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Abstract 

Despite information technology (IT) officers’ multiple efforts to develop reliable and 

efficient electronic justice (e-justice) systems, digitizing court processes still presents 

several quality challenges associated with IT infrastructure and literacy issues. Grounded 

in the principles of total quality management, the purpose of this qualitative multiple case 

study was to identify strategies and best practices IT officers in African regional 

economic communities (REC) use for digitizing regional and subregional court processes 

to improve African e-justice systems. The participants included four IT officers working 

as assistant computer system analysts (ACSA), computer system analysts (CSA), and 

heads of IT (HIT) in regional and subregional courts of justice with digitized court 

processes and located in Eastern Africa. Semistructured interviews were conducted with 

one ACSA, one CSA, and 2 HITs; in addition, 34 organizational documents were 

gathered from three case organizations and analyzed. Six main themes emerged from the 

thematic data analysis: involve and collaborate with all the stakeholders, formulate 

system requirements based on end users’ needs, design the system based on a validated 

blueprint, create and implement a training plan, use ICT policies and procedures to 

achieve quality, and use an IT service helpdesk to achieve end users’ satisfaction. A key 

recommendation is for IT officers to use end users’ perception and satisfaction as quality 

indicators in identifying strategies for digitizing regional and subregional court processes 

to improve African e-justice systems. The implications for positive social change include 

the potential to improve court employees' job performance, facilitate access to judicial 

services in African RECs, and reduce case processing delays for African REC citizens. 
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Section 1: Foundation of the Study  

Digital technology has been transforming the operation of public services in 

several countries and regions. The ability of IT officers working in judicial institutions to 

embrace the digital transformation of African regional and subregional courts through the 

digitization of court processes depends on the strategies identified as efficient in their 

organization’s geographic region (African Court on Human and Peoples’ Rights, 2015). 

The digitization of court processes refers to the use of technology-based solutions such as 

machine learning, case management systems, process automation, online conflict 

resolution, and data visualization to build a more innovative justice system (Cordella & 

Contini, 2020; International Development Law Organization, 2020). 

The lack of strategies for digitizing court processes exposed the African regional 

and subregional courts to new risks that are specific to digital environments and not 

present in the paper-based world. IT officers working as assistant computer system 

analysts (ACSAs), computer system analysts (CSAs), and heads of IT (HITs) in African 

regional and subregional judicial institutions must use clear policy goals with well-

developed procedures, all based on efficient strategies to drive the digitization of their 

organizations’ court processes. The purpose of this study was to explore the strategies 

that IT officers in the eight African RECs use for digitizing regional and subregional 

court processes to improve African e-justice systems. The first section of this research 

study includes the background of the problem, problem statement, purpose statement, 

nature of the study, research question, definitions of terms, conceptual framework, and 

the significance of the study. 
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Background of the Problem 

Electronic justice (e-justice) systems transform and provide more accessible, 

transparent, and efficient justice systems to communities (Shah & Gupta, 2017). As 

Bajandas and Ray (2018) observed, government stakeholders undertake the digitization 

of court processes to improve the productivity, consistency, case flow, and quality of e-

justice systems. One such stakeholder is the African Court on Human and Peoples’ 

Rights (2015), which recommended in 2015 the development of strategies for digitizing 

court processes to improve the delivery of justice for the African Union member states. 

Yet, despite the multiple efforts of IT officers, the development of strategies for 

digitizing court processes to create or improve e-justice systems remains a global 

challenge (Sousa & Guimaraes, 2017). 

The digitization of court processes for an e-justice system requires the 

participation of critical stakeholders such as IT officers, judicial and legal practitioners, 

and the citizens of the concerned community (Manker, 2015). The role of the IT officer is 

critical in the evaluation of the stakeholders’ needs and the development of strategies to 

maximize the quality of e-justice systems. IT officers work with other stakeholders to 

collect and translate their needs into electronic formats based on predefined quality 

standards (Raikhanova et al., 2017). The capturing of the stakeholders' needs follows an 

accurate analysis designed to detect and define the processes that present improvement 

opportunities (Bajandas & Ray, 2018). An understanding of IT officers’ strategies for 

working with stakeholders may provide insight on ways to expand e-justice activities.  
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Problem Statement 

The digitization of court processes involves transforming the manual procedures 

of filing, storing records, and managing cases into electronic procedures using 

information and communication technology (ICT; Gomes et al., 2018). ICT infrastructure 

and ICT skills development across African subregions in 2016 and 2017 were lower than 

50% of the global average (International Telecommunication Union, 2017). The World 

Bank Group (2016) estimated that up to 70% of the African population lacks the essential 

ability to operate digital hardware and software. The general IT problem is that some IT 

officers in African regional and subregional courts experience challenges in digitizing 

their court processes. The specific IT problem is that some IT officers in the eight African 

regional economic communities (RECs) lack strategies for digitizing regional and 

subregional court processes to improve African e-justice systems. 

Purpose Statement 

The purpose of this qualitative multiple case study was to explore the strategies 

that IT officers in the eight African RECs use for digitizing regional and subregional 

court processes to improve African e-justice systems. The population of this study 

included IT officers working as ACSAs, CSAs, and HITs in regional and subregional 

courts of justice with digitized court processes and located in Eastern Africa. Leaders of 

judicial institutions can use the findings of this study to understand strategies that IT 

officers can implement to digitize court processes in African regional and subregional 

courts. This study may contribute to positive social change as it has the potential to 

improve the job performance of court employees and facilitate the access and faster 
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processing of cases for the citizens of African RECs regardless of citizens’ distributed 

geographic locations. 

Nature of the Study 

Scholarly research includes three primary methodologies, which are qualitative, 

quantitative, and mixed methods (Molina-Azorin, 2016). The quantitative approach relies 

on using statistics to explain the relationship between identified variables of a topic and 

predict future results (Merriam & Tisdale, 2016). Because I sought an in-depth 

understanding of the strategies that IT officers use for digitizing court processes versus 

examining the relationship between study variables, I opted against using the quantitative 

method. The mixed-method approach requires the use of both quantitative and qualitative 

methods (Molina-Azorin, 2016). I did not consider the mixed-method approach because 

it involves applying both research methodologies, and I had concluded that the 

quantitative method would not be appropriate for my study. The qualitative methodology 

provides insight from individual experiences to better understand a topic or phenomenon 

(Gelling, 2015). Consequently, I selected the qualitative methodology because I wanted 

to explore the experiences of individuals and obtain a detailed understanding of the 

strategies that IT officers use for digitizing African regional and subregional court 

processes. 

The qualitative research methodology includes four designs, which are 

ethnography, narrative, phenomenology, and case study (Yilmaz, 2013). Ethnography is 

appropriate when the researcher focuses on an individual setting and attempts to tell a 

story related to the participant's cultural environment or group, based on the participant's 
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observation (Ryan, 2017). Ethnography was inappropriate for this study because I was 

not concerned with a distinct culture or cultural group. The narrative design focuses on 

individuals' stories across time; the researcher produces the data in a narrative format 

(Butina, 2015). I did not select the narrative approach as I sought to explore and 

understand an organization, entity, or event. The phenomenological design strictly 

focuses on the perceptions associated with a particular phenomenon through people's 

lived experiences (Matua, 2015). I did not choose the phenomenology approach because I 

was interested in comprehending individuals, groups, or events in a particular context. 

The case study design involves an in-depth inquiry into a situation in the real-world of 

the object of study or phenomenon of interest, with an identified population within a 

specific geographic area (Navroodi et al., 2016). I chose the case study design because I 

sought to understand and describe the strategies that IT officers in African RECs used for 

digitizing regional and subregional court processes. 

Research Question 

What strategies do IT officers in the eight African RECs use for digitizing 

regional and subregional court processes to improve African e-justice systems? 

Interview/Survey Questions 

1. What is your experience as an IT officer with digitizing court processes? 

2. How would you describe the role of an IT officer in the digitization of court 

processes? 

3. What is the importance of ICT infrastructure and ICT literacy in digitizing court 

processes? 
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4. How do ICT infrastructure and ICT literacy support African regional and subregional 

court processes? 

5. What are the various factors that IT officers should consider when attempting to 

digitize court processes in regional and subregional judicial institutions? 

6. What are some of the challenges related to the digitization of regional and 

subregional court processes in the African RECs? 

7. What strategies do you use to ensure quality in digitizing court processes, particularly 

in the African regions and sub-regions?  

Theoretical or Conceptual Framework 

The conceptual framework adopted in this qualitative case study is total quality 

management (TQM). W. Edwards Deming, Joseph Juran, and Philip Crosby started the 

TQM movement in the United States in the 1980s following its success in Japanese 

industries (Alghamdi, 2016). TQM involves establishing a quality culture based on 

customer satisfaction, continuous improvement, and the involvement of every member of 

the organization (Alghamdi, 2016). The central tenets of TQM from Dedy et al.’s (2016) 

model include (a) top management commitment, (b) leadership, (c) teamwork, (d) 

training, (e) customer focus and satisfaction, (f) communication, (g) process 

management, (h) product design, (i) employee involvement, (j) continuous improvement. 

The role of the IT officer focuses on having significant knowledge of enterprise 

information systems, business processes, identifying stakeholders' needs, and ensuring 

stakeholders' satisfaction (Mitri et al., 2017). TQM was appropriate for this research 

study because the characteristics of the IT officer's role overlap with the tenets of TQM. 
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IT officers' in-depth understanding of business processes aligns well with the continuous 

improvement, product design, process management, teamwork, and training aspects of 

TQM. Furthermore, the expertise of IT officers in identifying stakeholders’ needs aligns 

with the customer focus and satisfaction, teamwork, employee involvement, product 

design, process management, and communication dimensions of TQM. The stakeholder's 

satisfaction is essential to TQM in the form of top-management commitment, training, 

customer focus, and satisfaction, which IT officers achieve by providing training to users 

and designing an adequate e-justice system. TQM was appropriate for this study because 

the role of the IT officer in digitizing court processes aligns with all the components of 

quality defined by TQM. 

Definition of Terms 

Courtroom technology: Courtroom technology is a technology-based method or 

system that provides a clear benefit to the judicial proceedings and court sessions 

(Donoghue, 2017). 

Electronic case management system (ECMS): ECMS are electronic platforms 

with databases that contain all the inserted case details, which are systematically indexed 

and archived while providing multiple authorized users the ability to retrieve, transmit 

and view the information stored in the database (Bajandas & Ray, 2018). 

 Electronic court filing (e-filing): Electronic court filing is an automated process 

that allows the electronic submission of initial claims or complaints, pieces of evidence, 

briefs, and other documents via an ECMS (Bajandas & Ray, 2018). 

IT officers: IT officers are specialists who help organizations to effectively and 
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efficiently use technology to achieve business goals, objectives, and strategies (ACT 

Government, 2007). 

Judicial institution: Judicial institution refers to a branch of a government or 

group of governments that are the responsible authority in charge of the interpretation of 

the law, adjudication of legal disputes, and administration of justice; these institutions can 

be courts, tribunal, or administrative bodies (Fon, 2019).  

Assumptions, Limitations, and Delimitations 

Several events influence research and associated outcomes. The acknowledgment 

and documentation of these events help to ensure integrity. Here, I considered the 

assumptions, limitations, and delimitations for this qualitative case study.  

Assumptions 

Assumptions are the conditions that the researcher accepts and considers as real 

and plausible without proof or verification (Twining et al., 2017). The first assumption of 

this study was that the designated electronic court processes in the studied judicial 

institutions complied with the court procedures existing in the court rules of procedures 

and practice directions. The second assumption of this study was that the participants 

would adequately represent the selected population. The last assumption was that the 

participants would adequately represent the case selected for this research study.  

Limitations 

In qualitative research studies, limitations often refer to the aspects of research 

that the researcher cannot control, such as errors in measurement, errors in data 

collection, and an inadequate number of participants (Twining et al., 2017). Reporting the 
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limitations of a research study is advised because it provides the required information to 

replicate or conduct similar studies to other researchers and a perspective to extend the 

findings of the study (Hemkens et al., 2016). The main limitation of this study concerned 

the limited number of IT officers working as ACSAs, CSAs, or HITs located and 

working in African regional and subregional courts. I mitigated this limitation by using 

the census sampling method, a type of purposeful sampling method that requires 

selecting all the population members. The census sampling method is appropriate for 

research studies with a relatively small number of cases (Etikan et al., 2016). 

Delimitations 

Delimitations are boundary conditions that researchers set within the context of a 

study to control the generalizability of the findings (Brusse et al., 2016). This research 

study included only regional and subregional courts located in Eastern Africa. I only 

considered IT officers with at least 3 years of experience and working as ACSAs, CSAs, 

or HITs in the case organizations or any African subregional organization over their 

career. Finally, I focused on judicial institutions and IT officers in Eastern Africa rather 

than on the overall African region. 

Significance of the Study 

Contribution to Information Technology Practice  

IT departments in judicial institutions usually pilot the digitization of court 

processes to create e-justice systems and improve justice delivery to citizens with 

technology-based tools. The efficiency and effectiveness of e-justice systems are central 

to the multiple initiatives of IT departments. This study is significant to the IT practice in 
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that it could provide a detailed description of the strategies that IT officers in African 

RECs use for digitizing regional and subregional court processes to obtain reliable, 

affordable, efficient, and secure IT-based justice systems. 

Implications for Social Change 

This study has implications for social change as digitizing court processes 

involves the use of an e-justice system to facilitate the interactions between the 

population, judicial staff, legal practitioners and to provide fair and faster delivery of 

justice based on improved efficiency of the judicial system. E-justice systems enhance 

good governance, reduce corruption, and improve the transparency of judicial 

procedures, which are beneficial to the community and may contribute to a positive social 

change. Furthermore, e-justice systems reduce transaction costs and the duration of 

procedures (CITE). Saving both time and financial resources during judicial procedures 

may improve the quality of life and respect of the rights of residents of the African 

communities and citizens in general. 

A Review of the Professional and Academic Literature 

This section contains a discussion of the literature related to the digitization of 

court processes in judicial institutions worldwide with a specific interest in African 

regions and subregions. It includes a discussion of the approaches and problems that 

judicial institutions encounter when digitizing their court processes. This literature review 

also provides a critical analysis of TQM as a conceptual framework to achieve quality in 

digitizing court processes and a synthesis of various sources for an in-depth inquiry into 

the digitization of court processes in judicial institutions. I also further discuss my use of 
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a multiple case study research design. 

Literature Search Strategy 

Conducting the literature review of this qualitative case study required locating 

relevant research material from different sources, which included Google Scholar and 

Walden University Library academic research databases such as ProQuest Central, 

Science Direct, IEEE Xplore Digital Library, and EBSCOhost. The primary sources of this 

study are peer-reviewed articles and dissertations; I verified the peer-reviewed status of 

articles using Ulrich's Periodicals Directory. This literature review includes 259 articles, 

of which 224 (86.87%) are peer-reviewed, and 221 (85.32%) articles have publication 

dates within 5 years of expected approval of the study from Walden’s chief academic 

officer. In this literature review, I focus on the strategies for digitizing African regional 

and subregional court processes. The keywords I used to find literature were African 

subregional courts, court procedures, court processes, strategies, digitization, 

computerization, e-justice, e-court, total quality management, strategies for computer 

system analysts, courtroom technology, electronic filing, and case management system. I 

initially focused on literature resources within the past 5 years but later widened the 

search because the concept of court processes digitization is still unpopular in Africa. The 

African Court on Human and Peoples’ Rights (2015) emphasized the need for strategies 

to integrate technology in the delivery of justice based on each member state's needs 

assessment. 

https://ulrichsweb-serialssolutions-com.ezp.waldenulibrary.org/
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Digitization of Court Processes in Judicial Institutions 

Digitization 

Digitization refers to the process of converting materials from analog formats that 

humans can read into a digital format that only machines can read (Parviainen et al., 

2017). Digitization is the process that converts analog content into a sequence of zeros 

(0s) and (1s), a binary code format readable on a computer with the possibility of storage 

on various digital storage media such as hard drives, compact disk read-only memory 

(CD ROM), and digital versatile disk read-only memory (DVD ROM). Bandi et al. 

(2017) stated that digitization affords access to data and information resources to several 

users at the same time while removing the physical location and distance constraints. 

Bandi et al. noted that digitization involves the use of IT tools to make resources 

available for different users in various remote locations and helps reduce the cost of 

handling. Digitization makes information accessible from a digital device anywhere, 

anytime, and within many different contexts. 

Digitization of Processes 

The digitization of processes, also known as digitalization, refers to the use of 

digital technologies to change a business model and create more value (Salkute, 2019). 

Fleer (2018) stated that in governments, the digitization of administrations consists of 

changing the administrative organization and providing standards to manage and 

administer the rights, duties, and preferences of the citizens. According to Buck and Eder 

(2018), the vulgarization of computers and digital information in administrations evolved 

into hybrid administrations that function with both analog and digital systems. Parviainen 



13 

 

et al. (2017) indicated that the literature describes digitalization as digital transformation 

and the ability to transform products or services into digital variants. However, Fleer 

(2018) stated that the question of how IT can support administrative processes has now 

evolved into how digital information processes can replace administrative processes, with 

the possibility of process automation.  

Digitization of processes has also influenced the management of archives in 

various organizations. According to Kell and Booker (2018), the United Nations 

Educational Scientific and Cultural Organization (UNESCO) declared in 2011 that the 

process of archive management should follow an archival protocol that ensures the 

authenticity, reliability, integrity, and usability of archive content. Archives should 

remain accessible to everybody while respecting the applicable laws and rights of 

individuals, creators, owners, and users. The concept of information centralization is 

specific to archiving and the associated procedures, protocols, and information 

management. Kell and Booker (2018) also stated that workflow systems are central to 

archiving practice. Workflows are also specific to digitization processes as they allow 

defining specific validation steps that guide the execution of processes. Kayikci (2018) 

noted that digitization in logistics includes six main concepts, which are cooperation, 

connectivity, adaptiveness, integration, autonomous control, and cognitive improvement. 

Kayikci also noted that the latter all contribute to making information and communication 

available anywhere, anytime, in a particular context using a digital device and based on a 

set of data access rules. According to Eiseman et al. (2016), the case study related to the 

digitization undertaken in the Lillian Goldman Law Library at Yale Law School allowed 
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the organization, description, and analysis of notebooks in a website using a database, 

bibliography, inventory, and links for images. Additionally, Eiseman et al. stated that the 

digitization of processes underlines several essential questions related to the creation, 

preservation, management of information, and access to the digital images on the 

Litchfield Law School sources web portal. 

Perspectives on Digitizing Court Processes  

The digitization of judicial systems offers, in several cases, an increase in 

productivity, transparency, access to justice, a reduction of transaction costs, and trial 

length (Drossos et al., 2018). This increase in efficiency indicates that IT and e-justice 

systems contribute to the reduction of court case backlogs by improving productivity and 

access to justice. Muscalu and Hulpus's (2016) research on the digitization of court 

processes in developed European countries revealed that electronic workflows in courts 

enable faster clearance rates of cases and easier access to the judicial system. Singh et al. 

(2018) noted that the planning and designing of e-justice systems require ICT 

infrastructure and ICT training. Digitization of court processes generally consists of 

deploying electronic systems for the administration of justice with various perspectives, 

which includes one or more of the following components or features: 

Electronic Case Filing. Over the years, the manual procedures of filing in courts 

have illustrated several limits and risks such as human error, corruption, misplaced files, 

and transmission delays. According to Mohamad et al. (2019), the introduction of e-filing 

provides several advantages, such as a tremendous increase in the speed of applications 

and transmission of court documents for faster disposal of cases. E-filing provides the 
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possibility to file anytime in a day, 7 days a week, with the instant filing receipt and 

allocation of application number. In addition, the e-filing system automatically checks the 

information provided in the electronic application over the internet before saving the 

latter in an approved standard format in the platform’s database for future review. Shah 

and Gupta (2017) stated that the use of e-filing and internet service allows fewer 

paperwork burdens and better connectivity between case stakeholders for an improved 

administration of justice. However, e-filing also enables court clerks to work more 

efficiently as it considerably reduces the time and efforts spent to manage bundle cases. 

Furthermore, e-filing reduces file storage, record retrieval time frames, docketing, 

scheduling, and paper utilization, while providing transparency during proceedings. 

According to Mohamad et al. (2019), the adoption of an e-filing system and a case 

management system in the Malaysian justice system contributed to increasing the 

transparency, productivity, and efficiency of the courts, which helped in decreasing the 

backlog of cases. 

 Hassan et al. (2012) stated that South Korea began using electronic court systems 

in its Master Plan in 2001 with an electronic case filing system (ECFS) as the backbone 

of the e-court system. In 2003, the judicial electronic project announced the e-filing and 

serving of court documents by the end of 2004. The construction of the EFCS was fully 

completed and implemented for civil cases later on in 2010 for patent cases. Hassan et al. 

also indicated that the implementation of ECFS for other civil cases such as 

administrative, family, or petition filing started between 2011 and 2013. According to 

Bajandas and Ray (2018), ECMS provides a secured means for external persons to file 
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cases, submit evidence and various types of information, and access already existing 

records. Bajandas and Ray also stated that the implementation of the ECFS in the United 

States for the federal agency adjudication began in 2014 and, once stable, allowed 

reversing the existing situation with about 20% of the case processing time for case 

adjudication and 80% to gather and organize case information as well as assign cases. 

Electronic Case Management System. According to Singh et al. (2018), ECMS 

refers to a platform that allows handling case procedures securely and systematically for 

the parties, court staff, officers, and judges. The purpose of the ECMS is to ensure the 

prompt and efficient treatment of cases. It has the ability to provide important case-

related information such as the number and status of pending cases, decisions yet to be 

issued, the number of completed or not completed trials, statistical reports, and the status 

of completed cases and archives. Mohamad et al. (2019) stated that ECMS allows the 

automation of case processes and includes a planner to manage cases using the case 

application references and dates. Mohamad et al. noted that ECMS also offers the 

possibility to perform various tasks concurrently and speedily, facilitating the treatment 

of case backlogs until the complete clearance of queue. 

The strategies used for the digitization of court processes aim to respond to 

judicial institutions' primary goal, which is the administration and delivery of justice. 

Bajandas and Ray (2018) argued that in the United States, the critical factor for the 

successful implementation of the ECMS in federal agency adjudication was to ensure that 

no data loss occurred during the migration, transition, and early implementation phases as 

case managers and data entry personnel had to operate on a hybrid system (electronic and 
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paper). The implementation required the recruitment of temporary employees to assist in 

every role in the case process for judges, law clerks, and docket management employees. 

Also, policy group employees contributed to the successful adoption of the ECMS. 

In Europe, the Case Flow Management Net-project (CFMnet-project) is a 

European Union (EU)-funded research project that aimed to address the issue of court 

delays for a faster and more efficient flow of court procedures. In undertaking the 

CFMnet-project, stakeholders aimed to create a handbook and online platform articulated 

around identified, developed and shared best civil law practices. The project included a 

case management handbook with functional case flow management procedures such as 

electronic tools for monitoring or e-filing, and a case management improvement 

platform, which provided the necessary solutions for the interaction between the court 

stakeholders of the EU countries (Weers, 2016). According to Weers (2016), CFMnet 

required the collective efforts of several researchers and the visit of civil law countries of 

Austria, Belgium, Czech Republic, Estonia, Finland, Germany, Italy, the Netherlands, 

Portugal, Slovenia, Spain, and Sweden with a focus on the following areas:  

• legislative measures for timeliness in civil proceedings 

• judicial case management 

• performance management 

• use of ICT in court proceedings 

• EU cross-border disputes 

Bajandas and Ray (2018) noted that beyond the possibility of improving the filing 

procedure, submission of evidence, maintenance of records, and management of court 
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procedures, ECMS provides the opportunity to improve court processes. Bajandas and 

Ray indicated that EMCS is promising for the improvement of productivity, streamlined 

case flow, and reduction of case processing time, and better quality. ECMS usually 

operates with an integrated electronic calendar or side-by-side with electronic docketing 

and scheduling systems that are crucial in managing case processes.  Vasista (2018) 

argued that another critical factor in deploying an ECMS that offers significant value is 

the possibility to replace failing systems in courts as ECMS relies on predefined and 

approved optimized processes and workflows.  

The ECMS provides a self-service approach for case management and processing, 

which allows for the speedier treatment of cases. As previously mentioned in this section, 

the treatment time of cases correlates to judgment delivery delays and case backlogs. 

Combining an ECMS with an ECFS provides a set of essential services to the public that 

is necessary for real-time tracking. According to Vasista (2018), the integration of ECMS 

and e-filing systems within a unique e-justice or e-court management system provides 

value in two critical areas, which are (a) having a system that replaces individual failing 

systems in courts and (b) having an automated system to replace massive manual court 

systems. Automating manual court processes reduces data input and retrieval time while 

sharing data across courts and partners. 

Electronic Case Record Management System. Electronic records management 

is a crucial element in the digitization of court processes procedure as it allows the court 

to generate, maintain, and operate based on the digitized records and information. 

Virtucio et al. (2017) argued that the failure to locate any court case documents during 
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court proceedings results in the impossibility to proceed, which is responsible for case 

backlogs and delays in the delivery of justice due to lack of evidence in the form of 

records. Maseh (2015) stated that during the launch of the Kenyan judiciary 

transformation framework in 2010 to counter accumulated case backlogs, case delays, 

productivity issues, and the frustration of the citizens, the Kenyan judiciary undertook to 

deploy an ECMS. The system included a document management module and audio 

recording tools to address the delays in searching and retrieving court archives and 

records. Many kinds of literature support that digitization has changed how government 

institutions operate, generate, and manage records. According to Satirah et al. (2013), the 

combination of an electronic case record management system with an ECMS allows 

better management of the whole lifecycle of physical and electronic documents or records 

for the following purposes: 

• support the creation, editing, and management of electronic documents; 

• improve the execution of processes and the organizational workflows; and 

• create and maintain the link between the appropriate contextual information 

and the existing records to support their operation as evidence. 

Electronic Docketing and Scheduling System (Tracking). According to Satirah et 

al. (2013), the electronic docketing and scheduling system is part of the ECMS and aims 

to make all case files and dockets accessible from any allowed remote location by the 

judges, lawyers, jurors, and involved parties. Satirah et al. noted that ECMS allows 

lawyers to file a case from a remote location over the internet to create docket entries. 

Aaltonen et al. (2015) stated that in the Finnish judicial system, it is possible to book 
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courtrooms using browser-based information systems that are accessible through the 

concerned court intranet on a centralized electronic calendar. In 2011, the Finnish 

government envisioned a pretrial system that would entirely rely on an electronic system, 

in which an automated list would handle the prosecutor’s task load management. 

Aaltonen et al. (2015) noted that the scheduling system for pretrial investigation 

allows non-complex cases in a click within an accelerated process, which offers the 

possibility to resolve cases in 1 to 3 days. Aaltonen et al. specified that, on the other 

hand, all the parties receive the docket and case scheduling-related information via 

electronic calendars and assistants’ scheduling, offering an overlapping of suitable 

timeslots. During the court sessions of scheduled cases, the courtroom technology 

services and legal database information are available to the parties via a secured wireless 

network, allowing faster retrieval of information and making paper files obsolete.  

Courtroom Technology. The management of court processes through the 

traditional manual system involves the use of massive amounts of paper and hard copies 

of files. Court processes cut across the two main phases of judicial procedures, which are 

the written and oral phases. According to Donoghue (2017), as the oral phase occurs in 

courtrooms, the introduction of courtroom technology helped to improve the 

administration and management of cases and the delivery of justice. Singh et al. (2018) 

stated that the use of different types of technologies in courtrooms worldwide gradually 

allowed expediting court processes and also improved the delivery of justice. 

The digitization of court processes in courtrooms involves using technologies 

such as digital audio and video recording systems, electronic exhibit (e-exhibit) systems, 
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and video display systems. Morison and Harkens (2019) stated that in the United 

Kingdom (UK), the evolution from alternative dispute resolution (ADR) into online 

dispute resolution (ODR) revealed that technology mostly acts like a tool that assists in 

dispute resolution and not an autonomous system that can automatically process and 

settle disputes by itself. According to Donoghue (2017), the successful use of pre-

recorded videotaped trials in the UK triggered the integration of emerging technologies 

such as laptops, computers, video recorders, and many other IT hardware and software 

and promoted the rollout of pre-recorded cross-examination nationally. Prescott (2017) 

stated that the United States (US) courtrooms also implemented digital courtroom 

systems that involve using technologies such as video conferencing systems for remote 

testimonies, online form completion, triage services, mobile access, and online case 

resolution systems. 

Digitization of Court Processes and ICT Infrastructure and ICT Literacy Factors 

The availability of technology facilitates data processing and storage, speed 

retrievals, archiving, authentication, recording of proceedings, and influences the 

efficiency of the judicial system (Wangui, 2017).  According to Raikhanova et al. (2017), 

the initiative to develop an electronic government (e-government) platform with an 

integrated information system for a citizen service center in Kazakhstan revealed a need 

to provide access to ICT resources and ICT training to the target population. Bajandas 

and Ray (2018) noted that implementing an ECMS in the Federal Agency Adjudication 

National Center for States courts showed that ECMS could help agencies meet statutory 

requirements, expand public access, and improve efficiency and accuracy. Bajandas and 



22 

 

Ray also noted that the deployment of an ECMS requires the availability of IT tools, ICT 

infrastructure, and ICT training from the main stakeholders. 

The development of ICT infrastructure involves two main variables: (a) the 

acquisition of technology and (b) the maintenance of those technologies (Bankole & 

Mimbi, 2017). Gomes et al. (2018) stated that the acquisition of technology concerns the 

procurement of ICT tools such as hardware, software, and network, while the 

maintenance of technology involves developing information systems and the continuous 

training of people to operate and support the deployed system. Consequently, digitizing 

court processes requires ICT infrastructure and ICT knowledge of the identified or 

selected workforce. According to Ramli (2017), the implementation of the e-government 

initiative in Malaysia encountered challenges such as the lack of expertise and skills in 

ICT and land law ignorance. Salkute (2019) stated that the efficient use of an e-justice 

platform requires start-up training and ongoing training for the users on the deployed 

technologies. Ramli also argued that technology usually lies in technological 

infrastructure, the speed, and the efficiency of the associated software. 

Challenges Related to the Digitization of Court Processes 

The digitization of court processes requires involving everyone in the selected 

judicial organization, particularly the stakeholders and the IT departments (Riley-Reid, 

2015). In Malaysia, the launching of the electronic Syariah (e-Syariah) project consisted 

of improving the Malaysian Syariah Court's quality of services and efficiency based on 

technology. Ramli (2017) noted that the most critical challenge in implementing e-

Syariah was to standardize and automate work processes depending on the work 
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processes implemented in each state due to retaining identity working culture and the 

resistance to change. The absence of adequate laws to support the use of technology in 

the delivery of justice is current and represents a serious obstacle to digitizing court 

processes. Thalib et al. (2017) stated that the need to use evidence in court processes 

through electronic media (teleconference) in the criminal courts of South and Central 

Districts of Jakarta, in Indonesia, triggered the amendment of the 2008 law number 11 on 

information and electronic transactions. Consequently, the 2016 law number 19 replaced 

the 2008 law number 11 and added the possibility to use several elements such as 

writings, sounds, images, maps, draft photographs, electronic data interchange (EDI), 

electronic mails, telegrams, telex, telecopy, access codes, and symbols or meaningful 

perforation in court procedures. Weers (2016) stated that the Quality and Innovation 

(QAI-project), which concerns the digitization of the civil court proceedings in the 

Netherlands, combined the digitization of processes efforts with the legislative reform as 

they both require involving the key stakeholders such as judges, court staffs and lawyers 

for the digital transformation. 

Judges need to consider digitalizing in their core business and learn from the 

collaboration between legal scholars with knowledge in IT and informatics professionals 

who have knowledge about the administration of justice for productive and successful 

digitization of court processes (Wallace, 2019). The digitalization of the core business of 

an organization requires provisioning a change management policy to facilitate the 

change of professional culture and mentalities (Parviainen et al., 2017). According to 

Watson et al. (2017), the implementation experience of an integrated electronic case 
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management system in Rwanda revealed the following challenges: (a) addressing 

capacity constraints, (b) confronting institutional resistance to change, (c) promoting 

public awareness, (d) promoting access to justice, (e) adapting to scale, (f) using agile 

processes, (g) minimizing change requests, and (h) adapting procedural law. 

Consequently, the non-compliance of existing systems with electronic processes, record 

management methods, and archive initiatives require the creation of adequate standards 

and staff training. 

Digitization of Court Processes in African Regional and Subregional Judicial 

Institutions 

The second African judicial dialogue conference recommended incorporating 

technology in court processes in the regional, subregional, and national courts to enhance 

access to justice and facilitate judicial operations (The African Court on Human and 

Peoples’ Rights, 2015). The use of ICT in developing countries' judicial institutions 

improves the access and delivery of justice and reduces the cost of judicial procedures 

(Benyekhlef et al., 2015). The second African judicial conference encouraged the use of 

technology-based case management processes, including electronic case filing, mobile 

applications, and video conferencing technology to receive evidence and testimonies 

(African Court on Human and Peoples’ Rights, 2015). 

African Regional and Subregional Courts  

RECs are regional groupings of African states, which established regional courts 

with various jurisdictions and competencies over the years. According to Fon (2019), 

these regional courts include the Economic Community of West African States 
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(ECOWAS) Community Court of Justice (ECCJ), the East African Court of Justice 

(EACJ), the Common Market for Eastern and Southern Africa (COMESA) Court of 

Justice, and the Southern African Development Community (SADC) Tribunal. Fon 

(2019) stated that the most prominent African courts at the continental level include the 

African Court on Human and People’s Rights, the Organization for the Harmonization of 

Business Laws, and the African Union Chambers from the trial of former Chadian 

dictator Hissene Habre. This study considers the African continental courts as regional 

courts and the REC courts as subregional courts. 

African Regional and Subregional Court Procedures 

Several studies attempted to determine the relationship between ICT and the 

performance of the judiciary. According to Bosire et al. (2018), ICT had a significant 

influence on the Kenyan judiciary system and affected the operational performance of 

their judicial system. The use of a customer-focused delivery of service system within 

Kenyan courts also helped in improving the level of confidence in the institution, which 

is a crucial factor in eliminating or reducing the lawyer-based or parties-based case 

delays. 

The digitization of court processes aims to improve the efficiency of judicial 

systems based on the standardization of procedures, generation, storage of quality 

information, and faster access to information. According to Muscalu and Hulpus (2016), 

the strategy for digitizing court procedures considers the four major areas, which are (a) 

the efficiency of judicial procedures, (b) the increase of the level of transparency, (c) the 

improvement of the level of information security, (d) the integration of human capital, 
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financial and material resources. According to Weers (2016), digital court procedures 

allow collecting an immense amount of data while improving courts' performance in real-

time for human resources, backlogs, efficiency, and quality of decisions.  

Digitization of African Regional and Subregional Court Processes, ICT Infrastructure, 

and Literacy Issues 

The most common challenges across the African continent related to the evolution 

of several business areas are the infrastructure constraints and the ICT skills gap (African 

Development Bank, 2014; International Telecommunication Union, 2017). The ratio of 

development fluctuates depending on the region. The African Development Bank 

specified that in the East African Region, the existence of affordable and sustainable ICT 

infrastructure involves a 60% mobile penetration and a low internet penetration of 15% 

due to limited cable installation and repetitious power outage . The usage of computer 

equipment and accessories with a wired or wireless internet access point represents the 

underlying technology for digitizing court processes. In the Western African region, 

several countries also suffer from a lack of ICT infrastructure and low ICT literacy. The 

African Development Bank published that in 2008, the Nigerian government initiated a 

project of an integrated personnel and payroll information system (IPPIS) to reduce fraud 

and increase accountability in payroll administration and human resources recording. 

Additionally, the African Development Bank announced that the implementation of the 

project revealed that in addition to endemic power issues and lack of infrastructure, 

Nigeria needs to develop ICT skills and literacy using educational initiatives and 

dedicated training programs for student and business owners. 
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Developing countries do not usually have sufficient infrastructure to satisfy the 

needs of providing electronic services (e-services), such as in judiciary administrations 

(Vasista, 2018). According to Fon (2019), infrastructure development is crucial for an 

African judicial system, which includes regional and subregional economic community 

courts such as the AfCHPR, ECCJ, COMESA, OHADA, and CCJA. The promotion of 

ICT use in courtrooms can help provide the necessary ICT infrastructure and literacy that 

can facilitate access to justice for individuals and reduce case backlogs in African RECs. 

According to Bosire et al. (2018), ICT is an enabler of justice based on the development 

of infrastructural improvement and the acquisition of adequate resources. The digitization 

of court processes implemented with ICT infrastructure and ICT literature at its center is 

an enabler for faster treatments of cases and administration of justice. According to 

Gomes et al. (2018), the acquisition of technology and the training to use these 

technologies positively moderates the relationship between the workforce and the 

production in courts 

Challenges of Digitizing Court Processes in African Regional and Subregional 

Courts.  

The digitization of processes in African regional and subregional courts involves 

several challenges, which include: 

Infrastructure Challenges 

The issue of insufficient infrastructure to fulfill the requirements for providing 

electronic services (e-services) to the citizens located in developing countries also 

concerns the judiciary administration (Vasista, 2018). Countries such as the Republic of 
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Kazakhstan opted for the maximum use of public service centers (PSC) to reduce the cost 

of acquiring IT infrastructure for digitizing processes and services. Raikhanova et al. 

(2017) stated that the acquisition of ICT infrastructure for digitizing processes and 

services aims to provide public services to individuals and legal entities per city or 

region. The choice of the geographical location to deploy an e-justice system depends on 

the availability of the required infrastructure. According to Sousa and Guimaraes (2017), 

a critical step in implementing an electronic court system is the availability of enough 

infrastructure to implement the system. 

Electric Power Supply 

In several regions of the world, the power supply problem represents an essential 

obstacle to the smooth operation of computers and networks. In the Indian judiciary 

administration, the electric power supply problem remains a severe obstacle to the 

digitization of court processes and is responsible for case handling delays. Vasista (2018) 

stated that the Central Electricity Authority in India anticipated an energy deficit and 

peaking shortage of 10.3% and 12.95%, respectively, for the years 2011 and 2012, with 

the power available for only 6 to 8 hours per day in several states. Similarly, The African 

continent also has power supply problems. Pillot et al. (2019) stated that in 2014, the 

African continent counted an overall electrification rate of 42.5% with a 70% rate for 

urban electrification and 28.2% rate for rural electrification compared to developed 

countries where the respective rates mentioned above are all 100%. The power supply is 

a crucial requirement in the implementation of electronic systems for regional or 

subregional communities. 
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IT Literacy Challenges 

The effective digitization of court processes usually presents several challenges 

related to the rising level of corruption, low awareness of IT technologies and resources, 

lack of regulation implementation, and security problems (Shah & Gupta, 2017). Bosire 

et al. (2018) emphasized that the understanding and transfer of knowledge usually 

occurred through well-structured and targeted training. The training of judicial officers 

and staff to use IT tools deployed for digitized court processes is required to ensure 

quality and operational performance. Cassim (2017) noted that as the concept of 

electronic information (e-information) continues to grow, lawyers need to request, 

produce, and manage electronic documents for the advantage of their clients over the 

opponents. Consequently, the deployment of e-justice services requires IT literacy from 

the system's internal and external users, including the judicial organization’s staff and the 

lawyers representing the parties. 

Organizational and Structural Challenges  

The digitization of court processes in African regional and subregional courts 

present several structural challenges. According to Maseh (2015), Eastern and Southern 

African courts still have multiple problems with capturing and preserving court records, 

which include the (a) lack of organizational plans for record management, (b) lack of 

knowledge in records and archive management, (c) insufficient awareness on the how the 

record management supports the organizational efficiency and accountability, (d) absence 

legislation, procedures, and policies to guide the management of records (e) inadequate 
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security and confidentiality controls, and finally (f) the inexistence or record disposal 

policies and strategies for records migration.  

Policy Challenges 

The lack of procedures for managing electronic records, which is a crucial 

component in the digitization of court processes, is a serious issue across the East African 

Region (International Records Management Trust, 2011). The design of processes and 

procedures usually relies on existing policies, and the digitization of court processes 

requires an alignment between the electronic processes and the policies of the concerned 

judicial organization. According to Maseh (2015), this alignment requires the adoption, 

endorsement, and promulgation of the policy across the organization before the 

digitization process. Finally, the alignment with the current business needs requires 

regular review of policies for more quality and efficiency. 

Standardization Challenges 

Digitization generally requires the standardization of processes before automation 

or workflow designs (Salkute, 2019). Each African regional or subregional court has its 

specificity in the mandate, organizational structure, court processes, rules of procedures, 

and community law (Fon, 2019). According to Fleer (2018), digital information 

environments are not compatible with ambiguity and strongly require avoiding 

standardization bias. It is crucial to identify and establish organizational standards before 

processing the digitization of business processes.  
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Security Challenges  

A recent study related to the alignment of records management with ICT in East 

African governmental institutions such as courts revealed the existence of policies to 

manage existing paper records and not digital records (Maseh, 2015). The security of data 

and information technology services in the e-justice system guarantees the 

confidentiality, authenticity, and validity of the information (Salkute, 2019). According to 

Sovova et al. (2017), digital documents require access control rules and policies 

throughout the lifecycle of the document to avoid breaches of privacy and ensure 

compliance with security standards such as the Health Insurance Portability and 

Accountability Act (HIPAA), General Data Protection Regulation (GDPR), and others. 

Total Quality Management 

As the IT world continues to evolve, IT engineering continues to focus on 

problem-solving with customer satisfaction in mind. Alhassan et al. (2017) stated that 

TQM is a conceptual framework that formalizes various organized steps for continuous 

development. According to Milakovich (1991), TQM is a total organizational approach 

that focuses on customer needs and expectations based on the involvement of everyone, 

including managers and employees, to improve organizational processes, products, and 

services. I chose TQM as a conceptual framework based on an extensive review of the 

literature and the research question of this study, which attempts to identify the strategies 

that IT officers in African RECs use for digitizing regional and subregional court 

processes to improve African e-justice systems. Laszlo (1997) stated that TQM uses an 

approach that focuses on customer satisfaction by involving everyone in the organization 
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and continuous improvement. Additionally, Black and Revere (2006) indicated that TQM 

aims to improve processes, outcomes, or services to impact the satisfaction of the 

customer. The digitization of courts of processes helped in improving access to courts, 

expediting courts procedures, and reducing case backlogs in countries such as the US, 

India, Kenya, and Malaysia (Greenwood & Brinkema, 2015; Krishna, 2018; Maseh, 

2015; Satirah et al., 2013) and requires the involvement of all the major stakeholders to 

achieve quality.  

Evolution of TQM 

The quality improvement concept started in Japan around the end of the Second 

World War in the mid-1940s (Shanmugasundaram & Vikram, 2015). Black and Revere 

(2006) stated that the TQM movement, also known as the efforts for company-wide 

quality improvement, originated from W. Edwards Deming via 14 principles for quality 

improvement and a direction in rebuilding Japanese production around the early 1950s. 

Shanmugasundaram and Vikram (2015) indicated that W. Edwards Deming, the 

responsible for the production of quality war materials in the US during the second world 

war, implemented 14 principles for quality improvement in the Japanese Industries, 

which are as follows: (a) create consistency of purpose towards improvement, (b) adopt 

the new philosophy by management and workers alike, (c) do not depend on mass 

inspection but build quality into the product and process, (d) choose quality suppliers 

over low-cost suppliers to minimize variation in raw materials and supply, (e) improve 

consistency to reduce variation in all aspects such as planning, production, and service, 

(f) institute training on the job, (g) institute leadership, (h) break down barriers between 
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departments in the organization, (i) eliminate slogans, exhortations, and targets for zero 

defects and higher levels of productivity, (j) eliminate management objectives and 

quotas, (k) remove barriers to worker satisfaction, (l) institute self-improvement and 

education; and (m) keep everyone responsible for continuous improvement for improving 

quality especially top managers.  

The Union of Japanese Scientists and Engineers (JUSE) invited Joseph M. Juran, 

the second American highly qualified in quality improvement, to Japan in 1954. 

According to Shanmugasundaram and Vikram (2015), Juran introduced the concept of 

trilogy, a quality management approach that refers to quality planning, quality 

improvement, and quality control. Shanmugasundaram and Vikram also noted that 

contrary to Deming, Juran focused on a top-down management approach with the 

following ten (10) steps to quality and not the worker pride and satisfaction: (a) build 

awareness of the opportunity to improve, (b) set-goals for improvement, (c) organize to 

reach goals, (d) provide training, (e) carry out projects to solve problems, (f) report 

progress, (g) give recognition, (h) communicate results, (i) keep score, (j) Maintain 

momentum by making annual improvement part of the regular systems and processes of 

the company.  

The quality pioneers continued with the evolution of quality management in the 

1960s with the introduction of risk management into the process. Weckenmann et al. 

(2015) stated that the introduction of risk analysis allowed managers to identify the 

causes of quality failures and reduce the probability of additional cost due to poor quality 

of products and services. Cwiklicki (2016) noted that during the same period, the addition 
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of another universal perspective to quality management named total quality control 

(TQC) became attractive in Japan from1960 to 1965 with companies such as Toyota and 

Nissan. The purpose of TQC was to improve the overall quality of organizations, 

particularly in the manufacturing field. Singh and Singh (2015) stated that the Japanese 

used several quality control instruments discovered from Juran and Deming's works. 

During this phase of the evolution of TQM, the Japanese business community started 

using the TQC and quality improvement tools of Juran and Deming. 

Following the adoption of TQC and quality improvement tools, the Japanese 

manufacturers developed a particular interest in TQM. Cwiklicki (2016) stated that 

Japanese manufacturers were the first to use TQM during the 1970s. Psoman and Jace 

(2016) argued that the early versions of TQM were similar to TQC but included several 

success factors, such as top management buy-in, customer orientation, stakeholder 

management, employee training, employee involvement, continuous improvement, and 

organizational change. As TQM was similar to TQC, the Japanese were the first to use 

the TQM framework. The additional criteria of TQM provided more quality improvement 

approaches and procedures to the manufacturing industry in Japan. 

The success of TQM in Japan triggered the popularity of the TQM in the United 

States in the 1980s. According to Weckenmann et al. (2015), Deming refined TQM into a 

theory and noted the importance of achieving process improvement and innovation based 

on customer feedback and satisfaction. Faciane (2018) discussed that Deming completed 

the TQM model in the 1980s with a holistic approach that included a method flexible 

enough for innovation or improvement but focused on quality and customer satisfaction. 
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Petersen (1999) identified Philip B. Crosby, the founder of the Quality College, 

conducted as another significant contributor to the TQM movement. Petersen argued that 

Crosby promoted the work on zero defects and developed his quality improvement 

process in the early 1980s and used a variety of graphic aids, well-coordinated, rapid-

moving discussions, and crisp but straight to the point responses to address the questions 

providing from corporative executives. According to Shanmugasundaram and Vikram 

(2015), Crosby proposed four significant principles to the TQM movement, which are (a) 

the definition of quality in conformance to requirements (requirements meaning both the 

product and the customer’s requirements), (b) the system quality is prevention, (c) the 

performance standard is zero defects, and (d) the measurement of quality is the price of 

nonconformance. 

Tenets of TQM  

Over time, different sources have defined TQM in several ways. Dedy et al. 

(2016) summarized TQM as a set of organization strategies, practices, and tools aiming 

for the improvement of organizational performance based on the following critical 

success factors: 

Top Management. The leadership and commitment of the top management are 

essential in the implementation of TQM. According to Aquilani et al. (2017), managers 

must identify the most critical success factors (CSF) for their organization, situation, 

goals, strategies, and expected performance based on their vision and business model. 

Laszlo (1997) stated that the lack of support from the top management is one of the 

significant reasons for TQM failure in organizations. Deming (1986) indicated that the 
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failure to adopt quality programs is related to poor decisions of the top management. 

According to Obeidat et al. (2016), the commitment of high-level managers contributes to 

developing all staff skills and capacities to give the organization a skillful salesforce for 

high-level quality and customer satisfaction. The top management is also responsible for 

providing approval for necessary actions within the organization, which is essential in the 

case of project and enterprise activities or operations. 

Leadership. Leadership in the organizational context involves creating an 

environment where everyone feels empowered to contribute to solving identified or 

existing problems creatively. Dedy et al. (2016) stated that leaders have the responsibility 

of understanding and recognizing the crucial element and provide a vision articulated 

around quality and meeting customer’s expectations. Furthermore, Alghamdi (2016) 

stated that one of the critical roles of leadership is to provide empowerment for 

employees. Psychogios and Priporas (2007) indicated that top-management would be 

much reliable and obtain the collaboration of employees if they show leadership skills by 

making the right decisions. Kluse (2009) argued that TQM is a powerful approach for 

change and continuous improvement that requires leadership, commitment, a central 

purpose, and training to create a cultural transformation across the organization. In TQM, 

leadership requires involving everyone as well as adopting a teamwork approach 

Continuous Improvement.  TQM uses the continuous improvement factor to 

support the development of organizations' work performance at any time (Mohammed et 

al., 2017). According to Obeidat et al. (2016), the continuous improvement factor of 

TQM concerns all types and levels of work, from the high-level planned planning and 
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decision-making to the operational work elements. Psychogios and Priporas (2007) 

believed that with TQM, the employees involved in the process remain involved in 

continuous improvement, which is a characteristic of the bottom-up approach for 

problem-solving. 

Communication. Communication refers to the exchange of information or data 

between two parties. It is essential to the excellent functioning of organizations as it can 

improve business workflows, efficiency, and overall productivity. Psychogios and 

Priporas (2007) stated that teamwork is critical to TQM and requires sound 

communication between the team members and top management. Dedy et al. (2016) 

emphasized that when communication is inexistent, organizations cannot function, and 

when communication is insufficient, it makes the entire organization suffer. Psychogios 

and Priporas (2007) also noted that the TQM environment requires excellent 

communication skills, working with groups skills, and group leadership skills. 

Customer Focus and Satisfaction. Customer focus is one the most crucial piece 

of the production process because it defines the guidelines for producing and delivering 

products and services to satisfy customers' present and future needs and expectations 

(Deming, 1986). Additionally, Alkhalifah (2017) indicated that customer satisfaction 

refers to the perception of pleasure fulfillment following the delivery of a service or a 

product. Mohammed et al. (2017) believed that most researchers rely on customers’ 

performance or customer satisfaction and work performance to achieve TQM in 

organizations. 

Employee Involvement. TQM relies on an approach that allows the management 
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and employees to get involved in the continuous development of products and services 

(Obeidat et al., 2016). According to Psychogios and  Priporas ( 2007), the involvement of 

everyone in the organization is a means to collect various types of needs for the 

deployment of a new solution or upgrade of an existing one. Powell (1995) noted that the 

participation of all the employees to a global quality strategy increases the flow and 

quality of collected information, which distributes knowledge across the organization for 

a better resolution of problems. 

Teamwork. Teamwork refers to the process of fulfilling. Thompson (2011) stated 

that teamwork requires independent work and action and cooperation through set 

activities to achieve a common goal with the best possible outcomes. Also, Quazi et al. 

(2002) believed that the coordination of activities involves creating teams to improve 

performance and quality. Psychogios and  Priporas ( 2007) stated that teamwork enables 

employees’ participation in decision-making processes and plays a crucial role during the 

implementation of TQM. 

Training. The literature review of TQM underlines the importance of training for 

the successful implementation of TQM. Training is the best way to implement and 

reinforce quality practice and can be the driver for improving the quality culture 

(Alghamdi, 2016). The combination of training and involving everyone is crucial for 

quality management practice. All the stakeholders and users need to learn about the 

deployed technologies for the efficient operation of the business processes. According to 

Obeidat et al. (2016), the presence of better employees leads most of the time to excellent 

performance. Al-Sarayrah et al. (2016) believed that companies need to provide 
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professional training to their staff to allow them to acquire the latest skills and knowledge 

for better efficiency and performance in their workplace. Additionally, Psychogios and 

Priporas (2007) argued that traditional management approaches involve the isolated 

resolution of problems at the department level while the TQM approach focuses on the 

whole organization needs and quality, not and without any departmental restrictions/ 

Product Design. The product design element of TQM aims to improve the 

quality of the product for better results for the organization (Obeidat et al., 2016). 

According to Kaynak and Hartley (2008), product design minimizes process differences 

based on the lowest number of parts and the reduction of the variety of parts, which aims 

to improve quality and reduce cost. TQM supports the design of products and services as 

well as the means to achieve them depending on the case or organization and concerns 

the design of products, services, or processes. Additionally, Gómez et al. (2017) stated 

that the product design element of TQM emphasizes the need to design products aligned 

with customers' needs through teamwork. Ferdousi et al. (2018) stated that improved 

product design contributes to enhancing quality performance and leads to competitive 

advantage. 

Process Management. TQM focuses on continuous process development or 

management within organizations to provide more significant value and meet customers’ 

needs, focusing on accepting, sharing, and responding to customers using marketing 

needs (Obeidat et al., 2016). TQM is a continuous means for process management and 

improvement through the management, employees, and overall organization for the profit 

and satisfaction of customers. Dedy et al. (2016) also noted that TQM is a management 
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attitude that focuses on internal process management to satisfy the more considerable 

customer value and needs. Ferdousi et al. (2018) defended that TQM practices improve 

and contribute to standardizing processes, enhancing competitive advantage. 

Contemporary TQM 

Several contemporary frameworks and processes for continuous improvement of 

quality initiatives rely on TQM principles. According to Hallissy et al. (2016), 

International Standard Organization (ISO) 9000 and the capability maturity model 

integration (CMMI) are two common quality management frameworks used in 

contemporary organizations. Joyce (2015) noted that Six Sigma is also a generally 

implemented framework. However, Lyu and Liang (2014) and Yoon et al. (2015) showed 

that most contemporary frameworks focus on a single aspect of quality, such as CMMI 

and Six Sigma, which both focus on software process improvement (SPI) and ISO 9000 

on documentation. The latter do not offer a global view like TQM. 

Capability Maturity Model Integration (CMMI). CMMI is a software process 

improvement framework used in various types of projects. According to Lacerda and von 

Wangenheim (2018), CMMI allows the assessment of an organization's maturity and 

guides the improvement in terms of capability, which is the ability of a process to achieve 

or contribute to a required goal. However,  Lacerda and von Wangenheim noted that 

CMMI only focuses on two dimensions, which are the structure measurement and the 

process attribute. Additionally, Lyu and Liang (2014) indicated that the process 

improvement based on the CMMI approach applies to projects, departments, and 

enterprises to align activities with the business strategy. Consequently, the choice of this 
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framework for an organization should rely on how well CMMI aligns with the 

enterprise's needs and practices. 

ISO 9000. The success of TQM in both japan and the United States created a 

focus of business leaders on quality, which created a need for international quality 

standards in the international business community (Weckenmann et al., 2015). Militaru 

and Zanfir (2016) argued that manufacturing managers could improve the quality of their 

products and their financial performance based on ISO and the production of quality 

products. According to Barata and Cunha (2017), the literature review of synergies 

between information systems/IT and quality management systems (QMS) provides 

alternative quality management approaches based on TQM or ISO 9000s standards. The 

TQM model is the foundation for the ISO 9000 international quality improvement model.  

ISO 9001 supports the adoption of quality principles in business processes and IT-based 

on context awareness and documentation. According to Busu and Busu (2017), the 

Deming principles of TQM exist in the quality standards of ISO and the International 

Electro-technical Commission (IEC). Barata and Cunha (2017) argued that the main 

difference is that TQM relies on an approach that depends on a systematic view of the 

organization, focusing on the continuous improvement of processes, while ISO 9000 

relies on a series of quality standards from the ISO organization. Alghamdi (2016) stated 

that the primary purpose of ISO 9000 is to provide guidance and tools for companies and 

organizations aiming to ensure the quality of their products and services to satisfy their 

customers' needs.  

Six Sigma. In addition to ISO, Six Sigma introduced other quality management 
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concepts that obtained the attention and adoption of several business leaders and 

communities. According to Pande et al. (2000), Six Sigma overcame some of the critical 

shortages of TQM, such as the failure to break down internal barriers and unclear quality. 

Sabet et al. (2016) stated that Six Sigma is another successful quality management 

approach, which demonstrated faster and better records of effectiveness for quality 

improvement when built on the foundation of TQM. Andersson et al. (2006) noted that 

six sigma is a quality management approach rooted in the management philosophy of 

TQM, which does not substitute to TQM but instead gathers a set of tools and concepts 

aligned with its principles.  Raja Sreedharan et al. (2017) argued that TQM and Six 

Sigma are continuous improvement initiatives, which, when applied within a 

government, provide the best services needed for the satisfaction of the citizens of the 

concerned country. Bumblauskas and Kalghatgi (2018) stated that the Lean Six Sigma 

approach, a combination of the Lean and Six Sigma approach, was used for process 

improvement in the Irish court Services Dublin Circuit Court.  

Supporting Conceptual Models. The Plan-do-study-act (PDSA) cycle of 

Shewhart (1939) that Deming (1985) later re-branded as plan-do-check-act (PDCA) relies 

on the approach that constant evaluation and testing are essential to quality. In the same 

line, Crosby (1992) promoted quality measurement, also known as baselining, quality 

awareness, corrective action, and removing sources of errors. PDSA and PDCA are 

supporting frameworks of TQM. Yoon et al. (2015) indicated that planning allows tests 

focused on improvement, doing is executing the test, checking is the examination of 

results, and acting is the initiating of action based on the analysis.  The PDCA cycle uses 
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an approach that promotes continuous improvement, which is crucial in achieving 

customer satisfaction. 

The system theory model relies on an approach that aims to explain behaviors of 

systems based on propositions, axioms, and understanding current situations, which 

correlates with the customer involvement aspect of TQM (Katina, 2015). Additionally, 

Deming's 14-point management method (1982, 1985) relates system theory as a 

supporting model of TQM. Systems theory involves customer involvement, continuous 

improvement, and customer satisfaction in the form of objects or persons working 

together to produce an expecting result. 

The user-centered design relies on a model that focuses on users’ practical 

knowledge to design processes of actual technology via the designer’s observations 

(Greer & Harris, 2018). Additionally, Calvillo-Arbizu et al. (2019) stated that user-

centered design maximizes users’ acceptance by targeting and involving users throughout 

the requirement, process, and product development. Stara et al. (2018) stated that user-

centered design uses a model that places users at the center of the design of processes, 

products, and systems. Consequently, User-centered design focuses on customer 

satisfaction like TQM through the design of system processes and products based on 

customer needs. 

Contrasting Conceptual Models. Among the contemporary models for quality 

management, some models contrast with TQM due to differences in critical elements. 

Lyu and Liang (2014) showed that Six Sigma allows achieving quality based on meeting 

specifications and not customer satisfaction. Additionally,  Lacerda and von Wangenheim 
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(2018) stated that CMMI contributes to achieving quality based on structure 

measurement and the process attribute instead of customer satisfaction. Barata and Cunha 

(2017) described ISO 9000 as a set of management standards to achieve quality, which 

does not rely on customer satisfaction. 

 The management by objective (MBO) is another model of quality management 

that contrasts with TQM. Deming (1985) showed that MBO is a model that aims to 

improve organizational performance based on the alignment of smaller goals throughout 

the organization’s structure. Additionally, Deming (1985) illustrated that MBO generates 

a focus on short-term performance, reduced teamwork, and reduced individual morale. 

Islami et al. ( 2018) stated that MBO is a performance assessment model that focused on 

effectiveness, which is different from customer satisfaction. The variances between MBO 

and TQM make MBO a contrasting conceptual model to TQM. 

TQM and the Quality of the African Regional and Subregional E-justice System 

The African regional and subregional courts' main objective is to deliver justice 

for the African communities while respecting the established community law and time of 

procedures. The digitization of court processes falls inside an overall e-justice system that 

aims to provide more quality, effectiveness, efficiency, and speed based on the use of 

ICT to treat filed cases. According to Issa and Wamukoya (2018), the Dar Es Salaam 

Commercial Court in Tanzania used electronic record management to improve access to 

courts, minimize case backlogs, and increase the speed of handling filed cases. 

Minimizing the case backlogs and increasing the speed of case handling during the 

process of justice delivery are two correlated factors among several others to achieve 
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quality. According to Issa and Wamukoya (2018), the aim of a sound justice system relies 

on an approach that always treats users with fairness and respect while making them and 

their needs central. Dahlgaard-Park et al. (2018) stated that the described approach is 

similar to the essence of TQM, which consists of continuous improvement for customer 

satisfaction by involving everyone. The users of the justice system are also the 

stakeholders and in the form of customers in TQM. The fact that the justice system aims 

to always treat the users with fairness and respect falls into the continuous improvement 

scheme of TQM. The involvement of everyone during the design of e-justice systems 

allows formulating the adequate requirements for the deployment of a system focused on 

the users' needs.  

Management inventions such as TQM depend on IT, which supports a response 

mechanism that enables communication, modeling methods, collaboration tools, and 

application of cutting-edge systems (Alhassan et al., 2017). Also, the multiple 

information exchanges between the IT officers responsible for digitizing the court 

processes and the entire employees involve teamwork and the top management's 

commitment to the system's adequacy. Dahlgaard-Park et al. (2018) stated that the 

successful implementation of TQM requires a start from the top of the organization, 

where there is a need to develop a consistent commitment to quality and leadership. The 

product and service design are crucial in TQM and African regional and subregional 

courts as they impact the quality of the product or service and the outcomes and 

performance of the organization. 

Consequently, the TQM approach provides the foundation and guidelines tools to 
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support the digitization of African regional and subregional court processes. The TQM 

tenets based on Dedy’s model, which are the top management commitment, leadership, 

teamwork, training, customer focus and satisfaction, communication, process 

management, product design, employee involvement, continuous improvement, are all 

applicable and will help to achieve quality concerning the digitization of court processes 

in African regional and subregional RECs judicial institution. According to Bolatan et al. 

(2016), technology plays a crucial role in quality management. It is a combination of 

software, hardware, and knowledge to better understand the natural world and solve 

identified problems. 

Addressing the Quality of Digitization Efforts With TQM 

TQM involves a management approach that aims to improve the performance of 

organizations while taking into consideration the satisfaction, loyalty, and activities of 

customers for the development of firm strategies (Aquilani et al., 2017). TQM provides a 

set of practical tools and techniques that contributes to meeting the needs and 

expectations of organizations such as regional and subregional courts. According to 

Shahmohammadi (2017), TQM allows screening individual tasks or activities and 

provides guidance towards process improvement, which allows achieving the desired 

result in a shorter time. TQM operates with the philosophy of continuous improvement, 

involving everyone, and customer satisfaction to increase productivity and efficiency. 

TQM should allow achieving quality in digitizing African regional and subregional court 

processes, which should affect these courts' performance by improving access to justice, 

reducing case backlogs, and increasing the speed for the treatment of cases. Wangui 
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(2017) stated that in the Kenyan judiciary system, the underutilization of IT undermines 

the quality, speed, and efficiency of court services, which affects the case backlog ratio, 

efficiency, and quality of court procedures and processes. Additionally, Wangui noted 

that the full integration of IT in the overall Kenyan judiciary court system and the 

continuous training of staff was required to reduce case delays, also known as case 

backlogs. 

Furthermore, the users' or stakeholders’ needs should always guide the 

digitization of court processes. Benyekhlef et al. (2015) argued that the digitization and 

ICT initiatives in several developing countries to improve access to justice and minimize 

the backlogs of cases failed due to high expectations, poor assessment of costs, 

inadequate implementation of IT solutions, and misidentification of the stakeholders’ 

needs. Ultimately digitizing court processes requires a sound ICT infrastructure and 

significant ICT knowledge to achieve quality. 

Computer System Analysts’ Influence on the Quality of Digitization Efforts 

In collaboration with William Edwards Deming and Lilian Gilbreth, Standard's 

Ben Graham developed the paperwork simplification technique in the 1940s, which 

consisted of developing the way data flows through a typical organization based on a set 

of symbols describing the various associated actions in terms of cause and effects. 

According to Williams (2003), the involvement of system analysts in customer problems 

started in the 1950s when salespeople and sales managers realized that a customer’s 

problem required the services of analysts with the duty of applying the paperwork 

simplification technique to find a solution for a large number of customers in case of 
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problems.  

Leadership, information analysis, training and education, product/service design, 

process management, customer focus, and satisfaction are critical success factors (CSF) 

assimilated to variables that contribute to determining organizations' performance 

through successful implementation of TQM (Aquilani et al., 2017). IT officers of African 

regional and subregional courts should lead the design of electronic court processes 

following the collection and gathering of the needs and requirements formulated by the 

stakeholders and vetted by the management of the organization. The careful analysis of 

the collected information should allow the design of adequate products or services for 

digitizing their court processes, which is crucial to achieving quality. 

TQM involves the use of different tools and techniques to improve work 

performance (Mohammed et al., 2017). According to Brah and Lim (2006), there is a 

relationship between quality management, technology, and performances as TQM 

intermediates technology transfer performance and quality performance. Consequently, 

the successful implementation of the TQM principles in a project or organization 

mediates the deployment of any new technology and provides the necessary guidance to 

achieve quality. Khanam et al. (2013) undertook a study that revealed the importance of 

implementing TQM with IT resources to achieve customer satisfaction in IT and 

telecoms. According to Oakland (1989). TQM enables the organization and involvement 

of the entire organization, every department, every activity, and every individual at every 

level.  
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Critical Evaluation of Themes 

The main themes in this study focus on information related to the administration 

and delivery of justice in African regional and subregional courts of justice. The 

investigations on the various approaches and challenges for digitizing court processes 

facilitated identifying the main themes, which included standardization, IT literacy, 

structural and organizational constraints, communication, policy, infrastructure, security, 

and quality. Most of these themes aim to ensure effectiveness and quality in the execution 

of court processes. ICT Infrastructure challenges are recurrent in the digitization projects 

as digitization involves using different methods and platforms to convert information 

from analog to digital and safely store data (David & Alayon, 2016). Digitization requires 

the protection against hacking to obtain the vetting of most judicial institutions such as 

American and European courts (Panezi, 2017). ICT literacy promotes record-keeping and 

access to legal services in court systems (Bumblauskas & Kalghatgi, 2018). Also, 

standardization, structural organization, and policies are factors that promote quality for 

process improvement, which is key to performance. TQM focuses on process 

improvement, customer satisfaction, and involving everyone, which guided the analysis 

of the themes identified in this study. 

Transition and Summary 

The digitization of court processes requires developing ICT infrastructure and the 

ability to operate digital hardware and software (International Telecommunication Union, 

2017; World Bank Group, 2016). Digitizing court processes in African regional and 

subregional courts offer several benefits, which include the provision of the appropriate 
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ICT infrastructure, ICT literacy, the potential for a drastic reduction of case backlogs, and 

resolve access to justice issues. At any phase of the judicial procedure (written or oral), 

technology-based tools and workflows related to e-filing, case management, electronic 

records management, electric docketing, and scheduling systems, and courtroom 

technology can work as an overall system to provide real-time reliable and efficient 

solutions for the speedy delivery of justice to the African regional and subregional 

communities. 

Identifying the best practices and strategies for successfully digitizing court 

processes based on TQM, the conceptual framework selected for this study, requires a 

deep understanding of the processes by involving everyone and keeping the stakeholders' 

satisfaction at the center of the study. The implementation of quality principles allows 

improving the organization's effectiveness and helps in the journey of achieving its 

mission and objectives (Raja Sreedharan et al., 2017). The literature review of this study 

contains various information about different types of courts that are relevant for digitizing 

the court processes of regional and subregional courts located in African RECs. 
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Section 2: The Project 

This section includes crucial information about the research method, design, and 

methodologies used in this study. As the researcher, I described my role, the selection 

criteria for the research participants, the population sample, and the study's ethical 

research principles. I also explained the data collection method and clarified the 

processes used to perform the data analysis. 

Purpose Statement 

The purpose of this qualitative multiple case study was to explore the strategies 

that IT officers in the eight African RECs use for digitizing regional and subregional 

court processes to improve African e-justice systems. The population of this study 

included IT officers working as ACSAs, CSAs, and HITs in regional and subregional 

courts of justice with digitized court processes and located in Eastern Africa. Leaders of 

judicial institutions can use the findings of this study to understand the strategies that IT 

officers can implement to digitize court processes in African regional and subregional 

courts. This study may contribute to a positive social change as it has the potential to 

improve the job performance of court employees and facilitate the access and faster 

processing of cases for citizens of the African RECs regardless of citizens’ distributed 

geographic locations. 

Role of the Researcher 

In a qualitative case study, the researcher is the primary instrument of data 

collection and is responsible for the selection of the study site, participants, instruments 

for data collection, and analysis of data (Baillie, 2015; Sorsa et al., 2015). I was the 
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primary data collection instrument in this research study and gathered all data. I 

interviewed, collected, transcribed, coded, analyzed, interpreted data from all sources, 

and I generated this report. I was familiar with the topic because I have occupied the 

position of computer analyst in a Western African subregional court since 2011. I visited 

the Eastern African region once in 2013 but never had any previous relationship with the 

potential case organizations and participants for my research study.  

The Belmont Report requires the respect of human subjects, beneficence, and 

justice, which are achieved using written consent forms (Hammer, 2016; Lantos & 

Spertus, 2014; Miracle, 2016). The participant consent form includes various information 

such as the purpose of the study, the possible risks, the voluntary nature of the study, and 

the freedom to withdraw from the study (Miracle, 2016). I used participant consent forms 

to comply with the Belmont Report principles. Additionally, I followed the processes 

described in the ethical research section of this study to ensure that all human participants 

were respected and treated ethically throughout this study. 

Qualitative studies usually involve biases from the researcher during the interview 

(Morrison & Stomski, 2015). It is possible to mitigate the researcher’s bias through the 

use of interview protocols and proper interview recordings (Castillo-Montoya, 2016). I 

followed the interview protocol attached in Appendix A to minimize these biases. In 

qualitative research, data collection methods from multiple types of data sources help to 

mitigate biases (Yüzbasioglu & Babadogan, 2016). Acceptable sources of data include 

interviews, documentation, historical records, and direct observation (De Massis & 

Kotlar, 2014). I collected and analyzed data from eligible participants from different 
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acceptable sources based on the multiple case study design criteria defined for this study. 

The use of an interview protocol enables a researcher to have guided 

conversations with the participants and ensures the consistency of the data collection 

method (Dikko, 2016). Interview protocols ensure that the researcher asks the same 

questions in the same order to all participants and is consistent in repeating the same 

process (Dikko, 2016). According to Rivard et al. (2014), interview protocols should 

include five steps, which are build rapport, avoid leading questions, avoid interrupting the 

participant, allow long pauses, and ask follow-up questions to fill in gaps. I used the 

protocol included in Appendix A to ensure asking the same questions and the provision 

of fair treatment to all participating IT officers. Additionally, I used the protocol in 

Appendix A to document field notes and observations during interviews. 

Participants 

For this qualitative multiple case study, identifying eligible participants able to 

provide a detailed description of the case was essential. The eligibility criteria in a 

qualitative case study include the requirements to select the case participants based on 

their ability to provide detailed descriptions of the studied phenomenon (Hanson et al., 

2016; Noyes et al., 2016). The participation eligibility criteria for this study included (a) 

IT officers working as ACSAs, CSAs, or HITs in any of the four Eastern African regional 

or subregional courts of justice for at least 3 years and (b) individuals with whom I did 

not have a personal or professional relationship. I established these criteria to ensure 

selecting the appropriate participant for this study. 

Before any communication with eligible participants, the researcher must (a) 
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comply with the Belmont Report, which requires three elements of informed consent: 

information, comprehension, and voluntariness, and (b) obtain the approval of the 

relevant institutional review boards (IRB), which is responsible for the assessment of the 

risks and benefits of the research (Ciolfi & Kasen, 2017; Lantos & Spertus, 2014; 

O’Brien & Steele, 2017). Before any communication with the eligible participants, I 

obtained approval from the Walden University IRB. Gatekeepers are individuals who can 

recognize the value of a study, provide suggestions on gaining access, and have influence 

within an organization (Hoyland et al., 2015). Gatekeepers can facilitate contact with 

participants based on the trust and rapport they have with participants while emphasizing 

the benefits of the study (Peticca-Harris et al., 2016). I considered contacting the various 

case organizations through their chief registrar, who could serve as the gatekeeper and 

approving authority for the letter of cooperation regarding the research study. However, 

although gatekeepers can help with granting permission to contact potential participants, 

they cannot guarantee the cooperation of the participant with the researcher (McRae et 

al., 2013). Because of the possibility of gatekeeper failure, I used organizational 

information to identify potentials participants, engaged the informed consent process with 

potential participants, and managed the interview scheduling procedures with selected 

participants. I sent a consent form and a copy of the signed letter of cooperation included 

in Appendix B to obtain access to the selected participants. 

In qualitative studies, the need to establish a working relationship with the 

participants is crucial to the data collection process (Alami, 2015; Haahr et al., 2014; 

Hoover & Morrow, 2015). Additionally, having a general discussion with the participants 
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before the actual interview increases trust (Patton, 2015). After receiving IRB approval 

and the signed letter from the gatekeepers of the various case study organizations, I had a 

general discussion with the participants to establish working relationships and trust with 

them and facilitate effective and efficient data collection. I started with a personal 

introduction before briefing all eligible participants about the purpose of the study, 

criteria for participant selection and the associated recruitment procedure, the estimated 

duration of the study, as well as the role of the researcher in the whole study. According 

to Bennett et al. (2016), open communication and honesty with participants during 

interviews are crucial to establish a good working relationship. Finally, I ensured that 

participants understood that the interviews were about their input and experience related 

to the case of study to prompt detailed responses. 

Research Method and Design 

Research refers to a conscious action to obtain new knowledge related to one or 

more questions concerning a particular topic using an identified technique to conduct the 

research (Martensson et al., 2016). The selection of the research method relies on the 

goals of the study and the central research question (Hayes et al., 2013). Accurate 

methodologies include positivism, postpositivism, interpretivism, and pragmatism 

(Wahyuni, 2012). However, the selection of the research design relies on the choice of 

the research methodology (Wahyuni, 2012). 

Method 

Conventional research methodologies include qualitative, quantitative, and mixed 

methods (Molina-Azorin, 2016). Positivism relates to the quantitative methodology, 
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interpretivism relates to the qualitative methodology, and pragmatism relates to mixed-

method methodology (Wahyuni, 2012). As the research design selection relies on the 

choice of the research methodology, the use of a particular methodology only allows the 

selection of compatible research designs (Wells et al., 2015). 

The quantitative approach involves testing theories and validating information 

with statistics (Merriam & Tisdale, 2016). The quantitative methodology is about 

measurements and the generalization of relationships among variables (Hesse-Biber, 

2016). Additionally, the quantitative approach involves sampling methods and a random 

large selection of representative samples (Abu-Auf et al., 2016). A random selection for 

significant representatives is specific to quantitative studies (Annamdevula & 

Bellamkonda, 2016). The sampling approach for this study was purposeful and not 

random as the aim of this study was to explore the experience of participants to obtain an 

understanding of what strategies IT officers use for digitizing court processes in African 

regional and subregional courts of justice. The use of random sampling was contrary to 

the purpose of the study and the aims of the interviews with participants, as the required 

information was specific to a particular targeted population.  

The mixed-method design requires both quantitative and qualitative methods 

(McCusker & Gunaydin, 2015). The selection of the mixed-method involves integrating 

quantitative and qualitative data during the analysis, interpretation, and presentation of 

results (Almalki, 2016). In the mixed-method approach, individuals provide both 

qualitative and quantitative data in an iterative process with various consecutive phases 

(Almalki, 2016; Khaldi, 2017). I did not consider the mixed-method approach because it 
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involved applying both research methodologies, which required natural and practical 

approaches simultaneously. The mixed-method required both quantitative and qualitative 

methods. Additionally, implementing both methodologies in a multiple case study was 

costly and time-consuming, which made the mixed-method undesirable for this study. 

The qualitative methodology involves a subjective in-depth gathering of 

knowledge in words, texts, and images to explore and discover the meaning associated 

with the collected data and the participants’ experience (Odeyemi, 2017). Additionally, 

the qualitative methodology aims to gain an in-depth understanding and detailed insights 

from the participants’ thoughts to generalize the results from the data (Dey & Lehner, 

2017). Qualitative research often relates to interpretivism, ontology, and epistemology 

(Aliyu et al., 2014). I used the qualitative data collection techniques and tools described 

in the data collection section of this study. The data evaluation relied on an interpretive 

approach correlated with the interpretivism paradigm and the qualitative research 

methodology. The use of the qualitative methodology in this study emanated from the 

combination of the explorative nature of the research and the interpretive approach for 

the data analysis. 

Research Design 

Qualitative research methodologies include four designs, which are ethnography, 

narrative, phenomenology, and case study (Yilmaz, 2013). Ethnographical studies focus 

on peoples’ settings and attempt to tell a story related to the peoples’ cultural 

environment or group based on their observation (Ryan, 2017). Additionally, 

ethnographic research focuses on people and cultures at the level of individuals (Dutoit, 
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2016). The ethnographic approach requires that the researcher observes the participant for 

an extended period (Lambert et al., 2013). As the focus of the study was not on the IT 

officers themselves or their behavior, the ethnographic approach was not an appropriate 

design for this research study. 

Phenomenological studies rely on the understanding of the lived experiences of 

research participants about a phenomenon and the meaning of their experiences (Alase, 

2017). Phenomenological research describes the phenomena based on the person 

experiencing the concept or phenomena perspective (Haegele et al., 2017). Furthermore, 

phenomenological studies involve the use of interviews as the primary method for data 

collection, focusing on the participants' lived experiences (Kruth, 2015). This study 

concerned the strategies that IT officers in African RECs use for regional and subregional 

court processes and not how IT officers experienced the strategies, which made 

phenomenology an inappropriate design for this research study. 

A case study design involves an in-depth exploration of the topic of study or 

phenomenon of interest with a predefined population within a delimitated geographic 

area (Navroodi et al., 2016). The case study design uses an approach that allows the 

researcher to understand the details of the participant's thoughts related to the selected 

phenomenon of interest, also known as case based on multiple sources (Yohannes, 2017), 

to obtain numerous perspectives and validation of data. Additionally, the case study 

design relies on an approach that develops and explores the case based on the context and 

collected data to generate expected reports, codes, and themes (Yohannes, 2017). As the 

goal of my research study concerned the exploration of a phenomenon with selected case 



59 

 

organizations to develop an understanding of the case, the case study design was 

appropriate for my research study. 

Data saturation is crucial in qualitative multiple case studies. According to Kline 

(2017), data saturation occurs when additional information from new participants does 

not continue to provide any new information, theme, subtheme, or does not continue to 

impact the understanding of the study topic. Ray (2017) and Visser et al. (2016) stated 

that methodological triangulation helps in securing data saturation based on a multistep 

process during the data analysis process.  Additionally, member checking also helps to 

achieve data saturation as it allows the research participants to read the researcher’s notes 

and interpretations for correction or additional inputs (Goodell et al., 2016). I gathered 

data from available consented participants by asking questions that prompted and 

generated productive and consistent data until the responses of participants did not 

continue to generate new information, themes, codes, or categories. I used member 

checking as another means to achieve data saturation. Finally, I reviewed the various 

sources of data to ensure methodological triangulation based on the approach described in 

the data collection section. 

Population and Sampling 

The population for this research was IT officers working as ACSAs, CSAs, and 

HITs within several regional and subregional judicial institutions with digitized court 

processes and located in Eastern Africa. ACSAs, CSAs, and HITs need to have worked 

as ACSAs, CSAs, or HITs for at least 3 years in their respective judicial institution or any 

similar organization in the same region. According to Hanson et al. (2016), eligibility 
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criteria are necessary for selecting participants in a qualitative case study as they help in 

defining the required case participants or population. Most of the qualitative researchers 

use purposeful sampling (Bogaert et al., 2015; Gokmen et al., 2017), in particular when it 

is difficult to randomly select samples representing the measuring tools in the case study 

(Palinkas et al., 2015) and when the intention is to sample rich or in-depth details about 

the studied case (Benoot et al., 2016).  

The census sampling, a type of purposeful sampling method, is appropriate for 

research studies with a relatively small number of cases (Etikan et al., 2016). The census 

sampling is a type of purposeful sampling method that is appropriate when a researcher 

wants to invite all the participants that meet a particular criterion to participate in a study 

(Jacobson et al., 2015). The census sampling method allows selecting individuals with a 

high level of expertise and knowledge in research studies to share that knowledge 

(Pogrund et al., 2015). Based on the eligibility criteria and sampling method selected for 

this study, the population included IT officers working as ACSAs, CSAs, and HITs from 

3 courts out of the four regional and subregional judicial institutions located in Eastern 

Africa. The fourth and last subregional court in Eastern Africa does not have digitized 

court processes yet. 

Researchers achieve data saturation in qualitative case studies through a 

continuous collection of data until additional input from data sources does not generate 

any new information (Veletsianos, & Shepherdson, 2016), any patterns or themes 

(Coorey et al., 2017), or affect the research question (Suárez-Guerrero et al., 2016). 

According to Azmat and Rentschler (2017), achieving data saturation relies on the 
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collection of sufficient and quality information. According to Ray (2017) and Visser et al. 

(2016), methodological triangulation helps in securing data saturation using interviews 

and other sources of data as well as member checking, which provides participants the 

possibility to provide corrections or additional information through reading the 

researcher’s interpretation (Goodell et al., 2016). I ensured data saturation by 

interviewing all the eligible participants using relevant questions until the collected 

information did not generate any new data. I also used methodological triangulation and 

member checking to ensure saturation. 

Researchers have claimed that while conducting semi-structured or face-to-face 

interviews, the choice of the interview location based on the participant’s preference is a 

methodological approach that provides an opportunity to structure the research process 

(Foley et al., 2017; Power et al., 2017; Spillane et al., 2017). According to Dempsey et al. 

(2016), the interview location can significantly influence the interview during face-to-

face interviews. Additionally, Dempsey et al. stated that a convenient, comfortable, and 

quiet interview location provides a sense of privacy and provides an environment for 

open conversations with the participant.  In collaboration with the participants, I ensured 

that the interviews occur in a quiet location that provided a sense of security with no 

additional individual present. Finally, I ensured that the audio recorder was in good 

working condition before the commencement of the interviews. 

Ethical Research 

The use of guidelines in a study to ensure ethical research is preferable in any 

research study. According to Miracle (2016), the Belmont Report includes three 
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principles related to the respect of persons, which are (a) the respect for persons, (b) 

beneficence, and (c) justice. Qualitative case studies interviews require the participants' 

informed consent to ensure the respect of the participants' rights (Chiumento et al., 2015) 

as it involves the intrusion into their privacy due to sometimes the nature of the questions 

asked. Additionally, research ethics applications should include several key factors, such 

as informed consent, confidentiality, anonymity, data protection, data storage, and 

participant/researcher safety (Barnard, 2016). I respected the three ethical concerns for 

human subject protection in research: respect for persons, beneficence, and justice, 

according to the Belmont Report, which contains the basic ethical principles for the 

protection of human subjects in this research through an informed consent process. I 

requested permission from the participants and their associated judicial institutions based 

on the designed letter of invitation to participants and a letter of cooperation attached as 

appendixes. I addressed the respect for persons with the use of a consent form, which 

specified that the participants could end their participation at any time without any 

consequences. I included a copy of the signed letter of cooperation attached in Appendix 

B to the potential participants based on the invitation to participate letter also attached in 

Appendix C. I remained available to answer any potential questions that potential 

participants had.  

The Belmont Report (1979) includes three elements of informed consent, which 

are information, comprehension, and voluntariness, and withdrawal at any time of the 

interviews. I ensured that I reminded each participant about the confidential and 

voluntary participation and their rights to answer or refute the questions that they do not 
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want to address at any point in the study. Furthermore, I insisted that they could also 

withdraw from participating in the study before, during, or after the data collection 

processes without any prejudice by communicating with me. The consent form included 

the details of participant criteria, consent, withdrawal, incentives for participation, data 

retention and protection policies, and individual identity protection. The consent form 

also indicated that there was no compensation or any other incentive for participation in 

this study except the availability of the results of the study to anyone who requests a 

copy.  I asked the potential participants to contact me using my mobile phone number or 

email address to inform me about their decision.  

IRBs ensure that research studies on human participants address ethical issues related 

to the research (Cooper et al., 2016). IRBs evaluate all research studies to ensure 

compliance with the Belmont Report protocols (Walden University, 2015). IRBs require 

consent forms that match the reading level of participants in all research studies involving 

human subjects (Ferreria et al., 2015). Before any communication with potential 

participants in the study, I obtained the Walden University IRB approval from Walden 

University’s Center for Research Quality (approval number 06-11-20-0664616). After 

receiving IRB approval, I established the list of eligible participants and submitted a copy 

of the signed letter of cooperation to them using the invitation letter to participants 

attached as Appendix C. Furthermore, I also included in the same email the consent form 

to participate in the study, which is attached as an appendix and indicated my availability 

to answer any arising question. 
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Several assurances of confidentiality and privacy throughout a research process 

reinforce trust and privacy (Marsh et al., 2016) by storing all data in password-protected 

computer files with backups in external hard drives and keeping documents in hard 

copies in a locked safe only accessible by the researcher. I will keep the collected data for 

five years to protect the participants’ rights. After five years, I will destroy the hard 

copies in a manner that renders them irrecoverable and permanently delete soft copies of 

data collected during the study.  

The use of pseudonyms or numerical codes helped preserve anonymity (Beltran-

Aroca et al., 2016; Lin, 2016; Marsh et al., 2016). I used participants' IDs for the 

collected data, including interview transcripts and a spreadsheet that mapped the 

respective participants with each collected data. I also protected the spreadsheet with a 

password in a secured location along with all collected data, as described earlier in this 

section. 

Data Collection 

Instruments 

The researcher is the primary data collection instrument in qualitative case studies 

(Gabriel, 2015; Sorsa et al., 2015) as all collected data mediates through the human 

instrument, the researcher (Sorsa et al., 2015). Additionally, researchers use well-defined 

protocols to guide research activities (De Massis & Kotlar, 2014; Petty et al., 2012; 

Wahyuni, 2012). Researchers generally maintain reflective journals as instruments for 

data collection (Spillane et al., 2017), which helps keep and manage the researcher’s 

thoughts, decisions, and associated rationale (Ibrahim & Edgley, 2015). Maintaining 
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reflective journals allows keeping track of the research process and challenges from the 

researchers’ perspectives (Orange, 2016) and their research practice based on their study 

content (Mayes et al., 2016). In this research study, I served as a primary data collection 

instrument. I used the semi-structured interview guide and interview protocol, both 

attached as appendices, to collect data from the participants.  

The case study research and other qualitative research methods involve that 

researchers use well-defined protocols to guide research activities (De Massis & Kotlar, 

2014; Petty et al., 2012; Wahyuni, 2012), reflective journals as instruments for data 

collection (Spillane et al., 2017), and multiple data sources to gain multiple perspectives 

and validation of data (Carter et al., 2014; Kaufmann et al., 2015; Ledo-Andión et al., 

2017). I used semi-structured interview questions and the interview protocol, both 

included in Appendix A, to gather data from the participants. I collected the available 

documents, multimedia sources, or historical documents from the participants with their 

permission to maximize the quality of the interviews. I involved non-participants but 

members of each case judicial institution to collect the official documentation such as 

procedure manuals and other organizational documents that contain quality information. I 

recorded all the observations related to the participants, environment, or general context 

as field notes. I updated my reflexive journal throughout my research by taking notes 

considering the basis of decisions, thoughts, and perceptions related to the study. 

Case study researchers often rely on multiple data resources to obtain multiple 

perspectives to maximize the reliability and validation of data through methodological 

triangulation (Yüzbasioglu & Babadogan, 2016). Additionally, member checking, which 
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consists of providing access to the research participants to read the researcher’s notes and 

interpretations for correction or additional inputs, helps in achieving data saturation 

(Goodell et al., 2016). Data triangulation refers to the use of multiple sources of data to 

study a phenomenon (Carter et al., 2014). Furthermore, the NVivo computer-assisted 

qualitative data analysis software allows the researcher to collect, file, and break down 

various types of data, to identify the emerging themes, which are necessary for the data 

analysis (QSR International Pty Ltd, 2017). I collected and gathered data from interviews 

and organizational data to achieved data triangulation. Furthermore, I achieved 

methodological triangulation through the analysis of two primary sources of data, which 

are the semi-structured interviews and the documents related to strategies for digitizing 

court processes in African regional and subregional judicial institutions. I implemented 

the member checking approach through iterative interviews and follow-up sessions with 

interviewed participants to accurately review my interpretations until the exhaustion of 

new data. Furthermore, I used the NVivo computer-assisted qualitative data analysis 

software as described in the data organization technique section, interview transcription, 

coding through data triangulation, and methodological triangulation to achieve data 

reliability and validity. 

Data Collection Technique 

Case study researches include six types of sources, which are interviews, 

participant observations, direct observations, archival records, physical artifacts, and 

documentation (Yin, 2014). Obtaining approval from key stakeholders during the study 

design and planning stage is an essential step in gaining access to participants (Yin, 2014) 
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as well as obtaining informed consent from participants, selecting an interview location, 

scheduling interviews, following an interview protocol, and conducting member-

checking activities (Peticca-Harris et al., 2016). After obtaining the IRB approval and 

organizational agreement for participation, I established a list of potential participants' 

names and contact information. I confirmed consent and answered arising questions for 

potential participants interested in participating in the research study. Furthermore, I 

selected the times and locations for the interviews in agreement with the participants, and 

I collaborated with the senior IT officers to ensure an accurate and quality analysis of the 

organizational documents in line with the culture of the selected judicial institutions.  

Informed consent is an ethical requirement of qualitative research, which includes 

several aspects of the responsibility of the researcher to inform participants of varying 

aspects of the study (Barnard, 2016; Sanjari et al., 2016). The informed consent form 

notifies the participant concerning the nature of the study, procedures and participation 

conditions, risks, benefits, and confidentiality of the study (Judkins-Cohn et al., 2014; 

Peticca-Harris et al., 2016). Before the beginning of the interview sessions, I submitted a 

consent form and a signed copy of the letter of cooperation to each potential participant. 

For those who declined to participate, I filed their names in an Excel spreadsheet before 

moving to the next potential participant. For potential participants who responded to the 

consent email as a mark of an agreement to participate in the interview sessions, I agreed 

with them on the interview location and the protocol illustrated in Appendix A.   

I used videoconference and telephone interview sessions to collect data from the 

participants. I explained the interview process to each participant and specified that I used 
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an audio recording device to record the audio of video conference interviews as well as 

telephone interview sessions for subsequent transcription and evaluation. After turning on 

my audio recording device, I announced the date and the identifying code name of the 

participant before interrogating the participant with the questions included in my 

interview protocol. Additionally, I collaborated with the senior officers of the 

participants' case organizations to gather their respective organizational documents 

related to the strategies for digitizing court processes. 

Member checking consists of providing access to the research participants to read 

the researcher’s notes and interpretations for correction or additional information (Birt et 

al., 2016; Goodell et al., 2016; Varpio et al., 2017). At the end of the interview session 

with each participant, I scheduled a follow-up session for member-checking and kept 

transcribed and evaluation report copies after reviewing the evaluation report with the 

concerned participant. Each participant had the opportunity to review, update, or confirm 

the information that he or she provided as wished. For the additional and follow-up 

sessions, I recorded the audio and updated my transcripts based on the data retention 

policy presented in the consent form. 

Data Organization Techniques 

Researchers generally choose codes, concepts, and categories to facilitate the 

labeling, sorting, and comparison of the collected data (Vaismoradi et al., 2016). 

Categorization strategies often involve analyzing similarities in data and grouping data by 

likeness (Plamondon et al., 2015). Reviewing and analyzing the data during the collection 

process ensures the quality of the data and determines the need for additional data 
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collection (Twining et al., 2017). Furthermore, researchers use computer-assisted 

qualitative data analysis software tools (CAQDAS) to perform coding systematically 

based upon the source material (Oliveira et al., 2016). The NVivo software is a CAQDAS 

that provides a systematic and ordered approach to managing and categorizing data based 

on the required or generated themes arising from the collected information (Singh et al., 

2018). I used NVivo to organize the collected data into themes and sub-themes. I will 

keep the collected data in a secure, locked safe for five years. However, I labeled the 

collected data with the participant ID, data source, or database. Finally, I cataloged all 

types of collected data, which included the interview audio and transcriptions, 

organizational documents, field notes, and reflexive journals, all in digital format. 

Data Analysis Technique 

Qualitative studies rely on inductive approaches (De Massis & Kotlar, 2014; 

Kruth, 2015; Yilmaz, 2013) and require the transcription of data from all selected sources 

(Stewart & Gapp, 2017). The data analysis process allows the reduction of the amount of 

data to analyze based on the creation of data groups, which helps in understanding the 

meaning of the analyzed data (Bengtsson, 2016). Qualitative data analysis requires a 

transparent, meticulous, and methodical process to accurately describe phenomena from 

participants’ views (Noble & Smith, 2015). The qualitative research approach includes 

four main types of triangulation, which are the data, investigator, theory, and 

methodological triangulation (Johnson et al., 2017; Kaufmann et al., 2015). Data 

triangulation involves using multiple sources of data to confirm findings and different 

perspectives, which adds breadth to a case of interest (Annansingh & Howell, 2016). The 
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methodological triangulation allows the use of two or more collection methods to analyze 

a comparable phenomenon (Houghton et al., 2015; Hussein, 2015) and enhances 

credibility based on the use of data from multiple sources and data validation. In this 

qualitative case study, I used the data and methodological triangulation to understand and 

interpret the participants’ views in a reliable manner. 

The qualitative research method generally involves the use of content and 

thematic for the analysis of the collected data (Vaismoradi et al., 2016; Wahyuni, 2012). 

The thematic analysis allows the rich and detailed analysis of qualitative data (Pfeiler-W 

et al., 2017) based on the identification of patterns in the collected data and systematic 

reading and re-reading of it to make a sense out of it (Connell et al., 2015), or the 

addition of assigned code categories (Ahmed et al., 2016; Brailas et al., 2017). The 

content analysis involves identifying and using categories of information or data to 

quantify a particular phenomenon (McCusker & Gunaydin, 2015; Vaismoradi et al., 

2016; Wahyuni, 2012). I did not use content analysis. Instead, I used the thematic 

analysis to identify the codes and themes related to the digitization of court processes and 

the NVivo software, as indicated in the data organization technique section. I read 

through the collected data before beginning with the coding process. I based my coding 

on words and sentences related to strategies for digitizing court processes and the 

management of quality, which correlated with TQM, the conceptual framework for this 

study. I grouped recorded data into codes for future reference and verification before 

analyzing and evaluating the identified codes. I also monitored the literature and new 
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studies related to the identified key themes and codes to update my records with any new 

relevant information. 

I used the InqScribe software for the transcription of the audio-recordings of 

interviews, member-checking sessions, and the validation of the transcriptions. 

Additionally, I used the software NVivo to code and performed a thematic analysis after 

reading through the collected data. The coding process relied on words and sentences 

specific to the management of processes and quality in software solutions such as 

requirements, ICT infrastructure, design, performance, communication, collaboration, 

improvement, ICT literacy, usability, satisfaction, and involvement. I kept a record of the 

created codes, analyzed and evaluated them against the identified themes. Furthermore, I 

monitored the literature related to my research topic to ensure the retrieval of any new 

information concerning the digitization of court processes, particularly in Eastern African 

regional and subregional judicial institutions. Additionally, I analyzed the results of 

member checking and interview sessions to capture any new or contradictory information 

on my research topic. Finally, I requested further member checking sessions to allow the 

participants to validate the identified strategies across all organizations. 

Reliability and Validity 

The reliability of a measure relies on its consistency, without any bias, and 

assesses what it is supposed to measure (Dikko, 2016).  It occurs when the results to the 

same test question from the same participants at a different time produce similar data 

(Dikko, 2016). Validity concerns the measurement instruments used to implement the 

study concept (Zamanzadeh et al., 2015). The measurement of samples does not show 
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validity, but it leads to valid conclusions. In the same line, the qualitative research 

methodology allows the recognition of patterns and themes from the research data 

without compromising its integrity and dimensionality (Leung, 2015; Vaismoradi et al., 

2016). However, there are four elements in the original trustworthiness framework for the 

measurement of validity and reliability, which are: (a) dependability, (b) credibility, (c) 

transferability, and the (d) confirmability. 

Dependability 

Dependability relies on an approach that evaluates the stability and consistency of 

research findings over time and across similar conditions (Kanavaki et al., 2016). 

Dependability estimates the quality and how useful are the data collection, analysis, and 

result processes (Watson & Downe, 2017). The definition and explanation of research 

strategies, processes, and methods and the use of audit trails, chains of evidence, and 

reflexive journals allow achieving dependability (Houghton et al., 2015; Wahyuni, 2012; 

Yilmaz, 2013). I ensured dependability by including a reflexive journal to my research 

data, as indicated in the data collection and data organization sections. Besides, I 

established the chain of evidence between the collected data and collection time for each 

participant using the participants’ unique identifier. 

Credibility 

Credibility is a technique that assesses if the results are believable, appear 

truthful, and present a holistic view of the explored phenomenon (Amukugo et al., 2015). 

It is an approach that evaluates the alignment between the findings and the interpretation 

of the data collected from the participants (Savage & McIntosh, 2016; West & Moore III, 
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2015). The use of triangulation and member checking, which helps achieve saturation, 

also helps to establish credibility (Houghton et al., 2015; Petty et al., 2012; Yilmaz, 

2013). I used the member check-checking approach with continuous follow-up with 

participants to review the interview transcribed data and interpretation and the research 

findings, as indicated earlier in the data collection section. I also used data triangulation 

based on the collected data from interviews and organizational documents. Furthermore, I 

used methodological triangulation, as indicated in the data collection section, to organize 

and analyze the data. 

I allowed each participant to review their interview transcript and the associated 

interpretation to ensure that the transcription is accurate with what they meant and make 

any necessary updates before proceeding with the analysis of the contents. The collection 

of additional and complementary information may provide further credibility to the study. 

Furthermore, I gathered the participants' responses and cross-checked them against their 

insights to assess the accuracy of the research findings. I presented the final interview 

report, specific descriptions, and themes to the participant for their feedback on the 

interpretations from the interview transcripts. To ensure credibility, I requested the 

participant feedback on the interpretation of the interview transcripts. 

Transferability 

In qualitative case studies, transferability involves using a rich and detailed 

description of the context, setting, and participants and comprehensively reporting the 

study process (Bokaie et al., 2015). Transferability includes the use of sufficient detail in 

a study to allow other researchers to evaluate the extent to which the conclusions drawn 
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from such studies are transferable to other times, settings, and situations (Henry & Foss, 

2015). Researchers can ensure transferability using a detailed description of the 

unprecedented situation, area, individuals contemplation, and straightforward analysis 

and dependability (Connelly, 2016). According to Hjelm et al. (2015), transferability 

refers to what level the findings of a study are applicable or relevant beyond the current 

study or in other situations or contexts. I achieved transferability by documenting the 

context details, field notes and reports, and the final report. 

Confirmability 

 Confirmability refers to the indicators of the accuracy and neutrality of the 

research findings and interpretations of the data collected (Grieb et al., 2015).  

Confirmability measures how well the data support the findings (Hjelm et al., 2015).  

According to Wahyuni (2012), confirmability allows knowing how effectively other 

researchers can confirm the conclusion of the study. The common strategies to ensure 

confirmability include audit trails, chains of evidence, and reflexive journals (Houghton 

et al., 2015; Petty et al., 2012; Wahyuni, 2012; Yilmaz, 2013). According to Moon et al. 

(2016), the maximization of confirmability occurs if a study is replicable with similar 

results. Therefore, I used audit trails, which outlined the detailed procedural records that 

the researcher maintains to achieve confirmability. I also used reflexivity through 

reflexive journals that contained the nature and origin of the collected data to create a 

chain of evidence. Finally, I used the NVivo software to identify the reoccurring themes 

or codes in the collected data, which was an indicator of data saturation. 
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Transition and Summary 

In section two, I provided a plan for conducting the study, focusing on the 

strategies that IT officers in African RECs use for digitizing regional and subregional 

court processes to improve African e-justice systems. I provided detailed information 

about my role as the researcher, proposed population, research methodology and design, 

data collection, data organization, and data analysis. I have also discussed how to apply 

dependability, credibility, transferability, confirmability, and data saturation in my study. 

This section also includes references to various files such as the consent form, interview 

protocol, and interview questions, all attached in the appendix section of this study. In 

section three, I provided an overview of the study, study findings, applications for 

professional practice and implications for social change, recommendations for further 

study, and my various reflections. 
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Section 3: Application to Professional Practice and Implications for Change 

Overview of Study 

The purpose of this qualitative multiple case study was to explore the strategies 

that IT officers in the eight African RECs use for digitizing regional and subregional 

court processes to improve African e-justice systems. I collected data in three regional 

and subregional courts located in Eastern Africa, interviewed and performed member-

checking sessions with four IT officers, and collected 34 organizational documents. I 

interviewed IT officers working as ACSAs, CSAs, and HITs for at least 3 years in a 

regional and subregional court with already digitized court processes. I categorized the 

participants into three groups, respectively, corresponding to ACSAs, CSAs, and HITs. 

My findings revealed six strategies for achieving quality in digitizing court processes in 

Eastern African regional and subregional courts. 

Presentation of the Findings 

The research question related to this study was as follows: What strategies do IT 

officers in the eight African RECs use for digitizing regional and subregional court 

processes to improve African e-justice systems? The data analysis from this study 

revealed six major themes, which are (a) involve and collaborate with all the 

stakeholders, (b) formulate system requirements based on end users’ needs, (c) design the 

system based on a validated blueprint, (d) create and implement a training plan, (e) use 

ICT policies and procedures to achieve quality, and (f) use an IT service helpdesk to 

achieve end users’ satisfaction. These six major themes present potential strategies that 

IT officers in the eight African RECs use for digitizing regional and subregional court 
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processes to improve African e-justice systems. For easier identification, the four 

participants involved in this study were named Participant 1 (P1), Participant 2 (P2), 

Participant 3 (P3), and Participant 4 (P4), while the three case organizations were named 

Organization 1 (O1), Organization 2 (O2), and Organization 3 (O3). P1 and P2 are IT 

officers in O1 while P3 and P4 are IT officers, respectively, in O2 and O3. I present the 

identified themes based on their prevalence. 

Theme 1: Involve and Collaborate With All the Stakeholders 

Involve and collaborate with all stakeholders is the most dominant theme that 

emerged from the data analysis. This theme is essential as IT officers working as ACSAs, 

CSAs, and HITs must have direct and effective interactions and conversations with 

functional, technical, and managerial stakeholders. IT officers should listen to all 

interested parties throughout the development and usage time of the concerned product, 

which may help build a knowledge database. Furthermore, the continuous collaboration 

of IT officers with stakeholders contributes to establishing an effective communication 

platform, which involves exchanging critical and relevant information for the conception, 

development, use, and updating/upgrading of the product. 

All the interviewed participants indicated that involving and collaborating with all 

the stakeholders is central to achieving quality, as displayed in Table 1. Additionally, all 

the study participants stated that IT officers should ensure that all stakeholders at all 

levels of the organization are comfortable obtaining their continuous involvement and 

collaboration through real-time interactions, available documentation, or online 

resources. All the study participants discussed that effective communication and 
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collaboration with stakeholders contribute to helping IT officers generate appropriate 

global and modular diagrams and establish common technical and functional 

terminologies based on their interactions. 

Table 1 
 

Minor Themes of Involve and Collaborate With All the Stakeholders 

Major/Minor theme Participant 

count 

Referenced in 

interview 

Document 

count 

Referenced in 

document 

Continuous collaboration 

Effective communication 

4 

4 

12 

9 

5 

3 

21 

28 

 

Furthermore, five organizational documents supported that continuous 

collaboration is essential to achieving quality when developing or using a product (see 

Table 1 for information source metrics). One product and one policy manual supported 

that IT officers working as ACSAs, CSAs, and HITs should be involved in projects for 

needs collections and refinement. Their main role is to provide business solutions based 

on business understanding needs information technology. Three organizational 

documents supported that effective communication with stakeholders helps establish 

clear roles and reduces development time in projects (see Table 1 for information source 

metrics).  

Continuous collaboration and effective collaboration with all stakeholders align 

with TQM. According to Dawabsheh et al. (2019), TQM relies on an approach that 

involves everyone in the continuous development of products and services for customers’ 

satisfaction. The involvement and collaboration with all the organization stakeholders 

based on a project structure are means to collect various types of needs for deploying new 
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solutions or upgrade existing ones (Willar, 2017). All the study participants insisted that 

understanding the users' needs and business goals and achieving quality entirely relies on 

the continuous collaboration and effective communication of IT officers with all the 

stakeholders (see Table 1 for information source metrics). Dilawo and Salimi (2019) 

stated TQM promotes sound collaboration and communication between the project team 

members and the stakeholders. 

The findings of this research align with several tenets of TQM. All the study 

participants supported that IT officers working as ACSAs, CSAs, and HITs are essential 

to developing the digitization concept and identifying the basic elements based on the 

stakeholders' involvement and collaboration. According to Talapatra (2019), involving 

and collaborating with all the stakeholders is a quality practice that contributes to a global 

quality strategy to increase the flow and quality of collected information, which 

distributes knowledge across the organization to resolve problems better. Identifying the 

basic elements of processes based on efficient interactions with all the stakeholders and a 

deep understanding of business processes is a requirement for IT officers to achieve 

quality in the digitization process. 

Recent literature further supports the importance of involving and collaborating 

with all the stakeholders. Ferdousi et al. (2018) stated that involving and communicating 

with all the stakeholders improves quality through refinements to production processes 

and minimization of process differences. Participant P1 emphasized that good 

communication is crucial as achieving quality when digitizing court processes involves 

the congregation of different professionals. The findings of this study showed that 
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involving and communicating with all the stakeholders is essential for digitizing African 

regional and subregional court processes and aligns with the principle of TQM to achieve 

quality. 

Theme 2: Formulate System Requirements Based on End Users’ Needs  

Formulate system requirements based on end users’ needs was the second theme 

that emerged from the data analysis. All the study participants supported that it is 

essential to formulate the system requirements based on the end users’ needs, which 

involve interacting and collaborating with all the stakeholders. Participants P1, P2, and 

P4 indicated that inadequate user requirements are a major contributor to project failure. 

All the study participants supported that the role of IT officers working as ACSAs, CSAs, 

and HITs involves formulating and aligning the system requirements with the end users' 

needs and organization objectives. Adeola and Evans (2019) stated that IT officers work 

with other stakeholders to collect and translate their needs into electronic formats based 

on predefined quality standards. Additionally, German (2017) indicated that end users' 

feedback is crucial to designing a user-centered system that meets these end users' needs.  

Participants P1, P3, and P4 and two organizational documents supported that 

stakeholders' and end users’ needs should correlate with the organizational goals and 

objectives. According to Abu-Dalbouh (2016), feedback analysis and evaluation are 

necessary to ensure that a system's requirements adequately align with end users’ needs 

and the system's scope. Participants P1 and P3 indicated that IT officers should formulate 

the system requirements based on end users’ needs, including addressing requirements 

presented as a solution crucial in developing a quality system. According to Bird (2017), 



81 

 

well-formulated system requirements based on users’ needs provide valuable guidance 

for developing user-centered systems. All the study participants supported that 

formulating the system requirements should include both the technical and functional 

requirements. 

Table 2 
 

Minor Themes of Formulate System Requirements Based on End Users’ Needs 

Major/Minor theme Participant 

count 

Referenced in 

interview 

Document 

count 

Referenced in 

document 

Develop system 

requirements based on end 

users needs 

Choose system 

specifications based on end 

users requirements 

4 

 

 

4 

18 

 

 

22 

2 

 

 

3 

13 

 

 

17 

 

Recent literature from Chari et al. (2020) supports that user-centered software 

requirement documents provide information that will guide system developers to map the 

system’s requirements against the end users’ needs. The capturing of the stakeholders' 

needs follows an accurate analysis to detect and define the processes that present 

improvement opportunities (Abu-Dalbouh, 2016). Participants P2, P3, and P4 indicated 

that user requirements gathering and analysis procedure to realize user-centered provides 

critical information to the developers to develop system requirements based on end users’ 

needs and achieve quality. TQM supports the design of products and services and the 

means to achieve them depending on the case or organization and concerns the design of 

products, services, or processes. According to Aquilani et al. (2017), TQM involves 
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product design and creation based on customers' needs through teamwork and 

collaboration. 

Additional recent literature supports the importance of formulating system 

requirements based on end users’ needs. According to Caliz et al. (2016), the quality 

review documents in projects provide insight into the alignment between the customer's 

system requirements and specifications. All the study participants supported that 

developing system requirements and choice of system specifications are extremely 

iterative. Baseer et al. (2015) stated that the software development life-cycle (SDLC) 

includes five crucial phases:  system requirements gathering, design, development, 

testing, and deployment.  Participants P1 and P4 expressed that the alignment of system 

requirements with the end users’ needs and alignment of system specification with the 

end users requirements requires an iterative process during all the SDLC phases to 

achieve quality. Ultimately and throughout all the stages of SDLC and digitization of 

court processes, all IT officers working as ACSAs, CSAs, and HITs should ensure the 

alignment of the system requirement, system specification, and end users’ needs to 

maximize quality. 

Furthermore, the theme formulate system requirements based on end users’ needs 

aligns with the principles of TQM. According to Busu and Busu (2017), the alignment 

between the system requirements and the consumers’ needs improves the quality of 

goods and services based on the TQM principles. Participants P1 and P4 stated that 

digitizing court processes requires the alignment between the system requirements and 

the stakeholders’ needs to achieve quality. Busu and Busu (2017) argued that 
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computerization provides several benefits such as time savings, lower expenses, more 

performance, and innovative goods and services, strategically designed to meet end 

users’ long-term needs. The findings of this study revealed that formulating system 

requirements based on end users’ needs is crucial for digitizing African regional and 

subregional court processes and aligns with the principle of TQM to achieve quality. 

Theme 3: Design the System Based on a Validated Blueprint 

The purpose of a blueprint is to provide a detailed description of the system’s 

configuration and how its components operate together. Blueprints and prototyping 

involve experimental processes that allow the implementation of ideas into tangible 

forms from paper to digital (Egessa & Cherotich, 2017). The creation of a blueprint or a 

prototype aims to refine and validate designs to release quality products. Blueprints 

include proofs of concept experiments and usually require teaming a computer system 

analyst or programmer to work with the end users' representatives and the other 

stakeholders (Egessa & Cherotich, 2017). IT officers working as ACSAs, CSAs, and 

HITs need to understand the various features and functionalities of the expected solution 

to design the components of the system and the associated interactions between them. 

Participants P1, P3, and P4 supported that creating and validating the e-justice platform 

blueprint is essential to achieving quality in digitizing court processes. Participants P1 

and P4 stated that system blueprints should prioritize system components' interactions 

(see Table 3 for information source metrics). 

Participant P3 indicated that delivering prototypes and work products is critical to 

helping the team achieve quality. Participants P1 and P3 believed that system blueprints 
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should focus on high-level interactions between components and prove that they work 

together as a system to support the solution. However, participant P4 stated that IT 

officers should not use blueprints to prescribe specific patterns without any previously 

validated tests. 

Table 3 
 

Minor Themes of Design the System Based on a Validated Blueprint 

Major/Minor theme Participant 

count 

Referenced in 

interview 

Document 

count 

Referenced in 

document 

Prioritize interactions of 

system components 

Align the proposed solution 

with end users’ needs 

Use of blueprint to overview 

end-to-end specifications 

2 

 

4 

 

3 

9 

 

15 

 

12 

1 

 

2 

 

3 

7 

 

12 

 

14 

 

Deming (1982) noted that prototyping is a common practice, with each 

component of the prototype is similar to the production counterpart. Participants P1, P2, 

and P4 supported the use of blueprints to overview the system's global architecture, and 

configuration is key to successful implementations. Gómez et al. (2017) stated that 

TQM's product design element emphasizes designing products aligned with customers' 

needs using blueprints. Ferdousi et al. (2018) stated that a blueprint contributes to 

improved product design, enhances quality performance, and leads to competitive 

advantage. 

Participants P2 and P4 emphasized that IT officers working as ACSAs, CSAs, and 

HITs should use blueprints to guide the design of the e-justice systems to digitize their 

court processes. The final version of products usually aligns with the last version of the 
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system blueprint (Deming, 1982). However, end user feedback is essential to system 

design. German (2017) stated that end-user feedback is a crucial element of user-centered 

design strategies and allows system developers to design services that meet end-user 

needs. Petersen and Hempler (2017) supported that rapid prototyping consists of turning 

ideas into real products before performing several tests, mostly based on end-user 

feedback. According to Boronow et al. (2017), end user feedback is essential to 

prototyping and system design as prototypes are iteratively revised until validation, based 

on end-user feedback. Participants P1, P3, and P4 stated that the system blueprint 

validation requires several iterations based on end user feedback. Additionally, P1, P2, 

and P3 supported that designing the system based on validated blueprints allows 

achieving customer satisfaction, continuous improvement, and therefore, quality. 

According to recent literature from Petersen and Hempler (2017), design 

rethinking focuses on rapid prototyping and involves creating a blueprint by turning ideas 

into actual products that are then tested, iterated, refined, and validated based on end-user 

feedback. Two participants and two organizational documents supported that IT officers 

should prioritize system components' interactions during the system blueprint validation 

based on the end users’ feedback. Boronow et al. (2017) indicated that developers often 

want to know and validate that they interpret their results correctly by incorporating 

interactive activities that provide immediate end-user feedback and validation during 

usability tests. Participants P1, P3, and P4 supported that it is crucial for IT officers 

working as ACSAs, CSAs, and HITs to align their proposed solution with end users’ 

needs to achieve quality. According to Boronow et al. (2017), end users’ feedback is an 
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essential strategy employed by developers to create user-friendly systems as blueprints 

are iteratively revised based on end-user feedback. These results from the end users’ 

feedback provide help to developers, which shows how users understood the system.  

Additional recent literature supports the importance of designing the system based 

on a validated blueprint. According to Pribeanu (2017), end users’ feedback provides 

guidance and strategy to the developers for user-centered application design. Ienca et al. 

(2017) stated that efficient end-user feedback involves multiple interactions between 

developers and end users with several needs assessments and product adjustments. The 

approach mentioned above is in line with TQM, the conceptual framework used for this 

research study. Deming (1982) stated that using prototypes to validate end users’ needs 

based on feedback is a common practice, with each component of the prototype being 

similar to the production. TQM promotes the use of diagrams, schematics, and other 

specifications on blueprints to achieve quality (Vosloo, 2018). Participant P3 summarized 

that working and designing a system with documents validated by the end users, 

including the system's blueprint, is central to achieving quality when developing a new 

system to digitize court processes. Participant P3 stated that IT officers working as 

ACSAs, CSAs, and HITs should use end users' involvement and feedback to validate the 

system's blueprint and design and achieve quality. According to Alhassan et al. (2017), 

the use of blueprints and prototypes is essential to build, test, and evaluate the quality of 

products. Ultimately, designing the system based on a validated blueprint is a critical 

element for digitizing African regional and subregional court processes and aligns with 

the principles of TQM. 
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Theme 4: Create and Implement a Training Plan 

As it is crucial to provide training in every project that involves the deployment of 

a new system, it is also critical to create a training plan to guide the roll-out of the 

training. According to Shokri (2019), quality is a culture composed of constant drive 

based on training, leadership, teamwork, and involving everyone. The essence of the 

theme create and implement a training plan is to develop and outline a training structure 

to identify the appropriate training content and time frame to conduct the training. IT 

officers should include specific actions when developing a training plan. These actions 

include performing the training assessment, which will provide the trainer with clear 

ways and benchmarks to evaluate the training as it progresses. According to Dilawo and 

Salimi (2019), creating a training plan should involve identifying the training 

participants. IT officers need to organize end users in separate groups and teams or even 

with different training plans to efficiently align the training content with the end users' 

various roles and functions. According to Manders et al. (2016), providing self-help tools 

such as training, tutorials, and user guides for end users improves the end users' 

performance and promotes quality. Ultimately, the deployment of an electronic platform 

for digitizing court processes requires providing training to the end users and self-help 

tools such as tutorials and user guides to build quality. 

All the study participants and two organizational documents supported that 

developing a training plan requires establishing the training goals based on its goals. 

Additionally, all the study participants and three organizational documents supported that 

designing a training plan also requires identifying the benefits for end users and 
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identifying the desired outcome (see Table 4 for information source metrics). Participant 

P3 stated that a good plan should indicate exactly how the trainer will accomplish the 

training goals using a topic outline and a breakdown of the topic into specific titles. 

Participants P1, P2, and P3 emphasized the need to make self-assistance tools such as 

user guides and manuals available to the users during the training to support them in their 

daily use of the new system after the training (see Table 4 for information source 

metrics). Two organizational documents also supported the need for a user guide and 

manual to create partial manuals, also called views, based on the organization's various 

end users' roles and functions. 

Table 4 
 

Minor Themes of Create and Implement a Training Plan 

Major/Minor theme Participant 

count 

Referenced in 

interview 

Document 

count 

Referenced in 

document 

Establish training goals for 

end users 

Identify the benefits of the 

training for end users 

Provide user guides and 

manuals to maximize the 

training’s efficiency 

4 

 

4 

 

3 

15 

 

13 

 

9 

2 

 

3 

 

2 

17 

 

12 

 

8 

 

Participants P1, P2, and P4 supported that creating a training plan to drive the end 

users’ training promotes the delivery of the right training content to the right end-user at 

the right time because not all end users need the same training about the same subject. 

According to participant P2, setting up a training plan is time-consuming but only needs 

to be done once and with additional adjustments. Participant P2 also stated that at the 

stage of planning for training, IT officers working as ACSAs, CSAs, and HITs could 
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establish what type of training each group of end-user needs at a particular point in time. 

Therefore, IT officers can create the appropriate training program and content that aligns 

with the end users’ needs and the organization’s goals. Five organizational documents 

emphasized that planning for training provides a structured training program for end 

users and allows IT officers to make the appropriate adjustments to maximize the 

training's efficiency (see Table 4 for information source metrics). Ultimately, planned 

training increases the ability to provide a consistent and high-quality training experience 

for end users. 

Participants P1, P2, and P4 supported that user guides and manuals play a critical 

role in end-user training by helping them operate a system autonomously as end-user 

manuals include the required information about operating the system. According to 

participant P3, creating and providing user manuals requires an organized structure (see 

Table 4 for information source metrics), a strict focus on the audience, and feedback from 

the end users. Additionally, participants P2 and P4 supported that structured and planned 

training contributes to a better user experience and system operation. Furthermore, 

participants P1, P2, and P4 indicated that user guides and manuals help IT officers 

support, train, and assist end users and are crucial to digitizing their court processes (see 

Table 4 for information source metrics). 

Recent literature supports that creating and implementing a training plan aligns 

with TQM's continuous improvement and facilitates the change of processes. End-user 

training, a crucial TQM tenet, is also one of the critical success factors (CSF) that 

contribute to determining organizations' performance (Kumar & Mishra, 2020). 
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Participant P1 emphasized that planned and structured training contributes to improving 

the end users' skills to use the system, maximizing their performance, which is crucial to 

achieving quality. Hallissy et al. (2016) supported that one potential means of minimizing 

problem resolution times is to provide self-help tools such as training, tutorials, and user 

guides. Additionally, Zapata-Rivera et al. (2020) stated that deficiencies in training 

generate deficiencies in quality. Participants P1, P2, and P4 indicated that providing end 

users guides and manuals is essential to successfully launch a new system and its efficient 

operation. Ultimately, the findings of this study support that creating and implementing a 

training plan is crucial for IT officers to digitize court processes and aligns with the 

TQM's essential tenet of continuous improvement. 

Theme 5: Use IT Policies and Procedures to Achieve Quality 

Using IT policies and procedures to achieve quality was another prominent theme 

that emerged from the data analysis. Using IT policies and procedures to achieve quality 

promotes the use of IT policy as a roadmap to implement IT strategies, IT procedures, 

and support the organization’s needs, to capture, store, retrieve, transfer, and 

communicate using IT tools. IT policies and procedures are usually critical and complex 

to implement as it requires all end users to understand and comply with the formulated 

procedures (Chipeva et al., 2018). Most of the time, IT officers create, deploy, and 

enforce IT policies and procedures to support their organizations’ management and 

maximize their systems' efficiency (Bajandas & Ray, 2018). 

All the study participants supported that IT policies and procedures are central to 

achieving quality (see Table 5 for information source metrics). All the study participants 
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also supported that IT officers working as ACSAs, CSAs, and HITs should use IT policy 

and procedure manuals to govern deployed IT tools and systems. Participant P1 indicated 

that IT policy and procedure manuals could be presented in one document or divided into 

two documents: one IT policy manual and one IT procedures manual. However, 

participant P1 insisted that both documents should reference each other in their content as 

IT policies and procedures are usually correlated in the scenario of two separate 

documents. Participants P1 and P3 indicated that the use of IT policies and procedure 

manuals involves creating and appropriate documentation for IT processes. Participants 

P1 and P4 supported that the lack of IT policy and procedure manual is a serious barrier 

to the growth of companies and organizations. 

Table 5 
 

Major Theme of Use IT Policies and Procedures to Achieve Quality 

Major/Minor theme Participant 

count 

Referenced 

in interview 

Document 

count 

Referenced 

in document 

Use IT policies and 

procedures to achieve quality 

4 9 2 15 

 

Two policy manuals indicated that IT policy documents provide a guide to 

accepting business strategies and objectives. Two organizational documents supported 

that the IT policy manual should be aligned with the organization's vision and daily 

operation. An IT policy manual is a document that identifies the key operations and 

general strategies for the actions in case of incidents (Makoza & Chigona, 2018). 

Participant P4 stated that IT policy manuals should be bound by the organization’s 

policies and clearly explain why they exist and when each rule applies. Two 
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organizational documents supported that IT policy documents should describe whom it 

covers, enforce the various rules, and describe the associated consequences using simple 

sentences and paragraphs.  

Participants P1, P3, and two organizational documents supported that IT policy 

and procedures manuals help end users understand their various roles and the system's 

features without relying on a ‘trial and error’ approach, as crucial points are visible in 

well-written IT policies and procedures. Participant P3 stated that IT procedures manuals 

first identify specific actions and explain how and when to take them. Participant P1 

added that the IT procedures manual should present emergency procedures, include 

warnings and cautions, and provide examples of complex scenarios. All the study 

participants supported that policies and procedure manuals help end users clearly 

understand individual and team responsibilities, save time and resources and improve 

quality. Two organizational documents indicated that written policies and procedures 

allow managers to exercise control by exception to enhance work quality rather than 

‘micro-manage’ their staff. One organizational documents supported that written policies 

and procedures provide legal protection for all the involved parties in a contentious legal 

procedure based on the established policies. 

Additional recent literature supports the importance of using IT policies and 

procedures to achieve quality. According to Shokri (2019), TQM concerns all types and 

levels of work, from high-level planned planning and decision-making to operational 

work elements. Sader et al. (2019) noted that TQM is a management attitude that focuses 

on internal process management to satisfy the more considerable customer value and 
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needs. Dilawo and Salimi (2019) defended that TQM practices improve and contribute to 

standardizing processes, enhancing competitive advantage. The use of IT policy and 

procedure manuals aligns with TQM principles as it allows maximizing quality through a 

better decision-making process based on established policies and procedures.  

Furthermore, the use of IT policy and procedure manuals promotes the 

standardization of processes, which is another approach to achieving quality, aligned 

TQM. The findings of this study support that using IT policies and procedures to achieve 

quality aligns with the principles of the TQM. 

Theme 6: Use an IT Service Helpdesk to Achieve End Users’ Satisfaction 

The sixth and last theme to emerge from the data analysis of this study concerns 

the use of an IT service helpdesk to achieve end users’ satisfaction. Digitizing court 

processes involve that IT officers develop the required system and deliver expected 

solutions based on the end users’ needs (Bajandas & Ray, 2018). During the interviews, 

several participants supported that IT officers working as ACSAs, CSAs, and HITs 

should define the system requirements based on the information obtained from the 

various communication and collaboration with all the stakeholders (see Tables 1, 2, and 3 

for information source metrics). As issues usually arise during the system development 

stage, decisions should always aim to achieve quality based on end users’ needs and 

satisfaction (Kumar & Mishra, 2020). All the study participants supported that IT officers 

should use an IT service helpdesk to provide technical assistance to end users to 

maximize end users’ satisfaction.  

All the study participants and two organizational documents supported that 
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providing end-user support is correlated with achieving end users’ satisfaction (see Table 

6 for information source metrics). Participants P2 and P4, and four organizational 

documents indicated that providing end-user support is essential for customer satisfaction 

throughout the system life cycle. Two organizational documents supported that IT 

officers need to deploy an IT service helpdesk or IT support platform for the end users to 

maximize the deployed system's efficient use. 

Table 6 
 

Minor Themes of Use an IT Service Helpdesk to Achieve End Users’ Satisfaction 

Major/Minor Theme Participant 

count 

Referenced 

in interview 

Document 

count 

Referenced 

in document 

End users support 

End users satisfaction 

4 

4 

12 

7 

4 

2 

21 

16 

 

The theme use of IT service helpdesks to achieve customer satisfaction aligns 

with TQM, the conceptual framework selected for this study. Customer focus is one of 

the most critical success factors of TQM (Mandeep et al., 2019). Quality is the 

continuous improvement of processes, products, and services based on customer 

satisfaction (Dilawo & Salimi, 2019). Customer satisfaction refers to the perception of 

pleasure fulfillment following the delivery of a service or a product (Anil & Satish, 

2019). All the study participants supported that having an available IT service helpdesk to 

assist end users provides a better end user experience, satisfaction, and quality. 

Participant P3 emphasized that the availability of end-users support services contributes 

to motivating end users to start or continue using solutions, and IT officers should make it 

mandatory. Organizational documents supported that the deployment of a service 
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assistance desk to support end users maximizes the solutions' usability and overall 

productivity. 

Additional recent literature supports that using an IT service helpdesk to achieve 

customer satisfaction aligns with TQM. According to Dilawo and Salimi (2019), 

customer focus and satisfaction involves identifying the needs and expectations of the 

customer and measuring the level of customer satisfaction to help eliminate 

dissatisfaction. The availability of a helpdesk service as a support channel provides the 

possibility to assist, collect end-user feedback, and measure the level of customer 

satisfaction to achieve quality. All the study participants insisted that the availability of 

IT helpdesk services enhances the measurement of end users’ satisfaction and the 

organization's commitment to achieving quality. Sader et al. (2019) stated that enhancing 

customer satisfaction is crucial in TQM and contributes to product and process 

improvement, better leadership in the decision-making process, and after all, the 

improvement of the overall business results. Ultimately, the findings of this study support 

that using an IT service helpdesk to achieve customer satisfaction is crucial for digitizing 

African regional and subregional court processes and aligns with TQM. 

Applications to Professional Practice 

The specific IT problem that formed the basis of this research was the perceived 

lack of strategies of IT officers in the eight African RECs for digitizing regional and 

subregional court processes to improve African e-justice systems. The participants in this 

study have succeeded in similar implementation and provided the strategies that IT 

officers in African regional and subregional courts could use to digitize court processes. 
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The exploration of the experiences of IT officers working as ACSAs, CSAs, and HITs in 

the selected African regional and subregional courts could serve as best practices and 

guidelines to other similar projects. After identifying the primary themes, I considered 

how other organizations and individuals could use the obtained results. Furthermore, I 

checked how judicial institutions located in Africa could use this study's results to update 

the strategies that their IT officers use for digitizing court processes. The majority of 

participants stated that the lack of ICT infrastructure and ICT literacy in the region 

remains a severe challenge for digitizing court processes. The analysis of the collected 

data for this study revealed six major themes, which are (a) involve and collaborate with 

all the stakeholders, (b) formulate system requirements based on end users’ needs, (c) 

design the system based on a validated blueprint, (d) create and implement a training 

plan, (e) use ICT policies and procedures to achieve quality, and (f) use an IT Service 

Helpdesk to achieve end users’ satisfaction. 

Regional and subregional judicial institutions located in the eight African RECs 

can use the result of this study to guide the digitization of their court processes. The 

achievement of quality in digitizing court processes requires adopting policies that make 

end users the focus of the digitization activities. Organizational leaders in African RECs 

judicial institutions could use this approach of TQM as a culture to improve their court 

processes and daily case management operations. In this case, the end users include 

judges, court staff, and lawyers representing parties. All strategies for digitizing court 

processes should recommend that IT officers collaborate and communicate with end 

users to understand their needs and obtain an overall positive customer experience. 
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Additionally, organizational leaders should create the internal structure and 

organizational bodies responsible for monitoring and enforcing such policies. 

IT officers working as ACSAs, CSAs, and HITs in any regional and subregional 

court located in African RECs can use this study's findings to redefine their quality 

approach from a technical and functional perspective to a customer satisfaction approach. 

The redefinition of their quality approach requires that IT officers involve and 

communicate with stakeholders to fully understand and formulate the system 

requirements based on the end users’ or customers’ needs. Additionally, designing the 

system based on a validated blueprint and implementing a training plan should guide and 

support the digitization process. Finally, using IT policies, IT procedures, and an IT 

Service Helpdesk as a means for continuous improvement is key to achieving quality. 

During the interviews, several participants mentioned that the feedback received 

from end users made them reconsider some of the strategies they have used to digitize the 

court processes of their judicial institutions. The feedback from end users is the primary 

indicator of customer satisfaction and crucial information for continuous improvement. 

Consequently, improving the strategy for digitizing court processes relies on the end 

users’ perception of quality and their experience starting from the expression of needs to 

the e-justice system's deployment. 

Any organizational policy that establishes a culture of quality could follow the 

strategies found in this research, amongst others. Leaders should define policies that 

clearly state roles and responsibilities such that individuals filling those roles know their 

accountabilities and the accountabilities of others. To enable the intrinsic empowerment 
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of individuals filling the roles, organizational leaders should effectively communicate 

these roles and responsibilities throughout the organization. As with any policy, the 

implementation of these roles and responsibilities should be governed and either incented 

or enforced. Organizations are not the only entities that can use these results. 

Implications for Social Change 

The main implication for a positive social change related to this study included 

improved job performance of African regional and subregional courts employees, 

facilitated access, and faster processing of cases for the African RECs citizens regardless 

of their distributed geographic locations. This study supports deploying transparent and 

standardized quality court procedures to benefit African RECs lawyers and citizens. 

According to the African Court on Human and Peoples’ Rights (2015), the integration of 

technology in court processes is necessary for economic and social development. While I 

expected that African judicial institutions would benefit from the outcome of this 

research study, many other judicial organizations located in developing countries or 

regions may also profit from its benefits.  

The adoption of quality management as a culture in regional and subregional 

judicial institutions has several implications. According to Kane et al. (2017), the 

digitization of organizations tends to cultivate human and social conditions and promote 

the positive development of individuals, communities, and society. Based on best 

practices and pre-identified strategies for digitizing court processes, e-justice systems can 

assist the legal staff of courts in spending less time in court processes and maximizing the 

efficiency and quality of the judicial procedures. Additionally, the deployed e-justice 
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systems could enhance transparency and increase public confidence in African REC 

courts. E-justice systems would also reduce costs, stress, improved work-balance, and 

delivery of judicial services for the African RECs citizens. 

The adoption of quality management also involves an increase in customer 

satisfaction. The increase in the efficiency and effectiveness of organizational staff and 

court procedures could result in better customer services in regional and subregional 

courts, improving communication with the customers and mitigating the risk of overall 

stress and frustration during judicial procedures. The improved quality of court 

procedures and communication with the end users could result in more positive feedback, 

customer satisfaction, and continuous improvement. 

Recommendations for Action 

The desire to identify strategies for IT officers for digitizing regional and 

subregional court processes in African RECs motivated the work presented in this 

qualitative case study. I have a few recommendations for action and further studies based 

on my findings, encountered limitations, and results. The limitations of this research 

study included the lack of statistical data and general information assessing the level or 

ratio of ICT infrastructure development, ICT literacy, and the use of IT tools in African 

regions and subregions. Therefore, additional qualitative studies must gather more 

information and quantitative studies to determine the findings' generalizability. 

This study aimed at identifying the strategies and best practices that IT officers in 

the eight African RECs use for digitizing regional and subregional court processes to 

improve African e-justice systems. The associated results aimed at providing African 
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regional or subregional courts with inexistent or poor digitized court processes, with best 

practices for quality and productive results. I recommend performing other research 

studies on the acceptability and adoption of e-justice systems in African regional and 

subregional courts. The latter could identify at what level IT officers were able to 

consider the stakeholders’ concerns during the digitization process. It might also help 

identify other strategies to improve existing e-justice systems in the African regions and 

sub-regions. 

Recommendations for Further Study 

The findings and the limitations related to this study prompted in me several 

recommendations for further research. This research's limitations concerned the potential 

bias and inability to generalize the results, both due to the study's qualitative nature. The 

first recommendation is to undertake the same research to analyze and compare the 

results against those from more case organizations and different African RECs. The 

second recommendation is related to the need for a quantitative study to determine the 

generalizability of the findings across the existing eight African RECs. 

As this research study focused on IT officers' involvement working as ACSAs, 

CSAs, and Heads of IT in African regional and subregional courts, I recommend 

performing the same research with IT officers working as IT network or system 

administrators and contrast the results. IT network and system administrators usually 

maintain the IT infrastructure and hardware required for the deployment of e-justice 

systems. The findings of this study revealed that ICT infrastructure represents one of the 

main challenges for digitizing regional and subregional court processes in African RECs. 
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The perspectives of IT Network or system administrators might confirm or complement 

the strategies identified for IT officers working as ACSAs, CSAs, and HITs on the 

quality perspectives. Finally, additional studies will reduce the literature gap related to 

the digitization of court processes in African RECs for the IT officers working as ACSA, 

CSAs, HITs, IT network administrators, and IT system administrators in African RECs 

judicial institutions. 

Reflections 

Throughout my professional career as an IT specialist and expert, I always worked 

and promoted customer satisfaction. My academic activities exposed me to the concepts 

of TQM. At the same time, my IT experience helped me better understand the digitization 

processes observed in the studied African regional and subregional courts. Throughout 

this research study, I remained diligent and objective in the results. I was cautious 

concerning all the various types of bias during the interviews and analysis of collected 

data phases. The results of this study emphasized the need to focus on customer 

satisfaction and involve all the stakeholders. Humility and diplomacy were crucial for the 

interaction with each organization's participants, which resulted in mutual benefits. 

Summary and Study Conclusions 

Achieving quality in digitizing court processes in African regional and 

subregional courts is complex. It involves combining several critical criteria, such as how 

the end users feel about using e-justice platforms and how well the digitized court 

processes can satisfy their needs as African REC citizens who seek justice. Digitizing 

court processes also involves the perception of end users about how valuable the software 
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is.  It requires that IT officers support end users in several ways using multiple tools 

when something goes wrong. Only the end users of the e-justice platforms can determine 

its quality. The IT officer's role is not only technical as it also involves several concepts 

related to quality based on customer satisfaction. IT officers in African regional or 

subregional courts are on the bridge of merging three worlds: the technology, judicial, 

and social worlds based on quality criteria. 
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Appendix A: Interview Protocol 

Interview: Exploring the Strategies that IT officers use for digitizing African regional and 

subregional court processes  

A. A personal introduction to the participant and motion of thanks for their participation. 

B. Confirmation of the receipt of the consent form and answer any questions and/or 

concerns of participants.  

C. Remind participants that the interview will be recorded 

D. Remind participants about the confidentiality of the interview participants. 

E. Turn on the recording device and announce the participant’s identification code, the 

date, and the time of the interview.  

F. Begin and proceed with the interview from the first question and continue to the last 

question.  

G. Allow the participant to respond to each question and ask additional probing questions 

as necessary.  

Interview Questions 

1. What is your experience as an IT officer with digitizing court processes? 

2. How would you describe the role of IT officer in the digitization of court 

processes? 

3. What is the importance of ICT infrastructure and ICT literacy in digitizing court 

processes? 

4. How do ICT infrastructure and ICT literacy support African regional and 

subregional court processes? 
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5. What are the various factors that IT officers should consider when attempting to 

digitize court processes in regional and subregional judicial institutions? 

6. What are some of the challenges related to the digitization of regional and 

subregional court processes in the African regional economic communities 

(RECs)? 

7. What strategies do you use for ensuring quality in digitizing court processes in 

particular in the African regions and sub-regions?  

F. Request for any additional information about the topics to the participant.  

G. Request for any documentation relevant to the discussed topic to the participant.  

H. Discuss the member-checking concept with the participant and attempt to and 

schedule a follow-up interview to review purposes.  

I. Turn off the audio recording device to conclude the recording.  

J. Thank the participant for partaking in the study.  

K. Confirm the participant has my contact information for any follow-up questions and 

concerns. 
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Appendix B: Letter of Cooperation from Case Organization 

Frederic Drabo 

Doctor of Information Technology Candidate 

Walden University 

______________@waldenu.edu 

Date:  

Dear Frederic,  

Based on my review of your research proposal, I give you the permission to 

conduct the study entitled the digitization of court processes in African regional and 

subregional judicial institutions within the ____________.  As part of this study, I 

authorize you to invite IT officers working as Assistant computer system analysts 

(ACSAs), computer system analysts (CSAs), and Heads of IT (HITs) from our 

organization who have worked with us for at least 3 years to participate in your study. I 

also authorize your access to our office building and our public organizational data 

related to the topic of your research study. Furthermore, I authorize the dissemination of 

activities results under the conditions mentioned in this letter. Remember that 

Individuals’ participation will be voluntary and at their own discretion.  

We understand that our organization’s responsibilities include providing access to 

a quiet and convenient room to interview IT officers working as ACSAs, CSAs, and HITs 

as well as the public organizational and project documents related to the topic of your 

research study from our organization. We reserve the right to withdraw from the study at 

any time if our circumstances change.  
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I understand that the student will not be naming our organization in the doctoral 

project report that will be published in Proquest. 

I confirm that I am authorized to approve research in this setting and that this plan 

complies with the organization’s policies. 

I understand that the data collected will remain entirely confidential and may not 

be provided to anyone outside of the student’s supervising faculty/staff without 

permission from the Walden University IRB.  

Sincerely, 

Authorization Official 

Contact Information 
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Appendix C: Invitation Letter to Participants. 

Dear __________,  

My name is Frederic Drabo, and I am a Doctor of Information Technology candidate 

at Walden University. I am conducting a doctoral study where I am attempting to find 

strategies that IT officers use for digitizing African regional and subregional court 

processes. The experience and knowledge of IT officers working as assistant computer 

analysts, computer system analysts, and heads of IT in African regional and subregional 

courts with digitized court processes may help in achieving the purpose of this study. 

Your participation in this study involves an initial interview of approximately 60 

minutes, a follow-up member checking session of approximately 30 minutes, and is 

entirely voluntary. If you do not wish to participate for any reason or change your mind, 

you can withdraw at any time. I intend to carry on interviews and data collection 

activities during the last week of June 2020. Attached herewith is a letter of cooperation 

from the head of your organization for your consideration. Feel free to contact me 

regarding your interest in the study and your participation schedule.  

Thank you for your consideration, and I look forward to working with you. 

Kindly note and read the attached consent form. 

Sincerely,  

Frederic Drabo. 

Doctor of Information Technology Candidate 

Walden University 

____________@waldenu.edu 
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