presented after comprehensive evaluation of the metropolitan municipal
websites against WCAG 2.0. The analysis of the results reveals a relatively low web accessibility of the municipal web sites
and highlights several aspects.

Keywords: accessibility, WCAG 2.0., metropolitan municipal web sites

1. Introduction

The use of Information and Communication Technologies for the delivery of the public services is becoming
more and more popular throughout the world. In the last few years, The Turkish municipalities have made great
efforts to harness the implementation and the employment of the information technologies. The municipalities’
portals have become a significant source of information for the authorities and citizens, within the scope that
denominates e-government.

While the proportion of the people with disabilities (visual impairment, hearing impairment, cognitive disability
etc.) in the society has been rapidly increasing due to the demographic trends long documented by many
researchers, governmental leaders have paid little attention to their needs when planning and implementing
the web projects. Therefore, it is essential that all citizens must have equal accessible opportunities to all e-
government recourses. The Web accessibility encompasses all disabilities that affect access to the web, including
visual, auditory, physical, speech, cognitive and neurological disabilities. WCAG 2.0 identifies the techniques to
create and manage web content (i.e. dynamic and static textual, visual, or audio electronic information) in ways
that are more accessible to the people with disabilities—for instance, through assistive technologies like the
screen readers. The Websites that are more accessible are also generally more user-friendly to everyone.

Currently, there are a number of guidelines and tools that the web designers and webmasters can use to make
their websites accessible to the people with disabilities. Such guidelines include the Web Content Accessibility
guidelines (WCAG) developed by the World Wide Web Consortium (W3C), the US government’s Section 508
Initiative, Americans with Disabilities Act (ADA), Australians with Disabilities Act and the National Institute on
Ageing Guidelines (NIA). The Similar guidelines exist in Canada, UK and Portugal. The most common standards
Based website Design and the development are W3C Web Content Accessibility Guidelines 1.0 or 2.0 (WCAG 1.0
or WCAG 2.0). WCAG 2.0 was approved as an ISO/IEC 40500 International accessibility standard in October 2012
(ISO/IEC 40500, 2012). In other words, more countries can formally adopt WCAG 2.0 and many countries are
updating their laws to the new version.

An international organization World Wide Web Consortium (W3C) launched the web accessibility initiative (WAI)
in order to improve the web accessibility for the people with disabilities (WAI, 1997). For the consortium, web
accessibility was defined as “access to the web by everyone, regardless of disability” (Zeng, 2004). The Web
accessibility means that the people with disabilities can perceive, understand, navigate, and interact with the
web. In 1999, W3C published the first version of the accessibility guidelines (WCAG 1.0) (WCAG1, 1999). The
second version was published in 2008 (WCAG 2.0), and this is the reference recommended for use in the
accessibility policies (WCAG2, 2008). There are four key principles that underlie WCAG 2.0: perceivable,
operable, understandable, and robust. “Perceivable” means the web contents and user interface modules which
must be offered to the people as obvious objects. “Operable” refers to the user interface modules and navigation
components which should be designed in a way that they work properly. “Understandable” is about the design
of a website with a friendly version. “Robust” refers to the capacity of the website must be interpreted by a
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variety type of user agents. Each principle is divided into the success criteria which offer three conformance
levels: A, AA, AAA. Three levels of conformance testing were defined as follows: A (lowest), AA, and AAA
(highest).

A considerable number of the users of the web have various types of disabilities such as vision, hearing, motor
and cognitive impairments (Lazar, 2004). The Studies show that presently most of the government websites are
inaccessible for the impaired users (Baguma, 2007). However, more than one billion people in the world are
disabled and this number is increasing day by day as the population increases (UN, 2011; WorldBank, 2010).
Turkey has an estimated population of 77.7 million, out of which about 8.5 million are disabled (TUIK, 2014).
Although the access to the information for the people with disabilities was stated as a critical, the web
accessibility of both the government level and the local government level is a problem.

The accessibility of these web sites, especially by the people with disabilities, has not been evaluated to date.
This has motivated me to assess the accessibility of the metropolitan municipal web sites for the people with
disabilities employing the automatic testing tools for checking of target websites. The purpose of this study is
limited to the accessibility assessment of the metropolitan municipal web sites and to find out whether the web
based public services are provided in equitable manner to all the citizens.

The rest of the paper is organized in five sections: In Section 2 presents the relevant works. Section 3 describes
the adopted methodology to make the complete analysis of selected websites of government. Section 4 presents
the results and their detailed description. Section 5 presents limitations, future work and concludes the paper
with recommendation.

2. Prior studies of the municipality web sites accessibility

A sample of 30 a preliminary review of the municipality web sites in Romania was evaluated in 2010 for
conformance with WCAG 2.0 level A requirements (lowest level of conformance) (Pribeanu and Fogarassy-
Neszly, 2011). Pribeanu et al. (2012) presented the results of a second study carried on in 2011 based on a larger
sample of municipalities. The purpose of this work is twofold. Firstly, the larger view on the accessibility of this
category of the public web sites will be obtained. Secondly, the progress in the web accessibility / the degree to
which the web accessibility is maintained in time will be analysed (Pribeanu et al., 2012). The other studies have
been carried out to evaluate the conformance of Romanian municipal web sites with WCAG 2.0 accessibility
guidelines (lordache et al., 2010; Marinescu, 2012; Pribeanu et al., 2014).

Evans-Cowley (2006) presented the results of an evaluation of the level of accessibility of the 100 largest
municipalities’ websites. The results of this study showed that while a number of cities have accessibility
statements, overall compliance with Section 508 is low (Evans-Cowley, 2006).

Freire et al. (2008) presented a metric based on the approach for evaluating the municipalities Web pages using
the automatic accessibility evaluation tools. The Results exhibited that much work should be done to improve
the accessibility of the Brazilian municipalities” web sites (Freire et al., 2008).

Kumar and Sareen (2012) examined the relationship between the income levels of the city and the quality of the
municipal website (Kumar and Sareen, 2012).

Youngblood and Mackiewicz (2011) employed a heuristics-based content analysis to determine the extent to
which municipal government websites comply with the basic usability and accessibility best practices. The
Authors applied this technique to 129 official websites for Alabama cities (Youngblood and Mackiewicz, 2011).
The other studies have been carried out to evaluate the conformance of the American municipal web sites with
the usability and accessibility guidelines (Youngblood and Mackiewicz, 2012). Youngblood and Youngblood
(2013) found that the portal adoption is associated with each of the demographics above and that accessibility
has a weak inverse relationship to the per-capita income.

Miranda et al. (2009) evaluated 84 European municipal web sites using a model that focused on four categories
of factors: accessibility, speed, navigability and content to access the quality of web pages (Miranda et al., 2009).
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Abdelgawad et al. (2011) presented a demonstrator simulation model, built employing System Dynamics
methodology. The model focused on the accessibility of the Norwegian Municipal websites, and was intended
to be used as a decision support tool, mainly for the managers responsible for the website development and
maintenance. Nietzio et al. (2010) evaluated the accessibility of a group of the Norwegian municipalities desiring
to improve the accessibility of their websites. The approach undertaken by them in the eGovMon (eGovernment
Monitoring Project) national project integrates the benchmarking and related services with the goal at
supporting a community of the practice (Abdelgawad et al., 2011).

Kopackova et al. (2010) focused on the accessibility of local e-government web pages in the Czech Republic. The
web pages were analysed both from a citizen’s point of view (with disadvantage due to the disability or to the
technical equipment) and from the point of view of fulltext search engines (Kopackova et al.,2010).

Shi (2007) tried to provide an overview of the accessibility of Chinese local government Web sites. Research
results indicated that all the surveyed Chinese e-government Web sites failed one or more W3C's accessibility
measures and thus many disabled the Chinese people may have substantial problems to access them (Shi, 2007).

Sun and Chen (2010) tried to find out how accessible they are by means of almost all the examined websites of
the provincial and municipal government (Sun and Chen, 2010).

A global evaluation has been carried on by Olsen et al. (2011) on the national government portals and the
ministry web sites. The most commonly accessibility barriers detected are invalid use of the HTML-standard and
missing alternative descriptions for the images (Olsen et al., 2011).

To some extent, the accessibility research is a new field in Turkey and there is no accessibility data related to the
local public web sites. The Accessibility and usability for the disabled people is the main concern in this area
(Cagiltay and Kubus, 2006; Sat, 2010; Kurt, 2011; Durmus, 2012; Akgil and Vatansever, 2014). According to the
auhor’s knowledge, there is no one reported who had done such kind of case study of testing a public web site
for the accessibility with the disabled users.

3. Methodology

There are several approaches to the accessibility evaluation and, consequently, many accessibility evaluation
methods. Brajnik (2008) mentioned the following five categories: conformance review, subjective assessment,
screening techniques, barrier walkthrough, and user testing (Brajnik, 2008). This study is reviewing the
metropolitan municipality web sites for the accessibility. The sample consists of the first 30 Turkish towns ranked
upon the population, according to the 2014 census.

The Conformance review is an analytical method based on the standards and/or the guidelines and includes the
computer-aided testing with the accessibility checking tools. As such, it depends on the chosen checklist. After
the web accessibility evaluation tools are the software programs or online services that are employed to check
your website's accessibility level under the web accessibility guidelines. There is a huge number of the
accessibility tools for the commercial purposes or freely available on the web such as Watch Fire Bobby,
AChecker, Cynthia Says, EvalAccess, Accessibility Valet Demonstrator (WebThing), AccMonitor Online
(HiSoftware), Torquemada (WebxTutti), Wave 3.5 (WebAIM) and Tawdis etc. Some good free web-based
website accessibility evaluation tools are linked in (3pillarglobal, 2013; Indiana, 2015; Usabilitygeek, 2011;
Whdb, 2012). The whole list of the accessibility evaluation tools is in W3C (W3C, 2014). These tools are very
beneficial for the programmers and designers to determine whether or not their sites follow WCAG. During the
design, implementation, and maintenance phases of the web development if these tools are employed carefully,
it can assist the targeted users to prevent the accessibility barriers, repair the encountered barriers and improve
the overall quality of the web sites (W3C, 2014). This study will employe TAW automatic evaluation tool which
is considered as the web accessibility test tool which is capable of providing the complete analysis of the website
accessibility and have been the pioneers and are the most well-known, due to their usability, the ease of use
and its quick results. TAW is a limited online free service to check the web accessibility against WCAG 1.0 and
2.0 (Tawdis, 2015). In this study, the sampled the web pages were evaluated against WCAG 2.0 guidelines
(conformance level A). The home page of each one of the websites has been analysed from the accessibility
point of view. The home page of a website is the first contact a user has with the website. If the home page
displays problems or is not accessible, it would be very difficult that a disabled user can access other pages of
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the website. Therefore, it is essential to ensure the accessibility of the home page of a website. All the tests of a
web page were conducted during the same day in order to avoid alterations in its content. The evaluation was
conducted in December 2014-January 2015.

4. Results

Thirty metropolitan municipalities were evaluated for compliance with the WCAG 2.0 accessibility criteria. Figure
1 illustrates the overall violation results per guideline for each principle. Due to the lack of space, the author
cannot include the whole outcomes of the web accessibility analysis. Therefore, Figure 3 summarizes the
number of the problems detected with the automatic evaluation tools and some information has to be
discarded. Unfortunately, the home pages of all the websites have the accessibility issues. The study targeted
the metropolitan municipality web sites and revealed several accessibility problems: graphical items that are not
accessible to the screen readers, difficult navigation due to the lack of empty links, the lack of text alternatives
for the graphical elements, the lack of textual description.
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Figure 1: Overall violation of accessibility guidelines for each principle

In general, the worst results regarding the web accessibility were obtained with the websites of Konya
metropolitan municipality, Antalya metropolitan municipality and Gazi Antep metropolitan municipality. On the
other side, the best results were obtained with the websites of Van metropolitan municipality, Sanli Urfa
metropolitan municipality and Mugla metropolitan municipality. Overall, 3440 WCAG 2 errors were detected on
the home pages with a minimum of 4 (one metropolitan municipality) and a maximum of 275 errors (See Figure
2).
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Figure 2: Overall violation of accessibility guidelines for each metropolitan municipality

A more detailed analysis of results reveals several aspects regarding the conformance to WCAG 2.0 accessibility
level A. In Figure 3 a grouping of web sites following the WCAG 2.0 principle and the error type is presented. In
the following section each accessibility principle is analysed and described in depth.
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Figure 3: Main types of accessibility errors

4.1 Principle 1: Perceivable

The perceivable accessibility principle is the highest violated principle across all metropolitan municipalities.
Most errors are related to the first WCAG 2.0 principle (perceivable) 52% with a minimum of 1 (one metropolitan
municipality) and a maximum of 154 errors. From these, two error types are more frequent: the lack of text
alternatives for the nontext content (26.62% from total) and the use of labels to modify the presentation (11.71%
from total). These two error types account for 38.33% the total number of errors.

The highest violated success criteria in this guideline is the the lack of text alternatives for non-text content. The
purpose of alt attribute is to read the text associated with an image that serves the same purpose and conveys
the same essential information as the image. It is read out loud by the screen readers for those with visual
impairment.

Two home pages had no error. 17 home pages had 1-20 errors. At the other side, 4 web sites with 21-50 errors
and 7 web sites with more than 50 errors.

4.2 Principle 2: Operable

In regard to the operable accessibility principle, which is concerned with ensuring the operability of User
interface components and navigation. Other frequent accessibility errors that are related to the perception are:
consecutive text and image links to the same resource (3.92%), two headers of the same level with no content
in between 2.73%, form controls without associated label 2.29% and form controls without label 2.26%.

Regarding the second WCAG 2.0 principle (operable), the total number of errors is 676 (19.65% from total). Two
error types are more frequent: empty links (18%) and image maps without alternative (1.25%).

The highest violated success criteria in this guideline is the the empty links. This failure condition occurs when a
link contains only a non-text content, such as an image, and the non-text content has been implemented in a
way that it can be ignored by the assistive technology. Since there is no text content within the link to be used
as the name, assistive technology employs a variety of the repair techniques to find some name to use for the
link. The Conclusion is that the most accessible link is the one that contains the link text.

Five home pages had no error. 14 home pages had 1-20 errors. At the other side, 7 web sites with 21-50 errors
and 4 web sites with more than 50 errors.

4.3 Principle 3: Understandable

In regard to the understandable principle; which sets guidelines to ensure that information and the operation
of user interface are understandable. Regarding the third WCAG 2.0 principle (Understandable), the total
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number of the errors is 113 (3.28% from total). Two error types are more frequent: Labeling of form controls
(2.29%) and the declaration of language of the document (0.67%).

The highest violated success criteria in this guideline is the providing labels for form controls, or usage the
attribute 'title' to indicate the control functionality.

The second highest neglected criterion is the language of page, where every web page is required to have a
correct language declaration, this criterion is very important for screen readers. For example, if German is not
indicated for a German-language website, the screen reader will read the site in English.

4.4 Principle 4: Robust

The robust accessibility principle is the second highest violated principle across all metropolitan municipalities.
The last WCAG 2.0 principle (robust) account for a total of 867 errors (25.20%) respectively the web page well-
formedness 762 errors are more frequent (22.15%). Two error types are more frequent: Form controls without
label (2.29%) and frames without title (0.64%).

The objective of this technique is to avoid the ambiguities in the web pages that often result from the code that
does not validate against the formal specifications.

Only one home page had no error. 15 home pages had 1-20 errors. At the other side, 8 web sites with 21-50
errors and 6 web sites with more than 50 errors.

The highest violated success criteria in this guideline is the the use of labels to modify the presentation. The
objective of this technique is to facilitate the interaction of the assistive technology with the content via
separating the content's structural encoding logically from the presentational encoding. The Structural encoding
is the indication of the elements such as headings, paragraphs, lists, tables, etc., and is done through using the
technology features reserved for the purpose.

Sixteen home pages had no error. 8 home pages had 1-20 errors. At the other side, 3 web sites with 21-50 errors
and 3 web sites with more than 50 errors.

5. Conclusion

This paper endeavors to discover the significance of the website content accessibility focusing the disabled
people. The study further investigates that most of the metropolitan municipality web sites of Turkey are failed
to follow W3C WCAG 2.0 guidelines. There are two types of errors that are frequently encountered in most web
sites: the lack of alternate text for non-text content and the use of tags purely to create the visual presentations
(instead of using CSS). These issues mainly affect the people with visual disabilities. This can cause an accessibility
barrier to the screen reader users. This paper is also an eye opening study for all the website developers which
will hopefully assist them to identify the key problems of the website accessibility that should be taken into
account during development.

Like any other study of this kind, the analysis presented above suffers from number limitations. The first
limitation is related to the exclusive reliance of our accessibility analysis on the automated testing results. The
Web accessibility evaluation tools and expert inspections cannot substitute user testing, because the difficulties
of comprehending all the interactions between the web content and the assistive technology. Vigo and Brajnik
(2011) mentioned the automated accessibility evaluation has several inherent limitations (Vigo and Brajnik,
2011; Vigo et al., 2013).

Hackett and Parmento (2008) another limitation is the restriction of our automated accessibility testing on the
home page of each tested website. Hackett and Parmanto indicate that home page is not enough when
evaluating the web site accessibility (Hackett and Parmento, 2008).

Moreover, researcher mainly focused on the conformance with WCAG 2.0 without using all features provided
by the tool, such as: parsing errors, HTML errors, CSS errors, Browser compatibility, HTML 5 and ARIA usage and
broken link errors. Second, the sample size is small since only 30 metropolitan municipal web sites were
evaluated. Turkey has 1397 municipalities nevertheless in this study, 30 metropolitan municipal web sites were
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evaluated. However, some degrees of the representativeness exist since these municipalities have a total
population of 58.999.801million people (77%).

Throughout the whole investigation to determine the conformance level of the accessibility, the researcher
adopted the TAW evaluation tool which was open source application. However, which is widely used and to
ensure the scalability of the result researcher followed W3C Evaluating Accessibility (W3C, 2014). Although the
commercial tools (e.g. Bobby) are not freely available and expensive, | will try to apply both the commercial
evaluation tools and also open source and commercial assistive Technologies (NVDA, JAWS, etc) them in my
next study. In addition to, in order to obtain more conclusive results, | plan to compare the results across
countries and across different municipal websites. Finally, another future work | plan to address is to detect the
most common problems that recur in the same site and between different sites. And also, | intend to carry on a
future evaluation after one year with a larger sample as a second evaluation. In this way | could measure the
progress of the web sites already evaluated and better describe the accessibility of the municipal web sites.
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Abstract: The rise of digital citizens is no longer a speculation; therefore, governments’ use of Web 2.0 tools (hereafter Gov
2.0) should be a part of all current and future e-government plans. Recent literature has emphasised Gov 2.0 as a possibility
for greater communication, participation, and collaboration with citizens. However, citizens’ participation levels in Gov 2.0
have not met to the hype. Despite their importance and potential, our understanding of the value of Gov 2.0 is limited.
Systematic studies addressing citizens’ participation in Gov 2.0 are sparse. In the absence of prior work, this paper uses
empowerment theory in a new context (Gov2.0) and investigates the role of citizens’ empowerment in increasing citizens’
participation in Gov 2.0. We conducted an extensive review of e-government and empowerment literature, in order to form
a sound theoretical explanation of this phenomenon. This paper seeks to identify factors derived from empowerment theory
that influence citizens’ participation in Gov 2.0 to develop a conceptual framework to enhance understanding of citizens’
participation in Gov 2.0. Further, the paper extends the theory of empowerment by showing that higher levels of satisfaction
and empowerment can increase citizens’ participation in Gov 2.0. A further positive outcome of citizens’ empowerment is
higher levels of satisfaction with Gov 2.0. Three constructs have been found to influence citizens’ participation in Gov 2.0,
namely, citizens’ empowerment process, citizens’ empowerment outcomes, and citizens’ satisfaction with Gov 2.0. Our
conceptual framework indicates that these three constructs should feature and enhance trust, satisfaction, and
commitment; and the outcomes lead to increased citizen loyalty, and higher participation levels in Gov 2.0. These suggestions
make a strong case for citizens’ empowerment in Gov 2.0 to enhance the public value. The framework is expected to benefit
both citizens and government agencies that wish to enhance their Gov 2.0 activities. Citizens will enjoy a higher sense of
control, including having an equal relationship with the government agency. Government agencies decision-makers can
benefit from new insights into citizens’ participation and enhanced citizen experiences. This paper is expected to make two
significant contributions: (1) extension of empowerment theory and its role in increasing citizens participation in Gov 2.0;
and (2) provide a framework for better understanding of citizens’ participation in Gov 2.0. Both, preliminary evidence for the
framework and general implications for research are discussed.

Keywords: e-government, Gov 2.0, citizens, government agencies, participation, empowerment

1. Introduction

The advent of Web 2.0 technologies has socially changed the world; some examples are the Wikileaks dispute,
Arab spring and the Occupy Wall Street phenomenon (McNutt 2012). These technologies are commonly referred
to as Social Media (Bekkers et al. 2013; Bertot et al. 2010); the two are used interchangeably in the literature
and considered to be “umbrella terms” (U.S. General Services Administration 2009, p .1). Bryer and Zavattaro
(2011) differentiate them through means-versus-ends analysis by considering Web 2.0 technologies as the latest
means by which people can achieve social ends. Web 2.0 technologies differ from other information and
communication technologies (ICT) by the socially user-driven nature (Bryer and Zavattaro 2011). They are
collaborative, interactive social networking, and value co- creation (Criado et al. 2013), and that is what
transforms Web 2.0 into social media. Moreover, Web 2.0 technologies have transferred information sharing
and communication, introducing the Gov 2.0 concept (Bonsén et al. 2012). Gov 2.0 refers to the use of Web 2.0
tools, within governments (G2G), or with private sector (G2B) or citizens (G2C)" as defined by Bryer and
Zavattaro (2011).

Citizens’ use of social media does not automatically lead to greater citizen participation in Gov 2.0, especially
with the lack of orientation towards creation of value for citizens, and the consequent low levels of participation.
The gap between the actual citizens’ participation and Gov 2.0 online availability put forward the need to move
from the old-fashioned model of government one-way communication to an integrated approach focusing on
the use of Gov 2.0 to involve citizens and allow them to create their own value to increase their participation.
Vigoda (2002) argued that citizens have largely favoured the “easy chair of customer over the seat of
participatory involvement”. However, when citizens see the benefits of public value they will be willing to
participate more. After all, low participation does not only limit the quantity of citizens' contribution, but also
undermine the quality (Nyiri et al. 2007). Furthermore, many participants in the process reduce the effect
unconstructive participants (Noveck 2008).
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In spite of the rapid growth in e-government research and practice, issues of low-level of citizens’ participation
in Gov 2.0 have not been systematically studied. Although extensive work has been done on related issues,
including the relationship between citizens’ empowerment and use of e-government systems, not much
research has been conducted from an empirical perspective in the Gov 2.0 context (Joseph 2013). The motivation
for this research arose from reports on Web 2.0 tools currently in general use in the public sector. The public
sector is an ideal filed for studying Web 2.0 tools, as governments have recognised that these tools can be more
efficient, more effective and more useful to reach their citizens, many of whom have complex and diverse needs
(e.g. minority groups and welfare recipients) than current practices. The problem context is well illustrated by
examining current citizens’ participations levels of many public sector web 2.0 tools and applications, which has
low levels of participation than predictions (Bertot et al. 2012; Panagiotopoulos et al. 2011). This research paper
tackles this issue by proposing a conceptual framework based on citizens empowerment theory.

2. Literature review

2.1 Gov 2.0

Used firstly in the private sector, Web 2.0 technologies (e.g. blogs, wikis, and social networking platforms etc.)
have reached all parts of the public sector, regardless of the level governance or types of activities. Some
researchers define Gov 2.0 or Government 2.0 as a set of producers and policies, principles, functions and
technological enablers to lead to a transformative, participatory model of e-government (Chun et al. 2010).
Others simply define it as the government use of Web 2.0 tools and applications (Criado et al. 2013), which will
be adopted for this paper. Web 2.0 is a set of technologies (e.g. RSS, XML), applications (e.g. blogs, wikis, social
networks) and concepts (e.g. collective intelligence, produsage (a merging of “production" and "usage"),
perpetual beta (continue to release new features that might not be fully tested). Web 2.0 includes social
networking services (Facebook, MySpace), social media or multimedia sharing (YouTube, Flickr), wikis, blogs,
micro blogs (Twitter), and mash-ups (Bertot et al., 2010). Web 2.0 technologies have changed the Internet from
a place for publishing information into a place where the knowledge, and resources come together to form an
enormous collective force (Tapscott et al. 2007). Gov 2.0 is already a part of most governments’ current and
future plans (Larsson and Gronlund 2014). Many benefits are expected, such as a better match between public
services and citizens' expectations, greater adoption of online services by citizens, or better control of costs and
delays in the roll out of new services (Janssen and Estevez 2013). However, Government agencies that appear
to be socially active by using Web 2.0 tools are often unwilling to really interact fearing that they will give up
power (Brainard and Derrick-Mills 2011).

As citizens share more of their private lives on public forums such as Facebook and Twitter, they expect the same
from the government. Web 2.0 tools can create the perfect ground where citizens can participate, engage and
collaborate. These platforms can more easily facilitate the interaction compared with traditional methods.
However, citizens’ participation should not be taken for granted. Social media has the potential to provide
engagement processes that have established criteria ensuring that fairness, mutually respectful discussions,
social learning and most importantly, public opinion are valued and considered. One of the most promising
aspects of Gov 2.0 is its participatory and interactive nature, which allows for two-way communication (Linders
2012). The digital future is moving forward with the increasing pervasiveness of social media tools, and
governments need to respond and take a stand.

Government is a system usually defined by its goals and objectives and the types of tools used to achieve them.
There is disagreement about the degree and impact of Gov 2.0 on government-citizen relationship and the level
of citizens’ participation. In many cases, Gov 2.0 is intended to reach citizens on platforms that are already being
utilized in society such as Facebook, Twitter, YouTube, blogs, Flickr, and LinkedIn. Research from the U.S.
(Kavanaugh et al. 2012), the European Union (Bonsén et al. 2012); Mexico (Sandoval-Almazan et al. 2011) and
Australia (Omar et al. 2012) has confirmed this conclusion. Mergel (2013) when investigating the reasons of Gov
2.0 adoption in the U.S. found that it was mainly market-driven: agencies were trying to be where the citizens
are, to reach most of the growing population and to cover the potential communication channels with the public
to get feedback, and disseminate information. Moreover, another reason for the diffusion of these technologies
is their high popularity among public administrations when addressing the capabilities of social media
(Ngafeeson and Merhi 2013). However, the e-government use of social media tools and applications is not
limited to these. Expectations that Government 2.0 will improve transparency, collaboration, participation and
openness are partially realized in some areas, but are non-existent in others (Nam 2011). On the other hand,

10
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Government 2.0 faces some doubts or as Millard (2010) labels it as government 1.5. Government 2.0 needs to
be evaluated from citizens’ views, along with continuous advancement in e-government functions. In doing so,
citizens’ satisfaction with and trust in government performance could be boosted by involving them in the public
value creation.

2.2 Citizens’ participation

To understand if and how government agencies are using Gov 2.0 tools to empower and involve citizens, it is
worthwhile to begin with a broad study of citizens’ participation. Citizenship can be defined as belonging to a
society via the entitlements linked to rights and obligations (Isin and Turner 2007). Others have extended the
definition to include active participation (Leydet 2014). Researchers have predicted the impact of Information
and communications technology (ICT) tools on citizenship highlighting universal connectivity. Hauben et al.
(1997) described it as Future “netizens” (Internet citizens) or “citizens of the world”. Recent improvements in
three-dimensional: processing, bandwidth and network connectivity may herald signal or indicate the evolution
for digital citizenship. Hence, digital citizenship can be defined as online participation in society (Tolbert et al.
2008). The notion of governance can be outlined as a social arrangement, where collective resources are to be
used to meet collective needs (Molinari and Ferro 2009). Thus, it could be expressed that in order to manage
and organise the social interaction of citizens and as a consequences of it the public sector was founded.
Nonetheless, governments in general have mislaid the collective needs of the society and transformed into
closed systems. Hence, the public sector that focused on the government needs and not the citizens have
therefore lost their trust and interest. In order to engage citizens, governments need to begin with citizens daily
needs rather than the needs of the government. A good way to do this is to reach citizens where they already
are, via web 2.0 tools or social media. Government overlooked its biggest asset, citizens.

Arnstein (1969), in a seminal paper, introduced a “ladder” of citizen participation consisting of eight rungs, and
describes citizen participation as citizens’ power. At the lowest rung of the ladder are “manipulation” and
“therapy” and described as nonparticipation, where the main objective is to give citizens the feeling of
participants without real participation. On the contrary, at the top of the ladder are “citizen control" and
"delegated power” and described as the highest level of citizen power. The assumption here, that power is a
zero-sum game: citizens gain power, whenever government let go of it. As the ladder symbolizes, to ensure
effective participation, upper levels cannot be reached without crossing over the previous. It shows that
appropriate preparation is crucial to achieve high level of participation that might otherwise result in failure.

Ten years later, Glass (1979) proposed a framework that matches different objectives of citizen participation
programs to specific participatory techniques. The general objectives of citizen participation include:
information exchange, education and support building, decision-making supplement, and input probing.
Generally used offline participatory techniques include drop-in centers, public hearings, citizen advisory
committees, citizen panels, nominal group processes, value analysis, and citizen surveys. Each of these
techniques offers different advantages and limitations and can help achieve specific participation objectives.
Several scholars (Islam 2008; Phang and Kankanhalli 2008) adapted Glass’ work in the e-government context.
They examined the offline participatory techniques that best support each of these objectives. They identified
different ICT tools that can be used to support the techniques, and help to achieve the e-participation objectives.
Furthermore, they indicated which objectives and ICT tools are important in different stages of government
policy-making. However, previous work focused more on the political aspect of the government systems
(Peristeras et al. 2009).

Fung (2006), a couple of decades later, introduced the “Democracy Cube” (Figure 1) with three dimensions: “the
scope of participation”, “the mode of communication and decision” among participants, and “the extent of the
participants’ authority”. In the first dimension, participants may be inclusively or exclusively chosen to
participate. In the second dimension, six types of communication in citizen participation were identified:
listening as a spectator, expressing preferences, developing preferences, aggregating and bargaining,
deliberating and negotiating, and deploying expertise. The third dimension “measures the impact of public
participation” and ranges from New England town meetings (where participant decisions become town policy)
to venues where participants have little or no expectation of influence but benefit personally from receiving
information or fulfilling a civic obligation. The study showed that citizens’ participation are not an alternative to

political representation or expertise but rather complementary.
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Figure 1: Democracy cube (Fung 2006)

Feeney and Welch (2012) defined participation simply as opportunities for external stakeholders and the public
to offer input and feedback to government policies, programs, and services. However, the literature on citizen
engagement (both traditional and online) describes a broad range of depth and type of interaction between
citizens and governments. According to Carpini et al. (2004) civic engagement can be defined as the integration
of civicawareness (i.e., knowledge and involvement in society) and civic participation (i.e., attention and actions,
in both forms individual and collective). Others argued that civic engagement has been used as a catchphrase,
to cover everything from voting to donating money to charity, to participate in political marches (Berger 2009).
Putnam (2000) when highlighting the importance of social capital for a democratic society identified civic
engagement as a critical concept. However, his focus was more on “civic” or the “political” aspects of
participation rather than on the “participation” process and outcomes. When investigating citizens’ levels of
engagement, everything from reading newspapers, political participation, social networks and interpersonal
trust to associational involvement was labelled as civic participation. He concluded that such civic participation
was inclined to correlate with democracy and market economy (Putnam 2000).

Civic practices can be explained as the active demonstration of being a citizen, and includes formal activities
such as voting; and less formal activities such as participating in a demonstration (Dalhgren 2012). Civic
participation can be aimed at solving problems of the community (Zukin et al. 2006), while political participation
aims to influence government policymaking and actions (Verba et al. 1995). According to Dahlgren (2012) civic
participation can attempt to achieve instrumental actions such as influencing public opinion, or communication
actions such as collective sense of identity. Both actions seek to enable individual voices to participate in
administrative or/and political discourses (Dalhgren 2012). Today, civic practices, such as voting, are generally
declining, for instance, in the United States (U.S.). Presidential election votes dropped from around 80% in mid-
1800, to just fewer than 60% in 2008 (Woolley and Peters 2014 cited in Raizen-Miller 2014). Putnam (2000)
relates a decline in activities such as attending public meetings and political marches, with a decline in religious
organizations, unions, and community organizations such as the Red Cross. He suggested that the increase of
mass-membership organisations (such as the Big Sisters) is a new form of social ties and civic participation.
However, for Gov 2.0, that was not the case.

Reddick (2011) considered different forms of participation in government ranging from the one-way interaction
(managerial), two-way interaction directed from government (consultative), and finally the highest form of e-
participation of the two-way interaction directed from citizens to government and vice versa (participatory).
Similarly, OECD (2014) presented three forms of citizens participation: one-way information dissemination, two-
way interaction initiated from the government side and two-way interaction initiated from both sides (citizens
and government), which allows equal citizens-government relationship, hence, will be adopted in this paper. In
an attempt to apply the ladder metaphor to Web 2.0 participants, Forrester research presented six different
participant levels in the U.S based on their activities. These were: creators, critics, collectors, joiners, spectators,
and inactives, and called it “Social Technographics" (Forrester research 2007). Interestingly, more than half were
in the inactive category, and similar results were found in the EU as reported by Osimo (2008). The two ladders
(i.e. Arnstein 1969 and Forrester research 2007) show the importance and interdependence of the institutional
and social structure of citizens’ participation. It is evident from these characteristics that it is inadequate to
express citizen participation as either an objective or a public good. Instead, it covers a broad spectrum of types
of engagement and participants. In the context of Gov 2.0, it is necessary to consider if and how citizen
participation fits into these frameworks. Currently, Gov 2.0 seems to be in the lower rungs of Arnstein’s Ladder
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of Participation (1969), in which government informs, and consults, rather than the upper rungs, in which
citizens and government are partners, sharing responsibility for planning and decision-making. Thus, engaged
citizens via Gov 2.0 activities, may only exist in rhetoric.

Investigating citizens’ participation theoretical background could provide means to improve Gov 2.0 initiaves
and programs. Technology here is perceived as a stimulator to participatory actions, boosting citizens’
participation not only in local communities but in government initiatives, too. Furthermore, the collaborative
dialogue between government and citizens can increase citizens’ satisfaction (Edelmann et al. 2012). Moreover,
Gov 2.0 can leverage and generate participatory actions from the citizens’ side. As Web 2.0 tools have changed
static information to a more user-driven interaction, Gov 2.0 should change citizens right to access government
information (Lathrop and Ruma 2010) and focus more on real public participation in government: as (Meijer et
al. 2012) puts it “ interactive openness “. In addition to citizens’ participation, the study also focuses on citizens’
empowerment, which is discussed next.

2.3 Citizen empowerment

Empowerment refers to the processes of gaining superiority over issues of concern, whether individuals,
organisations or communities (Zimmerman and Warschausky 1998) and outcomes relating to issues of control,
knowledge, and participation (Zimmerman and Rappaport 1988). Control and participation are essential
elements of empowerment theory and apply at any level of analysis, whether individual, organizational, or
community. The empowerment notion has been commonly used in psychology (e.g. psychological
empowerment) (Spreitzer 1995), management (e.g. employee empowerment) (Ugboro and Obeng 2000), and
education (e.g. student empowerment)(Warschauer et al. 1996).

Nevertheless, in the field of e-government, this concept is still in its infancy (Li and Gregor 2011). Often, scholars

have presumed that empowerment is a synonym of sharing power and, therefore, empowerment, as a
construct, has not been analysed beyond the power concept. Before critically analysing the empowerment
construct, it is important to examine the root constructs which empowerment is derived from, i.e. power and
control. Control and power can be viewed in two different ways and, hence, empowerment can be viewed in
the same manner. Firstly, as a relational concept used to describe the perceived power or control that an
individual or organisation has over others (Farrell and Petersen 1982; Pfeffer 1993). According to this stream of
literature, power arises because of the dependence and/or interdependence of actors. The relative power of
one actor over another is a product of the net dependence of the one on the other (Pfeffer 1993). Therefore, if
Actor X depends more on Actor Y than Y depends on X, then Y has power over X. When considering
empowerment in terms of this relational dynamic, it becomes the process by which power is shared highlighting
the idea of sharing authority. The Oxford English Dictionary defined the verb to empower as “to give (someone)
the authority or power to do something.” In the management literature, most of the notation of empowerment
deals with participative management approaches such as management by objectives, and goal setting by
employees as a way of delegating authority or sharing power.

The second view of empowerment is, as a motivational concept. Power and control, in the psychology literature,
are used as motivational that are core to individuals. For instance, McClelland et al. (1989) argued that
individuals have a need to influence and control other people. Other psychologists proposed the urge to control
and handle life events (Rothbaum et al. 1982). Therefore, individuals’ needs for power are met when they
perceive or believe that they have the power to cope with situations, or people. In this sense, power refers to
an inherent need for self-determination (Ryan and Deci 2000) or self-efficacy (Bandura 1993). Any managerial
approach strengthens this self-determination need or self-efficacy belief of employees will make them feel more
powerful. In fact, the Merriam Webster's Dictionary defined the verb empower as "to enable", which implies
encouraging through enhancing personal efficacy.

In the public administration literature, power and empowerment have been used interchangeably (Cameron
and Whetten 1983; Neilsen 1986). However, Burke (1986) differentiated the two meanings, but used
empowerment in the context of delegation rather than in the context of enabling. Zimmerman and Warschausky
(1998) proposed three dimensions of empowerment theory: values, processes, and outcomes. The values refer
to a belief system that determines how professionals and clients work together, with attention focused on
competence. The process refers to the procedures that provide opportunities to develop necessary skills to gain
control and learn to analyze their socio-political environment. Empowerment outcomes refer to the
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consequences of the empowering processes or the interventions and the measurement issues. Empowerment
outcomes refer to the consequences of the empowering processes or the interventions and the measurement
issues. Empowerment outcomes are the main concern because they provide the foundation for analyzing the
consequences of citizens' empowerment. Generally speaking, when discussing citizens’ empowerment in the
literature, it is referring to the outcomes. However, empowerment outcomes vary across levels of analysis.

Thomas and Velthouse (1990), in the organisational literature, put forward four dimensions of empowerment:
sense of impact, competence, meaningfulness and choice. Impact refers to “performance-outcome expectancy”,
and competence refers to “effort-performance expectancy”. The distinct between the first two dimensions is
the belief that one’s behaviour could have an impact (sense of impact) and the belief that one is able to do the
relevant behaviour competently. Others used the concept self-efficacy or personal mastery for competence
(Berry and West 1993). Meaningfulness refers to the value of the task or its purpose, compared to one’s
standards. Higher levels of meaningfulness are expected to result in commitment, and involvement (Sjoberg et
al. 1983). Choice refers to whether the behaviour is perceived as self-determined and the responsibility for one’s
actions. We argue that these four dimensions, i.e. sense of impact, competence, meaningfulness and choice are
relevant to the research context and the Gov 2.0 concept, where citizens could influence the decision making
and experience the sense of control over citizen-government matters.

3. Proposed conceptual framework

Figure 2 shows the research conceptual framework for citizens’ empowerment vis-a-vis citizens’ participation,
which is the focus of this paper. An overview of the framework will clarify its elements. The framework
incorporates both the empowerment process and outcomes. Furthermore, it shows the direct impact of
empowerment on the citizens' participation levels as well as the indirect impact on the citizens’ satisfaction.
Each component of the framework is discussed in detail below. In general form, the model resembles the
empowerment theory, however, its focus is on the participation as the end process. Thus, empowerment
process and outcome are separated into two constructs and participation is simplified into a single construct.
Citizens’ participation is seen here as the impact of the two constructs, i.e. citizens’ empowerment process and
outcomes, whereas citizens’ satisfaction is direct cause of citizens’ participation and indirect effect of
empowerment outcomes. The framework's primary aim is the positive influence of empowerment on
participation (empowerment composed process and outcomes in Figure 2). Empowerment process leads to
empowerment outcomes, which in turn, leverage citizens’ behavior and as a consequence (impact) on the
participation levels. At the same time, empowerment behaviour impacts on citizens’ satisfaction, increasing
citizens’ participation.

Citizens"
Citizens® .
Empowerment . '
5 = > R o itizens’ Pasticipation
i.m[hn!mr.'.m.m Outcomes in Gov m
Process inCGov 2.0 in Gowv 2.0

-
2.0

h

Citizens’ Satis{action
with Gow 2.0

Figure 2: Research conceptual framework

This is consistent with Bhattacherjee (2001) expectation-confirmation model, where the results suggest that
users' continuance intention is determined by their satisfaction. The framework constructs are depicted in Table
1.

Table 1: Framework constructs

Construct Definition Reference
Empowerment Helping others or receiving help from others to Conger and Kanungo 1988;Thomas and
process gain control Velthouse 1990; Zimmerman and
Warschausky 1998
Empowerment Sense of control, critical awareness, and Conger and Kanungo 1988;Li and Gregor
outcomes participatory behaviors 2011 ; Zimmerman and Warschausky 1998
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Construct Definition Reference
Participation One-way interaction (managerial), two-way Reddick (2011); OCED (2014)
interaction directed from government
(consultative), and
two-way interaction directed from citizens to
government and vice versa (participatory)
Satisfaction Positive feeling about relationship with the Li and Gregor 2011;
government

4. Conclusion and future directions

To successfully implement Gov 2.0 initiatives, it is crucial to understand the elements that enable and empower
citizens to participate in Gov 2.0. At the same time, it is important to investigate the process, outcome and
impact of the empowerment and how it makes Gov 2.0 more popular or otherwise to citizens. This paper extends
the empowerment theory by applying it to the Gov 2.0 context. One main independent construct, i.e., citizens’
empowerment (process and outcome) and one main dependent construct, i.e., citizens’ participation have been
proposed. This paper presents a conceptual framework to tackle citizens’ unwillingness to engage in Gov 2.0
activities by applying the empowerment concept to achieve the desired outcomes. E-government research
needs to extend and enhance theory to increase understanding of this field, further complicated by the rapid
growth and spread of social media. This paper contributes to both theory and practice; from the theoretical
viewpoint, it takes into account the multi-disciplinary aspects of e-government research by introducing a new
theoretical lens, which is empowerment theory. From a practical viewpoint, the framework’s constructs can be
used as a stepping-stone for governments to appraise when planning Gov 2.0 programs. We argue that the
proposed conceptual framework and the findings from its examination and verification (to be undertaken next)
could be applied to our comprehensive investigation on citizens’ engagement with Gov 2.0 activities.
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Abstract Jordanian government is now challenged to deliver an expanding set of services to a growing number of
constituents whose expectations are in increase. Recent political, economic, health and social conditions are increasingly
changing on the landscape, and have been impacted by the surrounding political unrest, resulting in Jordanian government
having to overstretch its capabilities and cope. In this paper, the practicality of integrating online public services is
investigated from government employee’s views, in specific ministries for certain services. Licensing services have been
considered in this paper, and that because those services have been flagged as the most commonly used online services by
the study participants, and currently offered through several dispersed portals and service providers. The study aimed at
answering questions related to the practicality of integrating public services in Jordan. Five areas have emerged as major
themes in the context of this paper: The misconception of the definition of public service integration with electronic
Government, Drivers and Barriers from intraorganisational view, the readiness and willingness towards integration, and
potential services where integration may occur. The preliminary results emerged from this paper show that there is a
necessity to push further in the public service integration process, especially for specific services that require the involvement
of several service providers. Integrating health and social services have been highlighted through the data analysis, especially
for the recently established Syrian refugee camps in Jordan. Overall data analysis has revealed that the level of support
provided by the E-government program plays a vital role in eliminating possible barriers stand out against public service
integration, and promotes a better understanding of e-government integration. Result of this study points at service
integration as the key element to more cost-effective service delivery — by stripping out unnecessary or unhelpful duplication,
such as different bodies collecting identical data about same citizen.

Keywords connected government, citizen-oriented government, public service integration, collaborative government

1. Introduction

Public service integration strategy has emerged as a result of the connected government model (Al-Husban et
al, 2012). As an attempt to enhance and optimise public service provision, integrated public service provision
has technically evolved over the past five years from the simple ‘one-stop-shop' concept to much more formal
organisational structures mandated at the highest levels (Hyde, 2008). Conventional e-government projects
have genuinely contributed to transforming governments towards a leaner, more cost effective government and
one way time based citizen service provision as indicated in the first generation of e-government initiatives Gov
1.0. (Misuraca, 2009). However, this has become more complicated and challenging as economic conditions
have increased demand for services. Jordanian public service providers are now facing their most serious
challenges since the earliest inception of e-government program. The demand for public services is dramatically
increasing due to a number of reasons such as demographic changes, harsh economic conditions and Syrian
refugee camps resulted from the political unrest in surrounding countries. The Jordanian national concerns over
a wide-scale flow of Syrian refugees into Jordan have forced the government to declare north of the country as
a disaster area (Omari, 2013). Consequently, an unprecedented rising demand for public services has taken place
in an environment whereas public expenditures are sought to be further constrained. In the absence of a
willingness to raise new revenue, public services will have to ‘achieve more with less’. Public services in Jordan
are unstructured and not based on any national, regional or local public service models. This fragmented view
of the public service concept and the absence of integration model of public service will impact the quality and
the efficiency of public service provision, increases administrative burdens and makes public service provision
more costly. Therefore, before integrating public services, Jordanian government should investigate the
practicalities of this joining up shift, and measure the current state of integration.

2. What is online public service integration?

Enhance collaboration and integration across government departments is a priority for governments around the
world. Conventionally, governments have been planned and organised with vertical structures (Noreng, 1980),
aligned to delivery of particular services to citizen like health and education services and to businesses such as
investment facilities and legal regulations. This structural separation and seclusion provides efficiency, clear lines
of accountability and concentration of specific range of related service (Hyde, 2008). However, vertical
governmental structures are not well equipped to deal with many recent public delivery issues, especially those
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require cross portfolio like in social security and safe net programs such as unemployment insurance, food
assistance and healthcare. (Stegarescu, 2006) Public Service integration, in its simplest form, refers to joining up
services for the benefit of service users or providers. A more detailed definition can be drawn from the other
literature: “integration is a coherent set of methods and models on the funding, administrative, organisational,
service delivery levels designed to create connectivity” (Lipsky, 2010). Public service integration is also a
collaborative model of service delivery achieved by moving to multichannel service delivery and a better use of
back-end processes and systems, which can be perceived as an approach for government agencies to move from
being system-oriented to chain-oriented with respect to their structure, functioning, skills and capabilities, and
culture and management (Agranoff, 2012). Integration in this paper is defined through coordination,
collaboration, and cooperation perspectives. Each defines integration at different levels. Moreover, Public
service Integration in the context of this paper is broadly defined as the provision of an integrated cluster of
public services, joint up and connected in ways that suit customer requirements, sourced from a range of partner
organisations and service providers. The services being integrated may be separate service areas from within
the government agency, or alternatively, the partners may include other government agencies, private business
and voluntary sector.

3. Methodology

3.1 Research approach (define the purpose, i.e. objectives of the focus group)

In order to achieve the objectives of this study, which is primarily to investigate the practicality of integrating
public services, a qualitative and interpretive based approached has been used. Consequently, this approach will
position the meaning-making practices of human actors, in this case public servants, at the centre of this study,
and therefore, five interactive focus groups were conducted. A focus group is always created with a specific
purpose; a knowledge gap that the focus group is supposed to fulfil. Focus groups are a feasible method to
gather knowledge and enquiries from different individuals. Different participants possess pieces of knowledge
about a certain matter and when these pieces are brought together, shared and discussed they should point at
some potential findings. A facilitator guided the groups through discussing the predefined issues by posing
questions, open ended questions and questions oriented towards public service integration. The groups were
selected based in their level of involvement in the service chain, where integration was more realistically
achieved, as mentioned in the theoretical background, tourism agency licensing was potentially a target for the
initial integration, thus groups were formed from the ministries and agencies involved in this service chain.

Table 1: Ministries involved in the study

Group No. Group
1. Ministry of Tourism and Antiquities
2. Ministry of Interior
3. Ministry of Information Technology (Electronic Government Program)
4. Ministry of Trade and Finance
5. Ministry of Justice

One focus group with six participants from Ministry of Tourism and Antiquities (MTA), as this study is looking at
the practicalities of joining up and integrating some of the online services offered by this Ministry. Another focus
group with four participants from Ministry of Interior (Mol), and one focus group with five participants from E-
government Program in the Ministry of Communication and Information Technology (MOCIT), and one focus
group from the Ministry of Industry and Trade (MolT), and the last focus group was from the Ministry of Justice
(MoJ). This variety of collaborative ministries is captured in the overlap in Figure 2. The focus groups differed
regarding roles and number of years of employment.

Table 2: Focus groups

Years of
Focus Group Respondent Employment Role

Ministry of Tourism and Antiquities MTA_1 12 Senior
(MTA) MTA _2 15 Director

MTA _3 6 Senior

MTA _4 7 Junior

MTA 5 10 Senior

MTA _6 2 Junior
Ministry of Interior (MOI) Mol_1 18 Director
Mol_2 12 Director
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Years of
Focus Group Respondent Employment Role

Mol_3 9 Senior

Mol_4 10 Senior
Ministry of Communications and Information EG_1 8 Director

Technology EG_2 4 Senior

(Electronic Government Program) EG_3 5 Senior

EG_4 1 Junior

EG_5 2 Junior

Ministry of Industry and Trade (MolT) MoTF_1 12 Senior
MoTF_2 14 Director

MoTF_3 6 Junior

MoTF_4 9 Junior

Ministry of Justice (Mol) MoJ_1 15 Senior
Mol_2 10 Director

Mol_3 2 Junior

Mol_4 5 Junior

3.2 Generate the questions

Because a focus group can only last for little more than one or two hours, time will only allow for four to seven
questions. The session started with an introductory and warm-up questions and then get to the more serious
questions that get at the heart of the purpose. The introductory session started with 10 minutes introduction
about how government works and issues of public service delivery, then the facilitator had to guide participants
through the discussion narrowly into the context, and how the procedural and organisational crossover between
the involved agencies providing TAL service implies a great potential of integration, as indicated in Fig2. NCRC
and VL can be either horizontally or vertically integrated with TAL, and also the possibility to integrate all three
services along the service delivery chain is high, hence the public employee selection for the focus groups. The
mapping and the coordination in the service delivery was explained to the selected groups, and accordingly,
questions were formed based on the perceived benefits and barriers of integrating this particular service in this
context. The potential integration pointed out in TAL also entails joining up efforts in sharing information and
procedures across the concerned government entities and agencies. The facilitator of the focus group explained
the integration scenario (Context based integration) to the groups, and how licensing services are inherently
coordinated, which, from technical perspective, is pointing at service dependency in the service delivery chain.

Ministry of Tourism and Antaurtes

Miristry of Trade and Finance Manistry of Jusace

Horizontsl integraton

Figure 2: Public service integration styles

Questions were formed to measure the practicality from public sector employees. As demonstrated in the table
No., facilitator started with a question about the general understanding of public service integration amongst
public employees. This opening question, where participants get acquainted and warmed up, will help to
understand some of the insights of how e-government program is perceived. Asking about the definition of PSI
will also help in identifying any possibly misconceptions of the required level of collaboration between
government agencies to achieve a common goal or a service. The second question is an open type question and
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transition based question as well, as it aims to move the dialog into key areas of the discussion, mainly to the
integration context service. It is aimed at identifying the drivers and motivations to integrate public services
across the different involved ministries in TAL service. On the other hand, this will help to measure the
potentiality to collaborate between the ministries. The selected service (TAL) is primarily provided by the
Ministry of Tourism and Antiquates, but as mentioned above (Figure 2), other ministries are already involved in
the delivery chain; therefore, question 2 is also an endeavour to highlight areas of existing collaboration.

Table 3: Summary of questions of focus groups

Theme No. Question
1. The definition of Public Service Integration
2. Drivers of Public Service Integration
3. Barriers of Public Service Integration
4. Readiness of Public Service Integration / Push factors of Integration
5. Where Integration occurs?

The third question is asking clearly about the barriers that hinder the process of integration, as previously
identified, this study assumes that technology is not the main barrier for partial or initial public service
integration. Consequently, this question will help identify some of the existing issues in terms of governmental
collaboration, communication and coordination level on service provision. The fourth question will investigate
the public views on the readiness and the push factors of integration. This question attempts to identify some
of the integration priorities as perceived by the public views of the public employees. This question will support
question 2 that is asking about the drivers of public services integration. This question will also help in the
realisation process of public service integration. Question five will help identify where integration could
potentially occur, in attempt to highlight existing areas of integration, or take the integration model to the next
level, where building technology is possible.

3.3 Analyses of focus groups statements

After reviewing several qualitative data analysis approaches such as content analysis, interpretive approaches,
social anthropological approach and collaborative social research approach, this study decided to adopt the
collaborative social research approach. Using this approach, researchers work with their subjects in a given
setting in order to accomplish some sort of change or action. The analysis of data gathered in such collaborative
approach is accomplished with the participants of the study, who are seen as stakeholders.

Table 4: Question 1: The definition of public service integration

Question | Answer No. Answer

No.

1. 1. Online Service Provision through Electronic Portal (One-Window Access)
1. 2. Sharing services across government agencies

1. 3. Central service provider

1. 4, Merging structures and sharing budgets,

1. 5. Partnership Working and Coordination (Vertical and Horizontal)
1. 6. Working along with the Electronic Government Program

1. 7. Data sharing and associated protocols

1. 8. Public Service Integration is Electronic Government

1. 9. Including citizen engagement and participation in governance
1. 10. Outsource governmental services

The answers in the previous table were covered by all the participated groups. When the facilitator asked the
question about the definition of public service integration, each group started to answer according to their
knowledge, the government ministry they employed by and the level of expertise in the specialised area they
work for. After a thorough scan of the transcript and the translated materials, common patterns started to
appear in the transcript, and a set of categorical labels and themes begun to emerge, the themes were collected
and presented in table 1.4. The identified themes were circled and then later moved into cards, so the most
frequently repeated answers can be grouped together within the specific theme.

The next phase in the content analysis was to categorise the group answers into the identified themes, this will
help identify potential patterns, relationships, commonalities or disparities. A matric represents focus group
number distributed across the given answers was produced, organising the answers in a table view has
significantly helped in recognising commonalities across the answers of the focus group. As a result, table 1.4
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was generated, it can be clearly seen that there is a variation in the answers given, depending on the focus group
level of involvement in the e-government program, this is explicitly reflected on G1 answers. G1, Ministry of
Tourism and Antiquates, and due to the nature of the internal processes and operation, has had the minimum
number of answers. G1 viewed integration as merging structure and sharing budgets. This gives an indication
that integration is perceived from organisational point of view, and as stressed by this particular group, cannot
be achieved without the participation of other government departments. One interesting insight has also
emerged from this group; they viewed integration from citizen inclusion perspective as in A9. In theme 1, G3
Ministry of Communication and Information Technology has covered most of the answers in table 1.4, and this
is due to the fact they are considered the e-government leaders in the context of this study, and those who
manage and administer the overall program.

Table 5: Perception of public service integration

T1 Perception of Public Service Integration

Ql G1 G2 G3 G4 G5
Al X X

A2 X X

A3 X X
A4 X X X
A5 X X

A6 X

A7 X X

A8 X X X X X
A9 X X X
Al10 X X X

The most important finding in this analysis is A8, all groups have agreed that public service integration is e-
government, and it should be managed by e-government program and the ministry of communication and IT.
Despite the different definitions presented by different groups, there seems to be a misconception what is public
service integration is. This misconception is streamed from the misunderstanding what e-government is in its
broader term, as it is perceived as a specific government department than a strategy to use information and
communication technologies (ICTs) to improve the activities of public sector organisations, and enhance the
interaction between government and its citizen. Consequently, it can be noted, during the focus group sessions,
that different focus groups have blamed specific government departments for the failure and the deceleration
in the implementation of the first inception strategic objectives.

Table 6: Question 2: Drivers of public service integration

Answer No. | Question
No. Answer
1. 2 Make it easier for businesses and individuals to deal with government
2. 2 Offer services and information through new media like the Internet
3. 2 Improve communications between different parts of government
4. 2 Make it much easier for different parts of government to work in partnership
5. 2 Improve Cross departmental Coordination (Vertical and Horizontal)
6. 2 Improve Transparency, accountability and Participation
7. 2 The necessity resulted from regional conflicts (Refugee Camps)
8. 2 Kings Abdullah Il vision towards more collaborative government
9. 2 Current EGov activities in terms of policies, technologies and implementation
10. 2 Impact of Arabic Spring on the government

Answers in the second theme were evolved around public employees understanding of the drivers of public
service integration. Some novel insights were pointed at by the answers presented by the groups, as in improving
communication between different parts of the government. This has received special emphasis from all the
groups apart from G5, which put other socioeconomic issues on the top, this appears in their concern of how
technologies and IT used in government can cope with the new Arabic spring impact on the country. Another
remark to make through this analysis is that all answers were given by e-government program group G3; this
group has informed all the answers in the second theme, they seemed to have solid practical knowledge of the
drivers of the current e-government implementation, see table 1.6. This has been clearly noted in A4, as G3 the
only group who have perceived PSI as collaborative and communication prerequisite.
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Table 7: Drivers of public service integration

T2 Drivers of Public Service Integration

Q2 G1 G2 G3 G4 G5
Al X X X

A2 X X

A3 X X X X

Ad X

A5 X X X

A6 X X X
A7 X X X X
A8 X X X X X
A9 X X

A10 X X X X

One significant observation outcome of theme 2 is A8, all groups have mentioned the strategic vision of his
majesty King Abdullah Il towards more collaborative government. His majesty’s initiative of streamlining
government procedures and make them more responsive to the needs of the citizens, government, and
businesses has been very well received by the public employees, this is evidenced by the common agreement
between the groups to improving traditional government performance in terms of services provided, level of
performance, accuracy, reducing the time and cost required to finalise governmental procedures, achieving a
high degree of customer satisfaction and reaching full coordination between the governmental institutions
where they fully complement each other. Groups have also emphasized the general aim of e-government and
PSI as working together to achieve a more capable, more transparent, better performing government and
government employee and to change the persistent, dominant stereotype. Integration has been implicitly
underlined in this theme, by using the terms such as working together or working collaboratively, public
employees are touching some of the integration aspects this study is aiming to examine. The word integration
is translated to (J«<il), which can be ambiguous and vague if it was out of context, it could be used to express
merge, synthesis or even combination. Consequently, the frequent use of similar words, relevant in nature, scale
and scope to public service integration indicates the willingness and readiness of groups to embrace the concept
of integration Terms such as (23¥)) which literally means union, points at a prior requirement to integration,
therefore, when participants where asked what do they mean about union, they responded by working together
beyond organisational boundaries or sharing resources.

Table 8: Question 3: Barriers of public service integration

Answer | Question

No. No. Answer

1. 3 Funding Issues

2. 3 Current Technical Infrastructure

3. 3 Organisational Culture (Resistance to change)

4. 3 Support level provided by E-government Program

5. 3 Partnership Working and Coordination (Vertical and Horizontal)

6. 3 Different rules regarding Licensing and Taxation procedures get in the way of integrating
public services

. 3. Middle and high -level officials' views and attitudes towards e-government

8. 3. Changing governments officials, procedures and rules

9. 3. Corruption Index

10. 3. Pooled budgets are the only way to provide integrated public services

Question 3 is asking about the barriers that hinder the process of integration, as previously identified, this study
assumes that technology is not the main barrier for partial or holistic public service integration. Public employees
have shared the vast majority of the answers in this theme. From the number of answers given by different
groups, it can be noted that there are far more barriers to integration than drivers, as in the case of G5, where
the Ministry of Justice seemed to have had a very negative outlook on the integration, this was expressed by
some of the participants of this group, as they mentioned some sort of communication issues when working
collaboratively with other ministries, participants expressed this by saying “Horrible Experience” when
translated from Arabic, the same expression was used by the G1 and G2 in the context of level of support
provided by e-government, this leads us to think that there an issue in the communication between government
parts.
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Table 9: Barriers of public service integration

T3 Barriers of Public Service
Integration
Q3 Gl G2 G3 G4 G5 Highlights
Al X X X X X Funding Issues
A2 X
A3 X X X X X Organisational Culture (Resistance to change)
A4 X X X X X Support level provided by E-government Program
A5 X X
A6 X X X X
A7 X X X X X Middle and high -level officials' views and attitudes towards e-
government
A8 X X X X X Changing governments officials, procedures and rules
A9 X X X
Al10 X X

As it can be seen in table 1.9, there are four commonalities shared by the groups. A3 has been strongly
highlighted by all the groups, which reflects the current rigid organisational culture and management style of
the government agencies participated in this research. On the other hand, A4 was shared across all groups; the
support level provided by the e-government program has been also identified as an area of concern to all
participants. Participants demanded more support from the e-government program. Participants stressed the
point that this should be the responsibility of e-government program, as they should be held accountable for
helping various government departments use information technology to increase efficiency and improve
electronic access to government services. Support can also be widely delivered on a form of ongoing short
courses, workshops, seminars, lectures in order to promote best practices across government. Some of the
subjects of this study suggested an internal help desk purposefully designed to service government entities
rather citizen. This was another issue complementing the communication problems mentioned in theme 2,
employees didn’t know where to call or what to do if information is required about a service or a transaction.
Middle and high level officials views towards e-government has also brought by participants as a barrier, some
of the government officials view e-government as using computers in ministries. This point along with the
instability of appointed governments in Jordan has impacted on the implementation strategy, on both financial
and technical domains.

Table 10: Question 4: Readiness of public service integration / push factors of integration

Answer Question

No. No. Answer

1 4. Service Return on Investment

2 4. National awareness of what Public service integration

3 4. Support level provided by E-government Program

4 4. Kings Vision towards enforcing E-government activities

5 4. Level of Service Integration. The extent to which a service is automated and ready to
integrate

6 4, The humanitarian crises in Jordan (Syrian Refugee Camps)

7. 4, Increasing demands on certain services such as health care, social and educational
services.

8. 4. Newly established Immigrants services (Syrian, Iraqgis, Palestinian and Libyan)

9. 4. Internet accessibility, penetration and prices

10. 4, Economic, political and social reforms

This theme was designed to investigate the readiness of Public Service Integration and Push factors of
Integration. The theme will inform the process of identifying integration factors, as in Al Service Return on
investment, this answer stood out as a common answer, all groups have agreed that services with financial
return should have the priority to be integrated. Groups have also emphasised that the level of support received
from e-government program determines if the service has to be integrated. From the answers given from
different groups, there seems to be a variation in the coordination and support provided by e-government
program to some government agencies, this is apparent in the case of Ministry of Tourism and Antiquities,
employees from this ministry felt that they are left outside the strong circle as described by the employee, strong
circle includes three ministries (Ministry of Interior, Ministry of Trade and Finance and Ministry of Information
Technology). Involvement in e-government program strategies and Implementation planning varies between
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ministries, this is due to the government agendas of working collaboratively with major ministries such as Mol
and MoTF. Employees from the previously mentioned ministries stated clearly that the government is
undergoing a critical challenge in terms of public service provision, and therefore, attention and focus will remain
in security and social safe net services, which are provided mainly by Mol and MoTF. Level of service integration
(A3), which is defined as the extent to which a service is automated and ready to integrate has been flagged as
a major push factor towards integration. Some services as Vocational License by the Greater Municipality of
Amman has been automated since 2008, and has gone online since 2012. As a collaborative joined up effort, e-
government program has been working alongside Ministry of Trade and Finance to improve this service, and this
evident the concern raised by other ministry about the level of support provided by the e-government program.
Other employees mentioned that some services are currently in automated state, and can be joined up or
integrated with less financial and technical efforts, however, coordination and serious intention to integrate
them has always been a subject of discussion at high level government meetings, but little has been done in the
ground.

Table 11: Readiness of public service integration / push factors of integration

T4 Readiness of Public Service Integration / Push factors of Integration

Q| Gl | G2 | G3 | G4 | G5

4

Al X X X X X Service Return on Investment

A2 X X X

A3 X X X X X Support level provided by E-government Program

A4 X X X X X Kings Vision towards enforcing E-government activities

A5 X X X X X Level of Service Integration. The extent to which a service is
automated and ready to integrate

A6 | X X X X X The humanitarian crises in Jordan (Syrian Refugee Camps)

A7 X X X

A8 X X X X X Newly established Immigrants services (Syrian, Iraqgis, Palestinian

and Libyan)

A9 X X X

Al X X X

0

The humanitarian crisis and the newly established refugee camps (A6 and A8) have been the focal point of all
discussions in the focus group, there are serious concerns raised by all groups that health, security and social
services should not only be considered for integration, but it is crucial to start with the integration now. Jordan
continues to provide asylum for a large number of Syrians, Iraqgis and other refugees, despite the substantial
strain on national systems and infrastructure. This pressure has become even more acute over the past two
years, as the global financial crisis has had an impact on Jordan's economic situation and infrastructure for water,
electricity, waste management, education and health care. Syrian refugees has put a strain on Jordanian
economy, government services and scarce water supplies. But a different threat keeps officials up at night. The
refugee crisis “is turning into a security situation,” says Abdallah Abu Romman, a former minister of information.

Table 12: Question 5: Where integration occurs?

Answer No. Question
No. Answer
1. 5. Health and Social Services
2. 5. Educational Services
3. 5. Police forces
4. 5. Holistic Integration
5. 5. Licensing Service Integration
6. 5. Financial Services / Fees based services
7. 5. Services that require data sharing
8. 5. Commonly used services
9. 5. Automated ready services
10. 5. Only shared services should be integrated

This theme was designed to investigate public employees’ perception on what should be integrated, and where
integration occurs. Despite the fact that answers of this theme have emerged as a combination of different
themes, employees kept on mentioning what should be integrated first and how integration in specific services
could ease and inform further integration, which in the long run, if successfully achieved, will open the door to
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other services for partial or complete integration. Employees shared the view that health and social service for
newly established services is paramount at this point of service integration. They all agreed that the integration
manoeuvre, as specifically described, should be pushed forward not only for refugees in camps, but also to
citizen who have been negatively impacted by this unprecedented vast pressure on public services. The
increasing number of Syrian refugee women using reproductive health services in Jordan is putting additional
pressure on the Kingdom’s health system, a UN official said on Sunday

Table 13: Where Integration occurs?

T5 Where Integration occurs?

Q5 Gl | G2 | G3 | G4 | G5

Al X X X X X Health and Social Services

A2 X X X

A3 X X X X X Police forces

A4 X

A5 X X X X X Licensing Service Integration

A6 X X X X X Financial Services / Fees based services
A7 X X Services that require data sharing
A8 X X X Commonly used services

A9 X X X X X Automated ready services

A10 X Only shared services should be integrated

The humanitarian crisis and the newly established refugee camps have also been frequently mentioned in this
theme, as security issues started to take place in some of the refugee camps, in a scale that requires police force
to interfere and resolve the conflict. The refugee crisis is turning into a security situation, and employees worry
that armed fighters, regime intelligence agents and smugglers hide among the refugees. Licensing and financial
services have also been highlighted by the employees, this goes hand in hand with the service return on
investment priority mentioned before. All employees agreed that services with financial return such as licensing
services should be integrated.

4. Conclusions and further research

In this paper, the practicality of integrating online public services is investigated from government employee’s
views, in specific ministries for certain services. Licensing services have been considered in this paper, and that
because of they have been flagged as the most commonly used online services, and currently offered through
several dispersed portals and service providers. The study aimed at answering questions related to the
practicality of integrating public services in Jordan. Five areas have emerged as major themes in the context of
this paper: The misconception of the definition of public service integration with electronic Government, Drivers
and Barriers from intraorganisational view, the readiness and willingness towards integration, and potential
services where integration may occur.

Achieving an integrated Public Service will require targeted actions in a number of areas. It should be noted that
these action areas are interdependent: this is not a suite of options where only a few need to be advanced.
Improved dialogue is needed to address fragmentation and disconnects between departments, their Offices and
agencies, and other Public Service actors; the use of networks to bring together relevant players from across the
Public Service needs to be expanded; performance measures need to look at outcomes rather than inputs and
processes, and increased flexibility is needed to allow managers to achieve those outcomes; budget frameworks
are needed to facilitate prioritisation and reallocation of spending; a renewed emphasis is needed on the role
of ICT and e-government in strengthening in formation sharing and integrated service delivery; and greater
mobility is needed to help develop and broaden the skills and competency base of generalist staff. In support of
all these, a stronger role is needed to lead and support the renewed change, both through the creation of a
Senior Public Service, and the development of a more strategic role for the Centre.
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Abstract: The use of social media in elections appears to be gathering momentum that is altering the traditional practice of
electioneering. This phenomenon is premised on the rapidly expanding access to internet, increased availability of internet-
ready smartphones and other communication devices, which enable individuals to simultaneously share information with
any number of peers or even the public. The electorates across many countries around the world are now taking advantage
of the various web-based media platforms like personal websites, social networking sites, blogs, and newsletters for political
communication. In Nigeria, the situation is not different from the general trend around the world. For instance, the turnout
of events in the recently conducted gubernatorial elections in some states points to the important role social media can play
in ensuring credible elections. It appears the electorates including those in Nigeria have abandoned traditional news break,
thus making it difficult for politicians and their unscrupulous collaborators in the electoral commission to manipulate the
electoral process or spin events to favour particular parties or candidates which is the prevalent practice that have
characterized the electoral process in Nigeria. This paper attempts to gain a better understanding of the impact of political
information diffusion among the Nigerian electorates. The paper also attempts to investigate the extent of electorates’
interactions in the course of the elections using social media platforms particularly Nairaland to which many Nigerians have
subscribed and its impact in the 2014 Osun state gubernatorial election. The paper adopts qualitative approach in the
gathering and analysis of data and based on our findings, the paper proposes ways in which the social media can effectively
support free, fair and transparent elections in Nigeria especially as the country approaches the 2015 general elections. The
paper concludes that the use of various social media channels in not only transmitting real-time information but also in
removing censorship by gatekeepers went a long way to prove to the Osun state electorate the transparency of the election
result in the midst of the highly competitive tension soaked election.

Keywords: social media political communication, Nairaland, social networks, elections

1. Introduction

The application of social media in elections appears to be significantly altering the traditional practice of
electioneering. This phenomenon which is fast gaining momentum is founded on the rapidly expanding access
to Internet, increased availability of Internet-ready Smart phones and other communication devices that are fast
penetrating into most societies. This access enables individuals to simultaneously share information with their
peers, which in turn spreads information faster than the traditional media channels would otherwise have done.
The wider diffusion of ICT devices has created the environment for the electorates to take advantage of the
various web-based media platforms like personal websites, social networking sites, blogs, and newsletters for
political communication. In Nigeria, and just like most other parts of the world, social media is playing vital role
in the mobilization of people to participate actively in political events. For instance, turnout of events such as
the occupy Nigeria movement that challenged the government over the hike in prices of petroleum products,
and the recently conducted 2014 gubernatorial elections in some states point to the important role social media
real-time reporting of the events can play in ensuring that the process turns out to be credible. The implication
of all this, shows that the electorates have abandoned traditional news channels and adopted social media to
express themselves real-time as the news break, thus making it difficult for those bent on manipulating the
electoral process or spinning events to favour particular parties or candidates. This paper attempts to examine
the impact of social media in political communication and the effects of such political information diffusion
among the electorates in shaping perception and attitude that in turn affect the behavior and actions of the
electorate and the outcome of the election. The paper also investigates the extent of electorates’ interactions
in the course of the elections using social media platforms particularly Nairaland to which many Nigerians have
subscribed and its impact in the Osun state gubernatorial election.
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2. Review of related literature

Nigeria has embraced and maintained democratic governance in the last decade especially with the dwindling
fortune of other non-democratic systems in some other parts of Africa. Military rule is almost becoming alien
and considered an aberration wherever it still holds sway (Duruji, 2010).In recent times especially with the
advances in Information technology, there has been an increase in the use of ICT in healthcare (Omoregbe,2008),
media, business, education and governance (Azeta et al., 2009).Studies exist that report the use ofsocial media
in politics. Social media can be defined as a suite of Internet enabled interaction tools such as Facebook, Twitter
and Youtube.lt is a known fact that President Barak Obama used the social media a lot in his campaign during
the 2008 and 2012 elections. The use of social media is fast becoming popular in politics. It does not only
empower people but also could democratize human relations. Olabamiji (2014) explored the use of media in
political communication in Nigeria’s 4"Republic and revealed that though the media have enhanced political
awareness and interaction, there are cases where it is has been used to intimidate opponent and trigger
conflicts. Research efforts on the influence of social media on electoral campaigns and voters behavior have
shown that the number of online followers or likes a candidate has does not necessarily translate to an electoral
success. Studies of the impact of social media for general election in Sweden 2010 and the midterm elections in
the US are cited in the work of James Gomez (2014) affirm this fact.

2.1 Web based platform and political communication

A web based platform can be defined as “a group of internet-based applications that build on the ideological
and technological foundations of Web 2.0 that allow the creation and exchange of user-generated content”
(Kaplan and Haenlein, 2010). It is also referred to as “social media” and includes web-based and mobile based
technologies that are used to turn communication into interactive dialogue among individuals, organizations,
and communities. Typical examples of social media platforms include websites such as Facebook, Twitter, Flickr,
Youtube and the interactive options on these websites, such as the “re-tweeting” option on Twitter. These
instruments are referred to as media because they are tools which can also be used for the storage and
dissemination of information, however unlike the traditional media like Television and Radio, most of the social
media tools allow their users to interact as “re—twitting” on Twitter and “comment” options on Facebook
illustrate.

Sweetser and Lariscy (2008), also defined web based platform as a “read-write Web, where the users do not
only view web contents but also have the privilege of contributing to it. The common denominator from all most
definitions of social media is fact that it is based on user-generated participation. With social media, users enjoy
user-to-user interaction, a clear difference from what obtains in the traditional media where users only receive
what they fed with (Clark and Aufderheide, 2009). Another advantage of social media over traditional media is
that users can make their choice of the information they want to access and share. This makes it possible for
individuals with similar interests to form a network.

Political Communication according to Wikipedia,is a sub-field of political science and communication that deals
with the production, dissemination, procession and effects of information, both through media and
interpersonally, within a political context. This includes the study of the media, the analysis of speeches by
politicians and those that are trying to influence the political process, and formal and informal conversations
among members of the public, among other aspects.

2.2 Forms of social media

Social media technologies take on different forms including magazines, Internet forums, weblogs, social blogs,
podcasts, pictures, and video. Considering that social media come in diverse forms, Kaplan and Haenlein (2010)
tried to classify social media into six distinct categories:

= Collaborative projects (e.g. Wikipedia)
= Blogs and microblogs (e.g. Twitter)

= Content communities (e.g. YouTube)

= Social networking sites (e.g. Facebook)

= Virtual game worlds (e.g. World of Warcraft)
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= Virtual social worlds (e.g. Second Life)

Out of these six categories of social media tools, three categories (blogs and microblogs, content communities,
and social networking sites) are the ones that are most relevant to the application of social media in the electoral
process. In the process of political communication, there has been strong intermediation between the traditional
media and the three categories of social media mentioned above.

2.3 Impact of social media on political communication

Social media has transformed political communication in a number of ways. These are discussed below.
Segmentation of Audience

Social media has deepened the segmentation of audience triggered by the rise of network of television channels,
specialized magazines, and websites. According to Stroud (2008), segmentation of audience derives from two
main elements of the social media: diversification of coverage and selective exposure (that is, finding
information that aligns with the predispositions of individuals). Social media makes it possible for its users to
read and discuss specific issues and then connect with other individuals who share their beliefs. This has the
possibility of creating individual voters who agree on specific issues and who may not be able to relate with the
wider issues that are part of a general election. With the social media different segments can address the same
issues from varying perspectives.

Social Media Has Weakened Gatekeeping Capacity of Traditional Media

Before the emergence of social media, the traditional media could determine to a large extent, what information
should be aired to the public and set the agenda for public discourse. McCombs and Shaw (1972) asserted that
“the mass media force attention to certain issues. They build up public images of political figures. They are
constantly presenting objects suggesting what individuals in the public should think about, know about, and
have feelings about”. They insisted that a small number of mass media news producers dominate the market,
and therefore, audiences’ only get information about what the media decides is important enough to be
covered. By presenting politicians with a platform to speak directly to their constituents and potential voters
without the traditional media intermediary, the social media has largely curtailed the agenda setting role of the
traditional media (Gillin, 2008).

Social Media Now Releases Most Recent News

Although this is related to the last point, it is becoming the order of the day in recent times.In all, the use of
social media limits the control of traditional press secretaries over the outflow of information, and also
decreases the dependence on traditional media for up-to-date content. Although the lack of control over the
content of social media may be positive in the sense that it allows for greater freedom of information, there are
also some disadvantages of this trend. The social media has been misused in many ways including using social
media platforms to spread false information, abuse political opponents, and incite violence. There is therefore
the need to balance this individual freedom and responsibility in the use of social media. Social media outlets
have a responsibility to develop and implement social networking guidelines for their users.

Social Media Influences Socio-Economic and Political Settings

The fourth point is that social media is now the new influencer in socio-economic and political settings. Research
has shown that increasing use of social media for political communication has led to declining newspaper
readership and television viewership in many countries (Australian Media and Communication Authority, 2007).
Under this circumstance, the social media may likely continue to dominate political communication, and serve
as a tool for gathering and disseminating political messages.

Traditional media channels, particularly television and newspapers, try to expand their reach by using social
media platforms for news broadcast. In Nigeria for example, many newspapers like Guardian, Vanguard, Daily
Trust, and ThisDay as well as television stations like Channels, have Facebook and Twitter accounts. A common
trend among traditional media houses, especially the television stations, is to have i-reporters. I-reporters are
individuals without professional experience of journalism, but who can utilize their dexterity in the use of social
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media tools to broadcast messages about events taking place around them through the traditional media. I-
reporters share pictures and videos of events with the public through the television. In this way, the traditional
media rely on users of social media for news, information and leads, the same way that social media utilize news
and information emanating from newspapers, radio and television channels.

2.4 Social media in Nigeria

The social media in Nigeria is now being used as a political communication tool. This became clear during the
2011 general elections and the trend is increasing as witnessed in the recent elections held last year, 2014 in
some states. The social media in Nigeria is used in so many ways and for different purposes. However, for the
purpose of our discourse we focus more on on the role of social media in elections in Nigeria.

Factors that Influence the use of Social Media in Nigeria

Three major factors are responsible for the use of social media in Nigeria. They are discussed in the sections that
follow.

2.4.1 Social media is a global trend

The use of social media for elections in Nigeria reflects a global trend towards “internet elections” or “e-
electioneering” (Macnamara 2008). Most people all over the world now have access to internet using their
internet ready smartphones and other communication devices. The evolution of web-based new media such as
personal websites, social networking sites, blogs, e-newsletters, have also redefined methods of political
communication, leading to a significant shift towards the use of social media in the electoral process. Before
now, traditional media dominated and provided election-related information. But today, the social media has
become a major election information sharing platform globally. The social media has the advantage of ease of
use, speed, and reach, and guarantee efficient election administration, coverage and reporting.

Social Media Adoption by Nigerian Politicians

Nigerian politicians have now recognized the importance of social media and have adopted it as a major means
of reaching the electorate via on-line campaigning. For instance, during the 2011 general elections, many
politicians, particularly the presidential aspirants, used social media tools to connect with voters and
constituents. Facebook and Twitter appear to be the most widely used social media platforms by the politicians.
For example, in December 2010, it was estimated that Goodluck Jonathan had nearly 300,000 fans on his
Facebook page (Ekine 2010). Other presidential aspirants like Dele Momodu, Ibrahim Shekarau, NuhuRibadu,
AtikuAbubakar, and Ibrahim Babangida,all had Twitter and other social media accounts. Political parties like the
Peoples Democratic Party (PDP), Action Congress of Nigeria (ACN), and Congress for Progressive Change (CPC)
were also not left out. Social media offered politicians and their parties the opportunity to broadcast messages
and recruit a huge number of volunteers to support their campaign.

Social Media Improves Election Monitoring

The Nigerian Civil Society and voters now use the social media as a tool for efficient election monitoring and
reporting.Pre-2011 elections like those held in 2003 and 2007 were largely marked by rigging and other electoral
misconducts, most candidates expressed their displeasure and likewise voters and observers. The malpractices
included complains of disenfranchisement of prospective voters, snatching of ballot boxes from election officials
and stuffing of the boxes with invalid ballot papers, as well as allegations of collusion between election officials
and politicians to alter election results and twist popular mandate (lbrahim and Ibeanu 2009). The flaws that
characterized the conduct of the 2007 elections severely dented the integrity of elections in Nigeria’s, and
triggered demands for freer, fairer, and more transparent elections.

Nairaland Social Media Platform
Nairaland is a social forum founded in 2005 by MrSeunOsewa with registered membership of 1, 229,600 as at
April 2014. This site is rated the seventh most visited site by Nigerians and the most visited indigenous site

(Alexa.com, 2014). The site sends out about 39,700 tweets and has a followership on tweeter of 134,000. It
records over 300,000 daily visitors. Figures 1 and 2 below show the Homepage and Politics page of Nairaland.
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3. Objectives of the study

= What is the degree of use of social media in Nigerian electoral system?
= What specific roles did Nairaland media platform play towards the success of Osun Gubernatorial election?

= What is the impact of Nairaland postings on the outcome of the 2014 Osun gubernatorial election?
4. Methodology

The paper adopts qualitative approach in gathering and analyzing data. The data for the research were basically
from secondary materials sourced from books, journals, periodicals and largely internet materials. Data gathered
through these sources were analyzed using descriptive analysis that includes the use of tables and statistical
figures to drive the points. The data gathered and the analysis carried out enable us to address the question of
the extent of use of social media in Nigeria as well as the impact of Nairaland postings and political conversations
on the Osun Gubernatorial election. All these are captured in the sections that follow.

5. Internet penetration in Nigeria

The increased penetration of Computer, Telephone, Internet and Mobile Technology has made politicians as
well as the electorates embrace social media platforms such as Twitter, Facebook, Youtube sites to solicit votes
and communicate political issues. Nigeria currently records the highest number of Internet users in Africa. The
country is reported to have 70,300,000 Internet users out of the 297,885,898 Internet users in Africa as of June
2014 while Facebook which is the leading social media site has 6,630,200 active users in Nigeria as at June
2012(Alexia, com 2014). The number of active lines in the country as at September 2014 is
134,507,329(ncc.gov.ng). The increase in mobile Internet traffic is expected to double between 2014 and 2015
and should see a 20-folds increase by the end the decade across the Africa region (Internet World stat 2014).
Figure 3 below shows Nigeria’s position as leading in Africa interms of number of internet users.
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Figure 3: Top ten internet users in AfricaSource: (www.internetworldstat.com)

6. Nairaland and outcome of Osun election

The Nairaland social media forum is a general interest site that covers diversity of issues including politics. The
membership of Nairaland media forum cuts across the entire length and breadth of the Nigerian society and has
become a source of first hand real-time information about Nigeria around the world. In Nairaland members put
up front page on any issue and other quicklyresponds on that topic. The response to a particular topic can run
into many pages depending on the trend line of such front page topic. Naira land forum pages on politics are
very active during election season as Nigerians both within and outside the constituencies where the election or
political related event is happening get their information.Infact the site becomes more active during political
season as people within and outside, floods the site for fresh and update information on ongoing event.

Nairaland site was very busy throughout the build up to 2014 Osun gubernatorial elections particularly on
Election Day when several front pages on the election were competing for post by members and visitors. This
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was the case on 9th of August 2014 which is the day of Osun gubernatorial election where the major contenders
were the sitting governor RaufAregbesola of the All Progressive Congress(APC) and lyiolaOmisore of the Peoples
Democratic Party (PDP). From the various post live updates on voting, ideas of turn out in the various local
government and other developments concerning the election were streaming in on the site just like the national
media that also beamed their searchlight on the election.

Osun State’s population is estimated to be about4million, haven recorded 3,416,959 in the 2006 GeneralCensus.
According to the Independent ElectoralCommission (INEC), the eligible voting populationisl, 411,373 and a total
of 1,256,569 Permanent VotersCard (PVC) was produced with provisions for continuous voters registration
exercise. In March 2014, INEC started the distribution of PVCs in the State andup till election week, only about
900,000 PVCs had been collected with the remaining awaiting collectionin INEC’s offices at various Local
Government areas in the State. INEC, the UNDP, Civil SocietyOrganizations and other development partners
conducted voter education campaigns and awarenessprogrammes. The gubernatorial election was held on the
9th of August 2014. In this section we discuss the role played by the social media and the outcome of the
election.

In a post-election speech delivered by the governor-elect, Aregbesola, he commended the social media for her
role toward the success of the gubernatorial election in the state. It appeared that all stakeholders including the
Independent National Electoral commission (INEC), politicians/political parties, the electorate, and Civil
SocietyOrganizations made extensive use of social media during the gubernatorial election. We monitored
election activities on one of the social media sites named “nairaland”. This site is used mostly by Nigerians to
disseminate information and discuss important national issues. Indigenes of Osun state from our observation,
took advantage of the medium to effectively monitor the election. They did this by sending reports happenings
in the various polling units. They also uploaded results as they were being announced from each polling units.
Below is a sample of such conversation and results uploaded real-time (as counting was going on) and later in
the evening but the same day of election as shown below in figures 4 and 5 respectively.

No doubt, each of thestakeholders used the social media to achieve a number of interrelated objectives. For
INEC, social media was basically deployed to share information on the elections and receivefeedbacks from the
public on the performance of election officials. Politicians/politicalparties used social media primarily to reach
out to the voters and canvass for support. Thevoters used social media to report their experiences and receive
election related information including uploaded results while the Civil Society Organizations (CSOs) used social
media tools to mobilize and educate theelectorate as well as to cover and report the outcome of their
monitoring of the electoralprocess.
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7. Conclusion

The outcome of elections in Nigeria has always ended up in dispute over the final result owing to the flagrant
manipulation that makes nonsense of the voters’ preference in an election. The frequency and rampant nature
of this outcome has in the long run made many Nigerian to lose confidence in the electoral process and some
have become disinterested because they hold this view that no matter what happened queuing up in harsh
whether to cast vote does not make any meaning if the winners are already pre-determined even before the
votes are casted. However the influx and diffusion of ICT has made monitoring of election by the voters much
easier, making it much more difficult for desperate politicians and compromised electoral officials to manipulate
outcomes of election as clearly indicated in the 2014 Osun gubernatorial election. Following the tension in the
built up to Osun gubernatorial election, the widespread use of social media went a longway in making the
process open and transparent even in the declaration of results which was out in the public shortly aftewe the
close of poll, making people to know the outcome even before the official results were made public. Consequent
upon this, the paper propose that social media can effectively ensure free, fair and transparent elections in
Nigeria especially as we approach the 2015 general elections if the Nigeria electorate are further advised to use
these devises in their various polling booths.
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Abstract: The major argument advanced in this paper is that African governments should make use of information and
communication technologies within their governing structures in seeking ways and means of promoting national social
cohesion. We present a heuristic by developing a model — e-Cultural Synchronization -- for national integration in African
nations, with a central focus on the synchronization of indigenous cultures as fulcrum. The rationale is grounded in the need
for African states to pay more attention to the cultural fabric of their respective societies in efforts to reduce cultural tensions
by demonstrating that there are indeed many aspects of African culture that are not antithetical, for instance, to democratic
governance or other governing prescriptions that have been tried by some African leaders. The model utilizes the application
of information and communication technologies as means of achieving cultural synchronization for stable governance.
National integration continues to be a major challenge for several African states. Internecine warfare, pervasive poverty,
weak infrastructure in several sectors poses problems for smooth governance. Conflicts at the level witnessed during
elections in Kenya and the Ivory Coast have resulted in charges of crimes against humanity (approximating ethnic cleansing)
by African heads of State. A former head of state of Ivory Coast — President Laurent Gbagbo, is presently facing charges of
crimes against humanity at the International Criminal Court at The Hague, Netherlands. Even though the majority of African
states achieved independence since the late 1950s and during the 1960s there are still problems in fashioning and sustaining
nationally integrated nation states resulting in conflicts. Countries such as Zimbabwe and South Africa pose different
problems for national integration after independence. Their problems centre mainly on race and economics. Insurgencies
are taking place in countries such as the Federal Republic of Nigeria, Mali, Uganda, Zaire, Somalia and Rwanda to name a
few. The emergence of major non-state actors such Al Shabab, Boko Haram, and Al Qaeda in the Maghreb continue to
challenge the “State.” The major sources for the preceding are religion and politics. Among other sources of conflict
exacerbating the challenges for national integration are disputes over natural resources, socio-economic disparities and
ethnicity. Several attempts made at national integration have centered on ideological choices, with a focus on democratic
governance, with very little emphasis on indigenous cultural synchronization as a means of promoting national cohesion.

Keywords: e-cultural synchronization, national integration, ICT, conflict resolution, cultural synchronization

1. Introduction

In order to get a handle on the argument supporting the inclusion of cultural synchronization as a significant
element among the constituent elements at play for the successful use and application of it in e-governance
platforms, we present a discussion and analysis on the following: (a) establishing the context for a case for
cultural synchronization as a component in e-governance platforms in African nations; (b) the national
integration problematic in African nations within the context of the role of cultural synchronization, as an
integral part of efforts at achieving national integration; (c) a conceptual analysis of e-governance, and (d)
fashioning an e-cultural synchronization model as a constituent element within e-government platforms in
Africa, with the aim of promoting social cohesion, as well as serving as a tool among others, for conflict resolution
required for national integration efforts by African nations.

Protracted ethnic and religious conflicts in several African nations such as the Federal Republic of Nigeria, the
Democratic Republic of Congo, South Sudan, Uganda, Central African Republic and Rwanda, to name a few have
resulted in wanton deaths of millions of Africans. In addition to the loss of lives, infrastructural damages, and
pillaging of rural communities have led to the displacement of untold numbers of Africans. Refugee camps for
displaced Africans escaping internecine wars in their respective countries serve as breeding grounds for
dislocated ethnic groups who organize themselves to wage war against their detractors. A glaring example is the
protracted war between the Government of Rwanda and Hutu rebels who escaped to the Democratic Republic
of Congo and have been involved in armed excursions into Rwanda. The situation in Rwanda is striking not just
because of the horrible genocide of 1996, but mainly because the nation is not as culturally, linguistically and
religiously diverse as, for example, the Federal Republic of Nigeria where Boko Haram has caused mayhem and
extending the war front into Cameroon and Niger. The two major ethnic groups in Rwanda, for example, use the
same language, unlike a country like Nigeria with over two hundred languages and dialects.
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Central to an understanding of the concept of cultural synchronization is the need to find ways and means of
aggregating, codifying, synchronizing and disseminating information on similarities as well as differences in
cultural beliefs and practices of warring factions, as well as the public at large by use of information and
communication technologies (ICT). There appears to be a major knowledge deficit, or simply a refusal to
appreciate similar aspects of cultural and other belief systems that should bond rather than serve as factors of
disintegration, and differences that represent exigencies which require peaceful resolution (Bitzer, 1968).

2. Cultural synchronization construct

Blake (1988) proposed that African nations should use the new information and communication technologies
for “cultural synchronization of Africa and its people” (p.17). Cultural synchronization is defined as a process of
aggregating and codifying information on similarities that exist among co-cultural groups in diverse African
nations by using information and communication technologies, with the objective of bringing to the attention
of the public, that co-cultural groups may share more in common than they realize, hence serving as a means of
promoting social cohesion. The focus on similarities does not preclude as well data on differences that require
peaceful resolution.

The argument was advanced “against the background of ethnic and cultural conflicts in various regions of the
world” (p. 17). Furthermore, “as a continent, Africa is struggling to get a handle on the complex role and position
of culture in efforts to forge ahead with its various development projects” (p.3, 1989). He argued that“research
on software development in particular has resulted in the possibility of miniaturizing knowledge without the loss
of content and substance....Miniaturized knowledge is rapidly disseminated by computer and related
technologies with a wider scope than the traditional methods, with the possibility of reaching more people
simultaneously” (p. 2). The use of ICT to capture essential elements, namely, those aspects of culture comprising
customs, beliefs, stereotypes, values, prejudices, worldview, etc., would augment access to such content. It
would involve, however, the following steps for ascertaining access: robust research endeavors; formulation and
processing, followed by packaging of research data, storage and distribution of content. The distribution would
be in the form of e-cultural synchronization as a component of the overall e-governance platforms of African
nations.

We start with the above because attempts at developing a cultural synchronization component in e-governance
platforms in Africa should take into consideration the significance of miniaturizing knowledge about similarities
and differences in many aspects of cultural beliefs and practices among co-cultural groups in nations that are
ethnically, linguistically and religiously diverse. It should be done in a manner that would assist in retaining the
essential bits of knowledge about shared cultural beliefs and practices, worldview, values, etc., among co-
cultural groups so as to come up with manageable and operational content within the platform. The possibility
of citizens accessing information on synchronized cultures augurs well for a more informed citizenry on issues
regarding mutually shared beliefs, customs, tradition, mores etc, as well as differences that require peaceful
resolution. As discussed later, there are certain limitations that would have to be addressed regarding issues of
access to e-governance platforms in African nations by ordinary citizens. Meanwhile, recent advances in ICT have
helped to create a “new culture” (for Africa) for information generation, aggregation, codification, storage,
dissemination and retrieval, and beneficial for cultural synchronization.

Cultural synchronization is an imperative when a critical examination is made of the overall African scene with
division getting more and more entrenched. For instance, democracy is spreading rapidly in the continent,
evidenced by the emergence and growth of a multi-party system. An inherent factor, however, in such an
ideological choice is a heavy baggage that accompanies democracy as the ideological choice particularly for
diverse African nations. That baggage is division along ethnic lines — characterized by the strong adversarial
nature of democracy. Division goes even beyond ethnic demarcations. It triggers xenophobic tensions on issues
of citizenship of contenders for national offices in some African countries as were the cases in Zambia and the
Ivory Coast (Whitaker, 2005; Oduro, 2009).

3. National integration

National integration has long been an important focus of attention by scholars, policy makers and the United
Nations system (APPER, 1986) for postcolonial African governments. At the onset of decolonization in most of
the African countries, there was a heated debate and concern among social scientists about the need for national
integration in African societies with diverse populations (Binder, 1964; Coleman & Rosberg, 1966; Zolberg, 1967
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Davis and Kalu-Nwiwu, 2001). This concern has been also been re-emphasized by Bandyopadhyay & Green
(2009) Onifade & Imhonopi, (2013), advocates of national integration as a policy to promote state building in a
continent beleaguered by socio- political instability. The socio-political matrix in most of the African States is
characterized by inter and intra-ethnic conflicts, and religious tensions. There are also contending views on
efforts at national integration initiatives in Nigeria, for example, a very diverse nation (Enegwea and Umoden
1993; Ilhonvbere et.al.; 2003; Alapiki, 2000; 2005; Attah, 2013).

Some aspects of national integration historiography demonstrate an approach to African national integration
that privileges what could be referred to as a “de-ethnicized” national unity, at the expense of celebrating
cultural diversity. The Federal Republic of Nigeria, for example, is made of about 250 ethnic groups (Enegwea
&Umoden, 1993). The plurality of groups, the arguments goes, many times throw up centrifugal forces that tend
to tear countries apart. This reality imposes the need to integrate the distinct ethnic groups to become a
monolithic whole that shares a common identity and destiny. Essentially therefore, national integration is a
process that attempts to erode the presence of micro-nationalities in place of a spirit of nationhood (Alapiki,
2000). This is achieved through the breakdown of ethnic barriers, the elimination of primordial ethnic loyalties,
and the development of a sense of common identity. A functionalist approach, suggests, however that distinct
ethnic groups operate as a system that requires each unit for the good of all. Thus, the different ethnic groups
are the interrelated and interdependent sub-units that must function in unity (Anele, 1999).

For purposes of addressing the cultural synchronization construct as a key process among others in working
towards the achievement of national integration in African nations with diverse populations, we define national
integration as a process of working towards the achievement of a stable national entity, with an increased
knowledge and understanding among co-cultural groups, with similar and shared beliefs, values, customs,
traditions, worldview, etc., that form a nexus around which national identity, consciousness and interests are
fashioned and grounded. Cultural synchronization as a process of facilitating national integration recognizes as
well, differences manifested in unshared values, beliefs, traditions, customs and worldviews among co-cultural
groups, but focuses on, and elevates similar and shared elements, while learning more about differences and
how to solve them peacefully, in order for co-cultural groups to work on the basis of peaceful co-existence.
Sectoral and other factors that would form the rubrics of national development plans in this regard are
warranted in part, on a culturally synchronized national vision. E-Cultural synchronization provides one ICT-
based mechanism through which such learning could be obtained within the wider context of e-Government.

It must be emphasized at this juncture that in the absence of a credible, trustworthy and respected national
leadership structure committed to the development and enhancement of the quality of life of all citizens,
national integration efforts would continue to be futile irrespective of processes such as cultural synchronization
in e-Government platforms of African nations.

4. Information and communication technologies within the context of e-governance for
African states

There are various definitions of e-government. Olowu (2004) defines e-governance as “all the information and
communication technology platforms and applications in use in the public sector of the use of the internet for
delivering government information and services to citizens”. e-Government is referred to as the process of
transformation of the relationships between government, its stakeholders - citizens, businesses and employees
— using Information and Communications Technology (ICT) to improve efficiency, effectiveness, transparency,
accountability, responsibility and service delivery of public governments (Kraemer & King, 2003).

Studies have shown that e-government has numerous benefits to offer to citizens, businesses and governments
which include improved service delivery, increased democratization, reduced corruption, and an increase in
national business, and competitiveness (Pudjiantoand Hangjung, 2009; Srivastava and Teo, 2006; Moynihan,
2004).Hafkin (2009) describes e-Government implementation in Africa as comprising of various approaches,
ranging from the technologically and internally oriented (introducing ICTs into all aspects of government
activity), the more external Internet government service delivery, the customer-centered and development
oriented approach advocated by the United Nations Public Administration Network (UNPAN), to harnessing the
power of technology to transform public administration through the use of ICTs.
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The general approach to e-Government is through the Internet deployed through Wide Area Networks or mobile
computing. E-government can be delivered using both Internet Protocol (IP) devices such as PCs, and PDA and
non-Internet Protocol (IP) devices such as telephone, fax, PDA, SMS, MMS, GPRS, RFID, biometric identification
and smart identity cards as well as community radio (Hafkin, 2009).

E-government services can be classified into four categories: (1) a secure government intranet for more efficient
interaction among governmental agencies; (2) Web-based service delivery; (3) e-Commerce for more efficient
government transaction activities; and (4) digital democracy for more transparent accountability of government
(Moon, 2002). These are further described as Government-to-Citizen (G2C), Government-to-Business (G2B),
Government-to-Employee (G2E), and Government-to-Government (G2G) (Graafland-Essers and Ettedgui, 2003;
Carrizales, 2008;Ayo, 2009).

Stemming from the above, cultural synchronization as an added component in the e-government platform of
African nations would be useful for all functions with the objectives of: forging and achieving national identity,
consciousness and integration(G2C); ascertaining fairness in employment practices and employee welfare in
both the public and private sectors (G2B); designing public affairs and public relations strategies and tactics for
government information dissemination (G2E), and finally, enhancing the quality of communication and other
forms of interaction among federal, state, local and rural administrations.

4.1 e-Government models

There are various models that have been developed to describe the stages of e-government. These models have
some stages in common but also have some differences as well. Among such models are: the World Bank’s three
stage model, the Gartner’s four stage model, Layne and Lee’s four-stage model, United Nations’ five stage model
and the Jayashree and Marthandan Model (Jayashree and Marthandan, 2010; Layne and Lee, 2001; UNASPA,
2001; Baum and Di Maio, 2000). The United Nationsmodel is the most popular and used in various e-government
(Haveez, 2004; Hafeez & Sher, 2006; Unies, 2008). The stages in the model are:

Stage 1 - Emerging presence: Here, a government makes its online presence with a web page which might
include an official website, and links to ministries or departments. Information is majorly inactive and there is
little or no interaction with citizens.

Stage 2 - Enhanced presence: More information is provided by government on public policy and governance
and makes them easily accessible to citizens. Links are made to recorded information such as newsletters,
documents, reports, laws etc.

Stage 3 - Interactive presence: Governments provide online services like downloadable forms for applications
and an interactive portal with services to ease its use by citizens is being put in place.

Stage 4 - Transactional presence: Here, there is now two-way contact between ‘citizen and government’. It
includes options for paying taxes, applying for ID cards or passports and other functions similar to G2C
interactions.

Stage 5 - Networked (or fully integrated) presence: This is the most sophisticated level of e-government
implementation. It integrates all e-government service dimensions G2G, G2C and G2B. At this stage, government
through technology becomes proactive in connecting with and answering to citizens’ needs.

4.2 e-Cultural Synchronization (e-CS) model

There are four stages in the development of an e-CS model. They are:

(1). Robust research on disparate cultural universes in diverse African nations, requiring an interpretive
methodology.

(2). Organization and formulation of data derived from step one above.

(3). Processing of disparate data

(4). Formatting for e-Government platforms

(5). Launching for G2C; G2B; G2E and G2G dissemination

The first stage mentioned above requires collaboration with cultural anthropologists, sociologists, historians,
scholars/experts in religious studies, intercultural communication, and rhetorical communication, all with
research competence in African societies. The pertinent methodology for such an endeavor is interpretive. The
research results would yield data on disparate values, religious and secular beliefs, traditions, customs,
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worldview, rites, philosophies, histories, warrants used to justify actions, and other socio-psychological
variables. The firststage of the research process, therefore, requires a high degree of open-mindedness, in the
sense that value judgments on the part of the researchers on beliefs, customs rites etc., of co-cultural groups
should be avoided, because such judgments could have a negative impact --in terms of biases and potential
misrepresentations -- on the organization and formulation of data.

In the stage two, the same team of researchers would be involved in the organization and formulation of data
emanating from research endeavors. It is at this stage that discrete categories are identified and formulated
resulting in a breakdown and organization of similarities and differences among disparate ethnic, linguistic and
religious groups in the given nations. Overlaps in similarities and differences among the diverse population are
identified and systematized for synchronization, with particular emphasis on overlaps in similarities.

Stages three and four involving processing of disparate data, and formatting for e-governance platforms
respectively, are handled mainly by ICT experts. These experts would have access to researchers involved in
stages one and two for clarification if necessary, and to authenticate the integrity of the data being processed
electronically for formatting consistent with e-Government platforms. The process of authenticating generated
data is required to ascertain that there is no evidence of falsification, before the data are synthesized and
formatted for uploading on the e-government platform. Synchronization is not restricted to similarities as
mentioned earlier. Overlaps in differences should be aggregated as well, and organized to show them as
stumbling blocks towards the achievement of a national identity, and representing exigencies that should be
gradually resolved in a peaceful manner.

The final stage is the launching of e-CS on the e-government platform. A well-written guide and explanation of
the function and purpose of e-CS would need to be prepared, to inform citizens, businesses, government officials
and staff at alllevels of governance about the richness evident in the synchronized content showcasing
similarities around which a national cultural heritage is seen and celebrated, as a means of forging a collective
national consciousness and identity. Educational institutions at the primary, secondary and tertiary levels would
benefit from the use of e-CS data. It must be pointed out however, that e-CS is not a substitute for textbooks,
scholarly reference works in the forms of peer-reviewed published articles or books. It provides an added and
specialized source of information on similarities and differences among co-cultural groups with a focus on values,
beliefs, customs, traditions, worldview, etc.

Stemming from the above, there must be as well, security considerations in the management of e-CS. Hackers
could possibly access it with a potential to distort content to an extent that e-CS could contain false and
inflammatory content about diverse co-cultural groups triggering conflict. There should be no effort spared to
ensure full protection.

5. Limitations

There are limitations that require attention. For instance, the level of literacy in Africa remains high, not to
mention literacy in the use of ICT applications such as e-CS and e-governance as a whole. In addition to the
above, for e-governance to function effectively and efficiently, some fundamental aspects of national, regional,
state, and local infrastructure have to be in place: energy; telecommunications and related technologies,
committed political leadership, given the history of the recent past in several African nations beguiled by
corruption, graft, nepotism that create lack of trust in governments. If the source of e-governance is not trusted,
access and use of e-governance platforms would be negligible or useful only to elite groups in society that can
afford what is takes to make use of ICT. Furthermore, deep-seated prejudices among diverse ethnic, linguistic
and religious groups are not going to be easily eradicated by the E-CS in the short run. Human and fiscal resources
to carry out all the activities in the five stages mentioned above are resource intensive.

6. Conclusion

The prevailing environment in African countries with diverse conditions remains tenuous in political and socio-
economic terms, as well as several aspects of belief systems, cultural practices, and worldview. The strain on
national integration efforts are evident in countries that are combating insurgencies such as the Federal Republic
Nigeria, Mali, Morocco, Democratic Republic of Congo, Uganda, Rwanda, Central African Republic, South Sudan,
Kenya. Libya represents presently , the worst example of states that once enjoyed a significant degree of national
integration, but now experiencing total disarray and the collapse of the country.
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National integration is multifaceted in terms of the challenges for stability and the fashioning of a national
consciousness and identity, and mechanisms necessary to deal with the challenges. e-CS is not advanced in this
work as the panacea for solving the problems involved with achieving national integration in African nations,
particularly in those with diverse populations. It is argued here that e-CS is a key element in national integration
mechanisms and primarily fashioned to provide information on e-Government platforms about co-cultural
entities in diverse African nations. The information provided would focus on similarities and differences in the
constituent elements of co-cultural groups, through the use of ICT and e-government platforms. The information
contained in e-CS could help to let co-cultural groups recognize, appreciate and act on the information which
shows that there is lot of “us” in “them,” even with differences. The administration in power in any given diverse
state in Africa would need to show willingness to invest in e-governance platforms as a first step, and then to
enrich the platform with the type and quality of information on several sectors such as e-Commerce and the
proposed e-CS. The potential benefit derived from co-cultural groups finding out that there is a lot of “us” in
“them” in a positive way would outweigh, indeed, the costs.
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Abstract: E-Government is the use of information and communication technologies (ICT) by government agencies to ensure
better delivery of government services. However despite many online benefits, after an initial trial of e-Government, many
users revert to traditional ways. This failure to retain the interest of users contributes to the failure of e-Government in
developing countries. In general, e-Government websites aim to transform service delivery and make it easier for citizens
and businesses to interact with the government. The success of any service delivery depends largely upon its perception in
the minds of users, which in turn determines users’ retention and loyalty. Although online services have been deployed in
parallel with the traditional ones, effective public services still tend to be the traditional face-to-face styled service not the
electronic one. ICT as a facilitator for efficiency and effectiveness of old fashioned services must be one of the right answers
for developing countries, instead of developing an online self-service. Previous researches show that technical development
alone could not realize benefit from ICT. Many researchers attempt to address these issues from the human behaviour
perspective instead of focusing on the technical aspects. Generally in order to develop an e-government system, a
government unit needs to invest in ICT infrastructure. Especially for small scale government units the ICT investment
becomes significant. The investment includes servers, data centre, storage, network, software, ICT staff. We propose the
idea of an ICT development framework named COI to reduce the cost on ICT investment, to reduce dependency and to pay
more attention to acceptability by using a simple, open and user-friendly data format rather than sophisticated database
management systems which require skilled ICT staff. The framework includes three main concepts. The first concept is to
use commonly and widely used technologies and products. Local storage or hard disk can be used to store information.
Publicly available e-mail systems or drop box services can be candidates for an information management facility. The second
concept is to use an open, simple, and user-friendly electronic data format to store information. Clear text based data files
or Microsoft spreadsheet Excel files can be candidate formats for storing electronic information. This concept increases the
transparency, acceptability and reusability of an information system. The third concept is to develop software which is less
independent from external environment. This framework has been adopted in three projects for public service enhancement
in small government units around Thailand. They include the ESmartBox project, the SmartMOL project and the Phitsanulok
Employment Promotion project. The result indicates that this framework reduces ICT investment and increases acceptability,
transparency and information reusability considerably.

Keywords: ICT cost, acceptability, reusability, open format, transparency

1. Introduction

E-government is the use of information and communication technologies (ICT) such as the Internet, wide area
networks and mobile computing by government agencies to ensure better delivery of government services.
Despite its benefits which are often stated in terms of increasing the convenience and accessibility of
information and services for the public, the success and acceptance of e-Government initiatives are contingent
upon citizens’ willingness and intention to adopt these services. Many users revert to traditional ways after an
initial trial of e-Government. This failure to retain the interest of users contributes to the failure of e-Government
in developing countries.

The success of service delivery depends largely upon its perception in the minds of users, which in turn
determines users’ retention and loyalty. Human-Centred Design (HCD) has been an approach that aims to make
IT systems usable and useful by focusing on the users, their needs and requirements, and is considered as
complementary to the sociologists approaches (Reiter, 2014).

However, the implementation of such systems is often constrained by short term deadlines, large amounts of
data that should be registered at once and misunderstandings in designing (Sourmelis, Christodoulakis and
Xarcha, 2014). Insufficient involvement of users and stake-holders in the software development process
introduces a bad perception which then affects the intention to use the system. Other failures include the lack
of ownership and integration with locally existing systems, the largely technological approach with limited inputs
from specialists and the lack of baseline (Andonovska, 2014).
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Outcome software systems often rely on a limited number of very popular datasets which cannot serve the
needs efficiently (Foulonneau and Martin, 2014). In many cases effective public services still tend to be a
traditional styled service not an online service. ICT as a facilitator for efficiency and effectiveness of the old
fashioned services must be one of the right answers for developing countries, instead of developing an online
self-service (Boonmee, 2014).

Although much research has been conducted on eGovernment supply-side metrics (Helbig et al., 2009), citizen
needs or perceived values have not been adequately accounted for (Streib et al., 2006). While engaging citizens
online in a meaningful way remains difficult (Kolsaker et al., 2008), the goal of wider political participation is
becoming a pressing challenge as governments seek the creation of public value (Grimsley et al., 2007a; Helbig
et al., 2009).

Previous researches show that technical development alone could not realize benefits from ICT. Instead of
focusing on the technical perspective, many researchers attempt to address these issues from the human
behaviour perspective (Ward et al., 2007).

We propose a framework named COI to reduce the cost on ICT investment, to reduce dependency and to pay
more attention to the human behaviour perspective.

This paper consists of five sections. In section two, the problems of service provision are illustrated. In section
three, the proposed framework and techniques are introduced. In section four, the developments are described.
The last section contains discussion and possibilities for future work.

2. Problems

Traditionally in order to access public services, a citizen fills out a service request form with other required
documents. He/she submits the form based document to a servant of service provider. The staff member then
performs one or more predefined processes to produce the output of the service. Each process may produce
intermediate documents. Such services are for example, licensing, certification, registration, benefit claim
process, and so on. Those processes include document verification process, basic requirement verification
process, output document preparation process, permission, decision and signature process, payment process,
and output document delivery process.

paper doc paper doc paper doc

ol & o)
ﬁr paper based ﬁiﬁ
Serwce/ \\ document ltlmg "\ service
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R \/=,x°
e

Figure 1: Typical Public Service Process and paper based document management

Figure 1 shows a typical service providing process. During each process paper documents are produced. Firstly,
arequest form is submitted by a citizen. The request is processed in order to produce the outcome of the service.
Lastly, the final output document is delivered to the citizen or whom it concerns. Documents produced during
the process are stored in the filing system for future use. Typically these documents are paper based documents
specified by law, regulation, best practices and so on. The paper based document management becomes the
foundation of the system.
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Figure 2: Document management for electronic documents in e-government system

In general e-government is developed to support those processes. Software developed in e-government tends
to transform the paper based document to electronic. Some digitize the paper to an electronic image file and
store it in a shared file system. Others change the method of document submision from paper form filing to data
entry via an electronic device, such as personal computer, notebook PC, tablet and so on. In order to do that, a
software system has to be developed.

In order to support e-government deployment, computers, software, network and other ICT facilities need to
be developed. This requires a significant investment especially for small scale government units such as local
government units, municipalities and so on. However, some ICT infrastructure becomes more common and
accessible throughout the country like other utilities at a reasonable price. Personal accessing devices include
the personal computer, notebook PC, tablet and various kinds of smart mobile devices. For internet access, there
are more than three big internet service providers. For communication a number of e-mail services are provided
from both public and private providers. For online storage, there are a number of cloud based storage providers
available. These ICT infrastructure providers become ready for all at an acceptable cost.

However, in e-government development specific software and data centre infrastructure are also required. The
data centre infrastructure includes server computer, database management software, network connectivity and
so on. In order to deploy/execute the software system significant investment is required. This includes the costs
of software design, hardware design, server computer, storage system and network connectivity, and skilled ICT
staff wages. Moreover human behaviour has to be taken into account in order to achieve success. This requires
more investment. The significant investment in ICT development is an important factor in causing failure. It does
not allow sufficient participation by staff and other stakeholders in the ICT development process. Thus user
acceptance and realization of ICT benefits cannot be achieved. We can assume that to make an e-government
project succeed, both technical and human factors have to be considered properly. The main idea of this paper
is to reduce the cost of technical development while increasing acceptability which is the human behaviour issue.
Physmally Others
touchable
self-contained Citizen
independent

I b — Service
\\ search provider
I visible
ocument

Dnrect access

Figure 3: Paper based documents are physically touchable, visible, self-contained and independent

So far paper based documents have been used in providing public services. Citizens, servants and other stake-
holders have been familiar with and trust in these documents since they are physically touchable, visible, self-
contained and independent as illustrated in fig.3. Service providers’ members of staff, citizens and other stake-
holders are able to access or view them directly with confidence. Thus they are confident when referring to and
relying on these documents.
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Figure 4: Document management for electronic document in e-government system is not familiar and less
acceptable to service staff, citizens and most stake holders

On the other hand, in an e-government system all documents are virtualized and stored in data storage. Data is
stored in various specific formats depending on the software in use. Some formats are open or well-known.
Other formats are proprietary. Without specific software, one cannot access or manipulate the data nor
physically view and touch the documents directly like paper based documents. Some documents are stored in a
proprietary unknown format. Much data is stored in database management software which service staffs, citizen
and others cannot access directly with confidence except by skilled IT staff. We assume that this is because e-
government systems have too many dependencies and are too invisible. This factor largely influences its
perception in the minds of users, which in turn determines users’ retention and loyalty.

E-government development problems can be summarized as follows:

= Significant investment is required.

= Lack of consideration of human behaviour

= Bad perceptions in the minds of users.

= Electronic data is unfamiliar and daunting therefore hard to be trusted and reused.

= Software is too complicated without acceptable proof which in turn leads to unreliability.

= Too many dependencies including computers, network, skilled ICT staff, specific software, unknown data
formats and so on.

= Shortage of skilled ICT staff.

3. COIl framework and technique

In order to achieve successful e-government implementation, we propose a framework called COI. This is not a
detailed methodology or technique. It is a guideline concept used to mitigate the problems mentioned above or
to reduce the effect of them. The framework includes three main concepts; to use common widely used
technologies and products (C), open, simple and user-friendly data format (O) and be more independent from
external factors (l).

The first concept is to use common widely used technologies and products. It is about reducing the ICT costs and
increasing the users’ acceptance by utilizing common and widely used technology as much as possible on the
service provider side. Instead of building its own data centre, ordinary desktop computers with a small
uninterruptable power supply (UPS) can be used. Instead of an enterprise class storage system, a commonly
used external hard disk can be used. Instead of using sophisticated web services which are complicated and
costly, a normal stand-alone program with e-mail as a communication channel to send/receive data should be
used. This approach often leads to less cost since commonly used products are spread widely in markets at a
reasonable price. It also reduces the maintenance cost since more local support can be expected.

Under this concept we have to choose or design which technique or products should be used. Available
techniques and products can vary and evolve depending on market needs. Figure 5 shows examples of common
widely used technologies and products which can be used as foundation components to develop information
systems for e-government. Ordinary storage of personal computers can be used to store data produced by the
information systems. Physically attached or removable storage is familiar to users for carrying data with freedom
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to increase data reusability which in turn leads to reliability and acceptability. At the present time they include
USB flash drive, external hard drive, CD-ROM, and DVD-ROM.

Physical attached storage Cloud based storage E-mail as a
Local storage Shared storage communication channel

Figure 5: Examples of commonly used technologies and products which can be used to develop current
information systems

This concept reduces the need to own expensive data centre and database facilities. Local storage or hard disk
can be used to store information. Publicly available e-mail systems or drop box services can be candidates for
the information management facility.

The second concept is to use open, simple or user friendly data formats (O) to store information. Clear text based

data files or Microsoft spreadsheet excel files can be candidate formats for storing electronic information. This
concept increases the transparency, acceptability and reusability of the information system.
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Figure 6: Data formats used in storing data; left) proprietary or non-open formats right) open, simple, well-
known and user friendly data formats

Data format should be open and user friendly. Openness allows every software vender equally to develop
software to access the data. Proprietary data format allows only a specific software to access because other
software vendors do not understand the format. The data format should be user friendly to allow the user to
view freely without limitation.

In order to apply this concept we need to determine the formats. Figure 6 shows some examples of open, simple
and user-friendly data formats: clear text file, XML file and excel file. Other examples of proprietary non-open
format have also been illustrated: database management system internal file format, DBF format, MDB format
which can be accessed by only skilled IT persons.

The third concept is about being independent from the external environment. However, to develop an
information system completely independent from external factors is difficult. This concept promotes less
dependency on specific hardware devices, less dependency on operating systems, less dependency on specific
software products, less dependency on network connectivity, less dependency on specific skilled ICT experts.

To achieve this, for examples: data in the storage should be in open and self-contained format to allow any
software to be accessed, software should be designed to operate in both off-line and on-line situations, software
should be available in most operating system and software platforms and so on. This concept allows users to be
confident to own their electronic data which in turn affects users’ acceptance and increases reusability of their
data.

In order to apply the COI framework practical methodologies and techniques have to be developed. The degree
of approach depends on a number of factors. For examples in the case of the ‘C’ concept we have to decide what
the scope of commonly used products or technologies which depend on worthiness and users’ acceptance is. In
the case of the ‘O’ concept we have to decide what data format should be used. In the case of the ‘I’ concept we
also have to decide what degree of independence should be used. These decisions should be made based on
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suitability and stakeholders’ perceptions. Therefore the proposed framework must more or less reduce ICT
investment cost and increase users’ acceptance.

4. COl technique development

In order to adapt the COI framework, let us first consider the process and documentation used in a software
development life-cycle as illustrated in fig 7. The process typically starts from collection of requirements through
software design, database design, software program development, hardware software installation and quality
assurance, to real use or go-live. After the start of the software being used, data records according to the service
provisions are accumulated in the data storage.

Requirement Design Database Software Data Record
Specification Specification Design Programming Collection

L5

Figure 7: Documents produced in a software development life cycle: requirement specifications, software design
specifications, database design documents, source program and data records produced by the
software

Typically most of processes and documents during development are produced and managed by skilled ICT staff
as shown in fig.7. Using well developed methodology with sophisticated tools, most documents are produced
and can be viewed only by well-trained ICT people. The system analysts collect documents and interview users
to produce requirement specifications using UML use case diagrams and/or activity diagrams. The software is
designed by software designers using software tools like Rational Software Modeler from IBM, Visio from
Microsoft, Eclipse UML2 tools an open-source, and so on. Data model and management is then designed using
such specific tools. After that, the software is developed by software developers well trained in ICT expertise of
specific platform products. All processes mentioned above require significant investment and produce
documents which are not easy to understand for most stakeholders; this in turn affects their perceptions.
Especially for the data records which are produced during software execution, they have less confidence and
less freedom to test, to trust and to reuse.

Requirement Design Database Software Data Record
Specification Specification Design Programming Collection

Require Design Data design Java/Php/Cs Data record
1. Form data entry 1. PutdataID Name & struct Variable name Name & struct
2. Search 2. Put details 1. Name 1. Name 1. Name
3 Repon 3. Save 2. Age 2. Age 2. Age
4. .. 3 Request 3. Request 3 Request
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Figure 8: The technique introduces developmen process simplification, open document file type determination
and software automatic-generation. The technique also introduces self-contained data record with
open format
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Let us first consider the requirement analysis and design process. The analyst and designer need to know the
process and the flow of existing operations. The users and other stakeholders also need to know how the analyst
understood and how the designer designed the software. This mutual understanding and perception largely
influences the success of the development but this consumes time and requires a significant investment.
Insufficient communication commonly leads to implementation failure. The proposed technique is to simplify
the development process, to produce documents with a simple and user-friendly spread sheet and clear text file
types and to automate development by source program and document generation as shown in fig.8. The spread
sheet and clear text file types are commonly used and acceptable to most stakeholders so they are already
familiar without a need for training. This allows most users and stakeholders to share documents not just skilled
ICT staff. They can get involved in the process without technical difficulty. They can reconfirm the understanding
of the analysts and designers and even correct or create the materials without document production
redundancy. Moreover the generated software produces data records in an openly defined format. Each data
record is independent of a specific software product. It is self-contained and can be accessed by any software
product or even by clear text editor without limitation.

A8

i o | e | we | :a iy Iml;lo;-[E’!

i % ‘—-—.‘ml’—--f.n.".nl- S Omiea

b [l Sty [ FevnLyde A, e et
Business process Process description in ms-excel sheets =l ; |

Figure 9: The process work flow is documented in a pre-defined format of spread sheet file type. it is shared and
is used in source program generation

During requirement analysis and design, a document to describe the process flow is created in a pre-defined
format spread sheet type file as shown in fig.9. This Microsoft excel file can be produced and shared among
analysts, designers, users and other stakeholders without technical barrier. This helps not only good
communication and largely influences perceptions among all, but also reduces redundancy of document
production. Finally formal reports and a user manual can be partially generated in a user-friendly file format
such as Microsoft word file (*.doc).
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Figure 10: Data entry form and data model design is documented using a pre-defined format of spread sheet
file type. It is shared and is used in source program generation

During data entry form design and data model design a pre-defined format spread sheet type file is used to
describe the data model, structure and data fields as shown in fig.10. This excel file can be used to share among
stakeholders. In order to do this a number of simplification and rules have to be developed for both
communication and automatic generation. For examples of data type, instead of using ‘char’, ‘varchar’, ‘int’
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which are technical key words, we just use ‘text’, ‘number’, ‘amount’, and so on. Technical keywords such as
‘primary key’ or ‘foreign key’ are avoided.
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Figure 11: Software source program is automatically generated. It produces data records with an openly defined
format for sharing and reuse

In this research we developed software to generate e-government software automatically. The software reads
the excel files mentioned above together with other dependent files as input specifications then generates
source programs in java language using JavaFx technique as a graphical user interface. It also generates reports
and, partially, user manuals automatically in a user friendly format such as Microsoft word (*.doc). Figure 11
shows the screen shot of generated programs of data entry. The generated programs allow the users to enter
the specified data and store in a well-defined open format such as clear text, XML and excel spread sheet. The
data records can be shared with other software systems and stakeholders through e-mail as a communication
channel and cloud services as an external shared storage.

This technique do not attempt to facilitate nor improve business process management. However it can assist
communication the changes since stake-holders and software developers share the same simple predefined
document mentioned above.

Moreover this COI framework and corresponding techniques still present problems. Security problems include
data confidentiality, data integrity problems and availability problems. Simplification reduces communication
problems while limiting the functionalities of the generated software. The security should be built in. A number
of security solutions are off-the-shelf ready for enterprise class products and technologies. Most of them are
designed in a firewall style which assumes two things; Everyone inside your organization is good, and everyone
outside your organization is bad. Rather than building moats in the form of firewalls, organizations need to
protect two things directly: the data and the identity of those using the data, regardless of where either resides
which is planned to be considered in our future work.

5. Discussions and future work

Significant investment and users’ acceptance are important obstacles in developing e-government. In this
research we propose a framework called COI to reduce investment and increase the users’ acceptance. The ‘C’
concept is about using common and widely used technologies and products. The ‘O’ concept is about using an
open or user-familiar data format. The ‘I’ concept is about independence from external factors. This framework
reduces investment cost and increases users’ acceptance. To adapt the COIl framework we introduced a
technique which includes simplifying the development process, using open data format and automating
programs generation. This framework and technique have been adopted in three projects for public services
enhancement in small government units around Thailand. They include the ESmartBox project, the SmartMOL
project and the Phitsanulok Employment Promotion project. The results indicate that this framework reduces
ICT infrastructure investment and increases users’ acceptability. Since the ‘I’ concept mandates using open and
user-friendly data format, transparency and information reusability are also increased considerably. However,
this framework and technique have a number of limitations and there remain problems to be considered and to
be improved.
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The techniques developed under the COI framework can be different depending on various factors: for example,
what the scope of commonly used technologies and products is, what the scope of open and user-friendly format
should be, what the degree of independence is, etc. These factors depend on users’ perception and situations.
In order to evaluate the use of the framework, key performance indicators and adapting criteria should be
determined and assessed which is one of our future works. The perception of such words as ‘commonly’, ‘user-
friendly’, ‘independency’ largely depends on stakeholders, environment and time being. This should be tested
in future research.

In this research we propose a framework and a technique to solve the acceptability and benefits realization
problems. To ensure the effectiveness of the approach more experiments and proofs are required to be
executed. There should be a role model of using the proposed framework and techniques to inspire, instruct,
and to set a good example for e-government development.
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Abstract: The purpose of this paper is to take stock of e-governmentstudies to demonstrate the extent to which the
disciplinary field has developed sincebeing inaugurated, arguably, in the early twenty-first century.At least three challenges
face researchers in gaining a holistic perspective of what we know about digital government. First, while a growing body of
literature dissects peer-reviewed journals and conference papers for what they can tell us about what researchers are
researching in the field, few of those meta-studies focus on more than one broad issue at a time. For instance, there are
numerous papers examining the frequency of various research designs employed or tending to studies that deal with
particular governance topics such as e-democracy. This study takes a tentative step toward enlarging our view of the field by
examining matters related todelivery models, levels of governance, study designs, methodological approaches, and
topics.Second, there is scant attention being paid totrends over time.Indeed, with no discernable exception, previous studies
present findings in the aggregate; that is, they report on total observations at the end of a given timeframe and not changes
from one period to the next. It is difficult, then, to gauge if development in the rigor and maturity of the field is on track. The
paper herein similarly reports the current status of research matters, but also reports changes occurring over the course of
a decade. Third, conclusions reached in the literature rest on small sample sizes.Assessment of all e-governmentstudiesis
certainly an ambitious if not impossible task, as is reaching agreement on appropriate sampling methods. This challenge also
explains the limited understanding that we have about current research. The paper herein examines585 articlespublished
between 2004 and 2014 in two primarye-government journals, Government Information Quarterly and Electronic Journal of
e-Government. The sample size is the largest to date. While there is certainly room to build upon this study, it opens the
window to what we know about the field. The paper finds that the majority of peer-reviewed articles addresses government-
to-citizen (G2C) issues at the federal level, and includes fairly even coverage of most e-governance issues. Contrary to
previous literature, review of these articles suggests that most of them clearly articulate a research design, with few
employing quantitative methods. The assessment does indeed support, however, a widely-held view that most research in
digital government is atheoretical and on the whole lacks practical recommendations for the academic community and
practitioners.Although necessarily limited in scope of coverage, and in piecemeal fashion, this review of research trends in
e-government thus provides us with a unique perspective and a springboard from which to delve further into the matter.

Keywords: research trends, e-government research, topics of study, methodologies

1. Introduction

What have we learned about e-government thus far, and importantly, how reliable is that new knowledge? A
start to synthesizing and assessingwhat we know and what we do notknow yet, is to consider exactly what it is
that researchers have been studying. Growth in e-government research began snowballing in 2000, with the
result that analyses now reflect a remarkable range in focus, methodology and findings. Of great concern is that
some critics note a dearth of rigor in the field and argue that it is far from mature.Recent analyses about extant
research suggest that most work to date in the field has concentrated on its practice, such as technology
adoption and diffusion, policy agendas, impacts, and even a growing interest now in examining performance
metrics. Further, meta-studies reveal that in addition to focusing primarily on application, there is concern that
insufficient attention paid to formulating and justifying methodologies, including the relative lack of theory
building and testing, will have deleterious effects on e-government policymaking and on our understanding
about such processes.Severe indictments such as this prompt us to reconsider the current state of affairs in the
study of e-government.

There is a voluminous array today of e-government specialised journals, information systems journals, and e-
government themed conferences.Scholars have investigated a sampling of studies appearing in a variety of these
venues, but there is scant attention paid to research trends or to multiple dimensions of e-government research.
Some work, for instance, focuses on research either by topic, methodology, or even the author’s country of
origin. Those efforts, with no discernable exceptions, also present findings in the aggregate and not over
time.Assessment now of all e-government studies is certainly an ambitious project, as is reaching agreement on
appropriate sampling methods, but such limitations do not prevent opening the door a bit wider to better
investigate the research community. Therefore, this paper aims to provide a relatively more comprehensive
profile of e-government studies published over the last decade drawn from two premier specialised journals by
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classifying each article according to its coverage of delivery models, levels of governance, study designs,
methodological approaches, and topics. A brief review of notable literature illustrates some of the gaps in e-
government research that the paper herein seeks to address.

2. Literature review

The evolution of e-government research is traceable to that of public administration but is arguably a more
direct offshoot of Management Information Systems (MIS). MIS as a field of study surfaced primarilyduring the
1960s and subsequently came under close scrutiny by the 1990s, having been criticized for its rudimentary
manners of evaluation.Within short shrift, assessment of MIS studies revealed a move in the field toward
multidimensional themes and approaches. For instance, the contributions of Barki, Rivard and Barki (1993)
proposed a model of MIS study be organized in clusters of broad categoriesincluding management, environment,
technology/development, application, and research. Such literature was in place at the cusp of the twenty-first
century when the Internet inspired the concept and application of electronic government, and national
governments undertook cost-benefit analyses of subsequent developments.Thereupon, we find a diffusion of
studies about e-government quickly emerging in the academic community.

Some scholars question the place for research about digital government, arguing that it appropriately falls under
either public administration orinformation systems as a subfield.Others maintain it can properly be regarded as
a discipline in itself. Perhaps consensus about its classification can ultimately guide critiques of e-government
research, but the paper herein does not contribute to that debate. Instead, the focus here is on the nature of e-
government studies themselves.What is most notable is that within less than two decades, those studies have
taken a multi and interdisciplinary turn. Nevertheless, despite this steadily mounting body of research,
criticsweigh in on the focus andquality or maturity of work.

Studying references cited in the literature of e-government research ten years ago, Lofstedt (2005) summarizes
a prevalent sentiment by stating, “there is, as yet, no kernel of established e-Government researchers or concept
creators and the field of research has in no way matured as yet”(p 39). In his own study, he constructs a listing
or “map” of existing literature by research categories including management/organization, e-services, e-
democracy, e-security and interactions. His assessmentrests on a collection of journal and conference papers
located through several keyword searches from library databases and the Internet. Acknowledging his study is
limited, he nevertheless fails to indicate the number of papers examined and leads us to wonder if the sample
is haphazard as well. Among other conclusions, Lofstedt finds that the field is dominated by issues such as
services and citizen participation at the expense of studies concerning organizational aspects of government,
and agrees with other critics that most investigations are case studies and descriptive or philosophical
treatments, with little theory generating and testing. Shortly thereafter, Norris and Lloyd (2006) examine 57 of
the first known e-government articles published through to the end of 2004, and find little to contradict Lofstedt.
The studies, they discover, include little of the literature available at the time in IT or e-government specialised
journals, few create or test theories, and many do not provide data or analysis to support their conclusions. The
two authorsconclude that the field of e-government has not yet acquired scholarly rigor. A few years later,
observation from other scholars is equally unenthusiastic.After conducting content analysis of 84
refereedpapers from 2001 to 2005, 28 selected from each of two journals, Information Polity and Government
Information Quarterly, and 28 from proceedings ofthe European Conference on e-Government, Heeks and
Bailurargue that any optimism about e-government produced from the literature is unfounded.Reporting their
findings in the aggregate, they note that three-fourths of the papers relied entirely on qualitative methods and
most took atheoretical approaches. Further, fewer than half offered policy recommendations, with most of
those providing a mere sentence or two on the matter. They conclude that e-government research “...does not
add to the body of theory. Nor does it significantly help to improve practice...there was no link between theory
and practice because there was neither theory nor any particular practical value” (2007, 243).

In many respects, published studies of lateappear not to deviate significantly from the dismal observations
above. They do not indicate significant changes in the topics and approached adopted in e-government research.
A fairly succinct overview of the literature addressing areas of study is provided by Irani et al. (2012). They
observe that focus of much early e-government research was about implementation, with studies on e-
participation and the digital divide becoming more prevalent only of late. The team aggregate observations from
114 articles in nine journals published 2000-2012 and find that citizen or user satisfaction had comparatively
little coverage. Further, when examining methodologies employed in those same articles, they see few using
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qualitative approaches such as case studies or interviews. Instead, they discern the most frequently used
techniques are statistical analyses. The favored methodology would appear to be different than that observed
by Lofstedt, but the lack of adequate attention to theory persists. One of the most recent published studies
about e-government research, and the most comprehensive to date,is by Snead and Wright (2014). The authors
examine 100 peer-reviewed articles from 19 journals, but again limitations of the study prevent generalizations.
Nearly half of those articles come from Government Information Quarterly; key word searches specify only
United States e-government based articles without satisfactory explanation of an appropriate sampling method.
Years cover2007-2011, with findings aggregated by government level studied, research perspectives, and
methodologies. Sneed and Wright discover gaps in coverage of various topics and among different levels of
government. While a number ofdifferent methodological approaches used in the literaturesurface throughout
the sample, Snead and Wright find few studies adopt a mixed-methods approach or present a clear explanation
of methodology. Most used secondary data. Nearly a quarter of the studies sampled relied on surveys; the
second most used method was policy analysis, closely followed by case studies and website reviews. The authors
find that little of the research was theory-based or linked theory to application. All in all, we might surmise that
a review of the literature suggests an immature body of e-government research still, and for purposes of this
paper, there appears no study of those studies conducted that indicate change over time.

3. Research design

The sheer volume of articles in e-government journals and numerous disciplinary and specialized publications,
necessarily limits the study at hand. Still, the goal of this paper is to provide a solid representation of the field.
It will synthesize and adapt frameworks for studying e-government research, and apply the resulting typography
toall papers published from 2004 to 2014 in two premier journals. The sample consists of all “regular” peer-
reviewed research articles which specifically address e-government mattersand thuseditorials, essays, book
reviews, and the like are discarded from analysis. The total sample size is 585, the largest number of articles in
the field studied to date. Of these, 395come from Government Information Quarterly (GlQ)which primarily
publishes work by U.S. researchers,and190from Electronic Journal of e-Government (EJEG) which publishes a
larger share of studies by non-U.S. based researchers.

After identifying articles that meet the inclusion requirements, the author worked with two student assistants
to conduct content analysis of the sample. She provided a coding key to each assistant who worked
independently to compilethe data. In cases where there were inconsistencies between the two sets of codings,
she evaluated the article in question and adjusted the data as she deemed appropriate.There are six broad
categories with their subsets of features identified in each article: (1) delivery models addressed; (2) levels of e-
government in question; (3) general design; (4) qualitative and qualitative approaches; (5) primary topic; and (6)
if governance was the primary topic, then area of governance. This group of categories is a synthesis of those
included in the literature or noted by previous studies as inadequately studied. The author aggregated features
in thearticles by journal and by year, as well as those published at three points in time in order to illustrate
trends:at the beginning (2004), midway (2009), and most recently (2014).

4. Findings and discussion

A series of graphs below depict variationsin subsets of four categories among all journal articles between 2004
and 2014. Eliminated to conserve space are graphs reporting delivery models and levels of e-government in
question, although discussion will summarize those findings. The discussion will also include a summary of
features for three years to illustrate changes over time.

Figure 1 shows that about three-fourths of all papers published during the past decade provide a clearly stated
research design and discussion of methodology. This is inconsistent with much previous literature. However, the
study here indicates that there is a significant lackof rigorous e-government research in terms of theory and
recommendations, and this is indeed what earlier research has found. One-third of all articles fail to refer to or
to employ particular theories, models, or frameworks for understanding the subject matter. The same
proportion also fails to provide recommendations for researchers or practitioners. Together, these latter aspects
may suggest shortcomingsin the application or meaningfulness of research conclusions in the field.To be fair,
averages can mask significant variations between the two journals. For instance, the strongest performer in the
category of general design is GIQ; just over 70 percent of articles in that journal include theoretical discussion
and provide recommendations, whereas the share of articles in EJEG is considerably lower in both those
features. While these discrepancies may tell us new stories, perhaps something about the journals themselves
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or research orientation from different countries or disciplines, the purpose of this paper is to look broadly at the
field and not to weigh in on individual publication outlets. Presentation and discussion of remaining findings,
therefore, are confined to the sum of all articles.

Recommendations

Methodology

Theories

Figure 1: General design, 2004-2014
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Figure 2: General design, trends over time

When we examine the general design category at three points in time, we do note changes. Figure 2 indicates
that after a steady rise in discussion of methods from about 85 percent in 2004 to nearly all of articles in 2009,
there is thena dramatic decrease, by about half, to 55 percent of articles in 2014. Conversely, while the
proportion of articles that initially includes recommendations at 30 percent and then dips midway in our
timeframe, there is an increase in that feature so that it has doubled over time. In respect to articles that use or
reference theory, there is a steady trajectory from less than 25 percent in 2004 to nearly 40 percent ten years
later. Nonetheless,this feature continues to remain relatively low, and is consistent with findings in the literature
that note e-government studies are typically atheoretical.

In Figure 3, we next examine research approaches taken among sample articles. Articles are coded by a host of
methodologies: content analysis (ex: documents, websites, and other material); case study (single or multiple
cases); conceptual or review (ex: theory-building, creating frameworks, reviewing other studies); interview or
focus group; survey or questionnaire; statistical analyses; or mixed methods.Since 2004, about one quarter of
all articlesuse content analysis or employ a combination of methods. Among the least frequently utilized
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methods is the interview and statistical analyses. Findings in the literature on this matter are somewhat varied.
Most note that qualitative methods, particularly case studies and descriptive approaches, are more frequently
employed. On the other hand, some observe that few articles use case studies or mixed methods; they claim
most are statistical analyses and/or draw upon surveys. We might account for these differences in the literature
by considering the variety of samples extracted for particular studies. This paper reports results that are
consistent in some respects to most previous findings; that is, over time the primary methods are clearly
qualitative or mixed in nature.

0.01 Other

Content
Mixed
Statistical Case
Survey
Review

0.03

Interview

Figure 3: Methodological approaches, 2004-2014

Trends offer fundamental perspectives and may suggest directions that e-government may continue. As Figure
4 below demonstrates, there is a significant change over time in the use of some methodological approaches in
e-government. For instance, the proportion of content analyses drops from about 25 percent to less than 1
percent in just the past five years, and in mixed methods from about 30 percent to less than 1 percent in the
same period. There is also movement in publication trends in respect to a strong growth of concept-buildingor
reviewing the field.We find that conceptual approaches more than double from about 10 percent to more than
25 percent during the last five years, as do statistic methods although the share of the latter continues to remain
very small.Another notable change is in survey methods which show a spurt of growth from 5 percentin the first
five years to about 15 percent and to where it remains today. Taking a bird’s eye view of the trends research
approaches reveals considerable peaks and drops in the variety of methods employed from 2004 and 2014.

0.31
= 2004
= 2009
2014
Content Case  Conceptual Interview Survey Statistic Mixed

Figure 4: Methodological approaches over time
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Below, Figure 5 demonstrates that slightly more than half of all articles address the broad topic of governance,
with technology rarely an object of study. Articles that focus on e-government trends, history, or the field itself
are placed in the research categories. Those that address interoperability, data processing, ICTs, systems, and
such are considered belonging to the technology category. Previous studies do not categorize topics this
broadly.Anecdotal accounts suggest that governance may dominate the body of literature and so an in-depth
accounting of sub-topics within that category is subsequently conducted. The catch-all design presented here
roughly portrays the focus of e-governmentat first, particularly since G/Q and EJEG are not exclusively IT-
oriented.

Research

Governance

Technology

Figure 5: Primary topics, 2004-2014

Indeed, as Figure 6 illustrates, topics about governance consistently dominate the literature across time.
Although there was a drop in that categorybymidway through our timeframe, from more than 55 percent to less
than 40 percent, the topic rebounded in the past five years to exceed previous highs. Conversely, we find articles
focusing on technological issues remain the least addressed topic and have even declined from just over 20
percent of the literature to now less than one percent.With its peak in 2009 at nearly 45 percent share of the
literature, articles about e-governance trends and the like have since nearly dropped to formal levels.
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Figure 6: Primary topics over time

Because the proportion of articles addressing the broad category of governance remains persistently high over
time, it is interesting to look more closely at six particular issues within that category. These subtopics, as it
were, are the primary focus of the e-governance articles. Accessibility and usage deal with computer literacy,
access to technology, mechanisms to overcome physical limitations of users, and the like.Other governance
subtopics include those that focus on benchmarking or evaluation of governance, democracy issues such as
citizen participation, government services, and public policy/law. The category of trust includes a varied list of
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related notions such as security, privacy, transparency, and corruption.Figure 7 demonstrates that in the past
decade, the governance topic least touched upon is benchmarking. Public policy/law is only slightly higher in
frequency than the other subtopics, each of which hovers around 15 percent of research.

Access
Trust

0.05 Benchmarking

Trust

Democracy

Policy
Services

Figure 7: Governance subtopics, 2004-2014

Looking at trends over time in Figure 8, the share of governance subtopics in accessibility and
benchmarkingremain at fairly consistent and low levels. There is a bit of growth in articles focusing on services
and policy, although neither maintains a large share of the research. We find larger gaps in coverage among the
remaining subtopics. Interest in public policy remains consistent for the first decade and then nearly quadruples
by 2014, but again, overall share of research articles in this subtopic remains relatively low. The greatest change
isin the category of trust. Research attention on matters relating to the quality of e-government such as security,
privacy, transparency, and corruption plummeted from about 20 percent of publications in 2004 to less than 1
percent by 2009 and again by 2014. As noted above, a look at the literature does not reveal trends over time in
all these subtopics. Some early studies indicate that focus on services and citizen participation is relatively higher
than other issues; some recent work finds that e-participation is more frequently examined. The research
presented here paints a different story.

— 2004
= 2009
2014

Access Benchmkg DemoServices  Policy Trust Mix
Figure 8: Governance subtopics over time

As noted earlier in this paper, trends focusing on e-government delivery models and levels of government can
be briefly summarized. Articles were coded as to whether they primarily addressed G2C, G2G, G2E, G2B, or a
mix of levels. More than half of all studies currently examine government-to-citizen models. Second most
popular today are government-to-government models at just under 15 percent. The share of all other delivery
models discussed is negligible. In respect to level of governance, we find a preponderance of articles focused
on the federal level of government. Nearly 45 percent are of this nature, while just over a quarter deal with e-
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government matters at the local level. The share of articles that examine international, regional, or multiple
levels is negligible.

5. Conclusions

If we were to profile a typical journal article about e-government today based on findings in this paper, it would:
= Address G2C at the federal level;

= (Clearly articulate research design;

= Eschew theory;

=  Employ mixed methods, with content analysis a close second; and

=  Focus on most any governance issue, except benchmarking.

The profile, of course, is constructed in a manner to highlight what is not typical—a mature body of literature.
Too many features of such are still absent or deficient. What might we tend to for enhancing our understanding
of the field? Findings in this paper should nudge us to provide more rigor and meaningfulness in our work. For
instance, we should be sensitive to theoretical gaps in the literature, and todeficient links between conclusions
and recommendations or implications.We should question the value and appropriateness of any single or mixed
methods approach in order to adopt that whichadds reliability and generalizability to the matter at hand. Arich
body of literature will not only include attention to previously neglected and significant topics, but that will
anticipate long-term research needs. The value of this paper lies with presenting trends over time in e-
government research based on content analysis of more published articles than previously examined. The
frequency and change of issues and approaches adopted within the last decade will offer context for researchers
to consider as they plan future studies.Lastly, this paper aims to encourage researchers to pursue more studies
of studies in the field of e-government.
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Abstract: The aim of this paper is to understand which is the role of local political entities in designing the best government
and governance mechanisms for implementing the Smart city and enhancing the best citizens’ participation. The research
method is based on both a deep literature analysis and a large empirical survey. Literature analysis examines more than 700
scientific papers looking for theoretical frameworks about the role of political local bodies in governing Smart cities. Empirical
survey analyses more than 100 Italian cities, further selecting the ones implementing at least one smart initiative to
individuate best practices in government and governance mechanisms. Findings show that there are no standards or best
practices till now, even if some interesting governance models are emerging. These interesting cases are deepen analysing
governance bodies settled to govern Smart cities in a participate way.
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1. Introduction

Even if Smart City is an ever more spread research topic, it is still now an immature practice. Recently, several
cities all around the world have been self-naming themselves as smart, starting to implement some smart
initiatives regarding one or more aspects of the urban life (Hollands, 2008; Deakin et. al. 2011)). This trend has
been producing a bottom-up smart wave, driven especially by private initiatives or by public initiatives focused
on some topics, but often lacking of an integrated strategic urban plan about a comprehensive smart city
program.

However, a Smart City vision requires a well conceived governance framework, able both to integrate all the
political, social and economic aspects of a city, and to manage the required investments to produce the best
returns in terms of public value and benefits. It is therefore crucial to govern the effective implementation of
Smart City programs grounding the political and administrative activity on a well-conceived governance system
(Dameri, 2012).

Even if the Smart City has been emerging like a bottom-up phenomenon, several local public bodies have been
starting to organize themselves to formulate policies for developing Smart Cities in the best way (Lee and
Hancock, 2012). The aim of this paper is to understand which is the role of local political entities in designing the
best government and governance mechanisms for implementing the Smart city and enhancing the best citizens’
participation. Through an empirical investigation, it aims also at tracing a map of the role of local government in
Smart Cities and at individuating the best governance frameworks applied in large and medium cities in Italy.
The empirical investigation sample includes all the Italian cities that are Province seat, that is, 117 cities. Italy is
recognised amongst the countries in Europe with both the highest number and the highest percentage of cities
implementing at least one smart initiative (EU Parliament, 2014). It is therefore a good empirical case useful to
extend findings also to other countries. The empirical investigation has been made to answer to the following
research questions: How many Municipalities are formally political committed in Smart City governance? Who
is engaged in formulating Smart City policies? Which governmental actors and social agents are involved in the
Smart City governance? Is it possible to state a positive correlation between the intensity of political
commitment and the rate of smartness of a city?

The research method is based on both a deep literature analysis (par. 2) and a large empirical survey (par. 3).
Findings show that there are no standards or best practices till now, even if some interesting governance models
are emerging, joining both public bodies and private firms, not-for-profit entities and actors representing the
civil society. No positive correlation emerges between governance intensity and smartness of a city, however,
cities applying a more integrated and multi-agent governance framework are committed on a larger set of smart
topics and projects and it is possible to argue that they will be able to realize best synergies and returns in the
future.
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2. Smart City: A new trend in urban strategies

During the latest ten years, a new trend in city strategies has been taking root amongst both large and medium
cities, named Smart City (Cocchia, 2014). It is rapidly spreading both to face urban problems and to enhance
economic and social development in cities.

Indeed, cities are continuously increasing their dimension: two years ago, people living in cities exceeded people
living in country and the trend is still continuing. ONU foresees that in 2050 environ 6 billions people will live in
cities and to grant them quality of life will be very difficult (UN World Urbanization Prospects, Review 2011).
Pollution, energy needs, quality of air and water, waste treatment, mobility are only some of the difficulties to
be faced before they become insurmountable problems.

On the other side, cities are crucial places where economic, cultural and social development takes place. OECD
shows how cities are driving innovation and entrepreneurship and the role of cities in driving national economies
is more and more pivotal (OECD, 2013). Cities are places where we can find the best cultural offer (theatres,
cinemas, editors, universities, museums, ...) and the worst social tensions, the highest richness and the worst
poverty.

Smart city aims at solving urban problems enhancing city development in the meantime (Caragliu et.al., 2011).
Indeed, Smart city is a urban strategy using the highest technologies to improve the quality of life of citizens but
preserving the environment. It means to act in several dimensions (Giffinger et. al., 2007): economic,
environmental, social, cultural... having mainly three goals in mind: economic innovation and entrepreneurship,
especially using technologies such as ICT; environmental preservation thanks to green energy production and
reduction of natural resources consumption; social development, thanks to culture enhancing and quality of
daily life for everybody (Dameri, 2013). Even if Smart city is a recent topic, it has roots in more consolidated
trends: digital city, green city, and knowledge city (Dameri and Cocchia, 2013; Hall, 2000; Ishida, 2002; Ergazakis
et. al., 2004; Komninons, 2008). Smart city merges all these aspects in a sole vision, but changing the main goals
of its action: indeed, the final aim of a smarter city is to grant a better quality of life to all its citizens, using all
the technologies and applying a very large set of policies, impacting on all the dimensions of the daily life in city
(Schuler, 2002; OECD, 2010) . For this reason, a Smart city couldn’t be considered like the simple sum of digital,
green and knowledge cities, but a new urban policy strongly based on the previous ones ((Yovanov and Hazapis,
2009; Qi and Shaofu, 2001).

Examining both the academic literature and the empirical implementation regarding smart cities, it clearly
emerges that at present a unique idea of a smart city has not affirmed. The research framework applied
considers a very large database, collecting more than 700 scientific papers from Scopus. The filters applied for
selecting the papers includes the following keywords: “smart city”, “smart cities”, “digital city”, “digital cities”,
searched in the title of the article. Further, the collected papers have been examined to extract only works
regarding government and governance of Smart cities. The survey takes into consideration both theoretical
papers and case studies. No paper have been found with the words “smart city/ies” AND “government” in the
title, whereas two papers have been found with the words “smart city/ies” AND “governance” in the title. 72
papers have the words “smart city/ies” AND “government” OR “governance” in the abstract, but anyway no
papers really face the topic of how local political bodies are formally involved in smart city government. A
summary of the research framework applied to the literature review appears in Figure 1.

700 papers on Smart city and Digital city
selected from Scopus

{words in the title)

72 papers on Smart city/Digital city AND
governemtn/governance

|words in the abstract)

Only 2 papers with the words Smart eity/f
Digital city AND Government,/Governance in
the title

Figure 1: Literature survey: applied research method
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The study of this topic in a such large database of knowledge outlines that smart city appears like a bottom-up
process, driven by a plurality of actors — both public bodies and private citizens and enterprises. Till now it is
nothing more than the sum of smart initiatives, regarding a heterogeneous set of topics: smart mobility, smart
energy, smart building, smart public services, digital agenda, ... The most distinguished studies about the smart
city show this phenomenon like a portfolio of projects and not like a comprehensive strategic vision of a urban
style.

For example, Giffinger et. al. (2007) one of the most cited scientific paper about the smart city, classify and rate
European medium cities respect to their smartness counting their smart projects. Some years after, EU
Parliament (2014) still classifies the maturity of a smart city depending on the number of smart projects
implemented. It is evident that a smart city aiming at granting a high quality of life to its citizens in the long time
should be something more that the simple collection of elementary projects (SETIS-EU, 2012; Falconer and
Mitchell, 2012).

Indeed, considering a smart city like a sum of smart projects could be interesting in the pioneering phase, when
cities are starting to define their own smart idea about themselves. However, when the smartness of a city
becomes a mature idea, it requires a formal governance framework, able to sustain choices and strategic design
of the smart city and to grant project management and social and financial returns in the long term (Fontana,
2014).

Smart cities all over the world need to overcome the pioneering phase to realize the best smart solutions for
their specific needs, different from each other city; however, till now a well-conceived governance framework
has not be defined, nor in the theoretical research, nor in the empirical implementation (Cavallari, 2010). In the
further of this work, a very large set of smart cities will be examined, to discover government and governance
practices applied in pioneer smart cities and to understand which best solution could be formalised, adapted
and spread in smart cities to support their further development in the maturity phase.

3. The empirical survey

The importance to govern a smart city emerges from several sources: academic papers, professional reports and
surveys, empirical observation of smart city programs. However, nor theoretical governance frameworks have
been suggested till now, nor best practices are known in the international panorama.

Our work aims at scouting practices regarding smart city government and governance to understand if some
best or common practices are emerging from the empirical implementation of smart city programs. To do that,
it is necessary for the first to distinguish between government and governance, from the political concept of a
city and its territorial meaning.

A city could be conceived like:

= 3 territorial area occupied by buildings, streets, infrastructures and facilities, inhabited by citizens living,
studying, working in this area;

= the public, political body having in charge the governance of this area: it is a local government, generally
the Municipality.

We can conceive the Municipality like the subjective aspect of a city, and the territory like the objective aspect
of it. Therefore, the Municipality is the public body having the political power to decide and act about the public
aspects of life in this urban area. However, not ever the administrative territory corresponds to the urban area
and subjective and objective aspects could be not aligned.

In a similar way, we should distinguish between:
= government of a city;
= governance of a city.

A government is the system by which a state or community is governed (Oxford Dictionary). The word
government is also used more narrowly to refer to the collective group of people that exercises executive
authority in a state or region. The government of a city is the political role of deciding about the public life in
city. It is entitled to a public body, a local govern with the formal role of governing the city.
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Governance refers to "all processes of governing, whether undertaken by a government, market or network,
whether over a family, tribe, formal or informal organization or territory and whether through laws, norms,
power or language” (Fell, 2013).The governance of a city is therefore a larger set of activities than government,
aiming at driving the public life towards shared goals, involving not only the local govern, but also other public
and private subjects, for example: trade unions, trade associations, not-for-profit organizations, citizens’
representatives, that is, the so-called civil society. These actors have no formal political powers, but influence
and instruments to act at the urban level and to participate to the city governance (Hartley, 2005).

This concepts trace the boundaries of our research framework. The research regards cities conceived like
political body, that is, the Municipalities. The research questions regard both the number of cities having formal
authorities about smart programs, and the political or executive roles charged of this authority, that is, the
government framework of a smart city. Moreover, it investigates also on the governance of a smart city, that is,
it aims at discovering if and which formal organizations are settled for decision-making about the smart city
different from a political entity; it means organizations involving different actors in the territory and also the
local government (Komninos et. al., 2011). The research framework is summarised in Table 1.

Table 1: Research framework and scope

Research subjects Cities conceived like political body, that is, Municipalities
Research perimeter Large and medium city with the administrative role of Province seat
Research question: quantitative How many smart cities amongst the Province seat involve the Municipal
aspect political authorities
Research question: qualitative Which Municipal political authorities are involved in smart city governance
aspect Which and how many non-political bodies are settled to govern a smart city

The survey has been conducted in autumn 2014; it has been applied to all the Italian cities that are province
seat, that is, 117 cities. No sampling plan has been defined, as all the 117 have been examined. We decided to
examine all the city population, and not a subset of it, to prevent conclusions not supported by empirical
evidences.

Italy is an interesting case to be examined, because — as evidenced in a recent EU Parliament report (2014) — it
is amongst the EU countries with both the highest number and the highest percentage of smart cities. It is also
the consequence of the Italian cultural tradition of ancient, independent cities. This diffusion of smart cities
permits to collect a large number of empirical evidences and to produce a vision about smart city government
and governance to be adapted also to other countries.

The research method has been conducted by content analysis of official web sites of the Municipalities. It
permits to have affordable data and information and to trust on information contained in these web pages, as
web sites of public bodies are ruled by a specific Act (Law 14.03.2003 n° 33). Content analysis has been applied
searching the sequences: “smart AND city”, “smart AND cities”, “smart city”, “smart cities”, “smart + city”,
“smart + cities”. Then, all the pages containing the searched keywords have been examined to extract all the
information regarding smart projects and initiatives, and processes, roles and instruments charged to their

government.

Moreover, when found, we examined also the web sites of private organizations who are involved in the Smart
city governance, to verify the presence of governance bodies along with government authorities. Collected data
and their interpretation are showed in the further paragraphs.

4. Smart city government

The examination of the official web sites of the 117 Italian Province seats reveals that 106 of them develop at
least one smart initiative (90%). It confirms that smart strategies are spreading very fast and are considered like
a promising way to improve the city (ANCI, 2013; CDP, 2013).

The survey investigates about the formal presence of government roles regarding the smart city inside the
Municipality. It regards both political and administrative roles. The political roles include:
= the Mayor;

= the Deputy Mayor;
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= one or more Aldermen.

The administrative roles include:
=  managers;

= officials.

Only 22 cities out of 106 have at least one formal government role (both political and administrative). 18 of them
attribute the smart city government to a political role, but only 1 to the Mayor and 2 to the Deputy mayor. The
involvement of the Mayor (or Deputy Mayor) means that the city is strongly focused on the smart city program
and that the political commitment is very high. Moreover, to charge the Mayor (or Deputy Mayor) of the smart
city government means to have a comprehensive, integrated vision of the smart city, conceived like a cross-
sectional strategy regarding the future of the city like a whole and not only some aspects of the urban living. The
smart cities selection and sampling plan following our findings is showed in Figure 2.

Italian Province seat
117 cities

Italian Province seat with at least
one smart project/initiative

106 cities
Italian Provice seat AND
amrt cities with political
authorities formal charged
of smart city government

22 cities

Italian province seat
AND smart cities with a
non-political body
settled for the smart
city governance
3 cities

Figure 2: The progressive filter applied to examined cities

15 cities charge one Alderman of the smart city government. Alderman’s mandate regards different topics; in
our survey we mainly found these mandates:

= Environment;

=  |nnovation;

=  Economic development;
= Culture.

It reflects that each city could have a different idea of how it want to become smart: sometimes it concentrates
on the environment preservation, preferring the green component of a smart city; sometimes on the economic
development and technological innovation driven by smart vendors and impacting on the economy of the entire
metropolitan area; sometimes it focuses on the cultural aspects, preferring the knowledge city vision.

The results show that a smart city is a theoretical concept involving a plurality of aspects, and that each city
needs to design its own specific smart city implementation path, considering both its own cultural and economic
heritage and its future development vision. Smart city has a large set of standard components, but the concrete
realization ever passes though a prioritization of choices about which components to implement for the first
(Roitman et. al., 2012). This prioritization could not disregard the pivotal role of a political body.

Several cities have also one or more administrative positions supporting the political activity. Generally we find
that when a city has more than one smart project it has also a complete set of political and administrative roles,
that is: an Alderman having in charge urban policies about the smart strategy; one public manager having in
charge the transfer of the policies in operational processes; and one or more officials, executing the
management of one smart project or a subset of the smart project portfolio.
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Results about government and governance structures in the 22 examined cities are summarised in Table 2.

Table 2: Government and Governance in 22 Italian Smart City (see also Figure 2)

Municipality Political roles Administrative roles Governance structures

Alessandria X
Arezzo X
Bari X
Barletta
Bergamo
Brescia
Cosenza
Firenze
Genova
La Spezia
L’Aquila
Milano
Modena
Monza
Napoli
Palermo
Piacenza X
Roma
Torino X
Treviso
Venezia X
Vicenza X

X [ X< | X< |Xx

x

X | X [ X [ X |X|X

X |X | X [ X [Xx

X | X [ X |[Xx

5. Smart city governance

A smart city is not only a technological project, but a larger urban strategy joining the technological innovation
with the citizens’ involvement in programs and initiative aiming at improving the quality of their lives. It requires
not only the implementation of smart infrastructures and facilities, but also the commitment of people living,
working or studying in the city and their availability to actively participate to the smart strategy adopting some
innovative behaviour or device or sometimes changing their minds and habits (Treib et. al., 2007; van Winden,
2008).

A successful smart city couldn’t be realized without the concurrent creation of a smart community of men and
women directly acting for the smartness of their city. For this reason, theoretical studies about the smart city
success factors point out a well-conceived smart city governance like a crucial instrument to realize the smart
city goals (Schaffers et. al., 2011).

To well realize the smart city governance, a formal body is needed. For example, an association, a foundation or
similar. It should involve a plurality of actors, and especially all the subjects forming the so-called quadruple
helix, that is: public administration, enterprises, universities and research institutions, citizens’ representatives.
The quadruple helix has been suggested like the theoretical model able to support and explain the capability of
a smart city strategy to produce better life conditions in the long term, generating in the meantime economic
development and environment preservation.

Examining the 106 Italian smart cities of our sample, it emerges that only 6 of them have settled a formal body
to realize a concrete smart city governance. Three of them are still not fully operative, the others are settled in
Genova, Brescia and Torino.

= Genova is the first city in Italy having settled an association, called Genova Smart City Association; it involves
all the main actors in the urban area interested in working together for improving the quality of life in city,
especially aiming at reducing pollution and offering better public services.

= Also Brescia settled an Association in 2012 — Brescia Smart City Association, especially aiming at supporting
the urban Digital Agenda, therefore it prefers the digital component of the smart city. It has less members
than Genova Smart City Association and a more restricted set of smart projects to manage.
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= Torino settled a Foundation, with the specific aims to collect, manage and distribute financial resources to
support the smart city implementation. It address one of the more important challenges of smart city
implementation, that is, to find money for the smart city and business models to create value investing this
money in smart projects (CDP, 2013).

These cities, settling a smart city governance body, explicitly recognise the pivotal role of citizens and the civil
society in realizing the smart city. They implicitly or explicitly assign a strong power to governance processes
different from the formal, political instruments to govern a territory. Indeed, it is demonstrated that the socially
and culturally legitimated values and rules play a central role in shaping the society behaviours and are generally
more accepted than the institutional rules and laws (Luhmann, 1995; Tolbert and Zucker, 1999; Imperatori e De
Marco, 2009).

The deep analysis of these three pilots shows that Genova is the best practice till now regarding the smart city
governance and the creation of a large, heterogeneous association of different members working together to
establish the basis for a further virtuous development of Genova smart city, able to produce quality of life and
value returns in the long time. It sustains the political roles created in the Municipality, involving an Alderman,
two Managers and several officials; Genova has at present the more complete government and governance
framework amongst the Italian Smart City. Indeed, it has an Alderman charged of smart policies (with mandate
for the Economic development); two Managers and several officers inside the Municipality explicitly charged of
smart projects management; and the Genova Smart City Association playing the governance role (Nam and
Pardo, 2011).

Genova Smart City Association has the following strengths:

= it has been settled from the beginning, that is, when the city of Genova for the first decided to develop a
large urban strategy to become smarter; so that it has been involved in the whole life cycle of the smart city
implementation;

= it involves a large number and types of civil institutions, that is: public bodes, research bodies and
universities, large companies, SMEs, trade unions and associations, not-for-profit organizations; therefore,
all the actors of the quadruple helix are represented;

= the Municipality has the leading role, therefore strictly connecting the smart policies with the operational
aspect of the smart city;

= jtisan open association, thatis, everyone could become a member, simply accepting the association charter
and joining its goals;

= it has a Scientific committee with the task to continuously support the best innovation and technological
transfer from the research to the market and the public services.

Genova Smart City Association (GSCA) is therefore a best practice emerging from the Italian experience; at
present it is early to understand if a formal governance body like GSCA is correlated with better results. It
emerges though that Genova has one of the larger smart initiative portfolios in Italy; it is therefore possible to
argue a bidirectional link between the portfolio and the government/governance activity:

= on one side, a larger portfolio of projects requires a formal, more structured governance framework to
supervise all the initiatives;

= onthe otherside, a formal, more structured governance framework is the basis for the further development
of the smart initiative portfolio, therefore the smart governance framework could trigger a virtuous life cycle
of the smart city expanding more and more its scope.

6. Conclusions

The empirical survey about the government mechanisms and actors confirm the starting hypothesis, that is,
smart cities are bottom-up phenomena emerging from the desire to implement at least one smart project, but
without nor a comprehensive urban strategy nor a formal government to implement the smart city.

It could be explained also by the immaturity of smart projects: reading the Municipality web sites, it emerges
that smart projects are mainly in their starting phase; most of them are only planned but are not operative. By
the way, also the planning phase — especially this phase! — would require leading, strategic roles but it is not the
case of emerging Italian smart cities.
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These evidences are confirmed also by the limited direct involvement of the Mayors in the smart city policy:
they generally delegate this task to one Alderman, focused on the preferred aspect of the smart city specifically
choose by the city: environmental, economic, cultural, and so on.

The best practices emerging from the survey regard the settlement of a formal governance body, involving the
civil society in the smart city strategy deployment and supporting the creation of a smart community of citizens.
Evidences show that cities having settled such a body (an association or a foundation) have a larger smart
initiative portfolio, a higher visibility amongst their citizens and a very large participation from private companies
(large ones and SMESs) and not-for-profit organizations, succeeding in coupling both economic and public value
creation.

Further studies will deep the relationship between the government and governance bodies implemented in
smart cities — not only in Italy, but worldwide — and the successfulness of these urban strategies (Ricciardi et. al.,
2013. At present smart cities are still too immature and governance experiences too embryonic to permit such
a survey.
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Abstract: In this case study, we combine the user centered design and the gamification design methodologies to design the
eCH-BPM portal, a platform designed to enable public administration of Switzerland to publish and share their business
process documentation in BPMN and discuss best practices in introducing Business Process Management (BPM) practices in
the administration. The overall goal of the platform is to foster the development of a BPM mindset in the Swiss administration,
in order to optimize and modernize the operations and deliver quality services. However, actively sharing process
descriptions and template business processes, as well as actively participating in the community of practice for BPM in the
public administration requires motivation and engagement on the part of public servants. A key factor in the success of the
platform will be its ability to create, retain and expand a critical users’ base. To address this issue, we designed the platform
using user-centered design and gamification design, developing an original framework to combine both approaches that can
be applied to the design of other e-government services. Both user centered design and gamification design, individually,
are known to benefit various aspects and types of e-services and applications. Here, we present a unified methodology by
combining both methodologies, for the design of e-government applications. We believe that User Centered Design and
Gamification design can help improve e-government services, for example, by increasing participation and increasing interest
in the service, and following the combined methodology will help us do so. The case study highlights the mistakes made, and
the lessons learnt while designing the platform for researchers to further test and build on the proposed methodology. As
an example we learnt that virtual rewards, which form the core of the gamification framework have to be meaningful in
order to work effectively. Simply using a gamut of badges (virtual rewards) without keeping the user motivations and
behavior in mind only leads to building an ineffective system.

Keywords: gamification, user centered design, BPM, process-sharing platform, Switzerland

1. Introduction

Effective e-governance is becoming increasingly important for governments across nations worldwide. The ever-
growing use of Information and Communication Technologies (ICT’s) in our daily lives has made it all the more
feasible for them to make e-governance more effective. But, despite investing humungous amounts on web-
based systems, governments often fail to meet user (citizens or government officials) requirements and needs
(Baumgarten and Chui, 2009)In addition, the advent of social networking, micro-blogging, and user generated
content has changed the way internet works. Users, even in government applications tend to achieve more than
just the pragmatic functions that these applications provide, seeking both engagement and satisfaction. Thus
two different aspects come into play here - one, the need for creating a usable application and second, an
application which is both engaging and pleasurable to use.

Two different methodologies are known to help achieve this: User Centered Design (UCD), which is defined as
“a philosophy based on the needs and interests of the user, with an emphasis on making products usable and
understandable” (Norman, 2002). In a variety of studies with companies and other organizations, it was
observed that user involvement at various steps of the design process had many benefits, like cost reduction,
increased user satisfaction, increased user productivity, to cite a few (Kujala, 2003). In short, UCD aims at
designing usable and understandable products. It does it by paying attention to human factors by research, and
by involving the users at different stages in the design of solutions (user research, user testing, etc.)

The other methodology, known as Gamification is often understood as the “use of game-elements in non-game
contexts” (Deterding et al., 2011). A relatively new area of research, Gamification, until now has had a positive
influence in a number of non-game contexts, like education (Khan Academy, 2006), healthcare (Fitocracy.com,
n.d.) employee engagement, e-commerce etc. by effective use of different game elements, like points and
badges. Benefits include increased user participation and loyalty, sustained use of the application etc. However,
it is also sometimes criticized, as gamification designers tend to give points for every aspect, focusing on extrinsic
motivation, rather than paying attention to the actual user behavior and attitude. It therefore becomes
necessary, here too, to make users an integral part of the process. In short, gamification is a persuasive strategy
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disguised in game elements that helps people achieve particular tasks in their life (like personal growth) and
organizations their business objectives (like engaging marketing experiences).

This article presents the combined methodology in the context of the Swiss Process Sharing platform. We start
by presenting selected previous work done in these fields, and go on to describe the generic methodology in
detail. We later present the use case, highlighting each step of the described methodology. This is followed by
the conclusion section where we discuss the implications of use of such a methodology.

2. Related work

In this section, we separately present selected literature on e-governance and user centered design and e-
governance and gamification, and reinforce the need to have a combined methodology.

2.1 User centered design and e-governance

In a research conducted in the Netherlands on an e-government service called PortNL, the authors highlight the
tensions that arise between e-governance and user-centered design, like, contradiction in user and government
vision, designing for the entire audience. But, despite these tensions, the authors reinforce the adoption of user-
centric methods to design the e-government services (Kotamraju and van der Geest, 2012). This vision was also
shared by an article published in the Government Information Quarterly, much before the above article, where
the need to adopt a user-centered design methodology to meet user needs and requirements was emphasized,
mainly identifying three factors while designing the services, namely functionality, usability and accessibility
(Bertot and Jaegar, 2006). Another study by the Organization for Economic Co-operation and Development
(OECD) provides an in-depth analysis of the current state of e-government and the challenges faced by countries
belonging to the group. They highlight the paradigm shift seen in such countries, from adopting a government
centric approach to a more user-centric approach, which focuses on social, organizational and institutional
factors (Wang, 2009). All in all, even after the problems faced, trends show that the use of user centered
approach in various contexts has been on a rise (Mao et al.,, 2005), and will continue to do so as more
sophisticated methods come into existence.

2.2 Gamification and e-governance

One of the main challenges for government services that rely on user’s participation is to retain their user base.
Users, often, dissatisfied with the service provided, fail to sustain their interest in it. Gamification, here, can act
as a key intervention to increase contribution and participation from the user’s end. A number of examples,
even in the domain of public services have taken inspiration from this newly popular area of research. In an
example from Stockholm, the government encouraged safe driving by installing a speed camera where those
who obeyed the speed limit, could benefit from a lottery pooled in by money collected from the violators. It was
shown that in three days, the traffic speed decreased by 22 percent (Wood, 2013). Another initiative taken by
the UK government (Work and Pensions Department) was called Idea Street. It was created as a marketplace
where the employees would suggest changes in the workplace and others could trade stock for the ideas they
liked. It was supported by game dynamics like points and leaderboards(Wood, 2013). Both ideas were a huge
success, and they very vividly explain different human characteristics. While the first one suggests that fun and
rewards could get people to change their behavior, the other one suggests that a platform where people are
recognized for their ideas could increase user participation and eventual retention.

In a more traditional setting, a gamification model was applied to get a group of welfare recipients to change
from one type of welfare payment to another. Based on the constraints identified, a unique process was
designed and followed in order to achieve the task (Bista et al, 2014). However, it should be noted that these
constraints and problems were identified from a designer’s point of view, and no user study was involved. The
use of gamification in a variety of public services like maintaining cleanliness, sharing information with others
has also been explored, but at the same time it has been argued that not all services can be subjected to
gamification (Asquer, 2013)

The most important lesson learnt from this state-of-the art is that a context needs to be established and the

user’s need identified before applying any gamification model. In view of this, we suggest that combining both
methodologies would be very valuable while designing e-government services.
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3. Combined methodology

As mentioned above, both methodologies have their respective merits and demerits. An important aspect to
consider here is that the fact that these two different methodologies can benefit from each other. For example,
one underlying concept behind gamification is the motivation that a user has behind performing a certain
action. If the entire model is rewards driven, the internal motivation of the user can be seriously hampered,
thus making the situation worse. In light of this, a theory called the Organismic Integration theory talks about
creating a gamification model which is meaningful to the users and one which will help in achieving a sustained
change in the user’s behavior (Nicholson, 2012). The author also talks about two concepts called “Situational
relevance” and “Situated Motivational affordance” where he argues that for meaningful gamification the
involvement of users and a deep understanding of their background is a necessity.

Before proceeding to the presentation of our combined methodology, it is important to give an overview of a
few terms. For example, it has been identified that human desires could fit in six categories, namely, rewards,
status, achievement, self-expression, altruism and competition(Bunchball, 2011). These desires are very
ubiquitous and can be used very effectively in driving a particular user behavior. Gamification also talks about 4
different types of players - namely killers (they typically like to rule others), achievers (they like the idea of
achieving a particular target), socializer (they like to engage with others) and explorers (they typically love to
find out new things) (Bartle, 1996).

The proposed methodology can be seen in Figure 1.

Establishing Research Analysis Design & Evaiuation
content

Motivation
Type of player

lterative User-centered gamification methodology

Figure 1: Iterative user-centered gamification methodology

The entire process is divided into four phases - a) establishing context, b) research phase, c) Analysis phase d)
Design and Evaluation phase. A number of different research methods have been identified for each phase of
any user centered design process (Rohrer, 2014) While, in our methodology, we keep most things open-ended
(like choosing the type of user research), we particularly include the making of persona which represent a set of
users who possess similar behavioral characteristics. These persona, as described later would be the basis of the
choice of game mechanics and the design of the platform. The four phases are described below:

Defining the Context: In this phase, the main step is defining the problem statement.

Research Phase: This typically consists of stakeholder identification, defining the objective of user research and
finding out what is that we aim to achieve with the platform. The second part that talks about finding out the
exact output of the platform, is really like defining the business and organizational objectives. It can be, for
example, to achieve active contribution from members of a community, or in a more general context, to lose
weight. These combined together help us identify the needs and motivations of our users while carrying out the
user research. User research could be carried out in a variety of methods and can vary depending upon the
context (Rohrer, 2014)
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Analysis Phase: In this phase, the findings from the research phase are analyzed and clustered to make the
different persona. These should include the needs, likes/dislikes, desires, motivation and the type of player the
persona is. This would form the basis of the game mechanics that we later choose.

Design and Evaluation Phase: In this phase, with all the necessary material in hand (i.e the needs of the users
and also the game mechanics chosen), features of the application are decided, followed by making the
information architecture which includes the entire navigation, the wireframes which form the skeleton of the
application followed by the visual design.

In the next section, we present how we used this combined methodology for designing a particular e-
government service in Switzerland.

4. Swiss process exchange platform: Presenting the use-case

4.1 Background of the project

The government of Switzerland figured that in order to implement cross-level organization through electronic
procedures, they needed to understand each other’s way of handling administrative procedures. Switzerland
being a federal state, with responsibilities at diverse levels of the administration, has nocentralized overview of
administrative procedures. Therefore process documentation in a common language is required. The eCH
association (ech.ch, 2012), which has a mission of providing standards for e-government in general and process
documentation in particular, has already set aside a range of standards with BPMN 2.0 as the language for
process description. Also, harmonization of processes is seen as a way to reduce the complexity and
administration cost as majority of the administrative entities in Switzerland follow common missions and provide
similar services. Thus, in order to support the implementation of Business Process Management (BPM) and
harmonization of processes, the federal government and conference of cantonal governments, and the eCH
association, support the creation of the Swiss-wide process sharing platform. It will allow different public
administrations to share their processes, be informed about the latest work in the BPM in alignment with the
public sector and connect the various actors in the field. It aims to sustain on the standards set by the eCH
association and by community contribution and collaboration.

In summary, the eCH-BPM platform is seen as way to foster the development of a BPM mindset in the Swiss
administration with the larger goal being the optimization and modernization of operations and the delivery of
quality services. However, actively sharing process descriptions and template business processes, participation
and contribution in the community, requires motivation and engagement in the part of public servants. A key
factor in the success of the platform will be its ability to create, retain and expand a critical users’ base.

The project started in 2011. An initial beta-version of the platform was released by the end of 2013, mainly
providing some example processes in the process repository and general information about the project. The first
official release will be published online in early 2015. The work we present below was done in 2014 and is
planned to be integrated in future releases of the platform.

4.2 Applying the methodology

4.2.1 Establishing the context

With the aim of creating a process-sharing platform, we familiarized ourselves with the context, and defined our
problem statement. A minimal literature study was also done to find out other similar platforms. We found that
a similar initiative (Prozessbibliothek.de, n.d.) had taken place in Germany, which had seemingly failed to elicit
adequate user response. We analyzed the platform for the features it currently provided and then proceeded
to the research phase. Here we present the problem statement:

Problem Statement:To design a platform which would help various public administrations of Switzerland to

document and share their business processes with each other and build a community around them, which
collaborates and fosters the development of a BPM mindset in the Swiss administration.
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4.2.2 Research phase

We then identified the various stakeholders that would directly or indirectly affect the design of the platform.
The stakeholders identified were a) people of the public administrations who would use the platform, b) private
partners who could be potential sponsors, c) academic institutions interested in the use of BPM by the public
administration for research purposes.

The next step was to identify the objectives of user research and to define exactly what we aimed to achieve
from the platform:

Objectives of User research: a) To understand documentation and sharing of business processes at the various
levels of government, b) To gain insights into the current methods of electronic documentation of business
processes, in particular the aims, likes, dislikes, and frustrations of the user, c) To find out about the current
ways of communication between the various levels of government in context of BPM and the reason for
communication, d) To understand about the methods employed by people in the public administrations to
update their knowledge in BPM.

What is it that we aim to achieve from the platform: a) To get people to join the platform, b) To get people to
upload their business processes and fill in relevant meta-data c) Increase the use of business processes that have
been already uploaded on the platform, d) Increase customer participation on the platform’s discussions boards,
e) Ubiquitous use of eCH standards.

It is important to note here that the above two steps go hand in hand. We then went on to recruit users for our
qualitative user research. The entire user research was conducted in two phases, first with seven users (Hunacek,
2013, Fauquex, 2013) and later on with three more users. This was done in collaboration with two master
students, who followed a part of the methodology as part of their thesis. Semi-structured qualitative interviews
were conducted face-to-face in which the questions were kept open-ended, with an aim to understand the
mental model of the user and these interviews went on for typically an hour. The questionnaire was prepared
based on both objectives of user research and what we aim to achieve with the platform. These interviews were
recorded and later transcribed for analysis.

The research phase revealed a number of interesting insights that helped us create personas and take adequate
decisions to support the design of the platform. A few insights are discussed below:

1) There is no common language for documentation of business processes in the public administrations. Even
within one public administration, multiple languages are used according to the convenience of the managers.
This often leads to frustration on part of the people in charge of modeling processes (e.g. business analysts,
process owners) who need to use multiple languages. This insight reinforced the need for a common language
among public administrations. User Statement: “It’s difficult because for every process there’s a different
manager, and each manager has a different way of working. They work with different tools, and there are no
universal guidelines followed here”

2) It was observed that users are often curious about knowing the reason behind modeling a process and if it
was successful in its implementation. Thus, these two features were included in the meta-data of a given
process.User Statement: “I’d like to know more about what happened after a process is executed- how satisfied
were people with the process, how cost-efficient was the process, was it a success or was it disastrous”

3) It was observed that process owners often like to consult each other while making processes, but there is no
platform that provides way for such collaboration. They often rely on personal contacts in case they need to
discuss their work. Thus, the eCH-BPM platform was seen as a way to facilitate collaboration of such a level with
forum like features incorporated in it where users are free to ask questions, give answers and discuss about the
work.

User Statement: “/ contact other public administrations, like Geneva (I’'ve my friends and colleagues there) for
benchmarking. It’s always good to see how other public administrations work”
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4.2.3 Analysis phase

Once the interviews were analyzed, we identified a set of behavioral variables (for example, the current position,
technology orientation etc.), to which we mapped the characteristics of our users to create personas. We
present our personas here, and later while choosing the game mechanics provide supporting statements from
the qualitative user interviews. A persona we came up with can be seen in Figure 2.

Name: Daniel Kundera
Age: 28 years old
Position: Junior Process Manager

Daniel is a young and passionate person, who finds it very easy to learmn new
things. He has started working as a process manager, but is quickly growing
in his field. He has a unique approach in doing things and likes to share his
ideas with other people around him,

Needs
A fast-paced environment
To be able to personalize and adapt what already exists

Likes/Dislikes

Loves sharning his ideas with people

Likes bringing a new angle to doing things

Doesn't like the existing scattered way in which BPM is practised

Desires
Self-expressioin, Achievement and Status

Motivation: Intrinsically motivated

Type of player: Achiever and Socializer

Figure 2: Example persona

Choosing game mechanics:A number of game mechanics were thought of and incorporated in the system, an
overview of which can be seen below. User statements that we gathered from the user interviews also support
some of the decisions.

Badge system: (Both temporary badges and permanent badges)

Member badge (Permanent badge) - It would encourage people to join the platform and in addition would
serve as an introduction to the entire gamification system.

eCH certification badge (Permanent badge) - This badge was introduced in order to increase trust among
users. This badge would ensure that a given process is up to the eCH standards.
User statement: “I’m not sure if the processes | see online are right, or in fact up to standards”

Maximum number of eCH certified processes (within a public administration and across public
administrations)(Temporary badge) - This badge was aimed to satisfy the desire of recognition of people
and encourage healthy competition between people and between public administrations.

Most upvoted question (Temporary badge) - This was to ensure contribution in the forum or community

Most upvoted answer (Temporary badge) - This was to ensure contribution in the forum or community
User Statement:“l would like my experience to be used by others, | want to help create an awareness of BPM
in different public administrations”

Most liked processes (Temporary badge) - This was again to bring recognition for the work of the public
servants.

Maximum number of services covered from the eCH-BPM standard. (Temporary badge)
Progress bar: All of the processes require users to fill in meta-data which could prove as a tedious task for
some people. In order to motivate people to complete the form, a progress bar was introduced. In addition
to this, long tasks if broken down into small pieces, become more achievable, we divided the form into
smaller parts to make it easier for the user to fill it.

Chat feature: An important thing that came up in the user research was the fact that most people in the public
administrations were new to BPM and its implementation. It was noted that users would want to talk to people
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who’ve been or currently are in a position similar to theirs. Thus, apart from an active community, we also
provided a private chat feature. This is also a typical trait for the ‘socializer’ personality type.

4.2.4 Design and evaluation phase

The persona was created and relevant game mechanics were used in this phase for the design of the website.
The information architecture of the website was made, followed by wireframes and the visual design. A
prototype of the platform’s design is shown below in Figure 3, displaying a few features incorporated based on
our findings from the research phase.

e P |y ot |+ N e s L T A L e

P b v e Fecrm Aty twa by
Profile Page: Information
divided into smaller more .
achievable tasks
. Persuasive messages
Use of Gamification to motivate the users
to fill profile page
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. Progress Bar:
Use of gamification

[ : principles
N

e

Figure 3: Screen shot of the web page

The website is under development currently, and we plan to proceed with its evaluation with our potential users,
once the development is done. The platform is being developed on top of the Drupal Content Management
System (Drupal.org, 2001) and uses an API to a Signavio Process Repository (Signavio.com, 2009) to manage the
process library part. A detailed discussion on the technical implementation of the website is beyond the scope
of this article.Although, we are yet to evaluate, we believe our experience with the project, which we discuss in
the next section, could prove valuable to the research community.

4.2.5 Problems faced and lessons learnt

The sheer nature of the project taught us a lot about how public administrations work and we describe our
experiences from the project.

First of all, because of the various disparate stakeholders involved, we realized that it was difficult to address
the needs of all of them simultaneously. This was mainly because of the gap in vision between the various
stakeholders involved. For example, the private companies involved in the making of the platform aimed for
faster results and this sometimes proved to be a hindrance in following the methodology.

Secondly, one known problem in e-governance is the fact that while designing services and applications, the
entire population needs to be addressed. Thus, this methodology has for now, been proposed for G2G services
because addressing the entire population is a difficult task. For a country like Switzerland, the diversity in
population is still less, and an approach like this can easily be taken advantage of. But for other countries, it can
serve as a starting point for a more citizen-centered approach. The involvement of government officials in such
a technique can help them realize the importance of a user-centric approach, helping in achieving the larger goal
of understanding the perspective of disparate users and thus following a more citizen centered approach to e-
governance.

Thirdly, during the user research, it was observed that some public administrations would have the tendency to
give the responsibility of uploading business processes to one or two representatives. Although, this would solve
the purpose of having a business process repository, it would have hampered the larger goal of having an active
community. Hence, apart from creating a competition-based environment between public administrations, we
also found it necessary to create one within a public administration. Also, while choosing game mechanics, we
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identified the need to have a continuous activity loop. This leads us to introduce the system of temporary
badgesthat would be awarded to different members every week. But, this posed another interesting problem -
which was the need to have someone who would take care of the badge system from the backend. The entire
process in turn, helped us realize the importance of choosing meaningful and relevant game mechanics, those
which not only make the experience interesting, but which also cater to needs of the users.

Finally, another interesting observation that came up in the user research was the perception that public services
are supposed to be “serious”. This could pose to be a rather difficult thing to address, but we believe that an
evaluation with real users can help us fill the gap. Also, we acknowledge that this process needs to be an iterative
one, in which we continuously evolve the platform to make it more usable and engaging.

5. Conclusions and future work

In this paper, we have presented an original framework combining two well-known methodologies, namely, user
centered Design Methodology and Gamification Design methodology, in order to design both a usable and
engaging e-government service. This service was designed to serve as a platform for sharing business processes
between public administrations of Switzerland, and establish a community around it and in turn foster the
development of a BPM mindset in them. To the best of our knowledge, this is the first time gamification and
user centered design have been combined in a government service, for a purpose like ours. The original aim was
to design a usable and engaging application, and in turn set an example in the Swiss community to start the use
of methodologies like these for the design of such applications. However, due to our inability to conduct
evaluation at the current stage of the project, we cannot comment on the success of this methodology. But, at
the same time, following this methodology gave us clear-cut objectives to stick to, giving us a direction the entire
time. Identifying the objectives of user research, and defining what we aimed to achieve from the platform,
really helped us identify the motivations that our users will have, in order to use a platform like ours. This was
eventually translated in the design by choosing relevant game mechanics. In the future, we aim to study the
effectiveness of the proposed methodology with a formal evaluation technique and real users. Once established,
this could serve as a starting point for creating not only usable e-government services, but also services that are
fun and pleasurable to use.
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Abstract: In today's world, the work of public administration and its processes is based on the information technology.
Complex information systems enable better working processes within and between governmental institutions as well as with
private sector organisations and citizens. Especially complex systems are used within the compound activities, horizontally
linking many governmental institutions that are targeting an increase in efficiency and flexibility. Within the public
administration, tax administration systems are among the most complex. They connect governmental institutions (G2G) and
their employees, demanding accurate data and transparent processes for their customers. In the case of Slovenia, one of the
systems covers the process of tax recovery. It was set up at the Customs Administration of the Republic of Slovenia with the
aim of more efficient processes of tax enforcement for non-tax claims of other state authorities. This system, called e-
recovery, is used by more than 600 institutions and more than 170 executors, so it has to be easy to use, accepted among
users and useful for them. Immediately after the implementation of the system in 2009, the backlogs were reduced
practically to zero in one year, and the number of successful non-tax claims increased by 300%. Besides the improved
efficiency of the system, there was strong interest in the satisfaction of e-recovery system users. The aim of the research
was to test the issues of system performance, ease of use, user support and user satisfaction with specific functionalities.
Through empirical quantitative research, we tested the opinion of more than 170 executors, users of the e-recovery system.
The findings show that the system was well accepted among users and found to be very useful. Users evaluated the majority
of indexes above average but stressed the lack of introduction courses. They do acknowledge that their work is faster because
of the application, but their motivation for work is not affected. The most stressed imperfections were the occasional system
failures, upgrade delays and connection interruptions, since users access the system through the internet.

Keywords: information systems, e-recovery, user satisfaction, efficiency, usefulness, software functionality, tax recovery,
e-recovery

1. Introduction

Information and communication technology (ICT) is more and more involved in the functioning of public
administration today. So called ‘new styles’ of policy and regulation enforce cost effectiveness, co-operation,
the bottom-up approach, flexibility, dynamism, responsive regulation, etc. And all these can be achieved more
effectively if the public administration uses ICT. Complex information systems enable better working processes
within and between governmental institutions as well as with private sector organisations and citizens.
Especially complex systems are used within compound activities, horizontally linking many governmental
institutions that are aimed at increasing efficiency and flexibility. Therefore, ICT can radically improve the
efficiency and effectiveness of public services.

Users represent one of the important factors of success of implementations of information systems. Not only in
that the systems must be built up according to their needs and the demands of the processes they perform, but
these systems must be easy to use, include al the needed functionalities and be backed up by helpdesk support
and training.

The main purpose of the paper is to test whether the use of ICT improves tax recovery procedures in Slovenia.
ICT solutions were developed for all three organisations (tax administration, custom administration and courts)
that are included in the recovery procedure. We tried to evaluate whether the ICT solutions improved the
procedure and whether they improved the efficiency and effectiveness. At the same time, we tested the opinion
of more than 170 executors, users of the e-recovery system. The paper is structured as follows. After the
introduction, the organisation of the recovery system in Slovenia is presented. Next, the importance of ICT in
public administration is discussed. The next section presents an evaluation of e-recovery in Slovenia through the
statistics of the organisations and through the empirical research of users and the analysis of the data gathered
by the survey.
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2. The importance of ICT in public administration

Over the last decade, public administration around the world has been following the goal of increasing its
efficiency and flexibility by using ICT. This has been inspired by the success of ICT in other environments,
especially the private sector. Different authors proved that ICT enables improved quality and performance of
services (easier, faster, better) (Gupta et al., 2008), improved quality and increased operational efficiency,
reduced costs and increased productivity (Gil-Garcia and Pardo, 2005). But throughout the different efforts, the
focus has to be multidimensional and interdependent (Wang and Liao, 2008).

While the term "information technology in government" goes back at least to the 1970s, the term e-government
emerged in the late 1990s with the Internet boom (Grénlund and Horan, 2004). It does not rely only on the
Internet but also includes other technologies and aspects. While e-government is described as a method for
governments to use innovative ICT services, especially web-based ones (Fang, 2002), it is also focused on the
areas of e-commerce, customer relationship management, knowledge management and others, stressing the
distinction with e-governance (Cullen, 2010). E-governance is considered to be a broader concept than e-
government, but these concepts often overlap. Some authors simplify the dilemma by narrowing the e-
government focus to constituencies and stakeholders outside the organisation, whether in the government or
the wider public sector, and setting the focus of e-governance on administration and management within an
organisation, whether it is public or private, large or small (Palvia and Sharma, 2007). Our opinion rather leans
towards the concept of Garson (2006, p. 19), whose concept of e-government is directed towards the provision
of governmental services by electronic means and refers to e-governance as a vision of changing the nature of
the state and stressing the importance of networks. On the other hand, Prabhu (2012) describes e-governance
as a form of business comprising processes and structures involved in the deliverance of electronic services,
including cooperation with various business partners.

But throughout the e-government domain a classification of areas of interactions with citizens (G2C), businesses
(G2B), internal employees (G2E) and other institutional government organisations (G2G) emerged and stayed.
While G2B, G2C and G2G are more common in the area of e-government, so-called G2E (government to
employee) often correlates with G2G. While some authors see the purpose of it in offering the possibility of
accessing information with regard to compensation and benefit policies, training and learning opportunities and
civil rights to employees (Fang, 2002), others focus on automation and an increase in the efficiency of the
internal performance of public agencies (Golubeva and Merkuryeva, 2006). In such a case, integrated
information systems are also needed in order to gather, transfer, process and store internal data, which is the
foundation for the further elaboration of electronic government services offered to external users, namely
citizens, the private sector and other governmental organisations (BaleZentis and ParaZinskaité, 2012).

Therefore, good G2G use of ICT is the foundation of other e-government activities like e-portals, e-services, etc.

We agree with Au and Cheng (2012) that ensuring that end-users (i.e., employees) are able and willing to use
advanced information systems (IS) is critical for organization to gain operational efficiency and customer
satisfaction. Many researchers have recognized user satisfaction as a critical determinant of the success of IS. In
their work DelLone and McLean (2003) proposed that higher levels of individual satisfaction with using IS will
lead to higher levels of intention to use, which will subsequently affect the use of the system. Hsieh et al. (2012)
proved that employees’ overall user satisfaction with their mandated use of IS (in their case CRM) has a positive
impact on employee service quality. So IS performance, organisational environment and people who use the IS
are crucial. Ivari (2005) also showed that IS performance has a positive relationship with satisfaction of IS user.

Considering users knowledge issues Mahmood et al. (2000) noticed end-users may lack knowledge of software
and hardware; thus, adequate support is a must in order to realize productivity gains. Even if some knowledge
is gained before the IS usage, it is important that more is available later on through the help desk or support
service. Chawner (2012) found that the extent to which the developers were perceived as responding quickly
and appropriately, as well as how easy they were to understand has a direct influence on end-user satisfaction
with IS. On the other hand Poelmans, Reijers and Recker (2013), defining IS service quality as the quality of the
support that end users receive from the IS department, found no significant influence on user satisfaction or
perceived usefulness.
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3. The organisation of recovery processes and recovery systems in Slovenia

When debtors do not settle their liabilities to creditors, an execution is carried out as a compulsory settlement
of liabilities. In Slovenia, this execution is either an administrative, a tax or a court execution depending on which
authority conducts it and which procedure is applied. Tax execution is regulated by the Tax Procedure Act
(Official Gazette of the RS, no. 13/2011) and conducted by the tax or customs authority. In August 2014, both
authorities merged into the Financial Administration of the Republic of Slovenia. Under the law, administrative
execution comprises the collection of taxes and non-tax receivables under the competencies specified by the
law. Since an administrative execution is primarily used for collecting taxes and other public duties under the
rules specified in the Tax Procedure Act, this type of execution is also referred to as a tax execution. Court
executions fall within the competence of courts, which conduct the executions to collect non-tax (civil)
receivables owed to various creditors. In order to collect the receivables falling under the competence of the
customs service, only an execution over the debtor's real property, equity stake or property rights is conducted
through the court (Vasle et al., 2011).

As mentioned above, tax execution was performed by the tax authorities, specifically by two authorities, until
2014: the Tax Administration of the Republic of Slovenia (hereinafter: the TARS) and the Customs Administration
of the Republic of Slovenia (hereinafter: the CARS). Most executions to collect tax revenues fell under the
competence of the TARS, while the CARS conducted tax executions to collect tax revenues within its competence
(customs duties, excise duties, VAT on import, environmental duties and some road tolls). As Slovenia entered
the EU, certain competencies for tax execution were gradually transferred from the TARS to the CARS, and thus
the CARS became competent for more types of tax charges. In that way, the CARS began collecting agricultural
duties and the duties that are collected on behalf of competent authorities of other EU member states in the
scope of international administrative assistance. The CARS chiefly assumed from the TARS the execution of non-
tax receivables. This was done gradually, and in mid-2009 the customs service became competent for collecting
receivables arising from minor offence procedures conducted by the customs service (fines, the costs of offence
proceedings, temporary seizure of securities and movable property, seizure of proceeds). The CARS also started
collecting receivables for various courts. In early 2010, it began collecting amounts due through administrative
executions and administrative taxes. In 2012, the customs service took over the collection of fines and other
non-tax receivables imposed by other non-tax authorities in minor offence proceedings. These involve more
than 600 proposers, e.g. the Police, administrative units, inspections, social work centres, the Chamber of Craft,
the Health Insurance Institute of Slovenia, ministries, etc. It is the centralisation of the execution of public non-
tax receivables that has led to ICT support becoming indispensable. Since 2012, the CARS has been conducting
all execution proceedings through the electronic application e-Executions (elzvrsbe).

After the CARS had taken over non-tax executions, the TARS only collected tax revenues. The TARS also wanted
to simplify and harmonise the procedures for collecting tax revenues, but it was among the last to introduce the
use of ICT in procedures. In 2011, it redesigned the information system, which resulted in a number of
advantages in tax execution as well, as a uniform record was established enabling the comprehensive treatment
of the debtor at a single location, covering all receivables and liabilities arising in the territory of the Republic of
Slovenia, and thus led to a smaller number of tax execution proceedings and lower costs for the debtor and the
Tax Administration of the Republic of Slovenia. System upgrades were also made, meaning that new tax
execution processes were set up and existing ones optimised and transferred to the new production
environment. A solution was prepared for the electronic exchange of writs of execution with banks.

The underlying act regulating the execution proceedings for the settlement of the debtor's debt to the creditor
is the Enforcement and Securing of Civil Claims Act (Official Gazette of the RS, no. 3/07). The Act was adopted in
1998, but it has evolved over the years. The electronic procedure was introduced based on the amendment to
the Act at the end of 2006, while the supplement from 2010 stipulated that electronic applications had to be
submitted once the e-Executions system was established. Execution proceedings in court have been a problem
in Slovenia for a long time, since they stretched out over several months and the backlogs were extensive. As a
result, creditors were very poorly collateralised, because debtors managed to transfer their assets to other
persons during the proceedings and companies went bankrupt. Until 2008, it was only possible to file for
execution on paper, using prescribed forms submitted to the competent court in the place of the
residence/registered office of the debtor. Once the Central Department for Authentic Documents (COVL) was
founded, there was a shift in two directions. The Department began accepting applications for execution for all
of Slovenia, meaning that applications no longer needed to be filed with various courts. Moreover, the electronic
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procedure for submitting an application for execution was put in place in 2008. The entire procedure was
electronic until the issued writ of execution became final. The COVL portal was operating from 2008 until the
end of February 2012, when it was transferred to the e-judiciary portal (e-sodstvo) using the e-Execution
subportal for execution proceedings.

4. E-recovery in Slovenia: The case of efficient information system

Slovenia widely opened the doors to e-government in the year 2000 by adopting e-commerce law and quite
successfully followed the path of strategies and action plans through the following years. One of the most
important areas was definitely the area of e-taxation.

As mentioned earlier, an electronic system was introduced for both tax execution and court execution
proceedings. In all these authorities, the transition to ICT is evident in the efficiency of the executions, as the
number of cases assigned to them increased and the number of complaints by debtors decreased, because
records are more transparent. In addition, the issue of writs of execution has been expedited, and the number
of cases solved is higher thanks to the faster proceedings.

The effects noted in the TARS are more difficult to evaluate, because the transition to the new information
system has been taking place in recent years and in several phases, the last one as recent as 2013. The effects
of this redesign will not be evident until a report is made on the activities of the TARS in 2014. This report is not
yet available, but the increase in cases has already been observed in 2013. During the transition to the new
information environment, the TARS even slowed the pace of issuing writs of execution, as it had to transfer data
and re-arrange bookkeeping records as well as establish connections between the tax executions issued in the
old system and the receivables posted in the new system. Owing to the high risks related to starting the mass
implementation of tax executions, the TARS started issuing writs of tax execution in a limited scope first and
then, under the necessary supervision, gradually increased the number of writs of tax execution issued.
Moreover, by re-engineering the information systemin 2011, it transferred part of its competencies to the CARS.
Data on the volume and reduced pace of transition is presented in the following table.

Table 1: The number and volume of tax executions by the TARS

Year The number of telephone calls, Claimed debt
reminders sent and writs of execution (in EUR million)
issued
2009 568,985 1798.8
2010 587,098 1995.5
2011 443,626 (of which 128,623 non-tax) 1339.7
2012 474,810 1736.1
2013 633,256 1369.4

Source: Reports on the activities of the TARS for 2009-2013.

As already mentioned, the Customs Administration of the Republic of Slovenia (CARS) until 2012 gradually
assumed a set of tasks from the Tax Administration of the Republic of Slovenia in the area of tax enforcement
regarding the non-tax claims of other state authorities. Along with the acquisition of this extensive set of claims,
the E-recovery information system came to life. When developing and building the E-recovery system, CARS
especially pursued performance objectives. A complex and transparent information system with a high level of
automatisation and access to all the information necessary for work in just one central application was
established. E-recovery is used within a special administrative procedure for the financial recovery of debt in the
area of customs, excise duty, environmental charges, administrative charges, fines from minor offence
proceedings and other non-tax claims. E-recovery is a centralised IS and accessible through a web-based
interface. Integration with other external systems is also possible, enabling organisations to use their own
information systems and seamlessly exchange data with CARS via its web-based service. The biggest users of the
E-recovery system are the police, local government inspection services, courts and traffic wardens. But the most
regular users are definitely debt collectors (around 200 of them), which are obliged to use the system and also
have mandatory training in application use. The reports on the activities of the CARS regarding execution show
thatin a very short period the authority received a number of new execution cases. As the execution proceedings
were assumed by the TARS and COVL in 2012, the number of allocated cases increased seven-fold, since it also
included other cases that had already been in the process of resolution and had been assigned by other
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authorities. In 2013, this figure doubled, even though no new competencies were granted. The introduction of
the e-Executions system was therefore urgent. However, as even more cases have been assigned to the CARS
related to other receivables, the dynamics of tax executions, i.e. referring to taxes that are within the
competence of the CARS, began to slow. In this case, the activities involved in tax execution scaled down as a
result of the introduced electronic system.

Table 2: The number and scope of tax executions by the CARS

Year Tax execution Other non-tax executions

The number of writs Value The number of Value

of execution (in EUR million) writs of execution (in EUR million)

2009 10,050
2010 1433 2.5 46,178
2011 1442 7.7 24,367
2012 944 2.7 167,855 91.6
2013 1270 5.6 332,889 100.1

Source: Reports on the activities of the CARS for 2009-2013.

The information system has already improved the success of collection of both tax and non-tax receivables. The
year 2013 was successful. The system was already fully operational then, and 62% of tax execution cases were
solved and 32% of receivables collected. In comparison with 2012, the success rate nearly doubled as there were
40% cases solved and 10% of receivables collected in that year. An even greater effect is visible in non-tax
executions, as the rate of cases solved more than doubled, even tripled in some customs offices (e.g. from 14%
to 51% and from 25% to 75%). Furthermore, the rate of debt collection also rose, doubling on average in 2013
and in one customs office increasing from 11% in 2012 to 52% in 2013. The introduction of an electronic court
execution also increased the efficiency of the procedure. A year after the introduction of the execution
proceedings via COVL, the case load rose by 60% as the complaints by debtors decreased. On the other hand,
the share of unresolved cases decreased by more than 10% (e.g. company executions — executory title) to a little
more than 35% (company executions based on authentic documents). The deadline for issuing writs of execution
shortened, as in more than 80% of cases a decision is issued within 5 days, while the number of applications
received has been growing since the introduction of e-execution, i.e. from 160,000 in 2008 to 218,789 in 2011;
it only decreased in 2012, namely to 212,938 applications received (Ministry of Justice, 2013).

4.1 Empirical research of the users of e-recovery system — methodology and data analysis

To additionally focus on the users of the e-recovery information system, empirical research was conducted
together with CARS to test the user satisfaction with the systems and supported activities. The focus group of
our research were enforcement agents that according to their powers under the law use e-recovery information
systems for activities of enforcement for non-tax claims for other state authorities. The empirical research was
conducted by the online questionnaire. The invitation to the online questionnaire was submitted by e-mail to
the 187 above mentioned employees. After 14 days, 74 questionnaires were received (response rate 40%). The
questionnaire contained closed-ended multiple choice questions using a standard 6, 7 or 8 point Likert scale,
open-ended questions (focused on suggestions for improvement of e-recovery information system) and
demographic questions (focused on gender, age, years of working experience with e-recovery, use frequency of
e-recovery and years of working experience in the area of enforcement).

4.2 Results

The first basic analysis was done using the IBM® SPSS® tool, gathering basic statistical data. The mean values
show that all the indexes show the average values above the middle point of usefulness or satisfaction with the
e-recovery system. The values of skewness and kurtosis of indexes show reasonable normality of distribution.

Table 3: Basic statistical values of measured indexes

Index Scale Mean Std. dev. Skew. Kurt
How useful is the e-recovery 1-not useful at all ... 4.15 .855 -.699* -.279*
system in your work? 5-very useful
With the e-recovery system, 1-completely 4.84 951 -1.138 2.983%*
my work is fast. untrue ...
6-completely true
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Index Scale Mean Std. dev. Skew. Kurt
E-recovery system increases 1-completely 3.88 1.452 -472% -.613%*
my working motivation. untrue ...
6-completely true
How hard was it to learn to 1-very hard ... 4.16 .794 -.133* -.148*
use the e-recovery system? 6-very easy
How easy-to-use is the e- 1-very complicated ... 4.14 .926 -.063* .004*
recovery system? 6-very easy
How useful was the training 1-very useless ... 3.27 910 .078* -.860*
for e-recovery system use? 5-very useful
How useful is the user 1-very useless ... 4.12 .832 -.539% 1.076*
manual? 6-very useful
How good is the user support? 1-very bad ... 3.84 1.027 -1.310 1.814*
6-very good
How useful is the functionality 1-very useless ... 3.80 .965 -.142% -1.089*
of reminders? 5-very useful
How useful is the functionality 1-very useless ... 4.04 .898 -.547* -.590*
of dossiers? 5-very useful
How useful is the functionality 1-very useless ... 3.58 .993 -.619* 277*
of reports? 5-very useful
How useful is the functionality 1-very useless ... 4.22 .815 -.577* -.791%
of interest calculation? 5-very useful
How useful is the functionality 1-very useless ... 3.82 1.077 -.585% -.358*
of integration with other 5-very useful
systems?

*within the "rule of thumb" normality limits

From the results, we can conclude that the e-recovery system does enable fast work of enforcement agents (the
highest mean of all indexes), but it does not affect their motivation much. High means (Figure 1) are also

detected when considering ease of learning to use the system, eas

e of using it daily and usefulness of the system

at work. The lowest mean represented low satisfaction rate with the training. This result stresses the importance
of appropriate training of users of information systems before making them use the system. Only well trained

users who understand the abilities of the system can use it efficie

ntly. Among different functionalities of the e-

recovery systems, the highest mean was detected for the functionality of interest calculation and the lowest for
the reports. These results show that users do evaluate system functionalities, and that their opinion could be
meaningful information for the developers of the system and should be taken into account.

How useful is the functionality of integration with other systems?
How useful is the functionality of interest calculation?
How useful is the functionality of reports?

How useful is the functionality of dessiers?

How useful is the functionality of reminders?

How good is the user support?

How useful is the user manual?

How useful was the training for e-recovery system use?
How easy-to-use is the e-recovery system?

How hard was it to learn to use the e-recovery system?
E-recovery system increases my working motivation,
With the e-recovery system, my work is fast.

How useful is the e-recovery system in your work?

Figure 1: Mean values for survey indexes
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Additional statistical analyses were conducted to test the influence of gender (male, N=56 and female, N=18),
working experience in the field of recovery (less then a year, N=40 and one year or more, N=34), experience with
the e-recovery system (lest then 12 months, N=41 and 12 months or more, N=33) and age of enforcement agents
(less then 45 years old, N=33 and 45 years old or more, N= 41) that work with the e-recovery system. A t-test
was used to test the influence.

How useful isthe How useful isthe How usefulisthe How usefulisthe How useful isthe

[ " B V)

Q

functionality of functionality of functionality of functionality of functionality of
reminders? dossiers? reports? interest integration with
calculation? other systems?

m Male Female

Figure 2: Average values with standard deviations for male and female groups

The results show that none of the indexes are significantly different considering age or experience at work. When
considering experience with the e-recovery system, we detected that the two group means were significantly
different for the indexes "How easy-to-use is the e-recovery system?" and "How useful is the functionality of
dossiers?" (Table 4). The results show that less experienced users rated e-recovery system as less easy to use
compared to more experienced users, t(72) =-2.213, p = 0.030. The results also show that less experienced users
rated the usefulness of the functionality of dossiers as less useful compared to more experienced users, t(72) =
-2.615, p = 0.011.

Table 4: The significant results of the independent t-test for experience of users with the e-recovery system

Index Group N Mean Std. Dev. Std. Error
Mean
How easy-to-use is the e-recovery less than 12 months 41 3.93 .905 141
system? 12 months or more 33 4.39 .899 157
How useful is the functionality of less than 12 months 41 3.80 .872 .136
dossiers? 12 months or more 33 4.33 .854 .149

When considering gender (Figure 2), all the indexes for different functionalities of the e-recovery system were
statistically different for the two groups. The results show (Table 5) that male users rated the functionality of
reminders less useful compared to female users, t(72) = -3.170, p = 0.002. The same holds true for the
functionality of dossiers ( t(72) =-2.940, p = 0.004 ), reports ( t(72) = -2.105, p = 0.039), interest calculation ( £(72)
=-2.075, p = 0.042) and integration with other systems ( t(72) = -2.377, p = 0.020).

Table 5: The significant results of independent t-test for gender

Index Group N Mean Std. Dev. Std. Error
Mean
How useful is the functionality of reminders? Male 56 3.61 .928 124
Female 18 4.39 .850 .200
How useful is the functionality of dossiers? Male 56 3.88 .875 117
Female 18 4.56 .784 .185
How useful is the functionality of reports? Male 56 3.45 971 130
Female 18 4.00 .970 .229
How useful is the functionality of interest Male 56 4.11 .846 113
calculation? Female 18 4.56 .616 .145
How useful is the functionality of integration with Male 56 3.66 1.100 147
other systems? Female 18 4.33 .840 .198
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5. Conclusion

The importance of ICT solutions for better performance of public administration is widely acknowledged.
Nevertheless, the evaluation of efficiency of the e-recovery system in Slovenia showed that the introduction of
the ICT solution slowed down the process at the beginning but improved it considerably later on. The research
showed that users also recognise the improvement to a great extent. The research indicated that for successful
implementation of the ICT solutions, support and education are of great importance. One of the downsides of
the e-recovery system is that a lot of effort is placed on training of users, but practically no or modest information
is available for other participants of the system, especially debtors. The documents they receive through the
system are not always easy to understand, the dates for objections are very tight and there is no possibility to
update information in the system about partial recovery of debt. Therefore, there is always a place and need for
further improvements of the ICT solutions in general.
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Abstract: This work applies a six-dimensional assessment tool (6DAT). The 6 dimensions for determining site development
and effectiveness include; site security, database development and maintenance, comprehensive internal (intranet)
capability, lateral institutional interactivity (links to associated services), citizen interactivity and transparency of government
process. Analysis using the 6DAT yields a rubric showing the presence or absence of three key indicators associated with
each dimension. The results are summarized on a table of e-Government readiness on those six dimensions among 25
randomly selected United States state government homepages. It provides a useful diagnostic for relative e-Government
development at the state level.

Keywords: e-government site assessment, state e-government in the united states, six-dimensional assessment tool, 6dat,
assessment of subnational e-government

1. Introduction: E-government at the state level

The vast majority of the literature on e-Governmentdevelopment and assessment has focused on national
governmentsand their agencies, seemingly oblivious to the fact that most citizen interactions with government
occur at subnational levels. This has not been lost on some scholars though the literature is nowhere near as
large as that focusing on national-level e-Government. Moreover, much of that literature does not evaluate
existing sites, but instead outlines general approaches to their development. Investigations of the literature to-
date have not found any studies focusing on systematically evaluating existing American state-level e-
Government sites except in cursory fashion. Assessment of state e-Government sites are probably done at the
industry level, but are not published. Such assessment would be useful in providing a picture of relative e-
Government development among the states. It would inform and provide a means of focus for design
improvement and augmentation for site developers moving forward. It would identify blind spots and provide a
basis for identifying best practices. E-Government development continues to be dynamic and assessment
models themselves might also incorporate new innovations, but there are foundational elements that are
fundamental to e-Government effectiveness. These include security, database design and maintenance, internal
communications comprehensiveness, lateral connectivity to relevant agencies and organizations, user-
friendliness, and transparency of government process.

The instrument provided here, the “Six-Dimensional Assessment Tool” (6DAT) is informed by the existing e-
Government development literature and designed for broad application over existing and anticipated e-
Government sites. It has already been applied to assess ministry sites in Egypt and in a comparative study of 6
other nations’ common ministry sites. It application here is thus an extension to state level homepages as a tool
to assess their relative development in six critical areas of function and service listed above. These six areas
comprise acommon denominator of site effectiveness regardless of level of government. Its application is simple
and here not very refined, but can nonetheless target key areas of functionality. Efforts to build upon and refine
it are welcomed.

2. Literature review

How might e-Government site effectiveness be measured at the state level? One obvious method is a
comparative approach using standard sets of measurements empirically informed by the e-Government
effectiveness literature. This evaluative literature includes, Agranoff, R., 2011; Andersen, K. V., &Henriksen, H.
Z., 2006; Bertot, J. C., Jaeger, P. T., & Grimes, J. M., 2010; Gil-Garcia, J. R., &Pardo, T. A. 2005; Heeks, R., 2006;
Layne, K., & Lee, J., 2001; Luna-Reyes, L. F., Gil-Garcia, J. R., & Romero, G., 2012; Rorissa, A., Demissie, D., &Pardo,
T.,2011; Scholl, H. J., &Klischewski, R., 2007; Smith, A.G., 2001; UNDPEPA, 2002; United Nations Department of
Economic and Social Affairs, 2010; United Nations Department of Economic and Social Affairs, 2012; Valdés, et
al, 2011), and Ziemba. Papaj and Descours, 2014). The literature focusing on e-Government development and
assessment at the state and local levels is more sparse and includes, Edminston, 2003, Greenberg, et al (2006),
Gil-Garcia and Pardo, (2005), Luna-Reyes, Gil-Garcia & Romero (2012), and Dawes (2008). Of the state and local
level works reviewed, only Luna-Reyes, Gil-Garcia & Romero offered a truly comparative evaluative instrument.
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3. Research methodology

The broad literature on e-Government evaluation yields many useful schemes with some more comprehensive
than others. Review of these evaluation methods yielded 6 critical dimensions for determining e-Government
effectiveness from both an internal functionality and user experience perspective. Thisthen led to developing
the 6-Dimensional Assessment Tool (henceforth referred to as 6DAT) builds upon the assessment models
outlined in the broad e-Government assessment literature, incorporating their most critical assessment
elements into a simple but fairly comprehensive scheme that also proceeds on the assumption that standards
of e-Government effectiveness transcend any given level of government.

The six dimensions that this analytical tool assesses are, in foundational order:
= security

=  strategic database development and maintenance

= acomprehensive and vertically integrated intranet

= J|ateral linkages to appropriate agencies

= user friendliness

= transparency of governmental process

These six dimensions are critical properties fore-Government effectiveness at all levels.

In applying this tool, 25 U.S. states were randomly selected for review of their respective official home pages.
Contact to the various site administrators was made through the "contact us" links on their sites outlining the
study purpose. However, as encountered in previous work on this approach, the response rate was very low.Only
two of the states selected for this study, Virginia and California, completed the survey sent for this evaluation.
The reasons for this low response rate are speculative, but might have included internal policies on responding
to queries from outside of the state, protection of proprietary information, security concerns, or lack of staff to
respond. E-Government site development and maintenance haslargely been given over to private contractors in
the United States. This has apparently had the ironic effect of making voluntary disclosure of e-Government
operations for outside assessment difficult if only out of concern to protect contractors’ proprietary systems and
practices. This is but one of the many contradictions and institutional constraints found in the structure and
processes within which e-Government initiatives have to navigate (Yu and Robinson, 2012).

1 - Does the site provide for secure data entry (pertaining to on-line forms)?
2 — Does the site provide user registration for establishing client service
accounts?

3 — Can the site provide for secure for financial transactions?

4 - Does the site create and utilize a comprehensive citizen/client user database
shared between agencies?

5 — Does the site assign and utilize a user ID for provision of services?

6 — Does the site have on-line forms with auto-fill fields drawn from user
information?

7 — Does the site link to a state intranet? (Internal email with a state
government-specific address).

8 — Does the site have a vertically integrated intranet? (Email addresses for all
state employees)

9 — Does the site have a directory of key department and/or agency contacts?
10- Does the site provide links to other state agencies?

11- Does the site provide links to nonprofit organization partners?

12- Does the site provide links to other private sector provider organizations?
13- Is the site fully functional now with no broken links?

14— Is the site regularly updated? (At least every 30 days)

15— Is the site interactive? (Providing email contact or live-chat capability).
16— Does the site display a summary list of state government functions?

17— Does the site provide reports on department/agency performance?

18- Does the site provide for citizen feedback? (ie. A Facebook page?)

Figure 1: The 6DAT checklist of state government home sites
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The 6-DAT is not dependent upon the self reporting of site administrators. As a checklist gauging the presence
or absence of dimensional indicators it lends itself to external evaluation as well. This evaluation was thus
undertaken by the author for all selected sites for consistency of evaluation, though also cross referenced and
reconciled with the two responses that were received.

The analysis was performed between January 1 and February 14" of 2015. Affirmative responses were recorded
when the features under review were found on the homepage and selected links to common services such as
vehicle licensing, judicial services, business licensing, tax filings and tourism sites. Only 12 out of a total of 450
data points (18 items * 25 states) could not be determined yielding 97% determination rate on the presence or
absence of indicators. Below are the details of the analysis as it pertained to each of the six dimensions covered:

4. Research findings

The three indicators of site security included the availability of forms that could be filled out and submitted
online, citizen/client registration mechanisms and the availability of secure financial transactions on at least one
of the state agency sites. Only Nevada had no provision for on-line submission of user information. The others
provided for such services though in many instances the services available were for business entities and not
citizens. The citizen services available for secure transactions were generally confined to payment for
automobile registration and driver’s license renewals, camping permits and accommodations, child support
payments, fees for vital records, and fines for parking or traffic violations. Services for businesses and
professionals were more extensive and included on-line applications for permits and licenses of all sorts.

No state in this study has constructed their e-Government platforms to include integrated databases. Each state
agency has its own specialized database for its specific users be they licensed drivers, certified professionals,
regulated businesses, or convicted offenders. Only 3 states (Kansas, Vermont and Wyoming) had anything
resembling an integrated database and these were very limited in their interoperability. They provided for a
customizable “My Government” feature in which a user could register and receive featured information from
various state agencies that they could select to receive bulletins, newsletters and the like. While the state of
Virginia had no such feature for its citizens, they had a rather odd serviceon their site called “lobbyist in a box”,
which was literally for professional lobbyists to receive information on legislation and agency activities that they
would select according to their interests. Since this service was not exclusively for citizens (lobbyists need not
be citizens of the state). In any case, this was clearly not an integrated database access feature.

Determining the comprehensiveness of state agency internal on-line communications proved problematic. It
might be reasoned that the sheer size of a state government’s workforce in larger states would make such access
to individuals too ponderous. It also made sense from a personal security perspective to limit public access. Four
states, (Louisiana, Montana, South Carolina, and Wyoming) did not have an observable link to a statewide
intranet for state agency staff. All contact points for those states were to a generic “contact us” link for each of
its component agencies. Presumably messages received through this link would be routed to the appropriate
officials based upon message subject or content. Wyoming did have a remarkable link to a large PDF directory
apparently listing all state personnel with their contact phone numbers. It could be downloaded as a kind of
state government phone book. Over half of the states in this study (15), had no observable vertically integrated
intranet for all staff. All but 2 states (Michigan and Vermont) had an on-line directory of selected agency contacts
for citizens. Michigan had an anonymized “contact us” form for all of its agencies available on the state
homepage thus making it impossible to see if there was even an intranet for the state and its agencies at all.

It is highly unlikely that state agencies reviewed actually had no intranet, but public access to individuals within
these agencies were restricted. Sometimes this was for pragmatic reasons as with the judiciary and law
enforcement agencies where personal contact information must be kept confidential. Populous states with large
numbers of employees were also less likely to have individual contact information available publicly, and instead
provided contact to a generic agency or office address for internal rerouting. A comprehensive list of current
state employees would be too difficult to keep current in those large states.

All states had lateral links to their respective state agencies through their home page. Most states also featured

a keyword portal field on their home pages through which queries could be conveniently expedited to an agency
associated with that keyword. The uniform layout of many of the state homepages with this feature suggested
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a single contractor had developed them from a standard template from which individual components unique to
the state were then added.

Lateral connectivity,was indicated by the existence of links with nonprofit organizations providing a variety of
social and other services that state agencies did not cover. There were five states that did not have links to
nonprofit organization partners (Delaware, Florida, Indiana, Louisiana and Mississippi). This was unusual since
many states partner with nonprofit agencies for specialized services ranging from elder care providers to tourism
promotion. Four of the same five states (Delaware, Florida, Indiana, Louisiana) plus Michigan, had no links to
private partner entities as well. This was remarkable as there are usually abundant links to private partners,
usually tourism related, but sometimes also including partners for contracted services ranging from university
student housing to sanitary services.

General site functionality/user friendliness lends itself to several possible indicators, but here was confined to
full functionality defined as having no broken links, having a site that was updated at least every 30 days, and
interactive defined as having easily identifiable points of contact or live chat capability. Five states (Alabama,
Alaska, Delaware, Michigan, and South Carolina) had broken links at the time their sites were visited. Nearly half
(12 of 25) were not regularly updated within a 30-day cycle. Four states (Florida, Louisiana, Nevada and New
Hampshire) did not offer easy email or live chat feedback through the state homepage. These issues around user
friendliness have negative effects on public confidence, particularly in regard to broken links, which is the net’s
equivalent of going to a closed office or barricaded road. These issues aside, almost all of the sites studied here
were generally easy to navigate for such high-frequency services as vehicle registration and licensing, tax and
fees paying and voter information. Most sites offered a keyword portal, which was also a useful navigation tool.
Still, 5 states were identified as deficient on this dimension with 2 of 3 elements found to be missing or with
non-functioning links (Alabama, Alaska, Delaware, Nevada and New Hampshire).

The dimension of transparency of governmental process is something of a higher order attribute of e—
Government. It’s incorporation into state government sites is a manifestation ideal of e-Government as a
democratizing agent. The prospect of easily obtained, and comprehensible information about what state
agencies do is one of the most potent means torealize publicly accountable government. While every state site
reviewed did provide a fairly comprehensive listing of component agency functions under each branch of
government (executive, judicial and legislative), the publication of timely agency performance reviews was
unavailable in 8 of the 25 states studied. The public posting of citizen feedback to key agencies was lacking in 3
states (Florida, Nevada and Wyoming). Several state sites had a special link to espoused policies of transparency,
but, by and large, the actual content available on those links tended to be selective and sparse. Even state
budgets, current and past, were not available on-line in many cases. Still, only one state, Wyoming, was deemed
deficient on this dimension as lacking on two of the three indicators for transparency used here. (A listing of
state agencies by general function, on-line publication of agency performance reviews, and open social media
feedback channels such as a Facebook page.)

The following table summarizes the assessment results discussed in this work:

Table 1: State homepage assessment results)

State | S1 | S2 | S3 | D1 | D2 | D3 |11 | 12 {13 |L1|L2|L3|F1|F2 |[F3|T1|T2|T
3

AL Y Y Y N N N Y Y Y| Y Y Y N N Y Y N Y
AK Y Y Y N N Y Y Y| Y Y Y N N Y Y N Y
AR Y Y Y N N N Y N Y| Y Y Y Y Y Y Y Y Y
CA Y Y Y N | NA| N N N Y| Y Y Y Y Y Y Y Y Y
DE Y Y Y N Y | UN | Y N Y| Y N N N N Y Y Y Y
FL Y Y Y N Y N Y N Y| Y N N Y Y N | Y Y N
IN Y Y Y Y Y N Y |UN|[Y | Y N N Y | UN | Y Y Y Y
KS Y Y Y Y Y Y Y Y Y| Y Y Y Y N Y Y Y Y
LA Y Y Y N N N N N Y| Y N N Y N | Y N Y
ME Y Y Y N Y N Y Y| Y Y Y Y N Y Y N Y
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5. Conclusions

Findings indicate that the state homepage sites studied are generally effective. However over a third of the
states reviewed showed deficiencies in at least 6 of the 18 indicators used in the 6DAT (Alabama, Arkansas,
Delaware, Florida, Louisiana, Michigan, Nevada, and Virginia). These states need to develop capacity in database
development, user-friendliness and transparency.

This is very much a preliminary study intended to begin a deeper inquiry into e-Government development from
both technical and user perspectives. The six dimensions used here are intended to provide an initial starting
point for any e-Government assessment as they are critical areas for development, and are likely to remain so
into the foreseeable future. Much work remains to refine and broaden the indicators associated with the 6DAT.
Ideally this can be done in collaboration with designers and developers, as well as agency administrators and
public stakeholders
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Abstract: The history of the Nigerian electoral process has been hitherto characterized by violence stemming from disputes
in election outcomes. For instance, violence erupted across some states in Northern Nigeria when results indicated that a
candidate who was popular in that part of the country was losing the election leading to avoidable loss of lives. Beside, this
dispute in election outcome lingers for a long time in litigation at the electoral tribunals which distracts effective governance.
However, the increasing penetrating use of ICTs in Nigeria is evident in the electoral processes with consequent shift in the
behavior of actors in the democratic processes, thus changing the ways Nigerians react to election outcomes. This paper
examines the trend in the use ICT in the Nigerian political system and its impact on the stability of the polity. It assesses the
role of ICT in recent electoral processes and compares its impact on the outcome of the process in lieu of previous
experiences in the Nigeria. Furthermore, the paper also examines the challenges and risks of implementing e-Democracy in
Nigeria and its relationship to the economy in the light of the socio-economic situation of the country. The paper adopted
qualitative approach in data gathering and analysis. From the findings, the paper observed that e-democracy is largely
dependent on the level of ICT adoption, which is still at its lowest ebb in the country. It recognizes the challenges in the
provision of ICT infrastructure and argues that appropriate low-cost infrastructure applicable to the Nigerian condition can
be made available to implement e-democracy and thus arouse the interest of the populace in governance, increase the
number of voters, and enhance transparency, probity and accountability, and participation in governance as well as help
stabilize the nascent democracy.

Keywords: e-democracy, ICT, election, governance, politics

1. Introduction

The experience of Nigeria with democracy has not been palatable. For instance, the first experimentation with
democracy in the First Republic could only last for six years as the politicians were unable to manage electoral
process and governance properly, setting the stage for the military class to take over the reins of government.
The transition to the Second Republic and all the reforms done prior to the 1979 handed over by the military
failed to achieve stability as the subsequent post transition election quagmire forced another round of military
rule in 1984. The subsequent attempt for a Third Republic in the 1990s was stillborn until the country managed
to transit to another dispensation of civil democratic rule in 1999. Though the country has witnessed a successful
civilian to civilian transfer of power in the Fourth Republic, the desperation of politicians and do or die attitude
to electioneering, has continued to heat up the polity. Moreso, reports of civil society groups indicates that the
cause of the tension in the land is the lack of confidence by stakeholders in the Nigerian democratic project that
is responsible for the threat of instability in the Fourth Republic dispensation. Paper argues that the deployment
of ICT has indeed brought some positive development to the Nigerian electoral system and advocates for a full
embrace of e-democracy as a vector for the much desired stability of the Nigerian polity. This paper shall also
examine the challenges and risks of implementing e-Democracy in Nigeria and its impact on the economy in light
of the socio-economic situation of the country. The paper observes e-democracy is largely dependent of the
growth of ICT, which is still at its lowest ebb in the country. It recognizes the challenges in the provision of ICT
infrastructure and argues that appropriate low cost infrastructure applicable to the Nigerian condition can be
made available to implement e-democracy and thus arouse the interest of the populace in governance, increase
the number of voters, and enhance transparency, probity, accountability, and participation in governance as
well as help stabilize the nascent democracy.

2. Review of related literature

E-democracy represents the use of information and communication technologies and strategies to promote
active citizen participation in governance (Clift 2005). E-democracy also includes the process whereby citizens
are offered information through the use of electronic communication in order to form an opinion on political
matters (Clift 2000).The new media as a platform for e-democracy has been very significant channels of reach
out. Through them, candidates and political parties showcase and mobilize the citizenry towards performance
of their civic responsibility. Posting of political communication through the new media usually complement
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political rallies, radio and television news advertisements, postal and other published materials. The social media
is now used to collate feelings of the electorate, their prediction of election outcomes and their assessment of
parties or candidates’ performances during political debates or rallies (Clift 2003). The new media channels
breathe more life into political communication. Functionally, good political communication via the Internet
enables the electorate to evaluate and chose the candidates of their choice thus conferring on the electorate
the power of preferment. Udende (2011) posits that though mass media were inadequate in Nigeria, they still
played significant role in creating general awareness in the political process. Urvan (2005) also argues that mass
media helps voters to make an informed choice during election. As such, new media as part of the mass media,
have contributed to helping voters. The new media are seen as public sphere facilitating debate, interaction and
articulation of problems (Lagerkrist 2005 Vang, 2003). For instance internet access provides parties and
candidates with unmediated and inexpensive access to voters and also offers new technological options for
communication and information presentation (Druckman’s 2007 cited in Hurme 2009). Raji-Oyelade (2012)
refers to new media as the practice and tools of retrieving and disseminating information, narratives, histories,
performances and ideas in a way that both collation and delivery, as primary acts of writing are qualified in the
immediacy of virtual or mass circulation. Fagorusi (2013: 15) describes the new media as “the interactive form
of communication that uses the Internet”. Thus, the new media includes podcasts, Rocs feeds, social networks,
text messaging, blogs, websites, wikis, virtual worlds and other social forms. Telephone and the Internet have
made social media such as twitter, video, my space, sharing sites, you tube sites, Aigg, flick, LinkedIn, face-book
and Skype possible for global use either in the realm of business, politics, education or international relations.

He opines that the cause of globalization has been furthered by the new media which has made connectivity
realizable. According to him, the new media has brought about flatness of the world with the understanding
that from one end of the world, one can see the other. This has further given credit to Mcluhan global village
postulation. The new media has been made possible and elastic due to invention of the computer, the
installation of satellite in space, the digital world and new knowledge in telephony.

Ojebuyi (2012:56-59) posits that the emergence of the new media does not suggest the disappearance of the
traditional ones, rather the convergence of the old and the new media has created a complementary
phenomenon where the strength of one genre takes care of the flaws of the other. Media products through
Internet channel are controlled by direct users and are targeted at not only the local but global audiences thus
bridging the gap between the information rich and the information poor. For instance, Facebook social media
platform inaugurated in 2004 is now available in over 70 languages including English, French, Arabic, Hausa, Igbo
and Yoruba. In the same light, Twitter that was founded by Jack Dorsey in 2006 as one of the popular online
social networking and micro-blogging site is widely used in Nigeria. According to Smith (2012), a total of 1,6m
tweets was generated in Nigeria in 2011, making the country the 3™ largest tweeting nation in Africa that year
behind Kenya and South Africa. The hastags on one’s twitter post has been used to raise public awareness on
issues, promote social event, share knowledge and join trending topics and conversation during elections in
Nigeria.

Expansion in cyberspace in Nigeria has further enhanced information flow and ease as Ojebuyi (2012) notes that
with the Internet, one does not need extensive journalistic experience, ethical training or a huge amount of
money to feed the audience with the latest report. For instance to become a blogger, requires access to a
functional computer, an Internet connection and an active web address which have enhanced citizenship
journalism in Nigeria. The new media have injected element of entertainment into political communication as
parties and candidates mold their messages to be more engaging to the audiences through the use of different
creative forms. Furthermore, blog can be used for self branding; to set parties and candidate apart from others
and in this stead one can argue that the new media is freer than the traditional media in the handling of political
communication (Famutimi 2013).

3. The concept of e-democracy

The origin of democracy is traceable to ancient Greek as far back as 2400 years ago. The original meaning of the
word “democracy” is “rule by the people.” By this definition therefore, the citizens in a democracy govern their
nation. The main reasons why people establish democratic government are the protection and promotion of
their rights, interests, and welfare. Democracy is intended for the freedom of every individual to participate in
the political community’s self-government. At the heart of democracy therefore is the concept of political
freedom.
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Electronic Democracy or e-democracy on the other hand, refers to the use of information and communications
technologies (ICTs) and strategies by “democratic sectors” within the political processes of local communities,
states/region, nations and the global stage (Steve, 2009). The democratic sectors include democratic actors such
as governments, elected officials, media (and major or online portals), political parties and interest groups, Civil
society organizations, International governmental organizations, citizens/voters. Just as there are democratic
sectors that include democratic actor like government, elected officials and civil society organizations among
other, there are also e-democracy sectors as articulated by Council of Europe. The various e-democracy sectors
(as cited in COE 2009: 15-17) includes e-parliament, e-legislation, e-justice-mediation, e-environment, e-voting,
e-consultation-participation, e-initiatives, e-petitioning, e-campaigning, e-polling/e-surveying.

4. The nature of Nigerian electoral system

Representative democracy was introduced in Nigeria by the British colonialists during the era of colonial
constitutional engineering. Precisely in 1923, following the introduction of elective principle by the Clifford
Constitution of 1922, that year male adult Nigerian that have 100 pounds were allowed to elect three and one
unofficial members of the Legislative Council in Lagos and Calabar respectively. Ever since then, there was an
incremental widening of the electoral space until the 1959 parliamentary election that set the stage for Nigerian
independence. At this time universal adult suffrage has been granted to Nigerians of 21 years and above
including women from the then northern region of the country to participate in casting votes for their
representatives at the National Assembly. The colonial policy of divide and rule led to formation of ethnically
based political parties that engaged in fierce competition for power at the regions and the centre in the run up
to withdrawal of the colonialists from the administration of the country. The three major parties which
controlled the three regions, made the regions a closed shop for other political parties from which they launched
their bid to control the central government. For instance in the 1964 general election, the Northern People’s
Congress regional government ensured it frustrated the candidature of opposition parties that at the end of the
day, most NPC candidates were returned unopposed. The northern delegation which had earlier opposed
independence for Nigeria in 1956 when the motion was move by Anthony Enahoro in 1952 insisted that before
independence the northern region should be granted half of the seats at the House of Representative. The
nationalist from the south who were eager to see the back of the British allowed them to have their way. The
do or die attitude of the political parties to control the regions and the centre led to all manner of tactics outside
the rules of the game which resulted in violence that led to loss of lives and properties notable been being
‘operation wetie’ in the western region. The uncontrollable ways the electoral process of the First Republic was
going, led to intervention of the military who came in with a messianic clad of correcting the ills of the civilians
but the return to power in 1979 saw a re-enactment of the drama of the First Republic in terms of thuggery,
violence and vote rigging particularly during the 1983 General election in which the ruling National Party of
Nigeria (NPN) recorded a ‘moonslide’ victory that was rejected by the other political parties. The violence that
followed the announcement of the results in some states culminated in the second coming of the military into
power again shortly after the inauguration of the post transition government.

Guided by this experiences, General Ibrahim Babangida who promised to return the country back to civilian
democratic rule started the song of ‘newbreedism’ or a departure from the old ways of politicking in Nigeria,
including the creation of two political parties, Social Democratic Party (SDP) and the National Republican
Convention (NRC) and the introduction of open ballot system(OBS) to reduce the incidence of money bags
hijacking the parties and transparency in the voting system as a way of instilling confidence in outcome of
election that would ultimately reduce the violence that accompany elections in Nigeria. However, the attitude
of Nigerians and insincerity of the regime truncated that process and threw the country into a crisis after the
annulment of the June 12, 1993 presidential election.

The prolongation of military rule further plunged the country into a political quagmire following insistence of
the apparent winner of that election to form the government, but the death of the major actors led to a hurried
transition organized by Abdulsalami Abubakar that ushered in the Fourth Republic but the nature of the Nigerian
electoral system have remained the same, with constant assassination of political opponents, unleashing of
violence before ,during and after elections and tension that creeps in following unguarded statements by
politicians and their supporters in the run up to elections. The most recent manifestation being the eruption of
post-election violence in some state of north following the announcement of Goodluck Jonathan as the winner
of the 2011 presidential election.
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5. The impact of unstable democracy in Nigeria

The instability of the Nigerian democratic process has had its greatest impact on the development of institutions
in the country. For the many times the military has intervened, institutions such as the legislature are often
abrogated and never allowed to develop. The implication is that the legislature since 1999 has become the
weakest link in the tripod governance structure of the country. Apart from the fact that the legislators that came
on board in 1999 lacked any kind of experience as regards legislative process, the bureaucracy to act as back up
were virtually absent and everything has to start from the scratch. This of course has affected the effectiveness
of the legislature as an institution at both the federal and state levels. Even when huge resources are devoted
to training the legislators and their staff, the high turnover rate at the legislature after every election cycle,
implies that these new entrants has to go through the process over again. Apart from the legislature which has
suffered due to long sojourn of the military is the body that organizes elections in Nigeria which has not been
allowed to learn from mistakes or for a proper and efficient national electoral body to evolve over the years
Nigeria has been experimenting with democracy. New sets of officials and personnel are often drafted whenever
there are transitions to civil rule programme that military regimes in Nigeria often institute to legitimize their
rule. The implication is the shambolic performance of electoral bodies in the conduct of elections and the high
level of litigation that follow every election following the unsatisfaction of the parties in the election to outcomes
announced by the electoral body. In fact the courts in Nigeria since the inception of the Fourth Republic has
turned out as the final determinant of election outcomes in Nigeria unlike what obtains in mature democracies
where winners and losers accept results of election even before they are officially announced.

The story is same for other institutions such as security services in the country whose orientation as public
servants are yet to sink in as their conduct since the inception of the Fourth Republic portrays them as serving
the ruling party and people in government. This even plays out in elections where security personnel are used
to intimidate opponents of the ruling party. Even civil society groups that ought to play important role in the
strengthening of democracy are very weak due to the over bearing policies of the military that tended to
suppressed them and gave them little space to fetter

6. ICT penetration in Nigeria

According to National Population Commission (NPC) report of June, 2012, Nigeria’s population stands at 167
million. This translates to 2.3% of the population of the entire world. The CIA World Stats also reports that the
annual growth rate of Nigeria is 2.33% and that the population is expected to double in the next 30 years. Apart
from this rise in population, reports also from NCC and other bodies have shown an improvement in the ICT
sector of Nigeria. In this report therefore we focus on ICT penetration in Nigeria. Here we consider the
percentage of active users of a service with respect to the population in terms of internet connectivity, Mobile
connectivity and online shopping.

6.1 Internet penetration

According to the Internet World Stats report 2012, about 48 million Nigerians now use internet. This according
to the report translates to internet penetration rate of 28.4%. Nigeria is said to be the largest internet population
in Africa and 11'" in the world. The number of internet subscribers in Nigeria is about the size of the entire
population of Tanzania. Report from Terragon Insights in 2013, said between December 2011 and June 2012, a
total of about 3.3 million new internet users were added in Nigeria. The report also shows that the average
internet time spent by Nigerians is close to 3 hours. From the report also we gathered that most internet users
are youth of age between 19 and 35 years with students representing 45%. A comparison of mobile and desktop
internet users was also carried out. It shows there are about 61% of mobile internet users in Nigeria.

Mobile Penetration

According to NCC report of 2012, Nigeria mobile penetration stands at 69.01%. Also based on data obtained
from NCC, mobile subscribers grew by 18% between 2011 and 2012. TNS also reports that 25% of mobile
subscribers use smartphones, 59% use basic feature phones while 16% use advance feature phones. Akinwumi
(2012), said in all there about 110 million mobile phones in Nigeria. A survey by NBS (General Household Survey,
2011), indicates that 84% of urban dwellers have access to mobile phones while only about 59% of rural dwellers
have access to mobile phones. Also 60% of mobile internet hits come from feature phone (Gs.statcounter.com).
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6.2 Online shopping

Reports from Terragon Insight in 2013, indicates that only 15% of internet users in Nigeria have bought goods
online and that 78% of those who have not bought something have browsed to find out things from the online
marts. According to Euromonitor International (2011), online shopping in Nigeria grew by 25% and was valued
at 62.4.billion naira.

7. Usage of ICT in Nigerian elections

One major sustaining force of democracy is Information and Communication Technology (ICT). The evolution of
ICT on African continent is commendable, especially its deployment to election processes. The impact of the
involvement of ICT can be seen from the perspectives of making governance transparent and drawing
government nearer to the voters. In Nigeria, the use of ICT for electoral processes is on the increase. Virtually
every aspect of the electoral process has been transformed to use ICT except actual voting. This is still a subject
under consideration at the national assembly as our constitution at the moment prohibits the use of ICT for
voting. While we wait for the required amendment to our constitution in respect of voting, INEC and all other
parties involved in the organization and conduct of elections have continued to deploy and improve on the use
of ICT.

All the stakeholders in the electoral process namely INEC, politicians/political parties, electorates/voters and
civil society organizations make use of ICT one way or the other. INEC, before the 2011 elections captured
electronic data of registered voters and has recently distributed to them their permanent voter cards (PVC).
INEC has also improved it official website to facilitate interaction with electorates and election officials during
elections. INEC has also adopted the social media to share information on the elections and receive feedbacks
from the public on the performance of election officials. Politicians/political parties now use ICT to reach out to
the voters and canvass for support. The voters in turn use ICT to report their experiences and receive election
related information including uploaded results while the Civil Society Organizations (CSOs) uses ICT to mobilize
and educate the electorate as well as cover and report the outcome of their monitoring of the electoral process.

8. Objectives of the study

=  How can ICT enhance transparent electoral process in Nigeria?

= What are the impacts of Nigeria’s teledensity on democratic process?

9. Methodology

To address the above listed objectives, the paper relies on documented materials from library and internet
sources for data gathering. Descriptive analysis was employed in the analysis of the data to show the impact of
e-democracy on political stability in the country.

10. The case for e-democracy in Nigeria

E-democracy should be preferred because it makes it easy for citizens and the electorate to be approached. The
application of e-democracy makes the transport of information flow in a more pointed way. E-democracy also
makes communication effortless such that it becomes unnecessary to move physically. This will be of immense
advantage to Nigeria’s electoral process, where challenges of logistics have remained the greatest problem to
achieving credible elections (Efeizomor, 2014). This of course means that in e-democracy communication
becomes more effective and cheap. Messages in an environment of e-democracy can be delivered to a great
number of recipients without much additional effort. The ease of access to e-democracy tools has reshaped the
“silent majority” to active, articulate citizens, making use of their democratic capacities to shape the destiny of
their society.

In Nigeria, the use of e-democracy has brought in more citizens participation in the affairs of their country. One
typical example, is the role social media played in the occupy Nigeria movement, when Nigerians rose up in
unison across the country to say no to the government desire to hike prices of petroleum products (Hari 2014).
Furthermore, efforts by the Independent National Electoral Commission to introduce certain elements of e-
democracy in the aspect of electronic register and use of card readers, not only makes the voters’ role in Nigeria
credible, but the process of voter authentication (Musari, 2015). The use of ICT in the timely transmission of
election results has gone a long way to positively affect outcomes of elections in Nigeria in the sense that the
time lag which politicians lap on to falsify results in their favour is no longer there and the populace who follow
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the event real time, are able to see the transparency of the process that ultimately shape their perception
against image of the past that elections in Nigeria are rigged.

The degree of Nigeria’s teledensity provides a platform for policy makers to push for electronic voting that would
bring further transparency in the Nigerian electoral system. This will be bring about a timely transmission of
results from the polling stations to a central server broadcasting to the country realtime, thereby eliminating
the delay and movements in collation of results which provides fraudulent politicians and electoral officials the
leeway to manipulate results. Adopting this will ofcourse make it unnecessary for the government in power to
deploy security officials to not only accompany the delivery of election materials across the polling stations but
manning the streets, thereby militarizing the electoral process. This will effectively bring down the cost of
organizing elections, as issues such as the printing of ballot papers and boxes would be eliminated.

11. Challenges of implementing e-democracy in Nigeria

Some of the major challenges to implementation of e-democracy in Nigeria, include low level of computer
culture poor telecommunications infrastructure; and general lack of awareness (Ajayi, 2003). Another constraint
that affects the use of ICTs in Nigeria is low level of computer culture (Ifinedo 2004). When many Nigerians are
reported to be computer illiterates, so when the facility is available, its utilization would be a problem ( Haliso
2011). In other words, having a good background in computer skill makes the use of computers very practicable.
Lack of awareness on the other hand makes availability impossible. Another challenge is in the area of poor ICT
infrastructure particularly the provision of power on a regular basis. This is very vital because when the ICT
infrastructure is widely available it requires power to operate (Anandarajan 2002). In most part of Nigeria, there
is still challenge of connecting to the National grid as dependence of generator may not be the solution because
atimes fuel and diesel are not readily available.

Beside this is the attitude of the people particularly the leaders who believe that the system as it is favours them
and so any move to create the environment that encourages wider participation of the people in the democratic
process. The National Assembly at that time with the opinion that Nigeria is a ‘complex society’ made up of many
illiterates and a lot of people without the knowledge of Information Technology lack the technical know-how to
utilize the E-Voting system for election 9Mbarika 2002 etal). Consequently, this reform in the voting system was
faced with this major challenge and could not be implemented as planned d (Duruji, 2008). But notwithstanding,
there is an opportunity in this, as it stand the chance of eliminating our usual election fraud.

12. Conclusion

The history of Nigeria with democratization has always been associated with instability owing to the dispute and
tension that have always arising from the electoral process. The high level of manipulation of elections creates
the environment that in the past has prompted the military to strike, putting an end to the democratic process.
However any measure that brings about credibility in the system and inspires the confidence of people goes a
long way to create a system where outcome of elections are largely acceptable to the stakeholders and
participants which would in turn ensure political stability in the country. With the widespread use of ICT and the
degree of teledensity in the country, policy makers especially the election management agencies are but to look
in the direction of applying more e-democratic measures, that will not only encourage greater participation but
promote transparency, that will make the system more credible, thereby eliminating the questions that bring
doubt and causes violence and instability.
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Abstract: The challenge of developing an acceptable voting system that can reduce the manipulation and falsification of
election results has been a major issue in Nigeria over the decades. The consequences of the perception of voting fraud have
led to social upheavals with negative implication for the polity. Post election experiences, such as eruption of violence,
prolonged litigation and sometimes culminating in the collapse of the democratic experiment, have informed the muting of
ideas to create a leak prove voting system to surmount the challenges of electoral manipulation. The open ballot system was
adopted in the Third Republic to reduce incidences of election rigging associated with the secret ballot system which was in
use before then. This was modified and used to conduct the aborted 1993 presidential election in Nigeria. Though most
analysts saw the modified system as an improvement over the voting systems previously used in the country, the secret
ballot system re-emerged in the Fourth Republic and for fifteen years has been in use with its attendant fraud-prone
shortcomings. Calls for improvement informed the recommendation by the Uwaise Commission and the National Conference
for adoption of electronic voting system. This paper employs secondary sources and descriptive analysis in the gathering and
analysis of data respectively. Findings reveal the unsuitability for the Nigerian political environment, of the various voting
systems adopted in the country, particularly, the secret and the open ballot system. It therefore advocates a faithful
application of the system of electronic voting which has been found capable of eliminating the flaws of traditional voting
system and enhancing the credibility of election results in the country.

Keywords: e-voting, elections, electoral frauds, secret ballot, open ballot, Nigeria

1. Introduction

Elections in Nigeria have always ended up in dispute over the results announced by the electoral body.
Sometimes, announcement of results is followed by widespread violence to challenge the results often alleged
as not reflective of the wishes of the electorate. The consequences of the perception of voting fraud have led to
social upheavals with negative implication for the polity. Therefore a major challenge confronting Nigeria is that
of developing an acceptable voting system that can reduce the manipulation and falsification of election results.
Post-election experiences, such as eruption of violence, prolonged litigation and sometimes culminating in the
collapse of the democratic experiment, have informed the muting of ideas to create a leak prove voting system
to surmount challenges of electoral manipulation. For instance, the open ballot system was introduced in the
Third Republic of Nigeria to reduce incidences of election rigging associated with the secret ballot system that
was in use before then. The modified version of the open ballot system was used to conduct the aborted 1993
presidential election in Nigeria which most analysts saw as an improvement over the system that was previously
in use. However, the secret ballot system re-emerged in the fourth republic and, for fifteen years, has been in
use with its attendant fraud-prone shortcomings that are well documented in reports of election monitoring
groups. The desire by the government of Nigeria for improvement of the ballot system in informed the
recommendation by the Uwaise Commission and National Conference for the adoption of electronic voting
system in the country. The question that this call for electronic voting system insinuates is the extent to which
e-voting system can enhance credible election in Nigeria. This is the focus of this paper. It examines the various
voting systems that have adopted in Nigeria particularly the secret and the open ballot system and their
unsuitability for the Nigerian political environment and investigates the potential of e-voting for enhancing
credible elections in the country.

This research paper relies heavily on secondary sources of data. It employs a combination of historical and
descriptive research in the gathering and analysis of data. The historical approach enables a systematic and
chronological examination of the various voting systems and factors that informed the adoption and jettisoning
of those systems. This is based on the conviction that effectively tackling the contemporary voting challenges in
Nigeria necessitates delving into the various interactive antecedents that culminated to the present electoral
crisis. Descriptive approach however was necessitated by the need to give a detailed account of the process and
system of voting in the contemporary Nigeria with the view of chatting pathways for credible voting system in
Nigeria. The combination of these two research design thus, enables a comprehensive study of voting in Nigeria.
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2. Review of related literature and theoretical framework

Voting in a competitive election is a form of political participation and hence a defining feature of democracy
(Mahler, Jesuit and Paradowski, 2014). There are various extralegal institutions through which ordinary people
can participate in politics, however, it is not uncommon, for practitioners of politics to emphasize voting as a
critical and essential aspect of authentic participation (Isumonah, 2004). It is in the light of this that Klein (2005)
avers that the most notable form of political participation is voting in elections. Similarly, Magstadt (2006:313)
conceptualises voting as the most visible form of conventional participation and a measure of active citizens’
participation in politics. Heywood (2007) observes that voting commands a central position in political analysis
because it provides one of the richest sources of information about the interaction between individuals, society
and politics. As a form of political participation, voting is a critical means of promoting public accountability
because it gives power to the electorate to dispel elected officials who have not performed well in the public
interest. It is an essential component that is required for ensuring the stability and legitimacy of every political
system (Kumari & Kidwai, 1999).

According to Chareka and Sears (2006), voting is a democratic process of selecting political leaders and
representatives of the citizens. It is a means of effecting change in the direction of a country as well a means for
citizens to have a voice. Similarly, Bernhagen and Marsh (2007) conceive voting as pivotal to liberal democratic
practice because of its implications for selecting leadership, influencing the policy choice of government and
reflecting the views of the people. In this regards, voting is an exercise of citizen’s sovereign power in a
democratic regime. Consequently, the political power people in a society have would be linked directly to the
degree of their voting in the political process of that society (Lewu, 2005). In fact, as argued by Mahler, Jesuit
and Paradowski (2014), the existence of varying proportions of all eligible citizens who actually exercise voting
right is one of the most remarkable political differences among contemporary democracies. Thus, in every
society, the wielders of political power are very keen on ensuring that substantial proportion of eligible citizens
exercises the voting right (Kumari and Kidwai, 1999). For Chareka and Sears (2006) voting is a key element of
democratic governance, a hard-won right, and a duty of democratic citizenship. It is a vehicle for realising the
democraticidea of the consent of the governed. It is because of this crucial place that voting as a form of political
participation holds that Kumari & Kidwai (1999) asserts that its denial to substantial part of the population can
result to explosive situation.

The fact that voting is the most quantifiable form of political behaviour has generated academic interests about
the factors that affect voting. Heywood (2007) identified short-term and long-term influences on voting.
According to him, short-term influences are specific to a particular election and do not allow conclusion to be
drawn about voting pattern in general. Heywood (2007) thus identified the state economy as the chief short-
term influence on voting pattern. The extent of the influence of the state of economy on voting pattern reflects
on the relationship between the popularity of a particular government regime and such economic variables as
unemployment, inflation and disposable income. On this note, the material circumstance of individuals has a
great influence on such persons’ voting pattern. Supporting the influence of economic status on voting, Leigh
(2004), in his studies of the impact of demographic factors on voters’ partisan choice in Australia, discovered
that income as a factor of individual’s economic status has a far reaching influence on voting. The study by Dewa
(2009) of the factors affecting voting behaviour and patterns in the Zimbabwe’s 2008 harmonized elections,
revealed the impact of the devastated Zimbabwean economy on the voting pattern of the citizens. As observed
by him, the 2008 elections came amidst economic challenges such as inflation, famine, unemployment, currency
depreciation, etc, which made Zimbabweans desired change of government, hence voting tilted in favour of the
opposition party. It is on the recognition of the importance of economic factor on voting that government often
attempt to create pre-election booms in the hope of improving their chances of gaining re-election (Heywood,
2007). Similarly, in their exploration of the relationship between voting and economic factors in the developed
world, Mahler, et al (2014) found out that such economic variable as income inequality and redistribution by
way of social transfers accounts for the variation in voting across democracies in the world.

Heywood (2007) identified the personality and public standing of party leaders as another short-term influence
on voting. This is because party leaders are seen as the brand image of their parties. In view of this, parties may
replace leaders considered as electoral liability in order to elicit voters’ support. McAllister (2003) lends his
credence to the influence of the personality of party leaders on voting by arguing that trends in all liberal
democracies is that politics has become increasingly personalised. Party leaders are increasingly becoming more
important in democratic politics thereby making the nature and style of political leadership having great effect
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on voting. Thus, party leaders, exploiting their exposure particularly through electronic media have been seen
as crucial in shaping and attracting votes (McAllister, 2003). The style and effectiveness of a party’s electoral
campaign strategy is another short-term influence on voting identified by Heywood (2007). Curtice (1999)
studied the influence of newspapers election campaign on the 1997 British general election. With his
observation of the highly partisan British press, Curtice (1999) was interested in finding out whether or not
newspapers do influence votes. His research findings revealed that newspapers campaign can influence voting
behaviour and aggregate elections outcome. Heywood (2007) noted that the mass media may have both short-
term and long-term influence on voting. In line with this, Dewa (2009) identified the significant role of the media
in influencing voting. He observed that in the 2008 Zimbabwe’s election, the contesting political parties did not
have equal access to using the media for adverts and campaigning. This changed the voting patterns significantly.
Closely related to this is the impact of political education and mobilization. Base on the hypothetical conjecture
that political knowledge boosts political participation because it promotes an understanding of the relevance of
politics, Huang, Wang, and Lin (2013) studied the Taiwan’s 2008 and 2012 legislative Elections and discovered
that political education and mobilisation have important influence on political action, such as voting. Another
very crucial factor that influences voting, according to Brady and McNulty (2011), is the cost implication of
voting. The cost implication of voting in this regards, include the energy, time and resources expended in finding
and getting to the polling place. Convenience voting in the form of electronic aided voting have therefore, been
found to greatly impacts voters’ turnout (International IDEA, 2011).

The imperative of voting hinges on the theoretical framework of representative democracy which exposes the
imperative of voting by all eligible citizens in electing representative to make political decisions as the hallmark
of modern democracy (Setala, ). As observed by Twomey (2013), one of the primary goals of representative
democracy is the expression of the will of the people through their choice of representatives in democratic
elections. In this regard, the elected representatives listen and act according to the wishes of the populace.
Three factors determine the effectiveness of a representative democracy. First, is a genuine competition which
presents opportunity for citizens to select, through election, political leadership. Second, is the existence of free
communication, both among the people and in the press and third, the existence of meaningful choice to voters
between candidates (Jancic, 2012). Election of representatives is therefore central to democratic process (Dahl,
1989). Credible platform for people to participate in voting enhances the legitimacy of the resulting government
and its mandate to govern, but voting system that is marred with manipulations will result in low voter turnouts
and doubt about the legitimacy of the government (Twomey, 2013). It is therefore important that mechanism
for improving credible elections and voters’ turnout be vigorously pursued by all democratic regimes.

3. The voting method in Nigeria

The voting method in Nigeria has been conventional paper balloting which was in use in almost all elections
conducted in Nigeria until in the 1990s when the electoral body headed by Professor Humphrey Nwosu
introduced what was called Open Ballot System which required voters to queue behind their preferred candidate
and political parties. The Modified Open Ballot System (MOBS) that introduced elements of secrecy was used in
the June 12, 1993 presidential election where paper ballot are given to all accredited voters who presented
themselves for accreditation within a specified period of time before commencement of thumb-printing in a
closet and dropping of the paper ballot in transparent ballot box placed in the open.In the Fourth Republic
Dispensation, the electoral body started with conventional paper ballot system but of recent, particularly for the
2011 General Elections and subsequent elections, the Remodified Open Secret Ballot System (REMOBS) has been
in use. This system involves a separate period and process of accreditation in order to ascertain and authenticate
the voters at every polling unit. This is usually done between the hours of 8:00am when the polling station
opened and 12.00noon when accreditation ended provided that any prospective voter already on the queue to
be accredited before 12.00 noon was accredited.

The accreditation process requires that a voter presents himself/herself with the temporary voters card (TVC)
to each Assistant Presiding Officer in charge of the voting point, who upon satisfaction of the holder’s identity
made a mark on the appropriate checkbox on the register. At the end of the accreditation process, all accredited
voters were expected to line up in either a single queue or two (separate for men and women according to
cultural preferences) for counting of all accredited voters in that unit. The total number of accredited and
counted voters was loudly announced and recorded in the appropriate column of the results sheet (Form EC 8A
series).
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At the end of the count, the voters, still on the queue, were issued with ballot paper duly stamped and signed
by the Presiding Officer. The voter then proceeds to the voting cubicle to make a confidential and secret finger
print impression on the ballot paper against the party of his/her choice and then dropped the ballot paper in the
Collapsible Transparent Ballot Box in full glare of all present. Voting ends when the last voter on the queue
votes.

Despite the various modifications of voting system, the Nigerian experiment with elections has been bequeathed
with myriads of challenges. The desperation for power by Nigerian politicians has led to devising of ways to
circumvent the system to their advantage. This rigging method is highlighted below was as articulated by lbrahim
(2007);

Compilation of fictitious names on voters registers

Illegal compilation of separate voter lists

Illegal printing of voters’ card

Illegal possession of ballot boxes

Stuffing of ballot boxes

Falsification of election result

Voting by under-aged individual

lllegal printing of forms used for elections and declaration of election results
Deliberate refusal to supply election materials to certain areas

Announcing results in places where no elections were held

Harassment of candidates, agents and voters

Change of list of electoral officials

Box-switching and inflation of figures

These myriad of problems necessitates an introduction of voting system different from the traditional method
of voting in the country.

E-voting a panacea to Nigerian voting system

The indispensability of voting to democracy is seen in that it allows the populace to choose their representatives
and express their preferences for how they will be governed. In Nigeria however, the various voting systems
adopted since independence has proved to be incapable of ensuring the sanctity of the election. Cranor (1996)
has succinctly outlined the features of a good voting system as follows;

Accuracy: A system is accurate if (1) it is not possible for a vote to be altered, (2) it is not possible for a validated
vote to be eliminated from the final tally, and (3) it is not possible for an invalid vote to be counted in the final
tally. This means that a good voting system will not allow inaccuracies or where inaccuracies are introduced, can
be detected and corrected.

Democracy: A voting system is democratic if (1) it permits only eligible voters and (2) it ensures that each eligible
voter can vote only once.

Privacy: A voting system is private if (1) neither election authorities nor anyone else can link any ballot to the
voter who cast it to prevent voter intimidation and (2) no voter can prove that he or she voted in a particular
way, which can help prevent vote buying and extortion.

Verifiability: A voting system is verifiable if anyone can independently verify that all votes have been counted
correctly. There are different ways of verifying votes depending on the system of voting; some systems allow
voters to verify their own vote and correct any mistake without sacrificing privacy. Some systems might allow
mistakes to be pointed out but not corrected, or verification of the process by party representatives but not by
individual voters.

Convenience: A system is convenient if it allows voters to cast their votes quickly in one session, and with
minimal equipment or special skills
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Flexibility: A voting system is flexible if it allows a variety of ballot question formats, including open ended
questions; this makes it possible for write-in candidates and some survey questions. Cryptographic voting
protocol such as yes/no used in referendum are inflexible.

Mobility: A voting system is mobile if there are no restrictions on the location from which a voter can cast a vote.
Participation of voters may increase if people could easily cast votes from computers in their homes offices,
schools, libraries etc. The mobility property itself is a major contributor to some of the problems associated with
designing a secure and private electronic voting system. By allowing voters to cast their votes from virtually
anywhere, the chances become very high of expand the universe of ineligible people who may attempt to vote.
Furthermore, this also limits abilities to prevent voters from proving how they voted, as there are no longer
private voting booths that can prevent vote buyers from observing vote sellers as they cast their votes (Duruji
2008).

The use of the conventional paper ballot in Nigeria over the years has proved to fall short of a good voting system
as postulated by Cranor (1996). This system of voting is incapable of ensuring the sanctity of the election. It is,
as we highlighted earlier, susceptible to manipulation which has made it imperative that Nigeria, at this time,
should adopt electronic voting system as a measure to potentially check and of eliminate, to the barest
minimum, most of the frauds that usually mar credible elections in country.

Electronic voting system is the system of voting whereby computers and telecommunication systems are used
to handle aspects or entire gamut of the electoral process. E-voting systems covers six areas of voting processes
including voter’s register, voters’ authentication, voting and votes saving, vote management, vote counting and
auditing Jegede et al (2012).

There are two categories of e-voting systems; e-voting through machines and remote e-voting (Folarin et al.,
2014). The machine based e-voting is located at polling stations and requires supervision of electoral agent’s
representatives. The remote voting also referred to as i-voting is a self-help form. It is described as any voting
process where an electronic means is used for votes casting and results counting. Based on these categories,
there are several types of e-voting that Nigeria could employ to suffice the traditional voting system (Goldsmith
and Ruthrauff, 2013; International Idea, 2011):

Direct Recording Electronic (DRE) voting machines eliminate paper ballots from the voting process. Compared
to traditional elections, voters go to the polling station, verify their identity and are issues a PIN or other form
of authorization to approach the polling terminal. They enter the PIN and vote for candidates of choice. DRE
gives voters summary of selection and a chance to review selection before ballot is “cast” and the voter is
subsequently free to leave. DREs often come with or without a voter-verified paper audit trail (VVPAT). VVPATs
are intended to provide physical evidence of the votes cast.

Optical Mark Recognition (OMR) systems are e-voting systems that make use of scanners to read voters’ choice
on special machine-readable ballot papers. It combines paper ballot with vote counting. Using OMR, vote
counting can take place at either the central count systems (where ballot papers are scanned and counted in
special counting centres) or polling stations where scanning and counting happen directly as voters drop their
ballot paper into the voting machine).

Electronic Ballot Printers (EBPs) works like the DRE machine. They produce a machine-readable paper or token
containing the voting choice(s). The machine-readable paper or token is then fed into a ballot scanner which
does the automatic vote count. Internet voting systems allow votes to be cast in remote locations and
transferred via the Internet to a central counting server. Votes can be cast from an unsupervised remote
location, public computers or from voting kiosks in polling.

Electronic voting is a system that is compelling because of its inherent inbuilt advantages over the conventional
paper balloting system in use in Nigeria. One of such compelling reasons for its preference is the fact that it
produces tallies faster than the conventional manual process. E-voting system defines rules for valid ballot and
gives an efficient method of counting votes which ultimately yield reliable result. Electronic voting also reduces
the likelihood of human error in generating election results as use of computer application gives hundred
percent accuracy of tabulating the figures (International IDEA, 2011). It has also been proven that electronic
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voting brings down the cost of conducting elections in terms of deployment of human and material resources
compared to the conventional system (Jegede et al., 2012).

Moreover, electronic voting provides the potential for voters to be alerted when they make simple mistakes in
casting their vote unlike the paper ballot which can be voided even when ballots are folded to be slotted into
the ballot box. A typical instance is when a voter selects more candidates than are allowed (called over voting)
and Called under-voting - an instance where the voter accidentally skips selections or selects fewer candidates
than are allowed (Jegede et al., 2012). Furthermore, electronic voting system when compared to the
conventional paper ballot system, improves accessibility, in that all eligible voters can cast their vote in privacy.
Weak candidates cannot be accused of being a spoiler for any candidate s voters input in an electronic voting
system are correctly entered.

E-voting has been recognized (International IDEA, 2011) as a tool for advancing democracy, building trust in
electoral management, adding credibility to election results and increasing the overall efficiency of the electoral
process. E-voting solutions have the potential to eliminate most common flaws of traditional voting system. As
noted by International IDEA (2011) e-voting can eliminate election fraud, speed up vote counting and election
result processing, increase accessibility and make voting more convenient for citizens. In addition, e-voting can
improve voter’s identification process by utilizing biometric recognition (Yinyeh and Gbolagade, 2013).

While there is a surge in the deployment of electronic voting system around the world, the Nigerian case hit a
brick wall after lawmaker prohibited its use in the electoral act of 2006. The INEC led by Attahiru Jega however,
introduced elements of electronic voting when a DDC machine was procured in 2010 to capture biometric data
of voters and the desire to use card readers for authentication in the 2015 General Election which has brought
in some improvement in the outcome of elections in Nigeria. It is imperative that Nigeria to joins the rest of
developed nations in fully embracing Electronic Voting System. The success recorded in the use of General
System of Mobile clearly shows that the Nigerian population is ripe for the adoption of e-voting system as a
solution to the challenges of voting in the country.

4. Conclusion

No doubt, the voting system in Nigeria over the years have been highly prone to fraud and manipulation and
experience over the years shows that politicians has taken advantage of this to outdo one another hampering
the desire to attain a credible and acceptable elections. The Fourth Republic with its series of elections has
provided the environment for comparison and basis for suggesting improvement. The urgency for this change
follows the embarrassing outcome of recent elections in the country as indicated in reports of election
observers. Consequently, adoption of a voting system that inspires confidence has become imperative. EVM
becomes plausible judging from its impact in places where it in used. More so, the experiences of the country in
other aspect of life, clearly indicate that the country is ripe for the introduction of EVM as a solution to the
challenges of voting. The trend of the times in terms of the deployment of information and communication
technology (ICT) which has become the vogue in most part of the world should be adopted by the country more
so when such system is comparatively cheaper with the potential capability to reduce fraud. This paper
therefore, calls for the relevant legislation that will enable the smooth migration to EVM in the country’s
elections.
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Abstract: Cyber-attack is an attempt by hackers to damage or destroy a computer network or system for purposes of
mischief, fraud, and/or hedonism. To say that the incidences of cyber-attack are increasing rapidly in Nigeria is not only an
understatement but also a cliché. From the organized private sector to public service, hackers have not spared any entity.
More recently, governments in both developed and developing countries have had to deal with this menace on a frequent
basis. The government of Nigeria is not an exception the thorn in the flesh. Indeed some government officials have blamed
ineffective governance on the menace of cyber-attack, thereby creating the impetus for this research. The study therefore
investigates the incidences of cyber-attack in Nigeria and its impact on democratic governance. The study was based on
descriptive and explorative research design. This involves the use of research instrument administered to retrieve vital
information from the target audience. The information gathered were coded into scale variables that support empirical
investigation of the subject matter. In this study a total of 150 questionnaires from which a total of 126 were retrieved and
used for the analysis. The data analysis utilized frequency distribution involving percentage and factor analysis. This
method is frequently used in the Social Sciences research. Both factor analysis and relational analysis were applied. Factor
analysis establishes the most prominent factor responsible for cyber-attacks motivation while the relational analysis was
further utilized in examining the determined effect of incidence and nature of cyber-attacks on the assessment of the
effectiveness governance in Nigeria. The evidence from the study provides significant result in support of a significant
influence of cyber-attack menace on the perception of governance. Analysis of the motivating factors suggests that
financial benefits and wide spread dissemination of the virus accounted for most factor responsible for the attacks. The
study therefore recommends that government and law enforcement agencies should strategize on means of providing a
more comprehensive data base to facilitate effective investigation and further research in this area.

Keywords: cyber attack, governance, e-governance, factor analysis, Nigeria

1. Introduction

Cyber-attack is often described as a crime that has some form of computer or cyber facet to it. The
phenomenon is constitutes a bigger risk recently than before due to the precipitous number of connected
people and devices. The distinguishing features of cyber-attack are: Cyber-attack crime has now surpassed
illegal drug trafficking as a criminal moneymaker; an identity of an individual is stolen every 3 seconds as a
result of cyber- attack; without a sophisticated security package, unprotected PC can become infected within
four minutes of connecting to the Internet.Perpetuators of cyber-attack use a number of methods, depending
on their skill-set and their goals. These include theft of personal data, copyright infringement, fraud, child
pornography, cyber stalking, bullying. It should be noted that cyber-attack covers a wide range of different
attacks, that all deserve their own unique approach when it comes to improving the computer's safety and
protecting the users and the citizens as a whole. In Nigeria, the survey led by Gantz (2013) reveals that
perpetuators of cyber-attacks entrench or implant counterfeit software with dangerous malware as a new
technique of preying on computer users who are unaware of the potential danger. Therefore, more danger
awaits the computers of those acquire counterfeit and pirated software.The Internet has facilitated dramatic
increases in worldwide interconnectivity and communication. This form of globalization has yielded benefits,
such as improved standards of living in the developing world, but it has also given rise to new weapons of
resistance for groups seeking to oppose certain political measures and ideologies. Hence, for a proper
understanding of the study, this paper will be focusing on the following objectives;

=  To identify whether there is a significant link between incidences of cyber-attacks and the assessment of
effective governance in Nigeria and

= Secondly this study intends to examine the influence of variant cyber-attacks on perception of governance
performance in Nigeria.
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1.1 Conceptual clarifications:

The concepts that are germane and will be discussed in this article include Cyber-attack and Governance.

Cyber-attack: It has been observed that the concepts cyber-attack and cyber-terrorism are used by scholars
have most times interchangeably to mean the same thing (Ristucci and Baich, 2012). But in actual sense the
two concepts are different. Therefore, it is necessary to demystify the concepts cyber-attack and cyber
terrorism.

McEachern (2011) defines cyber terrorism as:

a computer based attack or threat of attack intended to intimidate or coerce governments or
societies in pursuit of goals that are political, religious, or ideological. The attack should be
sufficiently destructive or disruptive to generate fear comparable to that from physical acts of
terrorism. Attacks that lead to death or bodily injury, extended power outages, plane crashes,
water contamination, or major economic losses would be examples. . . . Attacks that disrupt
nonessential services or that are mainly a costly nuisance would not [be cyber terrorism].

McEachern (2011) describes Cyber-attack as an umbrella term for several types of cyber-related activities,
each of which has different motivating factors. For example Hacking, is a cyber-attack motivated by political
activism that often involves ruining a website for the explicit purpose of publicly shaming the target. Cyber-
crime may involve using cyber-attack as a means, but its sole motivation is to gain financially from the attack
(i.e., using a cyber-attack to steal credit card information); and Cyber-espionage involves an individual or team
using various cyber-attack methods to capture sensitive foreign government information and plans, backed by
a foreign state, and done by an individual or team. All of these forms of cyber-attacks are performed by what
has been known popularly since the 1980s as a computer hacker or hackers. Originally, hacker was used as a
term of compliment and egotism among individuals who were interested in programming, and has origins as
early as the 1970s at the Massachusetts Institute of Technology, but has since that time come to be better
known to represent malicious individuals who break into computer systems by effecting their information with
countless tools (Lachow, 1999).

Karnouskos (2014) defines Cyber-attack;

as any type of belligerent scheme employed by individuals, organizations and countries that
targets computer information systems, infrastructures, computer networks, and/or personal
computer devices by various means of malicious acts usually originating from an anonymous
source that either steals, alters, or destroys a specified target by hacking into a susceptible
system.

Also, the U.S. National Research Council (cited in Shackelford, 2013) defines;

Cyber-attacks as deliberate actions to alter degrade, deceive, disrupt, or destroy computer
networks or systems or the information and/or programs resident in or transiting these networks
or systems.

On the other hand, Shackelford (2013) observes that Cyber-attack is often broken into four main categories
namely; espionage, criminal activity, cyber warfare and terrorism. This she disagrees with. She opines that
cyber-attacks should not be categorized in this manner; motivations can overlap and targets abound in
cyberspace. For example, there has been a spate of high-profile cases of cyber-crime and espionage, as well as
alleged state-sponsored cyber- attacks involving criminal organizations and terrorist groups targeting both
private and public sectors. Cyber- attacks against states in particular are on the increase. Examples of such
attacks can be seen in Estonia in 2007, Georgia in 2008, Iran in 2010, and South Korea in 2013 (Herzog,
2011).These attacks could be said to emanate from foreign rivals in pursuit of exclusive data or hackers
demand in revenge or looking for profitable loopholes, or even terrorists anticipating to cause economic havoc
and also distort political activities (Brenner, 2013).

Hathaway, Crootof, Levitz, Nix, Nowlan, Perdue and Spiegel (2012) defines a cyber-attack as consisting of any
action taken to undermine the functions of a computer system or network for political or national security or
hinder the effective governance of any country. Imbedded in this definition is the prerequisite that the
conduct must be active: either offense or active defense. Active defense includes “electronic counter-
measures designed to strike attacking computer systems and shut down cyber-attacks midstream.”This

108



Oluyemi Fayomi et al.

definition says that cyber-attack “consists of any action taken”. Such actions include hacking, bombing, cutting,
infecting, et cetera. But the objective can only be to undermine or disrupt the function of a computer system
or network in explaining the phrase, to undermine the function” in the definition. It is certain that the main
objective of a cyber-attack must be to undermine the function of a computer network. A computer network
may be compromised indifferent ways. Syntactic attacks disrupt a computer’s operating system, causing the
network to malfunction. Examples of such include viruses, worms, Trojan horses and denial of service
attacks.Cyber-attacks are becoming widespread and constantly under attacks are organizations, institutions
and countries. Despite the intrusion detection systems (IDS), firewalls (FW), evasion prevention systems (EPS),
network patches, anti-virus applications, fuzzers, and other penetration detection tools available in the cyber
security marketplace (Udo-Akang,, 2014). It is a posing a serious threat to effective governance and national
security of most countries. It has a global origin and every organization or country is a potential target.

Governance: Fukuyama (2013) defines governance as a government's ability to make and enforce rules and to
deliver services, regardless of whether that government is democratic or not. It is about the performance of
agents in carrying out the wishes of principals, and not about the goals that principals set.

Marc (2011) relates governance to the processes of interaction and decision-making among the actors
involved in a collective problem that lead to the creation, reinforcement, or reproduction of social norms and
institutions.

Effective Governance in Nigeria: For governance to be termed effective or good it should have attained the
following; equity, justice, enhanced participation of citizens, protection of life and property, respect of the rule
of law and improved living standard of the populace, responsiveness, a strong civil society, free press, social
sanction and reward system, efficient systems and structures. Thus, Anyadike and Emeh (2014) define
governance as that process employed to achieve the noble end of the state.

It is an obvious datum that despite Nigeria’s vast resources and huge potentialities, she remains grossly
undeveloped as abject poverty, acute youth unemployment; heightened crime rate, poor health prospects and
widespread malnourishment have been the main features of Nigeria’s political economy (Ogundiya 2010 cited
in Anyadike and Emeh, 2014). Hence, the problem of development in Nigeria is a problem of governance;
especially when defined in terms of the proper, fair and equitable allocation of resources for the achievement
of the ends of the state, which is the promotion of the common good of the people. Not to mention most
importantly the fact that, Nigeria has been categorized among countries practicing all manners of online fraud
such as hacking, fraudulent transactions via the internet, theft of credit cards among others, although, this
categorization does not augur well with the country. But irrespective of that, the practice continues
unrelenting and the individuals involved are catching fun, as there seems to be no law guiding against cyber-
attacks in the country.

Dickson (2012)affirms that one fundamental thing Nigeria lacks in governance and government is the word
“good” even when many Nigerians have identified good governance as the sine qua non for peace, progress,
and stability, free and fair elections. In fact it is viewed as the only passport to delivering the dividends of
democracy. For the nation to work, we need good governance. In order to maximize our potentials, improve
the general welfare of the Nigerian people and even development in geo-political terms, there must be good
governance. Until good governance is viewed as the process of decision-making and the process by which
decisions are implemented, we are still far off simply because the way and manner public persons deal with
public institutions, conduct public affairs, manage public resources, are questionable, corrupt, and without due
regard for the good of the people.

1.2 Review cyber-attacks on governance in some selected countries

Cyber-attacks have been widely acknowledged as computer-to-computer attacks undermining the
confidentiality, integrity, and /or availability of computers and/or the information they hold (Hathaway et al,
2012). The importance of securing cyberspace is increasing, along with the sophistication and potential
significance of the results of the attacks. Moreover, attacks involve increasingly sophisticated coordination
among multiple hackers across international boundaries, where the aim has shifted from fun and self-
satisfaction to financial or military gain, with clear and self-reinforcing motivation (Kim et al, 2012:66). Indeed,
cyber-attacks on states have in recent time proliferated both in numbers and severity. While incidences of
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cyber-attacks in developed countries are well documented, very little research appears to be available about
developing countries.

1.3 State of Estonia

Estonia was attacked in April 27, 2007 in what has come be recognized as the world’s first cyber-attack that
threatened the national security of an entire state. In a matter of hours, the Web sites of Estonia’s leading
banks and newspapers crashed. Government communications were compromised. The attack was reported to
have originated from thousands of zombie private computers around the world (Shackelford, 2010). In essence,
the persistent attacks involved computer robot networks, known as botnets that seized more than a million
computers from 75 countries and directed them to barrage targets in Estonia (Beidleman, 2011:57).

Beidleman (2011) further argued that the majority of the attacks came in the form of distributed denial of
service (DDOS) attacks that overwhelmed websites with a massive number of requests for information and
crippled the underlying network of routers and servers. Despite efforts by government of Estonia to seek
international support, especially from advanced countries of Russia and United States to combat the scourge,
it nonetheless proved futile. The incident robbed the country of a huge slice of its national income before it
was resolved.

1.4 The State of Belarus

The state of Belarus experienced a series of cyber-attacks in April, 2008 when the website of Radio Free
Europe/Radio Liberty’s Belarus service became a target of a Distributed Denial of Service (DDOS) attack.
Corporative Cyber Defense Centre of Excellence (CCDCOE, 2010) argued that service of the radio station was
inundated with about 50,000 fake pings every second, which the organization reported as unprecedented in
the history of cyber assaults against them. It was also reported by the agency that in a few hours following the
commencement of the DDOS attack against the Belarus Service, seven other RFE/RL websites in the Eastern
European and Central Asian/Middle East region (Kosovo, Azerbaijan, Tatar-Bashkir (ethnic regions within the
Russian Federation), Radio Farda in Iran, South Slavic, and Tajik) were also affected. The attack was reported to
have lasted for two days and caused incalculable damage to the Belarus government.

1.5 The Lithuanian State

Following the passage of the amendment of the law and its condemnation by the Russian Federation, on June
2008, cyber-attacks against Lithuanian websites began. According to the report released by the Lithuanian
embassy cited in (CCD COE, 2010), the main type of the attack was defacement of websites and some e-mail
spam. It furthermore noted that the original content of nearly 300 websites was replaced with communist
images on a red background portraying the flag of the Soviet Union. According to the Lithuanian Computer
Emergency Response Team (CERT-LT, cited in CCD COE, 2010), the majority of the attacked Web sites were
hosted on a single Hostex Web server, which had a vulnerability either in the Web server software or the Linux
operating system. CERT-LT further reported that the hackers launched the attack against all that was
accessible in Hostex’ Servers with no specific regard to any particular website. CERT-LT has estimated that
about 95% of the sites that were hit belonged to private sector organizations, since the public sector largely
avoided the damage due to early warning.

1.6 The State of South Africa

The South African Consumer Union (SACU) had in 2003 drawn the attention of the South African government
to the urgent need to protect their clients against Internet Banking Fraud. According to Herselman and Warren
(2010) hackers defaced more than 60 South African web sites in 2003. They contended that the incident was a
new daily record and significantly higher than the previous record of 52 web sites defaces in one 24-hour
period. They reported that on 20 July 2013, a hacker cleaned out a number of ABSA bank accounts, noting that
the hacker used spyware to obtain usernames and passwords, essentially engaging in identity theft in
siphoning off funds from unsuspecting users.

Similarly, The Cape Times, (cited in Herselman and Warren 2010), had in June 2003 reported that the African

Bank website was hacked onto by an unknown party. According to the report, the “7up hacker” had invaded
their website and defaced the site. 7up removed all the content from the bank’s home page and left a
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damaging message. Consequently, 7up hacked into more than 52 South African websites — mostly in the
Western Cape — in less than 18 hours; however, there is no evidence to suggest that the hacker gained access
to bank accounts.

Furthermore, South African universities have come under cyber-attack in the past. On July 2, the IT Services
website at the University of Cape Town was defaced by hackers. Before that, the University of Natal fell prey to
attacks on May 21 and August 20. The University of the North was hacked on April 18, UCT on April 18 and the
Medical University of South Africa on October 20, 2002 (Herselman and Warren, 2010).

1.7 The Nigerian State

Cyber-attacks committed in Nigeria are more than any other country in Africa. World ranking in cyber-attack
indicate that Nigeria is on top of the list after United States and Britain but first in Sub-Saharan Africa (Chiroma
et al, 2011:7). Documented cases of cyber-attacks most prevalent in Nigeria include yahoo attack, hacking,
software piracy, pornography, credit card or ATM fraud, denial of service attack, internet relay chat (IRC) crime,
virus dissemination, phishing, cyber plagiarism, spoofing, cyber stalking, cyber defamation, salami attack and
cyber terrorism (Olusola et al, 2013). Indeed, Nigeria which boasts of a 29% internet penetration rate, 40
million internet users as at 2013 and projected 70 million users in 2015, the highest in Africa, has suffered for
years from cyber related crimes (The Guardian Nigeria, 2013). According to Isaac (cited in the Guardian Nigeria,
2013), Nigeria as a fast emerging market risks higher foreign invasion of cyber-attacks because of the glut in
capacity utilization. It is this influx of foreign investors into the country and opportunities that result from such
that puts the country on the international sport light in contemporary cyber related crimes.

In 2011, a group of Nigerian hackers known as Niger Cyber Hacktivists attacked government sites including the
National Poverty Eradication Programme website and the Niger Delta Development Commission, posting a
letter protesting against the N1b ($6.6m) cost of inauguration for President Goodluck Jonathan and the
country’s Freedom of Information Act. In a similar attack in January 2013, the Economic and Financial Crime
Commission (EFCC) was attacked in response to reports of corruption (IDG Connect 2013). It is on this score
that | T News Africa estimated the sum of $200 million as the annual cost of cyber-attacks to the Nigerian
economy.

According to another report released by the International Data Group (IDG, 2013), the world’s largest
technology media company, for years Nigeria has been the leading country in spam, with promises of Nigerian
Princes offering millions for only small advance fee. It argued that these 419 Scams are so synonymous with
the country they are often called Nigerian scams. IDG further reported that back in 2005, Lagos state in South
West Nigeria was widely considered the world’s leading place for scam crimes. It is important to note that
although scam crimes are still common in Lagos state, they have been on the decline of late because the
Nigerian Police have been more active in recent years in shutting down these kinds of operations.Perhaps
what can be attributed to the persistence of cyber-attacks in Nigeria is the twin factor of the exponential
growth in mobile telecommunication users and the rise in social networking — potential sources of
globalization - especially among the teeming mass of unemployed youths in Nigeria. According to Akwule
(2011), increasingly more cyber-attacks are perpetrated through mobile phones and social networks such as
face book, twitter etc. He averred that Nigerian government is demonstrating increased awareness of cyber
security issues, but existing capability to deter, monitor, or pursue cyber security is relatively low due to the
forces of globalization. He submitted that the African Union is cooperating with other international agencies to
arrive at harmonized legal framework that will be suitable to arrest the scourge of cyber-attacks in African
countries.

1.8 Research hypotheses
The following statements were hypothesized and tested in the course of this study;
Hypothesis |

Hi: There exists a significant linkage between incidences of cyber-attacks and the assessment of
effective governance in Nigeria

Ho: There exists no significant linkage between incidences of cyber-attacks and the assessment of
effective governance in Nigeria
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Hypothesis I

Hi: The variant cyber-attacks has a significant influence on the perception of governance
performance in Nigeria

Ho: The variant cyber-attacks has no significant influence on the perception of governance
performance in Nigeria

1.9 Research methodology

Research Design: The exploratory and survey research design were utilized in this study. The survey research
design provides the bases for method enquiry and information gathering that cuts across different target
audience at a point in time. The exploratory design offers the researcher opportunity to gain more insight into
the nature and occurrences of cyber-attack as well as it relationship with the perception and assessment of
effective governance in Nigeria. In addition explorative research design enables the researcher to have a
better understanding of a situation that is not quit clear and thus has not attracted serious investigation and
research in the past, (Asika, 2004).

The analytical techniques were regression and descriptive method of data analysis.

Sample and sampling procedure: The population consists of experts in information and communication
network systems in Covenant University, Bells University of Science and Technology cyber Café, internet users,
and three major cyber-domains within the two Universities. A sample size of 150 was randomly selected from
a targeted population of 250. The target audience was drawn randomly from the different schools. The simple
random technique is basic sampling approach that gives opportunity for equal representation and selection of
subjects. The sampling procedure was done in such a manner that will include all categories of inter users
cutting across the institutions considered. This was to provide necessary variety of information needed for this
study.

Target audience: A total of 150 copies were administered while filling of the responses was personally
supervised by the researchers from which 126 copies dully filled were retrieved and utilized for this analysis.
The response rate was 0.84 percent was recorded from the returned questionnaires. The responses were
coded into scale variables that are measurable using a five point likertscale; Very high, High, Moderate, Low
and Minimal. The coded responses were subjected to both descriptive and regression analyses that enable the
study reach a conclusion.

Research Instrument: The research instrument employed was a well structured questionnaire. The subjects
were administered the questionnaire at their respective place of work. The administered instrument contained
the instruction on how filling the questionnaire. The respondents assured of the confidentiality of the
information provided in the instrument. In developing the research instrument, it was divided into two parts;
part A and B. The first part focuses on the demographic information of the subjects. Part B is sub divided into
five Sections I-V rated on a 5-1 point scale (Very High — Minimal) with a total of 37 items measured. Section |
relates to the outcomes related to types of attacks, section Il measures the incidences of a the attacks, section
Il deals with potential sources of attacks, in section IV, we considered the motivating factors while section V
relates to assessment and perception of governance performance. The questions used in this study were
gathered from literature and adapted for the current research.

Validity and Reliability: In ascertaining the validity of the research instrument, face and content validities were
established from the management professionals and experts in the centre for system and information services
(CSIS) department. The CSIS department is responsible for internet security and communication services. The
reliability was tested with Cronbach alpha statistic 0.934 with a total of 37 items tested in which the
instrument was highly reliable.

Research Model: The analytical frame work for this study was adapted from the cyber incident analytical
model approach by Mugavero and Sabato (2014). This present study model measures the relational effects of
the outcomes related to types of cyber crime on the assessment and perception of effective governance in
Nigeria. The researchers have drawn the constructs for model from the outcomes of related to types of attacks
by Vatis (2001). In the research model the explained constructs measured the assessment and perception of
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effective governance while the explanatory constructs measured the severity of the outcomes related to the
types of threats associated with cyber-crime. In structuring the research instrument, the explanatory
constructs were measured as the outcomes (includes; websites defacements, distributed denial of service
attacks, internet relay crime, virus and Trojan dissemination effects unauthorized intrusion, attacks and system
penetration) of threats and attacks rated on a five point likert scale (Very High, High Moderate, Low and
Minimal effects) based on the severity of their effects. The explained construct was measured with the
individual assessment and perception of effective governance (in terms of institutional public affairs
management, enhanced citizen’s participation, sanction and reward system and protection of life and
property). However, it is pertinent to note here that only the threats with significant relations with the
assessment and perception of effective governance were reported in the case of social sanction and reward
system in section IV.

1.10 Data analysis and results

The responses from the survey provided the framework for the analysis. The research instrument was
structured into two main parts. The first part deals with the information that relates to the demographic
characteristics of the respondents while the second part was intended to ascertain valid information
patterning to cyber-attacks and effective governance.

= Demographic information of the respondents

Table 1: Age
Frequency Percent Valid Percent |Cumulative Percent
15-25 years 100 79.4 79.4 79.4
Between 26-35 years 23 18.3 18.3 97.6
36-45 years 3 2.4 2.4 100.0
Total 126 100.0 100.0

Source; Authors’ Survey, 2015

The analysis of table 1 shows the demographic statistics of the respondents who participated in the survey
study. It further reveals that of the total respondents 100 which represents 79.4% were between the age
bracket of 15-25 years, 23 (18.3%) were between 26-35 years while only 3(2.4 %) were within the age 36-45
age boundaries.

Table 2: Education

Frequency Percent Valid Percent Cumulative Percent

None 8 6.3 6.3 6.3

Primary school leaving certificate 14 11.1 11.1 17.5
WAEC/NECO 67 53.2 53.2 70.6
B.Sc./OND 28 22.2 22.2 92.9

Above B.Sc. 6 4.8 4.8 97.6
Professional certificate 3 2.4 2.4 100.0

Total 126 100.0 100.0

Source; Authors’ Survey, 2015

The educational background (table3) of the respondents shows that 8(6.3) had no formal education, 14(11.1%)
had primary school leaving certificate, the majority of the respondents were WAEC/NECO holders, 28(22.2%)
were B.sc./OND holders, 6(4.8%) had additional qualification beyond B.Sc. while 3 had other professional

certificates in their own fields.

Table 3: Occupation

Frequency Percent Valid Percent Cumulative Percent
Petty Trading 8 6.3 6.3 6.3
Farming 9 7.1 7.1 13.5
Skilled Worker 45 35.7 35.7 49.2
Cyber Operators 64 50.8 50.8 100.0
Total 126 100.0 100.0
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Source; Authors’ Survey, 2015

The occupational distribution of the respondents in table 5 suggests that 8 representing 6.3% of the total
respondents were petty traders, 9(7.1%) were farmers; most of the respondents were skilled workers and

cyber operators 64(50.8%).
=
r By -

Source; Authors’ Survey, 2015
Figure 1: Nature of attacks

In figure 1 above, a large proportion of the respondents (37.30%) observed that the incidence of cyber-attack
occurrences in recent time has moderated while (35.71%) also on the high side based on daily occurrences as
shown in figure 1 above.

Coem

Figure 2: Distributed denials of service attacks

In figure 2, it could be observed that majority (64(50.8%) of the respondents are of the opinion that there is a
moderate occurrences of the distributed denial of services attacks on their cyber networks, 35(27.8%) confirm
that the attacks has been high in recent times while 15(11.9%) believed that it has been on a very high rate
compared to previous incidences.

Figure 3: Incidences of attacks on daily basis

As shown in figure3, the greatest proportion of the respondents (31.7%) observed that the incidence of cyber-
attack occurrences in recent time has moderated while some (15.9%) also affirmed it is on the high side based
on daily occurrences as shown in figure 1 above.

1.11 Discussion of results

The analysis of the regression models for governance assessment, nature and incidence of attacks shows that
estimated results are statistically significant at 1 percent given the analysis of variance result of 15.685 for
governance perception and nature of attacks and 26.985 for governance perception and incidences of attacks.
This further suggests the empirical results are free from spurious effects and reliable for useful policy
recommendations. The evidences from the co efficient result of the determined effect of nature of attacks
(NOA) and incidences of attacks (INCD) reveals that the frequency of cyber-attacks occurrences (0.423) has
more determined effect on governance than the nature of the attack (0.335). This implies that the frequent
occurrences of cyber-attacks in its variant forms and corresponding impact such as defacement of public and
privates websites, Trojan horses and virus dissemination and unauthorized intrusion effects poses a great
threat on governance in Nigeria as revealed by this current study. On the contrary it could deduced from the
study that some attacks such as distributed denial of services (DDOS) attacks, internet relay crime (IRC) attack
and system penetration have not so dominant compared defacement of public and privates websites, Trojan
horses and virus dissemination and unauthorized intrusion effects However, the evidence from principal
components analysis suggest that financial benefits and the wide spread dissemination of virus and Trojan
effects constitutes the most prominent motivating factor for cyber-attack menace to effective governance in
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Nigeria among other motivational factors as exploring break through challenges and development of new
destructive exploits scripts.

1.12 Policy recommendations

Empirical evidences from this study reveal that the nature of occurrences and incidences of attacks poses the
greatest menace to effective governance in Nigeria. This study thus recommends for the establishment of
institutional framework to curb the proliferation of cyber-attack. This can be done by monitoring the various
forms and nature of attacks so as to come up with appropriate counter-attack as well as preventive measures
as a pro-active strategy to be implemented , considering the vulnerable targets cites and domains.

Finally, this study recommends for a concerted effort by the Nigerian government, law enforcement and
security agencies to build and maintain a robust record of reliable data and documented reports of cyber-
attack activities as this will provide useful information and necessary data required for effective study and
research and investigation on this area as paucity of data and reliable source of information could pose a
significant challenge to scientific research in this areas especially for developing economies like Nigeria.

2. Conclusion

It is obvious that the proliferation of internet and websites operations has brought an unprecedented
innovation and development in different aspects of Nigerian development. It has significantly increased
business networking and communication channels that have enhanced globalization and faster dissemination
of ideas in different human endeavors. However, the complexities and negative outcomes associated with this
recent development in internet and websites activities have remained a threat to internet users, cyber
domains and in general administration of effective governance. Consequently this has implications on the
assessment and perception of credible governance among the populace and its role in curbing this menace
that have lingered over the time
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Abstract: The Nigerian federation that currently has 36 states structure adopted the Weberian Public Administrative system
before now as an ideal way of running government, which was characterized with the traditional way of doing things without
recourse to the deployment of Information Communication Technology (ICT). Today e-governance is seen as a paradigm
shift from the previous way of governance. Research has shown that, the adoption and implementation of e-governance is
more likely to bring about effective service delivery, mitigate corruption and ultimately enhance citizens’ participation in
governmental affairs. However, it has been argued that infrastructure such as regular electricity power and access to the
Internet, in addition to a society with high rate of literacy level are required to effectively implement and realize the
potentials of e-governance for improved delivery of services. Due to the difficulties currently experienced, developing nations
need to adequately prepare for the implementation of e-governance on the platform of Information Communication
Technology (ICT). Hence, this study seeks to examine whether the adoption and implementation of e-governance in the
context of Nigeria would mitigate the hitherto non-inclusion of citizens in the formulation and implementation of
government policies aimed at enhanced development. To achieve the objective of the study, data were sourced and analyzed
majorly by examining government websites of 20 states in the Nigerian federation to ascertain if there are venues for citizens
to interact with government in the area of policy making and feedback on government actions, as a way of promoting
participatory governance. The study revealed that the adoption and implementation of e-governance in the country is yet to
fully take place. This is due to lack of infrastructure, low level of literacy rate and government inability to provide the
necessary infrastructure for e-governance to materialize. The paper therefore, recommends among others the need for the
Federal Government to involve a sound and clear policy on how to go about the adoption and implementation of e-
governance through deliberate effort at increasing budgetary allocation towards infrastructural development and mass
education of citizens.

Keywords: citizens, development, e-governance, ICT, policy making, public administration

1. Introduction

As a former colony of Britain, the post-colonial Nigerian federation accepted the weberian public administrative
system in the management of public affairs at independence on 1%t October, 1960, to provide among others,
enhanced social services. Thus, recent studies on public administration in developing countries revealed that for
the government to improve and enhance its administrative capacity to offer quality services and improve on the
living standard of the people; there is need for a shift from the weberian public administrative style to a modern
system of e-governance. E-governance is brought about by the advent of Information Communication
Technology (ICT) that reduces to the barest minimum the bureaucratic bottleneck that attends to government
operations (Nkwe, 2012; Fatile, 2012; Ojo, 2014).

Research has also shown that e-governance enhances participation of citizens in governmental affairs, because
it enables the people to understand government activities, promote transparency in the governing process,
saves time due to provision of services via a single window, better record management and also, for the
government to obtain feedback from citizens in order to enhance its policy making capability for development
(Michel, 2005; Monga, 2008; Nkwe, 2012). However, it has been observed that for e-governance to realize the
potential for improved service delivery in any country, there are things that must be accomplished such as: the
ability to overcome the challenges of erratic power supply, inaccessibility to internet and reduction in the high
illiteracy level of citizens (Ayo, 2014). In this regard, some countries in Africa such as South Africa, Mauritius,
Mozambique, Botswana and Namibia have put in place structures, institutional and regulatory frameworks
solely dedicated for the adoption and advancement of e-governance for improved social services and societal
development (United Nations e-Government Survey, 2008; Nkwe, 2012).

117



Daniel Gberevbie et al.

One of the major arguments against the weberian model of public administration which has continued to be the
practice by public administrative systems of most developing nations including Nigeria, is the requirement that
issues affecting the public, no matter how urgent they seem, should be formally documented and procedurally
attended to by hierarchical officials without due consideration to time and needs of the people. This situation
which requires most of the time, the physical presence of citizens before the issues could be attended to have
created moments of apprehension and hence contributed to delay in the implementations of government
policies for societal development (Fajonyomi, 1999; Ojo, 2014). According to Monga (2008:53):

Public administration, governed by bureaucratic structures built on rationale principles, that
dominated the twentieth century, has failed to respond to the changing requirements of the
present times. It is so because it tended to be rigid, laid too much emphasis on red-tapism, sap
creativity, thwarted initiative, wore out dynamism and denied justice as of resultant delays. In
addition, the focus was more on following procedures.

The above argument points out the challenges faced, delays and lack of initiative for performance on the part
of public officials due to bureaucratic bottleneck to the detriment of development in societies. Hence, there is
need for a shift from the traditional way of organizing government (weberian bureaucratic system of public
administration) to a modern system of e-governance that encourages speedy dissemination of information and
policy making on issues affecting the citizens. In this regard, Ojo (2014:77) posits that “the discovery of
Information Communication Technology has made the activities of government more accessible to the
governed, while the traditional barrier of distance becomes surmountable through the modern approach of
communication.” Arising from the foregoing, the questions that come to mind are: what is the relevance of e-
governance in mitigating the non-inclusion of citizens in policy making for development? Has the adoption and
implementation of e-governance for improved social services taken place in Nigeria? What are the benefits of
the adoption of e-governance in reaching out to citizens on issues affecting them? What are the likely barriers
to the successful implementation of e-governance for development in Nigeria?

2. Objective, methodology and structure

The main objective of this paper, is to examine whether the implementation of e-governance in the context of
Nigeria would mitigate the hitherto non-inclusion of citizens in the formulation and implementation of
government policies aimed at enhanced provision of social services for development. The paper adopted the
historical research method to analyze the data obtained from secondary sources. Research has shown that the
historical research method involves investigating, recording, analysing and interpreting events with a view to
arriving at an acceptable research outcome (Osunde 1993; Gberevbie, 2014).

To achieve the objective of the study, data were sourced majorly by examining government websites of 20 state
governments in Nigeria to ascertain if there is avenue for citizens to interact with government in the policy
making process and feedback on government actions as a strategy of promoting participatory governance in
Nigeria. Furthermore, the paper is structured into 7 sections. Section 1 is the introduction, section 2 looks at the
objective, methodology and structure of the paper, literature is addressed in section 3, section 4 examines the
state of web presence of e-governance activities at the state governments level in Nigeria, section 5 discusses
the obstacles and benefits of adoption of e-governance on the platform of ICT on policy making, section 6 is the
analysis of the findings and section 7 concludes the paper.

3. Literature review

3.1 Concept of public policy

The concept of policy is central to the well-being of an organization, community or a nation as a whole for the
realization of a desired goal. A policy refers to a statement of what an organization wants to do, what it is doing,
what it is not doing and what would not be done for the realization of a specified goal of either an organization,
a community or nation for improved profitability or the enhancement of the living standard of the people
(Ikelegbe, 2006). A policy therefore acts as a road map to achieving specified goals of an organization or nation.

On the other hand, a policy is seen as “the relationship of a government unit to its environment” (Eyestone,
1971:18). Although, this definition could be considered relevant to proper understanding of public policy; but it
is rather too broad. In thisregard, Anderson (1975:3) sees public policy as “a purposive course of action followed
by an actor or set of actors in dealing with a problem or matter of concern.” This implies that a policy of
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government focuses attention more on what is actually done as against what is intended (Egonmwan, 1991).
The main goal of public policies is “to resolve societal problems particularly those considered to require public
or collective action” (Ikelegbe, 2006:4). However, where such policies of government are formulated without
the inputs of the people to whom the policy is meant to care, there is bound to be problem at implementation.
Hence, there is need to involve the people at both the formation and implementation stage.

Egonmwan (1991) argues that policies fail to achieve their intended goals in developing countries because;
governments do not engage the public at policy formation, thereby facing opposition from the people at the
implementation stage, no matter how laudable they seem to be. According to Jimoh (2007), for public policies
to achieve their intended goals, there is need to involve the stakeholders — people to whom the policies are set
to affect. In fact, some scholars have argued that involving the people in the formulation of public policies
particularly on issues affecting them is the hallmark of good governance in a society (Oladoyin, 2006; Babawale,
2007; Ekpe, 2008). Therefore, it could be concluded that there is a relationship between involvement of citizens
in the formulation of government policies and successful implementation of such policies.

3.2 Concept of e-governance

The concept of e-governance originates from governance. “Governance refers to the exercise of political,
economic and administrative authority in the management of a country’s affairs, including citizens’ articulation
of their interest and exercise of their legal rights and obligations” (Ojo, 2014:80). The implication of this
definition is that, governance could only be regarded as good when the rights of the citizens are considered in
terms of giving proper consideration to their inputs into the policyformulation process of government.
Therefore, “good governance entails the respect for and protection of human rights, abiding by the rule of law
and running an open and transparent government” (Igbuzor, 2005:79).

On the other hand, e-governance denotes the use of technology in the system of governance in any society (Ojo,
2014). Nkwe (2012) argues that “e-governance, which is a paradigm shift over the traditional approaches in
public administration, means rendering of government services and information to the public using electronic
means.” In the same vein, Ayo (2014:76) sees e-governance as “the governing of a country/state, using ICT. It
means the application of ICT to transform the efficiency, effectiveness, transparency and accountability of
exchange of information and transaction.” The foregoing implies that e-governance is the application of ICT for
assisting the government in the efficient and effective exercise of political, economic, social and administrative
management of public affairs through the involvement of citizens in the policy making process.

Some scholars have argued that the adoption of e-governance in a country help to involve citizens in the policy
making process of government that facilitates smooth implementation of such policies for improved service
delivery (Nkwe, 2012; Fatile, 2012; Ayo, 2014). In addition, the adoption of e-governance reduces government
spending and increases interest earning because of its ability to reduce the number of people in contact with
governmental agencies, easy access to public services, reduction of negative attitude individuals have toward
public agencies and easy access to public information at any given time (Fatile, 2012). Emphasizing the
importance of the adoption and implementation of e-governance for improved living condition in developing
nations, Chowdhury and Satter (2013:43) assert that, “In developing countries, service at doorsteps through ICT
is vital not only to establish a democratic and transparent government, but also to fight against poverty, promote
economic growth and serve as a great engine for driving good governance.” The foregoing revealed that e-
governance is a strategy for mitigating the non-inclusion of citizens in the policy making process of government.

4. State of web presence of e-governance activities at the states government level in
Nigeria

In a bid to implement e-governance, various state governments in Nigeria have established official websites to
among other things interact with citizens, showcase their activities and identify with the new trend of managing
public affairs for development, otherwise known as e-governance. Below is a table showing the web presence
of 20 state governments in the Nigerian federation in their bid to implement e-governance. The states
considered in this study are: Abia, Akwa Ibom, Anambra, Bauchi, Benue, Delta, Ebonyi, Edo, Enugu, Gombe, Imo,
Jigawa, Kaduna, Kano, Kebbi, Kogi, Kwara, Lagos, Niger and Oyo, cutting across the six geo-political zones of the
country.
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Table 1: Websites of 20 state governments for e-governance implementation in Nigeria

S/N State Official Website Level of Interaction
Government
1. Abia State http://www.abiastate.gov.ng/ a,b,cej
(South East)
2. Akwa lbom http://www.akwaibomstate.gov.ng/ a,b,cfg
State
(South South)
3. | Anambra State http://www.anambrastate.gov.ng/ a,b,cdefgh,ij
(South East)
4, Bauchi State http://www.bauchistate.gov.ng/ a,b,efgh
(North East)
5. Benue State http://www.nigeria.gov.ng/ a,b,ce
(North Central)
6. Delta State http://www.deltastate.gov.ng/ a,b,cef
(South South)
7. Ebonyi State http://www.ebonyionline.com/ebonyi-state- a, b, e
(South East) government/
8. Edo State http://www.edostate.gov.ng/ a,b,cef
(South South)
9. Enugu State http://www.enugustate.gov.ng/ a,b,ce
(South East)
10. Gombe State http://www.gombestate.gov.ng/ a,b,c,degj
(North East)
11. Imo State http://www.imostateblog.com/category/government- a,b,ce
(South East) house-updates/
12. Jigawa State http://www.jigawastate.gov.ng/ a,b,ce
(North East)
13. Kaduna State http://www.kadunastate.gov.ng/ a,b,cegh
(North West)
14. Kano State http://www.kano.gov.ng/kanogov/ a,b,cegh
(North East)
15. Kebbi State http://www.kebbistate.gov.ng a,b,ce
(North West)
16. Kogi State http://www.kogistate.gov.ng/ a,b,ceh
(North Central)
17. Kwara State http://www.kwarastate.gov.ng/ a,b,cegk
(North Central)
18. Lagos State http://www.lagosstate.gov.ng/ a,b,cdegjl
(South West)
19. Niger State http://www.nigerstate.gov.ng/ a,bceg
(North Central)
20. Oyo State http://www.oyostate.gov.ng/ a,bceg
(South West)

Source: Official Websites of 20 States in Nigerian federation

The table 1 above shows the websites presence, level of government interaction with citizens, adoption and
implementation of e-governance by state governments in Nigeria. Below is a legend showing what A-l represent.

Legend

a. Structure of the state government.
b. Overview of the entire state.
c. Photograph of the state Governor.

d. Emergency phone numbers for citizens to interact with government officials on issue of public interest.

e. Provision of official e-mail to contact government officials.
f. Space showcasing monthly events in the state.

g. Regular newsletters about government activities.

h. Space for announcing completion of new infrastructure completed by the state government.
i. Provision for tax collection by the government and payment by citizens.
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j. Provision of social network links to contact government officials.
k. Information of business opportunities in the state.
I. Emergency dials

5. Obstacles and benefits of adoption of e-governance on the platform of ICT and policy
making for development in Nigeria

Studies have shown that e-governance is a better strategy that facilitates proper management of public affairs
in terms of transparency, efficiency and effectiveness of resource utilization for societal development, based on
citizens’ inputs into the policy making for proper implementation (Tanushree et al, 2010; Sharma et al, 2011;
Fatile, 2012; Oye, 2013; Ojo, 2014). However, scholars and practitioners alike have also identified some obstacles
to the unsuccessful adoption and implementation of e-governance in Nigeria to include: lack of infrastructure
such as regular electricity power supply and limited access to the Internet, in addition to low rate of literacy level
(Fatile, 2012; Ojo, 2014; Ayo, 2014). Of the obstacles listed by the foregoing scholars and practitioners, low
illiteracy level and the problem of electricity supply seem to be the foremost challenges hindering the successful
adoption and implementation of e-governance in Nigeria. Buttressing this position, UNDP Human Development
Report of 2011 puts Nigeria’s illiteracy rate for adult (both sexes) at 61.3 per cent (UNDP, 2011). No doubt, such
a high illiteracy rate creates a digital lock-out.

In the case of electricity power supply, its generation has been so inconsistent over the years. For instance, the
electricity generation capacity in 1998 that was 4,548.5MW rose to 6,130MW in 2004, and declined in 2005 to
2,687.1MW. This nonetheless increased to 8,644MW in 2013 but can only produce 3,718MW, which
insufficiently caters for the electricity need of over 160 million people in Nigeria due to poor maintenance culture
(CBN, 2005; CBN Online, 2006; Ayanruoh, 2013; Abiodun, 2014). Comparatively, it has been observed that
“South Africa with a population of 52 million has an installed electricity generation capacity of over 52,000MW.
On a per capital consumption basis, Nigeria is ranked a distant 178" with 106.21 KWh per head, and a capacity
electricity generation of 8,644MW, but only produces 3,718 MW — well behind Gabon (900.00); Ghana (283.65);
Cameroun (176.01; and Kenya (124.68)” (Ayanruoh, 2013:1). This statistics stated go to show that the adoption
and successful implementation of e-governance in Nigeria would require the establishment of the needed
infrastructure in electricity power supply and increase in literacy level in the society to achieve the desired goals.
This implies that there is a strong relationship between availability of adequate infrastructure, high rate of
literacy level and successful adoption and implementation of e-governance in a society.

The benefits of adoption and implementation of e-governance in a country have been identified by scholars such
as Monga (2008); Nkwe (2012) to include:

= Quality service delivery

= |ncrease in organization’s transparency and ability to management information faster
= Better office and record management

= Simplified office procedures

=  Facilitate better policy making

= Saving of time and cost in the management of public affairs

=  Promote use of ICT in other sectors of the society

=  Promotes accountability in government

=  Findings and Discussion

It has been established in this study that e-governance enhances citizens’ involvement in the policy making and
facilitates proper implementation of such policies for development of societies. However, where government
fails to put in place required measures to enable citizens to gain access into the policy making process due to
lack of infrastructure, low rate of literacy and government inability to create the needed avenue by way of
websites presence for citizens to interact with government officials on issues affecting them; the attempt to
adopt and implement e-governance is likely not to succeed. In this study, of the 20, out of the 36 state
governments websites in the Nigerian federation visited only one state (Anambra) or 5 percent of the sample
size has semblance of a move towards e-governance adoption and implementation in Nigeria. On the website
of Anambra State government, the following were noticed: structure of government and overview of the state,
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emergency phone numbers for citizens to interact with government officials, provision of official e-mail address
to contact government officials, provision of social network links to contact government officials, space
showcasing monthly events in the state, regular newsletters about government activities, space for announcing
completion of new infrastructure by the state government, provision for tax collection by the government and
the modality for tax payment by citizens. This is as depicted in the pictograph below.
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However, going through the other 19 state governments’ websites or 95 percent of the sample size revealed
what is commonly displayed on the websites to include: structure of government and overview of the state and
provision of e-mail address to contact government officials, in addition to the display of the photograph of State
Governors. There is little or no room for citizens to interact with government either on what they are expected
to know and do or available avenues for citizens to contribute towards the formulation of government policies.
The implication of the foregoing is that state governments in Nigeria still rely heavily on the traditional public
administrative system practiced in most developing nations that gives little or no room for citizens’ involvement
in the policy making. As a result, provision of social services is more likely to be affected negatively to the
detriment of the citizens. This is so because it has been established in this study that there is a relationship
between citizens’ involvement in policy making, support for such policies at implementation and development.
This implies that policies of government are more likely to receive support from the people at implementation
when they are involved in the formulation of such policies.

6. Conclusion

Most nations of the world are in constant search for the best way to make life easy and worth living for their
citizens through the adoption of e-governance on the platform of ICT to offer quality services. Research has
shown that e-governance enhances participation of citizens in governmental affairs. This is because it enables
the people to understand government activities and also, for the government to obtain feedback from citizens
in order to enhance its policy making capability for development. This study examined the importance of e-
governance as a strategy for mitigating the non-inclusion of citizens in policy making in Nigeria.

The analysis of data obtained from the government websites of 20 States of the Nigerian federation revealed
that the adoption and implementation of e-governance in the country and resolution of doubts about
government actions, as a way of promoting participatory governance in Nigeria are yet to fully take place. This
is due to lack of infrastructure, low level of literacy rate and government inability to make provision for the
process of e-governance to materialize. Based on the aforementioned, the paper recommends that if Nigerians
are to enjoy the benefits of e-governance as currently being experienced in the developed nations and some

122



Daniel Gberevbie et al.

African countries, there is need for the Federal Government to involve a sound and clear policy on how to go
about the adoption and implementation of e-governance both at the federal, state and local government levels.
This is possible through deliberate effort at increasing budgetary allocation towards infrastructural development
and mass education of citizens about the benefits associated with the adoption and implementation of e-
governance for social development.
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Abstract: The government’s agenda towards an e-inclusive society in Malaysia are not without challenges; one of which is
the digital divide.The empirical evidence from a cross-sectional investigation showed that 52.2% of the sample population
are without internet access.Consequently, the impact and effect of non-internet access will be a paradox in attaining e-
society. By understanding the impacts of the e-disadvantagedamong rural communities and the poor, policymakers can
develop a strategy for an inclusive society that leverages technology to support access for socio-economic assistance at the
federal, state, and local levels. This can further democratize the government-to-citizen relationship and accountability for
the government’s Economic Transformation Program (ETP). Lastly, suggestions for policymakers as well as for future research
to deeply understand this research gap on democratizing e-government system and information access will be described.

Keywords: e-government, e-disadvantage, digital divide, poverty, social computing

1. Introduction

In today’s digital era and economic affluence, it isassumed that the digital divide is shrinking between the
disadvantage and the privileged (Economist 2004). Technology costs’ inverse relationship to device capability
has been significantly evidenced as per Moore’s Law (Mastromatteo 2014). The increased usage of cellphones
in Malaysia (86.3% in 2012) (Malaysian Communications and Multimedia Commission 2012). The Malaysian
Communications and Multimedia Commission (2012) indicated that mobile technology has penetrated a
significant segment of society in Malaysia and has revolutionized the way Malaysians
communicate.Nevertheless, the aspects of communication should also include internet usage such as e-mail and
social media platforms for example, FaceBook, Twitter, Blogs, etc. Consequently, having smartphones will allow
for both purposes of communication and internet access, which require the user or citizen to have extra funds
to purchase the device. Again, from the report by the Malaysian Communication and Multimedia Commission
(2012), only 12% of the population are using smartphones and this in itself, provides the motivation needed to
pursue the research project.

Although Malaysia is still a developing nation, the socio-economic planning for the country has never slackened
particularly in ensuring that an inclusive e-society is attained according to the Malaysia’s Vision 2020 (Mohamad
1999). Moreover, the push for better accessibility and an e-society has been on the Malaysian government’s
agenda in all the tabled annual budgets. For example, in his speech, Prime Minister NajibRazakintends to expand
internet access by way of a High-Speed Broadband (HSBB) for rural areas costing RM1.5 billion (Bernama 2013).
These efforts show that the government is serious about ameliorating the e-disadvantaged communities and
ensuring that these communities’ welfare are taken care of through immediate information access via the
internet.

2. Problem statement and significance of study:

Reaching out to the citizens is not an easy task for the Prime Minister of Malaysia. But with internet access and
other wireless communications, the nation’s leaders and the communities can get up close and personal.
However, not all the citizens and communities have the ability to communicate and use the various wired and
wireless channels as the low income levels of certain segments of the society does not allow for the wants rather
than the needs. Furthermore, the effectiveness of ICT implementation of the infrastructure and info-structure
plans for public usage have to monitored to ensure project management compliance (Hashim et al 2007).
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The lower income level groups and those within the poverty line for Malaysia is at 10% of the 30 million
population. “To encourage entrepreneurship among the rural populace and increase their incomes, a sum of
RM20mil is allocated for Rural Business Challenge program which includes food production, fish farming, auto
repair and agro-tourism” (Bernama 2013).

Hence, the findings from the research gap will showcase the existence of segments of Malaysian society that are
e-disadvantaged. Policy makers and other stakeholders can use the report to ameliorate the situation. It is
important for the nation’s growth to narrowthe digital divide which will inherently lead towards the
government’s agenda of an e-inclusive society. Ameliorating the disadvantaged communities is a continuous
effort but the circumstances of the situation will rely on the reciprocity of information received by both the
community and the government.

3. Research objectives

There were twoobjectives for the two-year study. The first objective was to determine the income level of the
communities and, the second was to assess the communities’ internet accessibility. Combined, the findings from
the two objectives will evidence the extent of internet usage and wireless communications among the people
living in sub-urban and rural locations in Malaysia.

4. Literature review

The tsunami effect of information and communication technology (ICT) has allowed spectra undertakings
particularly for communication. The global population has been touched by how fast and easy one’s
communication is with the internet and other electronic modes or channels, be it wired or wireless. Therefore,
a community that rejects ICT will certainly be left behind. This is particularly true for Malaysia as digital access
(Hashim et al 2013) through e-governmenthave been the federal government’s consistent, annual initiatives.All
the same, for a developing nation like Malaysia, there are two choices for getting connected, wired and/or
wireless. For the former, there are still some parts Malaysia that require land lines because of the landscape or
topology. Consequently, these are paradoxical examples of e-participation as the communities need to get
connected in order to utilize the e-government services portal.

A thought-provoking question on the digitaldivide is whether the e-chasm indicates a symptom of inequality, or
the cause (Molina 2003).Factually, the digitaldivide is almost always described in terms of the difference in the
number of telephones, internet users or computers per head in rich and poor countries (Molina 2003,
Mossberger et al 2003). Yet, the difference in the availability of information and communication technologies
(ICTs) has continued to become the focus of concern among policymakers, academics and non-governmental
organizations, whereas, the far wider availability of ICTs in rich countries enable the rich to get richer, while the
poor continuallylags behind. Showing and presenting the empirical evidence on this issue does not solve the
problem (van Dijk 2006). Not only is there a worrying "digitaldivide" between the haves and the haves-not but
the chasm is widening--with ominous consequences Molina 2003). On the contrary, two World Bank economists,
Carsten Fink and Charles Kenny (Fink & Kenny 2003), questions the logic of this argument (Mossberger et al
2012). The authors conclude that the divide's size and importance have been overstated, and that current trends
suggest that it is actually shrinking, not growing--which means policies designed to "bridge the digitaldivide"
may need rethinking (Fink & Kenny 2003). ICTs might have less impact on productivity in poor countries than in
rich countries because of lower adoption levels although it is possible that a certain threshold level of adoption
is required before the productivity benefits of ICTs are reaped (Mossberger et al 2006, Lor&Britz 2007,
Mossberger et al 2012). It has also been observed that the adoption of ICTs within poor countries may show a
wider divide and limited to a relatively affluent minority, so that the digitaldivide within countries may grow
even as the digitaldivide between countries shrinks (Fink & Kenny 2003, OECD 2012). As a consequence and as
shown in the OECD’s 2012 report (OECD 2012), rich countries with high penetration of ICTs are more likely to do
business online with other affluent countries, at the expense of poor countries as the broadband priority areas
are easily accessible in developed nations (OECD 2012). Hence, one the objectives of this paper aptly suggests
the need to gauge the income level of the citizens in order to improve their plight yet assist the government in
ensuring inclusiveness and a connected community or e-society.

In connecting the communities, a popular platform to entice usage of e-government services is on health issues.
Coincidentally, one of Malaysia’s e-government pilot project is e-health and ironically similar outcomes on e-
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government access are reported where socio-economic inequality remains an impediment to digital
inclusiveness(Nagler et al 2013).

All the same, with regards to the digital divide, other evidences of e-disadvantage are shown in the literature
reviewed where similar reports on the increasing evidence that the lack of access to information and
communication technology (ICT) severely limits education, employment and economic prospects (Broadbent &
Papadopoulos 2011). Interestingly, in Broadbent and Papadopoulos’s (2011) study, the evaluation on bridging
the digitaldivide brought new insights into the impact of the internet on isolated communities.This is similarly
reported in OECD’s internet economic outlook highlights (OECD 2012). Again, the drawbacks were accessibility
and internet literacy, thus, the digitaldivide in the twentieth century is a serious e-disadvantage particularly for
rural areas of a developed nation like Australia (Broadbent & Papadopoulos 2013).

4.1 The e-society for e-participation through social computing

The main impact of globalization for everyone is internet usage for socializing, that is, the exchange of
information for communication using various social computing platforms. Social computing technologiesoffer
users the opportunityto connect, participate, engage, collaboratefor social support (Lee &Tsung 2013).
Henceforth, these activities automatically encourage e-participation which then converts to e-society.In
addition, the mobility that social computing technology providesfurther enriches the lives of the users through
the exchange of immediate information including the social dynamics of the community and sharing of
knowledge, etc. (Lee & Kim 2014). As a result, social computing technologies can be leveraged to empower both
the government and the citizens. Popular social computing technologies or online social media such as Facebook
and Twitter are increasingly being used for various social-related purposes. A 2013 online survey suggests that
59.9% patients used Twitter for increasing knowledge and exchanging advice and 52.3% used Facebook for social
support and exchanging advice (Poortinga 2012). Consequently, the use of social computing has revolutionized
the way people communicate, thus, the government and politicians should continue to leverage on these
popular technologies to connect with the citizens. This would require the continuous development of the
country’s infrastructure, info-structure and internet access through planned and gradual broadband upgrade.
As noted by Dasgupta (2013), the cyber capability framework and other ICT projects in developing countries
should progress from “simple growth and access through information infrastructure to an understanding of the
complexities involved in the social developments of ordinary citizens.” Yet, the different dimensions of exclusion
and the implications of these should be considered by policymakers towards limited exclusion and anti-poverty
(Saunders 2013).

4.2 The inclusive society

Increasing participation in social, economic, and community life is considered to be one of the defining principles
of an inclusivesociety (Lloyd et al 2010). Many countries aspire to have a utopian society but central to the
principle of inclusiveness is the ability for capacity building among communities and society using the internet
as the enabler.When an inclusive society is attained, individuals and groups from all walks and life and geography
develop connectedness which then leads to engagement in nation-building through democratic decision-
making. For Malaysia, understanding the meaning of an inclusive society requires better education and
knowledge impartment. There are still many segments of Malaysia’s society that have literacy issues (Hashim,
Omar & Saunders 2012). No doubt, participation such as this improves a community’s well-being and would
positively affect other neighborhoods’ quality of life such as socio-economic prosperity (Arata 2013). A
prerequisite for participation, inclusion, and informed citizenship is the ability to develop knowledge from
information about the social, economic and community dimensions.While the theory of social inclusion is broad
and extends to all sectors of the community, the concepts of social inclusion and exclusion also includes
information poverty (Lloyd et al 2010). Thus, the reconciliation of cultural and traditional practices correlate to
the communities’ information needs with the hope that relevant infrastructures will bring about economic,
social, and human development to these disadvantaged societies (OECD 2012).

4.3 Electronic government (e-government) in Malaysia

It has been more than 17 years since Malaysia’s fourth Prime Minister, Tun Mahathir Mohamed launched the
Multimedia Super Corridor consisting of seven flagships; one of which is the e-government flagship. Over the
years, the pilot projects under the e-government flagship have grown to encompass various systems relevant to
the citizen’s needs for e-services. Henceforth, the outcome of this study will benefit the government’s
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continuous efforts to meet the citizen’s needs for speedy services through full usage of e-government provisions
in Malaysia. Therefore, descriptions on the currency of e-government practices in Malaysia are compulsory to
relate the problem of e-inclusive society and e-disadvantage communities. Usage of e-government services is
not about revolutionizing public administration in the 21st century but should be more concerned with reaching
out to the grassroots. Keeping up with the speed of changing technology has been a challenge for Malaysia, but
thus far, the success rate and increasing utilization of the e-services have been pleasing through the expanding
broadband infrastructure (Bernama 2013, Abdullah et al 2013). To borrow Epstein, Newhart and Vernon’s
(2014) statement, “Between Twitter revolutions and Facebook elections, there is a growing belief that
information and communication technologies are changing the way democracy is practiced.” Malaysia’s e-
government services should continue to progress based on technology upgrades. Highlighting and promoting
the advantageous of e-government services to the public will increase usage. Another enticement is to consider
free training and having kiosks at strategic locations particularly for those living in sub-urban and rural areas.
This federal government agencies’ initiatives in helping to engage the public will lead towards active complex
policymaking processes.

Anyhow, from the scholarship ferreted, the discourse on e-government and e-services deliberation are
frequently focused on technical solutions (Epstein et al 2014) and, based on the optimism that citizens will favor
the online applications.Moreover, most literature on e-government studies focused on identifying and
describing barriers to online usage, this study offers an in-depth analysis of what it takes to address them using
a particular case study.

5. Methodology

5.1 Research design

A cross-section research design was used for this exploratory study where the respondents were the residents
in sub-rural and rural areas of Peninsular Malaysia. A questionnaire formed the primary data collection which
was administered to the respondents with the assistance of enumerators. In doing so, the research objective on
determining the accessibility to the internet versus the socio-economic factors of the respondents will be
focused.

5.2 Instrument development

The survey instrument consisted of two sections: Section A was on demographic profiles while Section B gleaned
responses on ICT peripherals and internet access. Prior to the actual data collected, two rounds of pilot tests
were done for reliability and validity of data. Thereon, the feedbacks from these pilot studies were incorporated
into the final version of the instrument.

5.3 Sampling technique

A two-phase sampling technique was used;the first phase was on the zoning of West Malaysia, that is, North,
East, South and West. This requires stratified sampling which was later narrowed to the states within the zones.
5.4 Units of analysis

The units of analysis are the residents living in the pre-identified communities or villages throughout West
Malaysia.

5.5 Data analyses

Parametric analysis will be the mainstay for dataanalyzed using SPSS version 20. The analysis of the findings will
follow the objectives’ chronology.The raw data are a mix of ordinal, nominal and ratio, hence, other procedures
such as validity and reliability of data were also executed.

6. Findings and implications

The first part of the findings will showcase the demographic profiles of the respondents. The later part will
highlight the evidence based on the research objectives. For the first objective, the respondents’ income levels
is displayed as Table 1 and Figure 1. As can be seen, 45% of the community’s income range is between RM401-
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1500 which is equivalent to USD126-471 (1 USD = 3.18653 MYR as at August 5, 2014), while 34.4% earned more

than MYR1500 per month.

For the availability of internet access (see Table 2), 56.6% reported that they do have access to the internet.
However, there is no indication of whether accessibility is via their mobile phones, broadband subscription or

wired/cable internet.

Table 1: Income level of respondents

Frequenc Percent Cumulative
q ¥ Percent
<MYR200 98 9.8 9.8
201-300 38 3.8 13.6
301-400 70 7.0 20.6
401-1500 450 45.0 65.6
> 1500 344 34.4 100.0
Total 1000 100.0
So0 450
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Figure 1: Histrogram on respondents’ income level
Table 2: Availability of internet access
Frequency Percent Cumulative Percent
Yes 478 47.8 47.8
No 522 52.2 100.0
Total 1000 100.0

Lastly, the respondents were asked to state whether they own any computer peripherals at home. From Table

3, 56.6% indicated a positive response.

Table 3: Computer ownership

Frequenc Percent Cumulative
quency Percent
Yes 566 56.6 56.6
No 434 43.4 100.0
Total 1000 100.0
Table 4: Demographic profiles of respondents
Age Frequency Percent Cumulative
Percent
Below 30 years 341 34.1 34.1
31-40 years 224 22.4 56.5
41-50 years 213 21.3 77.8
51-60 years 140 14.0 91.8
above 61 years 32 8.2 100.0
Gender
Male 513 51.3 51.3
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Age Frequency Percent Cumulative
Percent
Female 487 48.7 100.0
Race
Malay 932 93.2 93.2
Chinese 28 2.8 96.0
Indian 31 3.1 99.1
Others 9 .9 100.0
Education
No formal education 105 10.5 10.5
UPSR 35 3.5 14.0
PMR (Form 3) and
below 79 7.9 21.9
SPM/STPM 453 45.3 67.2
Tertiary (University)
education 328 32.8 100.0
State
Perlis 1 1 1
Kedah 140 14.0 14.1
Penang 3 3 14.4
Perak 265 26.5 40.9
Kelantan 108 10.8 51.7
Pahang 13 1.3 53.0
Selangor 156 15.6 68.6
WP Kuala Lumpur-
Putrajaya 180 18.0 86.6
Negeri Sembilan 4 4 87.0
Melaka 1 1 87.1
Johor 101 10.1 97.2
Terengganu 25 2.5 99.7
Sabah 3 3 100.0

The demographic profiles of the respondents are shown in Table IV. The highest number of those who
responded to the survey based on age range are those below the age of 30 and below (34.1%), where the male
respondents are the highest at 51.3%. Moving on, 93.2% of the Malays make up the race category from which
45.3% only studied up to SPM/STPM (equivalent to high school diploma). Lastly, the state of Perak indicated the
highest number of respondents at 26.5%.

The implications from the findings shown above are varied. Clearly, from Table 1, the income level of the
respondents indicated that the economic ability is limited to daily living, that the income is enough to cover
food, shelter, children’s education and mobility. Such inequality is also experienced in developed countries
(Mackintosh 2013), hence, there is a need to protect this worrying findings as they underline the need to protect
the vulnerable society. Further, it is recommended that governments pursue the necessary task of bringing
public spending under control(Mackintosh 2013). As income inequality is detected in developed and developing
nations, urgent measures have to undertaken by policymakers by having policies to boost jobs and growth must
be designed to ensure fairness, efficiency and inclusiveness(Mackintosh 2013). Nonetheless, the evidence from
this study is mirrored in the other OECD countries where the levels of income inequality have worsened across
three-quarters of all OECD countries since 2007(Mackintosh 2013). Consequently, the implication of income
inequality indicates substantial poverty among the communities that responded to the survey as stated by
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Santos-Paulino (2012) -- although poverty and inequality are generally studied separately, there are significant
trade-offs between both issues.

Thus, with that level on income inequality, having a computer with internet access is considered a luxury as
shown in Table 2 and 3. From the nominal responses, although those who do have a computer and internet
access (56.6%) at home, the state of the computer and the mode of access could be older versions of the
operating system with wired cables. With new computers and newer operating system versions on the shelves,
the need to replace their current computer set would not be of priority. More recently, the Malaysian
government has been promoting broadband access in rural areas, hence, the need to have a better set of
computers. Also, through pilot studies consisting of interviews, the respondents stated that they would rather
access the internet through their mobile devices. Therefore, it is recommended that future studies delve deeper
into the preference for using e-government services among the rural communities in Malaysia.

7. Conclusion

In reaching the grassroots whilst concurrently tackling e-disadvantage and poverty issues, ameliorating the
socio-economic problems of the rural communities is a gradual process. It takes both parties to cooperate and
realize their targets in achieving a good quality of life and well-being. By understanding the impacts of the e-
disadvantage, policymakers would have the information to strategize and implement effective plans on
democratizing e-government system. By working towards an inclusive society that leverages technology to
support access for socio-economic assistance, the federal, state, and local level governments will have a better
government-to-citizen relationship and accountability, hence achieving the government’s Economic
Transformation Program (ETP) and other relevant national agenda. This will also transform the virtual economic
landscape for Malaysia through cyber-active and informed citizens.
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Abstract: Various issues like the competition for qualified employees or constantly changing threats for IT security stand as
contemporary challenges for IT departments of companies and public authorities. Diverse forms of IT cooperation offer a
practicable way to tackle such issues. However, in Germany the federal government, federal states and municipalities still
plan, order, develop and run their IT mostly independently on their own. Although benefits of IT cooperation are heavily
discussed in the literature, IT cooperation in the public sector is characterized by low adoption. To investigate the reasons
for the low adoption, we will explore the decision objects of IT cooperation decisions in the public sector, such as the char-
acteristics of IT tasks and the characteristics of IT cooperation forms. Outsourcing projects or cooperation decisions that
appear regularly in the private sector turn out to be difficult or nearly impossible in the public sector. For example, legal
regulations regarding data security and data safety hinder public organizations to take part in certain kinds of private coop-
eration forms, like public cloud based offers. However, not every combination of public and private business is popular
among citizens. A transparent overview of which IT task can be done in an IT cooperation is a helpful artifact therefore. In
order to achieve these goals, a literature review is conducted and the characteristics of IT tasks, as well as cooperation forms
are analysed. Following on from this, the characteristics are classified and structured. Existing literature provides an overview
of whether or not an outsourcing project is an interesting option. The important aspect of the eligibility of a partner or IT
cooperation form is not discussed yet. This issue is addressed by this paper, because IT cooperation alternatives have differ-
ent advantages that should be used by the public sector.

Keywords: characteristics of IT task, characteristics of cooperation form, IT cooperation decision, public sector, public or-
ganizations

1. Introduction

The public sector has a large potential for combining resources over all federal layers. Ulschmid (2003) provides
some figures that illustrate the potential of such collaborations, especially in the field of IT. Throughout Ger-
many, the public sector covers about 10,000 IT groups, IT functionality and IT applications. Additionally, all over
the public sector in Germany approximately 250,000 professionally developed applications are in use. Klinger
(2007) also criticizes, that in more than 10,000 municipalities in Germany, similar IT artifacts are created redun-
dantly. Subsequently, this causes the same problems over and over again.

In addition, the public sector chronically suffers from low budgets. At the same time, citizens and corporations
expect a wider range of services and higher service quality from the authorities (Schweizer, zu Knyphausen-
AufseR & Bornhauser, 2005). In addition, the demographic change is an upcoming challenge the public sector
has to deal with (Becker, Niehaves & Ortbach, 2009).

One way to face these challenges is the cooperation of public authorities. IT services are especially suitable for
combining resources of different authorities, in order to reach economies of scale. Cooperation between differ-
ent public authorities provides substantial benefits. Fiedler, Peters and Schuppan (2009) describe the different
occurrences of how several public organizations can work together. Besides, the collaboration of public organi-
zations private organizations can also take part in joint ventures, like shared service centers (SSC).

In available literature, diverse types of motivation for cooperation in the public sector IT already exist. Besides
the monetary factors, the request for a higher level of know-how or the ability to innovate (Borman, 2010), are
the main driving factors for outsourcing considerations. Additionally, the possibility of concentrating on core
competencies (Sun, Gregor & Keating, 2014) or technical reasons, for example, to gain a higher level of stand-
ardization are often named as the most important factors.
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IT outsourcing or IT cooperation is popular in the private sector. Many companies already benefit from ad-
vantages, like economies of scale or more access to know-how. In the public sector, some examples of cooper-
ation in several countries demonstrate the possibility of partnerships, which in the end lead to the participating
public authorities (Ulbrich, 2010) benefitting.

For example, the public-law institution “Dataport” in the north of Germany is working as a professional shared
service center for a community of federal state users (Ertl, Schwertsik, Wolf & Krcmar, 2014). Amongst other
services, Dataport provides a SAP customer competence center (CCC) for all participating authorities (Schweizer
et al., 2005). Another good example is “AKDB”. The Bavarian organization provides software, consulting or host-
ing for municipalities (Fahnrich 2004). Daum (2012) describes the potential collaboration of municipalities in the
metropolitan area Rhein-Neckar in Germany. Hence, the handling of single award procedures could be concen-
trated in one SSC. Over all, good practice examples from small collaborations to complex cooperation networks
exist in several countries.

The previous examples show that IT cooperation in the public sector does work. However, for some reason IT
cooperation in the public sector is not as widespread as one would expect (Graudenz & Schramm, 2010). Ac-
cordingly, Schulz and Brenner (2010) state that they found less definitions of SSC in the public sector compared
to the private sector. A possible reason for this could be the fact that there are missing definitions for what kind
of task can be outsourced. Therefore, IT managers at all federal levels in Germany argue that they have no deci-
sion support systems in place, which helps, to decide which tasks, under which circumstances or to which extent
are suitable for any kind of collaboration, cooperation or outsourcing. Silva (2013) states similarly that helpful
information regarding outsourcing decision in the public sector is still missing.

IT departments from the public sector organizations are facing several challenges in the future. Both, the lack of
IT experts and the need for more IT services, are only some examples, caused amongst others by the demo-
graphic change. Private economy as well has to manage similar challenges. Due to higher competition and profit
orientation, the private sector was forced to develop solutions quite early in order to handle these issues. Even
though there is considerable experience of IT outsourcing in the private economy, and there is at least some
experience in the public sector, outsourcing or doing work in cooperation is not widely dispersed.

Lacity, Khan and Willcocks (2009) and others provide useful literature about outsourcing in private as well as
public organizations. Some articles name motivations for IT outsourcing decisions and other give an overview
about benefits and risks of IT outsourcing. In this paper we build on their findings. In order to make an initial
step towards the facilitation of the decisions process of IT outsourcing in public sector, we search for character-
istics which help to describe a task on the one hand, and a cooperation form on the other hand. By having a set
of characteristics, the evaluation of IT task and cooperation form can be done more efficiently.

The remainder of this paper is structured as follows: First, the research methodology is briefly described. Second,
the findings of the literature reviews are presented. They are split into two sections, namely for characteristics
of IT tasks as well as characteristics of IT cooperation forms. Finally, a conclusion is drawn out for possibilities of
future research in this field.

2. Methodology

In order to identify the desired characteristics, a literature review following the guidelines of Webster and
Watson (2002) and Fettke (2006) is carried out. Firstly, journals and conferences with e-governmental back-
ground, some journals of the basket of eight with known relation to public management and other relevant
outlets like HICCS or AMCIS are searched via key-word search. The used search terms are always combinations
of keywords of category 1 and category 2, joined by and as well as or:

Table 1: Search terms for the literature review

Category 1 Category 2
collaboration e-government
cooperation public sector
outsourcing public management
partnership public service
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Additionally, Google scholar was considered as well by using the selected key-words. In a next step, the refer-
ences of the relevant articles are searched via forward-backward search.

Overall 2513 articles were found and 27 of these were considered for this work, as they deal with IT outsourcing
or cooperation in the public sector. The decision of whether or not a retrieved article was analyzed in detail in
this literature review, was based on the article’s title and subsequently on its abstract. The focus of this review
lies on cooperation of IT within the public sector. Essentially, articles are extracted, which have a close relation-
ship to collaboration and cooperation within the public sector. Articles like the one by Silva (2013) were found
which address IT outsourcing decisions. They further provide characteristics respectively factors and conse-
quently are quite close to the topic of this work. This helped to get enough material to fill in the gap this work
addresses. However, no article answered a similar question.

In a next step, the findings were classified into similar topics to limit the number of different types of character-
istics and to get a clear structured result, which is detailed in the following section of this paper.

3. Findings

Following Picot and Maier (1992), companies (and therefore also public authorities) have to make plenty of
decisions in order to decide whether services should be made in-house, be outsourced or which specific form of
IT cooperation should be selected. Tasks, processes or services need to be analyzed by a set of criteria to show,
if a task, process or service is suitable for IT outsourcing or IT cooperation at all and which specific form of IT
cooperation fits best. Kiichler and Heiling (2008) investigated 750 municipalities concerning what influences
their decision to outsource certain tasks. They found that less financial and rather other factors influence the
willingness to outsource IT tasks.

The analysis of the related work revealed criteria for describing the specific IT task to be outsourced as well as
criteria describing different forms of IT cooperation. Thus, we will first give an overview of characteristics de-
scribing IT tasks and second show the characteristics of cooperation forms.

3.1 Characteristics of an IT task

According to the literature, the characteristics named below are important to describe an IT task. Figure 1 as a
“Zwicky box” shows the characteristics that describe and categorize an IT task. The selected task has to be eval-
uated considering to every single characteristic. As a result, one receives a typical pattern of characteristics that
features for a special type of IT task.

A task in the public sector can be of sovereign nature, which means, it can only be fulfilled by a public authority
and it is not possible to hand it over to a private company. As in this work the focus lies on IT tasks, it has to be
mentioned, that commonly not the IT task itself but the supported business process is of a sovereign nature. For
making an IT cooperation decision it is crucial to distinguish if the sovereign nature of the business process also
restricts the eligibility of the related IT task for IT cooperation.

The second important characteristic is the complexity which is related through fulfilling the IT task (Silva, 2013).
IT tasks especially in the public sector differ from the regarding knowledge level. Besides common IT tasks do-
main specific processes and applications do exist. In relation to the outsourcing decision, the level of required
domain specific or expert know-how is important to decide if a partner at all or what partner can realize the
desired work. Beus and Stadler (2010), Joha and Janssen (2010), Picot and Maier (1992) and others mention the
necessity of an appropriate cooperation for an increase of service quality or a higher availability of skilled re-
sources (Paagman, Tate & Furtmueller, 2013). If the task is from a high complexity this can mean, that the part-
ner needs to be highly skilled or that the task rather will be fulfilled in house (Silva, 2013).

The required level of know-how is related to the next characteristic, namely core competencies. In contrast to
the previous point it is not primarily important if a partner could fulfill the IT task, but if the client organization
(owner of the task) is willing and/or allowed from a legal point of view, to let other companies do that work (Sun
et al., 2014). Besides, this will only work if outsourcing was accepted by the public as well. In summary, like Silva
(2013) also states, a task will be outsourced more likely if it is of a common nature.
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Characteristic Options
Sovereign nature of
the supported busi- Yes No
ness process
Complexity High Middle Low
Core competence Yes No
Legal regulations High level Common rules None
High level of Medium level of Low level of
Technical require- standardization standardization standardization
ments High level of Medium level of Low level of
modularization modularization modularization
Social or political rel-
fth - . .
evance o . € sup High Middle Low
ported business pro-
cess

Figure 1: IT task characteristics

Legal regulations have a close relationship to the sovereign nature of the task, as the sovereign nature itself is
described by legal regulations (Schweizer et al., 2005). Besides that, privacy and data security are based on reg-
ulations and have a high level of importance in the public sector (Schweizer et al., 2005). For the selection of a
cooperation form it can be important to know if one has to consider a high level of legal regulations or only to
follow common rules or if there are no legal rules concerning a particular IT task. This characteristic has a strong
relation to the characteristic complexity. IT tasks or their supported business processes are often dependent on
legal specifications. This characteristic describes how strong the implementation of the IT task is regulated by
legal restriction.

In the field of information technology, technical requirements are of high importance. Besides common technical
knowledge, like programming, infrastructure or process knowledge, the two topics of standardization and mod-
ularization are important for this work. Schuppan and Reichard (2010) describe the modularization of processes.
In the case of a task of sovereign nature it can be worth investigating the task in relation to its potential for
modularization. It possibly turns out, that a sub-task is not of a sovereign nature and therefor can be met by a
private company. Accordingly, this expands the range of IT tasks eligible for cooperation. The standardization is
a basic requirement to gain the advantages out of a cooperation. More service for citizens or cost reduction are
only two examples that Klinger (2007) names. According to this, a standardized task has a higher potential and
can be fulfilled more easily in cooperation. Ziemann, Matheis and Werth (2008) provide a more technical insight
into the interoperability of public authorities and the need for efficient products, for example data exchange,
which also needs standardized processes as a basis.

The social or political relevance of the business process of an IT task can have significant impact on a cooperation
decision (Silva, 2013). An example for a task with high political and social relevance is the tax calculation. If this
process won’t work, the political level will escalate immediately.

3.2 Characteristics of an IT cooperation form

Figure 2 illustrates the characteristics describing a possible cooperation form. After the desired task is evaluated,
it is necessary to know which cooperation forms can be used or at least, what form of cooperation is not possible
atall.

IT cooperation show a wide range of variations. These leads from small consulting activity for IT cooperation
(e.g. “Vitako” (Lohr, 2008)) over bigger municipal joint ventures for IT services (Andersen, 2004) to more rather
complex shared service centers, which can have different federal states as their members (e.g. “Dataport”
(Kammer, 2007)). A differentiation of partners involved can also exist between federal levels (Hanken & Wind,
2006). For some tasks, only cooperation among public organizations is allowed (Janssen, Kamal, Weerakoddy &
Joha, 2012; Lohr & Kammer, 2006). In other examples, only local municipalities take part in cooperation (Groppo
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& Heck, 2009; Janssen et al., 2012). While for other tasks private companies may have advantages or in another
constellation the pure outsourcing model is preferred (Joha & Janssen, 2010).

The characteristic partners involved describes which kind of organizations take part in a cooperation form. The
three dimensions in Figure 1 are public organizations only, a mixture of public and private like described by
Ohemeng and Grant (2014) and private organizations only. This category allows to identify possible alternatives
regarding special legal prerequisites.

The next characteristic describes the type of cooperation form. A classical outsourcing relationship is described
as one vendor takes over one task of one client. In case of only a few partners involved, the few participants
have several advantages. One advantage would be the higher impact every single participant has, for example,
on the future development of the cooperation (Currie & Willcocks, 1998). This category is named as joint ven-
tures. The largest category, which usually also have the most participants, are shared service centers. Here, the
single partner has only minor impact on decisions.

The characteristic legal form offers two essential possibilities of action. In private legal forms the partners in-
volved can gain a maximum of economic freedom and the highest economic impact. Whereas in public legal
forms a higher regulation through different authorities occurs (Trapp & Bolay, 2003). Supplementary, the legal
form is also determinant for whether a private company may fulfill a certain task (Schuppan & Reichard, 2010).

Characteristic Options

Part in- ) . . .
artners in Public only Public-Private Private only
volved
Type of
cooperation Outsourcing Joint Venture Shared Service Center
form
Legal form Public form Private form
. Technical Personnel
Provision model
Specialized General Experts General
Specialization Specialized Diversified
Cultural fit Yes No

Figure 2: Characteristics of cooperation forms

The characteristic provision model describes the extent to which the goods and services provided in a special
cooperation fit to the needs of the client. The provision can cover a wide range of services or know-how e.g.
combined procurement, share any kind of service or provide a special kind of service (like SAP support (Saxe,
2005). This characteristic differentiates between the technical and personnel support a cooperation form offers.
Both can appear in a specialized and in a more general manner. Hence, some organizations can provide special
software development skills, where others offer deep understanding in public management processes.

The characteristic specialization has a close relationship to the characteristic provision model. It describes if the
cooperation form offers services of only one or several kinds. When public authorities enter into a contract, they
often have a look at future assignments and long-term cooperation. The characteristic specialization can help to
take the long-term into consideration. The chance of a future collaboration is higher, when a cooperation form
can provide divers services in contrast to a high specialized form, which e.g. only delivers SAP support.

The characteristic cultural fit summarizes different items. Those depend from the decision maker's personal
perception (Silva, 2013). The cultural fit can show up as cultural differences which appear within a workgroup or
the main language(s) the teams of the different organization speak. Lee and Kim (1999) state that the existence
of a cultural fit improves the partnership quality.
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4. Discussion

The following section analyzes the identified and categorized characteristics, which are described above. Besides
the limitations of this work and possible future research topics are addressed.

Although the characteristics are separated into two sections. There are strong relations between some of them
across categories. A task of sovereign nature for example requires a specific legal form concerning a potential
cooperation. While for example the characteristic core competency is more or less independent from the coop-
eration form. Based on the current findings from the literature review a comprehensive analysis of relations is
not possible.

First: Characteristics of IT tasks. The investigation of the characteristics of IT tasks turns out some central points
which can help to evaluate an IT task. The sovereign nature of the supported business process at least in Ger-
many has high impact on the decision if a partner at all or what partner can realize the corresponding IT task.
Tasks of a sovereign nature can be fulfilled within the public sector, but still it is not clear what is required, when
private organizations want to take over parts of the provision for such tasks. The complexity level, discussed
second, has a strong impact on the cooperation form decision. A potential cooperation partner needs the re-
quired know-how, legal prerequisites and also the man power to fulfill a high complex task. The core competence
as well as the social or political impact are related to the citizens’ opinion. To let a private company manage
processes where sensitive data of citizens have to be handled, can lead to rejection by citizens and subsequently
rejection by politicians. Furthermore the technical requirements provide information about the technical flexi-
bility of the task. That means, that a highly standardized process using standard interfaces has a good chance to
find a possible cooperation form, which can fulfill it. While a very individual process which has to be customized
or even newly developed has completely different requirements on a cooperation form. In sum we found a lot
of articles on IT outsourcing in the literature, whereas less material about the characteristics of an IT task and a
cooperation form is existing. However there is literature which describes surrounding topics like outsourcing in
private and public sector and gives good hints for further investigation.

Second: Characteristics of cooperation forms. The investigation of the characteristics of the potential coopera-
tion form turns out, that legal aspects are from a high meaning. The partners involved, the type of the coopera-
tion form and the legal form are all three needed to cover legal requirements. Whereby the corresponding IT
task characteristics are the sovereign nature of the supported business process and the legal regulations. A pri-
vate only outsourcing partner normally is no sufficient cooperation form for an IT task of sovereign nature. But
a shared service center consisting of public organizations is adequate for this type of tasks. Besides the fulfill-
ment of the legal regulations, a cooperation form has to be able to handle the task. The characteristics provision
model, specialization and cultural fit should respond to this point. The technical or personnel quality as well as
their level of know-how have a close relationship to the task’s complexity or its technical requirements. Having
possible cooperation forms identified, further characteristics can help to identify a certain organization. The
standing of an organization for example could be such criteria. The standing characteristic makes a statement
to the experience and the reputation (Silva, 2013) of a cooperation form. Groppo and Heck (2009) discuss chal-
lenges of sourcing with shared services in their paper. More experience and a high reputation should help to
minimize most of the challenges they mention in their article. Additionally, Niehaves and Krause (2010) state,
that experience in a prior cooperation leads to more success in cooperation. A low standing subsequently would
lead to the exclusion of the cooperation form.

5. Research limitations and future research

For this work not only but mainly articles in the field of e-government were investigated. Besides that, examples
from different federal layers in Germany lead to a mainly German focus. For future research, this two limitations
should be addressed to get a big picture and at least to get an idea about the differences between various coun-
tries. Furthermore the characteristics of the findings section should be verified in practice. This should turn out,
whether they are complete and realizable or if some characteristics are still missing in theory. Accordingly it
should be further investigated how the combination of characteristics of IT tasks and characteristics of IT coop-
eration forms fit together and how they affect each other. Additionally it is important to know how the combi-
nation of characteristics gets applicable for practitioners and subsequently to analyze the usage to evaluate, if
the predicted advantages really appear.
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6. Conclusion

Amongst others the public sector suffers from low budgets, increasing demand of services by citizens and a lack
of IT experts. These problems are partial caused by creating similar services in every single municipality and over
all federal levels as well as the high legal demands, every public authority has to meet. To counteract this situa-
tion, there are already a lot of different motivations described in the literature. One possibility to gain benefits
is to strengthen working in cooperation. Different reasons were mentioned, why IT cooperation in public sector
still is not as widespread as one could expect. To gain more cooperation among public authorities some more
assistance is needed for the decision whether a topic or task is relevant for outsourcing. In a next step it is crucial
to know, if an organization or a type of cooperation meets requirements to take over the chosen task.

Hence the question, what characteristics a certain task or process needs to have the potential to be outsourced
is not discussed yet. Hence this work tried to fill the mentioned gap. The uncertainty of such decision shows the
statement of Schuppan and Reichard (2010) when they say, that a task/service which cannot be specified suffi-
ciently, an IT cooperation partner should rather be a public than a private organization.

Based on the findings a categorization can be made, which characteristics of tasks do have influence on the
potential of outsourcing. Additionally different characteristics can be used to describe the cooperation forms
which come into consideration. Having the characteristics of a task as a basis an organization has a more trans-
parent view on it. This helps to decide whether outsourcing makes sense in a particular case. Once a public
organization has identified a task and is willing to outsource or work in cooperation, the next question is which
type of IT cooperation matches this task. The characteristics of IT cooperation forms can help to categorize po-
tential types. This simplifies the process of selecting a cooperation form or vendor. In an ideal case a one to one
match can be gained out of the two schemes.
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Abstract: The purpose of this paper is to address a paradox in e-Government, namely a reputation for failure existing
alongside an apparent reality of successful implementation. There are frequent and much publicised stories and statistics
about the high rate of failure in e-government projects. Yet at the same time as there seems to be an almost universal
adoption of Information and Communications Technologies by governments at all levels, local and national. Our approach is
to explore e-Government's origins for an explanation, examining the issue from a historical perspective to see if there are
lessons to be learned about the future development and implementation of e-Government. This study and analysis addresses
the similarities and differences between the present situation and what has happened in the past. The aim is to use the
perspective of history to comment upon the longer term issues and questions which have an impact upon the success and
failure of e-Government projects.The study is focused on developments in the UK, but with some reference to experiences
in the US, Canada and Australia. The bulk of the research comes from a library search of government studies and reports,
supplemented by informal conversations with participants conducted over the last few years. We looked at the history of
government Information Technology in the UK from its early role automating data processing to the point now where it is
arguably an indispensable mechanism at the heart of both the operation of public administration and the relationship
between citizens and government.The analysis suggests that the impact and implications of e-Government have evolved
beyond improvements to operational efficiency and better service delivery. The outcomes are a number of observations
about the way in which e-Government projects have come to be managed and assessed, together with some core questions
to be answered by further research and discussion. Specifically questions are raised about the strategic nature of e-
Government and how their value has come to be assessed. We ask whether it is helpful for e-Government to be regarded as
a strategic aim as opposed to a strategic enabler, and whether the answer the answer contributes to a mistaken view of e-
Government's success.

Keywords: e-government, computing, government, public sector, project management

1. Introduction

"“The only way to influence the human future is to speak about the past in ways it did not speak of
itself." Richard Rorty(DeBakcsy, 2015)

This paper seeks to address a paradox. Literature and conferences abound with statistics and case studies
describing the high rate of failure in e-government projects, too many to reference here but see my paper to
ECEG 2012 for a more detailed analysis. (Keefe, et al., 2012). Yet even a cursory analysis of the delivery of
government services across the industrialised world, as featured widely in conference and journal papers, points
towards an almost universal adoption of Information and Communications Technologies by governments at all
levels, local and national (Schwester, 2011).

In her introduction to the ECEG 2015 mini track “Practice, Theory and Knowledge” Dr Michaelene Cox points out
that “most work to date has concentrated on its (E-Government) practice, such as technology adoption and
diffusion, policy agendas, impacts”(Cox, 2014). E-government is the current topic and the immediate issues are
practical and applied in nature. It is natural to address research and analysis towards those current issues but
does this mean that more fundamental questions about the nature of E-government and how they might
contribute to current issues are not addressed.

Information Technology has been a factor in government and public administration since WWII when its
potential to radically improve the way in which data and information could be managed first emerged, with the
first application in the 1950s when computers were used to collate US census information.

The years since have seen many e-government initiatives and projects resulting over time in fundamental
changes to the operation and delivery of government. In this paper we ask: what can be learned about delivering
digital government from examining what has gone before looked at from the added perspectives which hindsight
can provide.

141



Terence Keefe and Paul Crowther

In this paper | will seek to develop a better and fuller understanding of this paradox, if indeed it is a paradox, by
looking into the roots and origins of e-government in the shape of the adoption of computing and ICT into
government, and to examine that adoption has evolved through integration and development into the situation
we find today. The aim is to see if a view from an historical distance can provide a more complete picture of the
domain.

The study will focus on the post-war UK government experience but with some reference to the experience of
other mature industrial democracies.

2. Definitions

In their article on E-Government as a field of study Gronlund and Horan provide a useful overview of the
emergence of E-government applications as well as a valuable set of scoping definitions (Grénlund & Horan,
2004). This paper will adopt the definition used by the European Union as quoted in the Grénlund and Horan
paper.
“E-Government is the use of Information and Communication Technologies in public
administrations combined with organisational change and new skills in order to improve public
services and democratic processes” .

Elsewhere we will try to use the terminology as it was used in the period being described, for example
“Computing”, “ICT”, and “IT” but there is no attempt or claim to any precision in this.

3. Background

E-government is challenged. In a paper delivered to ECEG 2013 the authors argued that the challenges go beyond
those experienced in generic IT projects(Keefe, et al., 2012). It may be that they are not project management
issues at all but relate instead to the nature of the public administration environment.

The role played by computers and information technology in UK and other Western governments has evolved
from a data processing role, through operational support functions and moving into service delivery and
regulatory support activities over the last twenty-five years. As the range and scale of IT integration into
government has grown, so the range and scale of challenges, problems and failures have also grown. A historical
analysis of IT in government suggests that both impact and implications go beyond improvements to operational
efficiency and better service delivery, raising questions about their impact on democratic process and decision
making.

Conference papers, journal articles, and books describe E-government successes, but also describe struggles and
failures. This paper asks whether we fully understand the nature of the task involved in integrating Information
Technology into the delivery of government and public administration. In this paper we attempt to demonstrate
that there are valuable lessons to be learned from developing better knowledge and understanding of how the
role and importance of Information Technology in government and public administration has evolved. The hope
in writing this paper is that greater awareness of these wider and more fundamental impacts will aid digital
government leaders in understanding the nature of, and resolution to the challenges they must overcome.

4. Research methodology

The study will focus mainly on developments in the UK, but with some reference to experiences in the US,
Canada and Australia. The bulk of the research will come from a library search of histories of public
administration, supplemented with government studies and reports. It will also draw from discussions with a
small number of participants from within the public administration and from facilitating organisations such as
management consultancies.

The research methodology underpinning this paper comprises desk research mixed with a range of discussions

with a small number of participants from within the public administration and from facilitating organisations
such as management consultancies.
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5. Findings

5.1 Historical research

This part of the analysis is based upon a number of UK government reports and papers, starting with, and
concentrating on, one from 1984 and concluding with one from 2011.

5.1.1 The 1970s and 1980s - before the internet

In a 1984 report by the UK National Audit Office looking back over the previous 10 years the authors noted that:

“inadequate project management and insufficient senior staff and user involvement, together with the failure
to adopt suitable design and development procedures, were major factors in the difficulties encountered in all
the projects reviewed” (Gordon Downey, Comptrollerand AuditorGeneral, National Audit Office, 1984).

The study identified four major computing projects which had hit major problems, but they made the point there
were more.

= Health Department. A Local Office support system started in 1977 and abandoned in at a cost of £18million
and none of the hoped for benefits. This must surely be a candidate for one of the first E-government
failures.

=  Manpower Service Commission (MSC) A youth training support system which overshot a budget of £600k
by £1.2million and rising while only achieving a quarter of the anticipated benefits;

= HM Stationery Office (HMSO) A publication stock control and distribution support system which was running
3 years late in delivering any of the anticipated £2million benefits

= Lord Chancellor’s Department (LCD) A support system for County Courts which was running 4 years late,
would at best only deliver £90k of the expected £1.7million savings and which would cease to be cost
effective if it encountered any further delays.

There were other computing projects, some of which would now be considered as E-government applications
using the EU definition. For example, from1978 the Manpower Services Commission, a government agency
tasked with economic planning and management of the national labour force, experimented with automated
jobseeker and vacancy matching systems. The First system called CAPITAL was abandoned in 1979 because of
looming cost overruns, interestingly the software was sold on to a private sector employment agency who not
only completed its development for their own use but also sold it on to other employment agencies in Europe.
Again there was a similar pattern, the strategic need for an IT supported service remained and the project was
resumed, successfully, within five years.

While the problems and costs may seem familiar, the response from government managers and the analysis by
the report authors provides considerable food for thought. In all four cases the Department senior management
stated that the experience and cost were far from nugatory. The Health Department and MSC initiated new
projects to replace the failures. Both were successful. The LCD and HMSO reviewed their strategy and adopted
a new approach to computerising operations based on incremental development of smaller systems. (Gordon
Downey, Comptrollerand AuditorGeneral, National Audit Office, 1984)

The report recommendations are interesting in that they did not question the need for the projects, nor did they
seek to allocate blame or criticise decision makers. Two aspects of the report findings are of particular interest.

Management skills and methods.In all cases the report highlighted issues around the management of the human
Computing resources as a primary source of problems, but not to blame computing staff. Instead the report
recognised the need to develop management disciplines and methods appropriate to computing as a profession.
One outcome was that the Treasury section responsible for computing initiated a number of projects aimed at
developing a core set of management methodologies and standards.

Strategic planningThe report's authors consistently referred to the need for computer supported projects to be

planned and managed within a strategic framework, recommendations which were accepted and implemented
with some enthusiasm, possible because they were backed by HM Treasury. Computer projects were seen as a
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resource to achieve a strategic initiative. Implementing new policy is always challenging, involving learning from
experience. It is worth bearing in mind that these activities were taking place at a period when Strategic Planning
was the leading management discipline, a discipline which above all required command of information
(Mintzberg, 1994; Drucker, 1974).

5.1.2 The 1990s to 2005 - the birth of e-government

Many writers pinpoint this period as the time when e-government as we now think of it was born with the
emergence of the World Wide Web together with publicly accessible networking infrastructure (Ho, 2002). In
the UK developments in IT coincided with a shift in Government thinking about its relationship with its citizens,
mirroring a similar in the business world with the focus moving to quality of service and re-engineering business
processes. In the UK this shift manifested itself in moves to make service provision more customer focused and
for public servants to adopt a more outward looking approach seeking to build a more open relationship with
citizens. Similar shifts in thinking and public sector behaviour could be seen in Canada, Australia and Germany.
The tool, if not the driver, was the internet. Other scholars will discuss whether this was part of a wider change
in society and government (Ramadhan, et al., 2011), but for the e-government historian there were two
significant developments, both related to the concept of transforming government. First was the use of the Web
to build a new, more direct relationship with citizenry through the means of online consultations. Second was
the adoption of a business process view of public service delivery underpinned by, and dependent upon,
Information Technology. A White Paper titled “Modernising Government” described the intention and individual
departments then developed strategies and programmes under the Information Age Government banner.

Even before this there was recognition at senior Civil Service levels that the world had changed and that the
process of governing depended upon IT. An illustration of this was in 1995 when a department newly formed
from the merger of three previous departments created a project to integrate three core office support systems
into one, resulting in a single office desktop with 20,000 users serving a workforce of 60,000. The integrated
system was a mix of operating systems and office applications. It was inherently unstable and inevitably the day
came when the whole thing crashed. It was restored after three weeks at considerable cost. The interesting
thing was that the reaction of the Departmental management, official and political, was to say that this situation
could never be allowed to happen again in the realisation that even at that date a public facing government
department could not deliver its services and meet its obligations without reliable IT support. The result was a
strategy and funded programme to build a resilient single departmental IT platform. Fits in with HO situation in
US talking about the paradigm shift brought about by the growth of IT in government provision of services. (Ho,
2002)

By the new millennium this had been brought together within a single government wide strategy “E-government
— A Strategic Framework for Public Services in the Information Age 2001”. This document identified a range of
social aims which could be achieved through the use of online facilities, for example social inclusion (e-inclusion)
and participation in democracy (e-democracy) among others while public services themselves went through a
process of modernisation (e-administration). It was at this point that the paradox referred to at the beginning
of the paper emerged. A later report delivered in 2010 describes how a number of these initiatives resulted in
dismal and expensive failure. Yet it is undeniable that by 2010 that IT had pervaded most if not all aspects of the
provision of public services in the UK, the interface with citizens and the administration behind it.

5.2 The participant experience

The contents of this section come from informal conversations with a range people involved in some way in
Government IT projects over the last 50 years. While they cannot be regarded as having been collected using a
rigorous research methodology, they are valid as recollections and retrospective opinions from people involved
at the time.

A Senior Civil Servant (Grade 5) stressed that it was important to understand that implementing new policy is
always challenging, and involved learning from experience as a matter of course. Even without computers,
though he had little experience of such a situation, there were always programmes and activities that did not
work the first time around, often at great expense. Even though the 1980s were a very difficult period
economically and politically, especially in the public sector, there was a certain adventure about using
computers, and there were significant advantages. In particular computers provided an opportunity to
implement new policies which would not have been considered before because of the need to staff a new
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administrative bureaucracy to support them. Computer systems meant new programs could be integrated into
existing local and regional offices, though it was often not as straightforward as we had hoped.

Another said:

“The great thing about using computers in our work was that they allowed us to do so much more
with information. Even if they did not do some of the things we had been promised, they always
seemed to open up new opportunities.”

For an IT manager in the 1990s the important thing was not to lose sight of what was important to the
Department, essentially the need to satisfy the political will. "The reason they got in trouble (referring to a major
IT project which had recently been cancelled) was that the politicians could no longer understand what the
project was there to achieve."

An IT manager from an earlier period had a different viewpoint saying that in many ways it was much less
complicated in that IT, or Computing, was not part of the main policy and administrative functions. Computing
staff were told what was needed and then expected to get on with it. The interviewee described a general
situation where there was great pressure on deadlines and budgets but without anyone in a senior operational
management position feeling confident or competent enough to tell Computing departments how to do the job.
In effect the systems were built and delivered on the basis that front office operations would be adapted to
make them fit. This changed during the 90s when computing had to get involved in the business, and the
business had to get involved in computing. In comparing the autonomy of these early years with today's more
inclusive approach to managing IT the interviewee's opinion was summed up “The end result was much the
same.”

Finally, a private sector consultant from one of the big four consultancy firms commenting on the process of
developing an organisation wide, business led Information Systems strategy observed that in his experience
public sector senior managers were much more prepared to tolerate IT failures than their private sector
counterparts as long as they could see a way forward in meeting their business objectives. They were also more
willing to use IT projects as an arena in which to battle for competing objectives.

Perhaps the most striking thing emerging from these discussions was the feeling of opportunity arising from the
introduction computers into working lives.

6. Discussions

So what lessons have been learned from this brief retrospective investigation?

Successive UK governments in those formative decades focused decisions on achievement of political and social
aims and appear to have accepted that Information Technology solutions were not always achieved at the first
attempt. It might be argued that such tolerance is an expense that cannot be accommodated in the austerity
era following the 2007 financial crash, but it is worth remembering that the UK, along with other industrialised
countries, was in a similar if not worse economic position during the 1970s and 80s.

The lessons learned focused on the mannerin which Information Technology was managed, with a strong
emphasis on developing an IT specific management discipline. As a result both the UK and the US government
championed the development of IT professional behaviour, management methods and standards such as
PRINCE IT project Management and ITIL standards. Ironically these methods, which have proved their value on
a global scale, were picked out as a major cause of IT project failure by the writers of the 2010 Fatal Error report.

In the UK Information Technology was firmly embedded as part of the public service infrastructure by the early
1990s. Threats to quality of service were still an issue, but by the early 2000s the evidence from services such as
those delivering online health advice (NHS Direct), and online lifelong learning opportunities (Ufl Learndirect)
for example was that the newer technology enhanced the quality and scope of public service delivery.
Comparison of the experience of local administrative staff in the UK with those described in the admittedly much
more thorough study by KerstenGrunden(2012) in Sweden suggests a significant difference of attitude among
those having to work with new e-government systems. Grunden describes a situation where office staff lacked
confidence and experience in the use of e-government systems, favouring more traditional paper based
administrative processes and being concerned that the quality of service would be diminished (Grunden, 2012).
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7. Future research questions

Perhaps the first thought is, have we all got it wrong, that there is no such thing as “e-government”. Certainly
there is “E”, the ubiquitous presence of Information Technologies and the Internet within the machinery of
government, the provision of public services and the relationship between government and governed; and there
is government. But maybe they are two different concepts, one a tool, the other a purpose. Looking back on the
evolution of e-government in the UK one might ask how it is that Information and Communications Technologies
which were seen as a means for achieving effective delivery of public services, can have become the desired end
in themselves. In their article Davison, Wagner and Ma identified a number of governments adopting e-
government as a strategic objective rather than a means to achieving political or social objectives. Now it may
be that the intention was to identify the strategic importance of e-government in the achievement of wider
social, economic and political aims but the suspicion is that government decision makers are confused about
this (Davison, et al., 2005), and this could be a potentially dangerous confusion.

Richard Heeks(2006) argues that individual Public Sector organisations cannot have objectives as such, but
instead have within them individuals and groups with multiple objectives (Heeks, 2006). This may help explain
how and why e-government as we know it today has evolved from its origins as an enabling resource to
becoming a strategic aim in its own right, as it may be the best way of ensuring its importance and potential is
recognised amongst the many other strategic objectives at play. It does though pose the question whether e-
Government has lost sight of its purpose as an enabler, or perhaps the point is that e-Government has come to
be so much more than just an enabler that it is indeed a strategic aim to achieve. Whatever the answer, clarity
is needed. A question which could be posed is, has a mistaken understanding of e-Government contributed to a
change in the way government decision-makers judge success and failure in IT projects? That is, has the
viewpoint displayed in the 1980s UK that successful innovation in the use of ICT in government is a process of
learning through experience changed to one where the first reaction is to attach the label of failure to the whole
project because the “E” element has not lived up to expectations? This question has particular relevance in the
UK where several large but challenging projects appear to have been judged on the merits of their IT solutions
rather than their progress towards achieving national strategic objectives. The National Health Service
“Connecting for Health” is one example where the IT element was certainly projected as the scapegoat for delay
and soaring budget, though it does appear that some elements of the programme will be continued.

A further question is whether the judgement of success or failure is based too much on the assumption that e-
Government projects are similar in scope and complexity to reputedly successful private sector IT projects.
Certainly UK governments have consistently sought to apply lessons and good practice from the private sector
but it appears from the reports quoted earlier that until 2011 there was a prevailing view that many government
projects sought to take IT into new territory in terms of scale and complexity. The Fatal Error report (Institute
for Government, 2011) signalled a marked change in attitude with its recommendations for managing
government IT being rooted firmly in the belief that what works for Private Sector IT must work for Government.
It is my view, discussed in an earlier ECEG paper (Keefe, et al., 2013), that this is at best a dangerous assumption
as it risks losing the value of learning from experience and inhibiting innovation.

Figure 1 summarises findings and demonstrates the historical flow from the introduction of computing into
government through to its emergence as e-Government. It finishes with a question mark for the future, asking
whether, for the UK at least, innovation and leadership in the use of IT as a transformative tool is on the point
of being abandoned and whether IT is now seen as little more than a resource which needs to do better.

8. Conclusions

This brief history of the evolution of e-Government in the UK has identified two themes. The first is the
development of IT Strategy within the UK public sector and describes the evolution from a set of enabling and
management approaches in support of policy business objectives to the point where the technology has become
the strategic aim in its own right. At some point during the emergence of e-Government during the 1990s and
early 2000s there has been what Ho describes as a Paradigm Shift in how e-Government is perceived (Ho, 2002).

The second is the attitude towards success and failure where again there appears, with hindsight anyway, to

have been a shift, in this case from tolerance of problems as lessons learned, to a position where Government
IT, and that includes e-government, is expected to work first time.
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Figure 1: From computing to e-government

There are many questions and issues left to explore, and perhaps very few answers. When starting this paper
we set out to see what answers, if any, a short and geographically limited history of this topic could provide.
Answers are few. What we believe history has been able to do is identify questions which need to be answered
if the full potential of e-Government is to be realised.
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