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Foreword

Various e-strategies have been developed since the late 1990s in an attempt to
describe the governmental vision for administrative and for societal change, the
objectives and priorities with regard to the development of the Information and
Communication Technologies (ICT) at national and at supranational levels. Terms
such as the European ‘‘Information Society,’’ the U.S. ‘‘Information Highways,’’
and the Korean and Chinese ‘‘Informatization’’ try to describe social transfor-
mation that occurs due to the ICT, and to determine means with which govern-
ments will capitalize the ICT to improve social life and to support economic
growth.

This book focuses on the context of managing Government e-Strategies. In this
order it combines strategic management issues with recent trends in forming,
planning, and developing Government ICT strategies. It aims to identify various e-
strategic management approaches that are followed worldwide, addresses the gaps
that appear between e-strategic updates, and presents alternative strategic man-
agement methods adopted or uses strategic management methods as a means to
describe the e-strategic evolution in different geographic regions. In this order, this
book illustrates experiences from various national and supranational cases and
offers the opportunity to readers to identify and compare the association between
policies and ICT.

Empirical findings from the United Arab Emirates (UAE) compose the preface
and introduce readers to the context of this book. Part I collects chapters that
address general strategic management issues in the ICT domain. The Chap. 1
discusses the notion of strategic evaluation and proposes program evaluation
methods as a means to measure strategic performance and to compare strategic
updates. Chapter 2 provides the reader with an evaluation framework, which is
based on European Union findings and can evaluate e-strategic policy impacts.
Chapter 3 introduces public participation information systems as a means to assess
social involvement, while the following Chap. 4 focuses on location information
strategies, which are capitalized for the execution of governmental tasks. Then, the
authors of Chap. 5 present a transparent model for state management, which is
based on ontology and can simplify strategic corresponding documents’ analysis.
Chapter 6 illustrates a six-dimensional strategic development tool, which can
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enhance e-Government effectiveness and finally, Chap. 7 provides a contemporary
image of innovation strategic management systems in public educational
organizations.

Part II presents various supranational, national, and regional e-strategic cases
and respective ICT management issues, beginning from Canada and an effective e-
Government strategy in Chap. 8. Then, the authors of Chap. 9 analyze e-strategies
and legislatures in southern Europe and focus on the impact of ICT on respective
parliamentary function. Chapter 10 addresses Gov 2.0 strategies in UK, while
Chap. 11 depicts regional strategic e-service delivery in Spain. The following
Chap. 12 uses findings from Turkey to identify barriers that affect e-participation.
Chapter 13 presents Digital Bangladesh and its national web portal, while the
authors of Chap. 14 present social media contribution for social engagement in
Hong Kong. Malaysia is approached in the following two chapters, where national
e-tax filing system is explained in Chap. 15 and e-strategies for research, inno-
vation, and commercialization are analyzed in Chap. 16. Finally, Moroccan e-
strategy is illustrated in Chap. 17 and case studies end with e-strategy in Zambia.

Readers will gain significant outcomes and they will explore various e-strategic
management issues such as evaluation, transformation, forming, and planning,
accompanied by methods for e-strategic analysis. It is of significant interest to
scholars and policymakers in public administration, management, and information
technology domains.
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Preface

ICT enabled transformations in the government sector: The
predicament of conceptualization in large-scale development
programs

Introduction

A note on ‘‘Program conceptualization’’ might appear like a trivial piece of dis-
cussion to this ever-expanding world of ICT initiatives in the government and
public sector which is today dominated by a sizable adoption of third- and fourth-
generation technologies across the entire e-government space globally. But the fact
remains that even with all this advancement to boast of and all those glitzy
applications to show off, a majority of itches, issues, problems, and disasters in e-
government projects and ICT enabled development programs occur because of
ostensibly mild oversights at the conceptualization stage.

Those practitioners, policymakers, and implementers who have been through
the entire cycle of project development and implementation will vouch for it that
the entire journey of project development and implementation is a revealing
experience for most stakeholders. Many are amazed and stunned as the imple-
mentation unfolds through a series of steps that were supposedly planned with
utmost care and insight. Even if the readiness of the undertaking agency, team, or
department is high, this journey of conceptualization to development and imple-
mentation offers its own unique set of surprises.

Sometimes, the e-Government project design and implementation elements
occupy a central seat in the minds of those people who are involved in conceptual-
ization and this prominent visibility of operational elements sidelines various pieces
of policy and program level imperatives that need to go behind that potential edifice.
This results in confusion and leads to a dissonance of the plan with its own form-
factor. So the question is, how can one conceptualize optimally? What are the various
steps that the policymakers or ICT practitioners and consultants should take so that
they are less likely to fall into this trap of conceiving an ICT enabled transformation
initiative that gets troubles along with it embedded in it ‘‘genetically’’?
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How can ICT leaders in the government have a 360� view of the entire eco-
system and how can they ‘‘think-through’’ the various stages that the initiative will
go through several layers down the implementation. Here, we would examine this
phenomenon and attempt to propose a few strategic approaches to overcome the
predicaments at the conceptualization stage.

The Policymakers’ Paradox: What Is to be Achieved?

What is to be achieved? This simple looking question itself can lead to enormous
discussion on the nature of the potential ICT enabled project. Through ICTs, the
government or public-sector leaders are usually trying to achieve a certain level of
transformation either in the process of governance, or service delivery, or both.
Clarity of objectives, actions, and contingencies is very crucial at this stage. An
elementary discussion on objectives and envisaged outcomes can spiral out into
multiple directions depending on the level of tactical view taken and the extent to
which the stakeholders’ perspectives are considered.

So the first challenge is to create or identify high level objectives that address
the development needs of a specific sector or department adequately. At the same
time, connecting the development needs to the program objectives clearly is
equally important. And even before that the bigger challenge is to identify the
‘‘development needs’’ correctly. Once these steps are accomplished successfully,
one can move ahead inducing possible transformations. But it is not all that easy,
as it sounds. Let’s see why.

The most common starting points for any transformation in the government or
public-sector ICT projects will lead you to process re-engineering. There are var-
ious models that can possibly align processes and technology and perhaps create an
‘‘enterprise’’ out of a government department. But we would not discuss process re-
engineering or technology here and will continue with the debate on the predica-
ment of conceptualization while we are trying to evolve a comprehensive view of
the conceptualization stage. So the basic question is to identify organizational and
stakeholder needs that are to be aligned and addressed through ICT transformation.

On several occasions, the policymaking process and government agencies are
unable to assess this need clearly. There are some failed or discontinued e-gov-
ernment projects standing out as prominent examples. Further, on the same lines
are a large number of such e-government projects and ICT initiatives that are
either underutilized or have under-delivered, and the situation is even bad when it
comes to sustaining them. Over a period of time such initiatives rely only on one-
sided support, the government funding. While there have been a number of success
stories in the developed and developing countries, the absence of a sustainable
model is till date a key characteristic of ICT transformations in the government
sector. And the reason for that is short-term vision and targets.

Many such stories demonstrate that the policymaking process sometimes fails
to address the basic question around stakeholders’ real need and value creation
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through ICT transformation. To add to the complexity further are the institutional
mechanisms, structures, and inter-agency relations required to make things happen
in a typical government setup. Undue focus on the government procedure twists
and turns the manner in which implementation has to be made, funding has to be
done, data have to be shared, and services have to operate, and these imperatives in
turn impact the policy making and program development process perpetually.
Hence, to be successfully approved at the first place, such large-scale ICT pro-
grams and projects are conceptualized in a manner so that they can successfully
wade through the numerous capillaries of the bureaucratic structures across vari-
ous departments and agencies and fully survive before they are exposed to
implementation and are fully operationalized. A multi-stakeholder environment
which is so vital, offers its own set of nuances where various entities have their
own views, needs, preferences, priorities, motivations, understanding, pace and
commitments making ICT projects in the government sector remarkably different
from the corporate IT. And wait, we have not even touched technology yet.

The First Steps

Correct assessment of demand is the key for any successful e-Government project.
This ‘correctness’ is not only about the magnitude but more about the nature of
demand, the service needed, the form in which it has to be delivered, the mode or
method using which the service would be delivered, and at the same time gen-
erating the critical demand. All this has to be done keeping in view how the ICT
ecosystem within a sector will transform in future and the impact it will have on
the user experience.

So, the first few steps toward ICT program development and policy must focus
on identifying the demand, and furthermore creating the demand. Sometimes,
policymakers assume the motto of Let’s create and they will come and it turns out
to be a risky preposition. For example, some government departments have tried to
implement identity card schemes only to be replaced by yet another form of
identity scheme later because of poor adoption of the earlier scheme. A root cause
analysis would show that most of such problems emanate due to lack of stake-
holder and environmental understanding at policy and program development stage.

Governments per se, generally have an upper hand in mandating the use of any
new form of service delivery. For example, if a certain government department
compels users to receive a specific service only using their website and discontinues
the offline means completely, the citizens have no choice, but when alternate
channels are available or necessary, then gauging the demand for online services is
a tricky affair. And even trickier is to envision and handle the ‘‘Transition’’ from
offline to online or a combination thereof and the integration of the back-end
systems to offer seamless experience to users within and outside the sponsoring
department. This reminds me of a popular case of global IT transformation in Nestlé
where one of the key mandates was that the customers across almost 200 countries
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should not feel (or discover) that the systems are undergoing massive overhauling
globally. Okay, let’s not be idealistic. The envisioning process in the government
projects will take several years to attain that level of maturity.

But there are several good examples. The Income Tax Department of the
Government of India has undergone an impressive transformation since the last
few years offering citizen-friendly services and leveraging ICT very well for their
own internal transformation and improving the user experience. To substantiate
the above point on transition however, during this transition that lasted for almost a
decade and is still going on, they created, used, and discarded several different
types of forms online and offline for fetching the Income Tax return data (to be
filled by the citizens). They have offered various modes of submission of the
Income Tax forms ranging from offline means to online submission using down-
loadable applications and acknowledgement generation, etc. The stakeholders
have no choice but to go with the flow and keep responding using the newer
formats year after year. But fortunately, this entire initiative has been largely
successful so transitions have only helped here in streamlining the processes.
However, if we imagine the plight of various other ICT initiatives globally that
were unable to handle the transition and integration well, we will discover several
lessons to be learnt.

Creating a Comprehensive ‘Business Case’

Generally the ICT enabled transformations in the government sector evolve
through the following steps: Envisioning or policy development, Conceptualiza-
tion, Program Development, Implementation, and Management. Each of these
steps is critical for successful outcomes.

Though ‘‘Business,’’ for some people in the public sector might be a bad word,
by ‘‘Business Case’’ here we mean extracting some goodness from the Business
Management practices into this very different turf of public administration and the
government sector. It is essential for the ICT program development process to
have a high degree of clarity and knowledge about the following key elements:

1. A comprehensive view of the internal and external environment which
includes possible factors and risks associated with the potential ICT project.

2. Stakeholders and entities. A complete view of the nature of entities impacting
or impacted by the project.

3. Program and project level value chain visibility: Clarity on existing input-
process-output relationships. This step is so vital that the program develop-
ment must not proceed without adequate information about this.

4. Value chain reversal: Focus on the demand side equally well and establish a
connection with the supply side. This is empirically one of the significant
problems in the ICT as well as the development sector projects that the
department or sponsoring agencies focus too much on what they have to offer
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rather than finding out what is needed by the recipients. Hence this step needs
special emphasis.

5. Relationships between various entities. Their roles, responsibilities, and
contributions in connection to the envisaged project.

6. Methods, processes, and technologies through which the program steps or
actions will be achieved in the backdrop of the given ICT environment. We
will have to agree that sometimes the program conceptualization and devel-
opment process tends to get influenced by industry pressures. People who have
been associated with such ICT projects will admit that all new technologies
that emerge on the horizon are forced hard on the government sector first by
various industry players looking for a possible adoption across.
During the last decade itself the industry forces made you to believe that if you
do not adopt an EA or later SoA and now Cloud, you are at a great disad-
vantage. Well, it is good to know about all these developments and ultimately
adopt what suits but before that it is important that you do this in full cog-
nizance of what lies ahead. The complex cocktail of technology platforms,
OEMs, devices, open source, vendors, applications, mobile, M2M, etc., makes
the ICT projects’ affairs even more slippery. Justifying technology invest-
ments and reaping the desired benefits is another challenge. Don’t believe me?
Remember, there was a Pager! Gartner’s Hype-cycle offers an interesting view
of the emergence and maturity of various technologies across various indus-
tries. Such approaches can help decision makers in understanding the adoption
of technology and the rate of technological innovations thereby helping in the
process of conceptualization.

7. Institutional mechanism and structures within the conceptualizing entity,
associated entities, and other impacting entities.

8. Exploring and drawing synergies across various entities and stakeholder
groups. Mechanisms to support and sustain the same.

9. Collaborative Resource and requirement planning.
10. All usual Project management imperatives like planning, controls, scheduling,

financial management, human resource, risk, etc.
11. Awareness about potential Channel conflicts, evolution, and alternate means

of service delivery. Understanding the related mandate and user orientation.
This bit also might appear quite trivial but ask those ICT leaders who con-
ceptualized the entire state-level or district-level ICT program leveraging the
Web as the only channel and later were jolted to discover the emergence of
mobile as a faster and easier means of delivering the same services with lesser
investment and greater ease. Nobody ever thought about it in the beginning!

12. Legacy issues: Complete knowledge of the existing ICT assets and clarity on
how these capabilities will be leveraged, transformed, or phased out.

13. Knowledge management, acquisition, and knowledge transfer arrangements
across the institutional structures and the program development and imple-
mentation machinery.

14. Finally the most important element: Response. It means policymakers’ ability
to foresee how various entities, systems, and stakeholders across the program
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value chain will ‘respond’ to the concept and to its execution. The ability to
‘see through’ the potential repercussions of various actions under an ICT
program makes a distinct place for itself in series of imperatives, predicting
possible contingencies, and preparing well for them. There are no models that
can accurately tell implementers how various entities in an ICT ecosystem
will behave when subjected to the project execution. Hence, ‘gauging the
response’ is more of an art than a science. Needless to mention that political
leadership and environment and development necessities also play a key role
in determining and precipitating the ‘response.’

Developing a Transformation Roadmap

The classic ‘‘chicken-egg’’ dilemma sometimes plagues the ICT enabled trans-
formation initiatives in the government sector. Policy and decision makers find
themselves at cross-roads when it comes to handling the cause and effect rela-
tionships prudently to generate effective magnitude for transformation in a given
system, and technology form factors keep producing a bit of dissonance while
looking at the program development process and ICTs from a systems perspective.
On this dissonance I have a rather philosophical point of view. Technology is a
potent enabler but will it change the human intent, the initiative? I have said earlier
at an international conference:

If you are determined towards a disaster
Technology only helps, getting there faster

After going through the entire exercise of answering the questions mentioned in
the ‘‘Business Case’’ section above, the ICT leaders can move ahead to the next
critical phase of developing a transformation roadmap. While all of the above
intertwining issues are identified and mechanisms to handle them are envisioned,
the transformation roadmap can be developed which offers a 360� view of the ICT
ecosystems under consideration and present clear relationships across all the
entities and stakeholders and demonstrates how the ICT will impact the devel-
opment needs. Primordial areas of transformation are generally discovered at this
stage. However, if you think that the ICT transformation roadmap would be a static
document or merely a report which you can access whenever you are stuck, you
are wrong.

The steps mentioned here will lead you to evolve a high-level transformation
roadmap. Transformations Roadmap has to be developed in the form of a dynamic
set of ideas that will govern the process of ICT enabled transformation in the short
and the long terms. Although it would lay down the methodologies, it should be
closely linked to the practitioners and practicality. Systems theory helps. The
roadmap does a dissection of the system, subsystem, and components by helping
you to create an abstraction around related entities. Further, it will help in
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identifying the process clusters to be prioritized and to be subjected to transfor-
mation. It will also spell out the extent to which the transformation is envisioned,
which means what combination of IT enabled, online, offline, and manual process
will be induced in which process cluster and so on. It will also help in bench-
marking. After this exercise is done, the initiative leaders can craft their tactical
approach. But there would a difference between program level and project level
roadmaps. Project level roadmaps can be directly translated in system require-
ments while program level roadmaps will help with prioritizing the action steps
and, in most cases, will give rise to various project concepts.

When the policy mandate and decisions are translated into large ICT initiatives
or programs which in turn are translated into implementable projects, sometimes
there is a risk that either the purpose is lost or the manner in which the objectives
were conceived is not absorbed equally across various layers of stakeholders
dealing with the conceptualization and development. This multitude of people
handling the entire evolution though is vital for ICT initiatives but also poses a risk
at the same time. Business magazines are full of articles talking about the dis-
connect between ‘business’ demands and corporate IT’s response. The same can
happen in government projects and here the risk is even higher. The ICT initiative
leader has to connect all these dots together.

However there is a catch; though the above two sections present a broad view of
the journey from conceptualization to development, practically the ICT initiative
leaders will never have the luxury to take several months to develop the Business-
Case and Transformation Roadmap. This all has to happen quickly which means
that both the speed and the accuracy of the thought process is important in con-
ceptualization. The entire initiative then hinges on how quickly and effectively one
can come up with creative and innovative ideas and apply high quality thinking in
the conceptualization process. This also shows us how important it is to internalize
the whole thought process (especially for those who think that they can just hire a
consultant and go to sleep). Further, today there are various approaches to review
and evaluate government and development sector projects. These approaches
range from various tangible outcome-based parameters and impacts on various
softer approaches to ascertain the objectives. Welfare Economics has a lot to offer.
Social cost-benefit analysis, Human Development index, ICT readiness, Happiness
index, Capability approach are some example of approaches used to assess the
success of development programs today. Hence, the leaders of ICT enabled
transformations in the government and public sectors will also have to focus on a
much wider landscape of issues, actors, impacts, and outcomes while they con-
ceptualize the large-scale development programs.

Dr. Dhrupad Mathur
S. P. Jain School of Global Management

Dubai UAE
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Chapter 1
Evaluation Methods for e-Strategic
Transformation

Leonidas Anthopoulos and Nikolaos Blanas

Abstract Governments define strategies in order to transform their political
missions to reality, deal with various challenges, schedule public spending, and
control public investments. This phenomenon occurs even at supranational levels,
where governments negotiate and agree on common objectives, which comes close
enough to competitive political interests. Government strategic planning is crucial
and defines necessary strategic elements such as vision, mission, success factors,
stakeholders, etc. Moreover, strategic planning is a continuous process, since
strategic updates follow previous plans and recognize existing successes and
failures. Strategic implementation occurs via framework programs, which allocate
funding on alternative priorities, while they identify methods for strategic
assessment and monitoring. This chapter focuses on government e-strategies and
aims to illustrate whether program evaluation can result in the assessment of
strategic transformation. In this context, existing program evaluation methods are
compared according to their applicability on strategic transformation’s evaluation.
This comparison will be applied on data from Greece, where three government
e-strategies have been evolved since late 1990s and respective framework pro-
grams have been implemented.
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1.1 Introduction

The aim of a strategy is to lead an organization’s evolution to place a company
against market competition or to define a corporate behavior against change
(Lysons and Farrington 2006). Government strategies are mainly tactic documents,
with which countries evolve or align to common supranational visions. Central
government strategies define a global political vision (i.e., National Strategies, EU
Lisbon Strategy (European Commission 2010a) and recent Europe2020 (European
Commission 2010b), while domain strategies align to central ones and focus on
specific market or social segments (i.e., transportation, health, employment,
economy, etc.). Strategic implementation is based on respective framework pro-
grams, which align to strategic priorities and objectives.

Government e-strategies focus on information and communications technolo-
gies (ICT) and aim to guide their evolution, to define legislation for the ICT
market and for digital transactions and to formulate a national or supranational
information society. E-strategies document relevant to the ICT, abstract political
slogans and estimate their feasibility with specific objectives.

The aim of this chapter is to approach a significant issue regarding e-strategic
evolution: strategic updates do not always justify how they follow their previous
versions, how well their previous versions performed and mainly why strategies
update to their new directions. In this order, this chapter tries to answer the
following questions: how strategies are evaluated? And can strategic evaluation
illustrate whether strategic updates perform better than their previous ones? The
first question sounds trivial but no structured literature exists to support researchers
in this domain, while its answer will support to reply the second question. The
second question is challenging and can support decision makers and politicians to
compare their political directions. Evaluation methods are used to compare stra-
tegic updates. Data from three e-strategies that have been evolved in Greece since
1999 are used for the purposes of this chapter and useful findings are illustrated.

The remaining of this chapter is structured as follows: Section 1.2 contains a
theoretical analysis in strategic and program evaluation domains. Section 1.3
places the research questions and the method that these questions are answered.
Section 1.4 uses data from Greek e-strategies and compares evaluation results.
Section 1.5 contains a discussion about the evaluation findings from the Greek
e-strategies. Finally, Sect. 1.6 contains conclusions and future thoughts.

1.2 Background

A framework program (i.e., the development of a product or of a transportation
network, etc.) aims to achieve a corporate strategic objective or to deliver socio-
economic benefits (Fitzgerald et al. 1999). In this context, a portfolio of interre-
lated projects is defined under a program, which aims to achieve in the desired
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strategic targets. Furthermore, expected organizational changes are estimated,
which are necessary to simplify the accomplishment of the strategic mission.
Program management is the tool for strategic management and it is established via
individual project management processes (Tavistock Institute 2003). A framework
program lasts for an agreed timetable and its success is compared against the
estimated outcomes as well as against the strategic objectives it must establish.
Program implementation faces usual problems such as (Bachtler and Taylor 2003):

1. Many projects are not identified together with program definition but they are
determined at later stages.

2. Many projects are incorporated in a program at a later stage and depend on the
outcomes of other projects.

3. Projects vary regarding their context meaning that program management is a
complex discipline.

4. Projects’ monitoring and assessment is complex due to the requirements for
complying with both the program and the strategic objectives.

1.2.1 The Context of Evaluation

According to the United Nations (2006), evaluation is ‘‘a systematic and discrete
process, as objective as possible, to determine relevance, efficiency, effectiveness,
impact, and/or sustainability of any element of a Program’s performance relative
to its mandate or goals’’. Evaluation is rather a practical process and differs from
scientific measurements and studies, which are based on scientific discipline and
extend existing knowledge with new findings.

In this chapter, evaluation is considered as a program’s progress measurement
tool and in this context it differs from program control, which aims to validate
legal and social compliance and sufficient resource allocation to program
requirements. Finally, evaluation differs from program monitoring, which exam-
ines program flows, meaning goods and services that are produced to program
beneficiaries. Monitoring is a continuous process during program implementation,
it depends on data quality and aims to improve program performance and to enable
managers proceed in suitable amendments when divergences occur.

Literature does not provide a commonly agreed set of evaluation targets
(European Commission 2004a; European Commission 2004b; European Com-
mission 2004c). However, five generally accepted objectives can be summarized:

i. Program planning efficiency: evaluation validates underlying policies, pro-
gram implementation progress, and resource mobilization.

ii. Transparency (so-called ‘‘good management’’): evaluation examines whether
program targets are being established and calculate resource capitalization.

iii. Management improvement: evaluation results in better program management
results.
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iv. Knowledge production: interventions are suggested that can lead to program
improvement.

v. Ordinance strengthening: program stakeholders enhance their skills, while
ordinance and cooperation clusters are strengthened.

With regard to its priorities—program control and performance improvement—
different questions are investigated and alternative stakeholders are interested in
evaluation results. For instance, when evaluation focuses on program quantitative
and qualitative measurement, it is useful to policy makers and citizens, while
evaluation concerns cost-benefit analyses and public resource capitalization.
Moreover, evaluation provides a framework program with pros such as collects
information from alternative stakeholders; gains stakeholders’ trust; decreases
risks in innovational interventions; illustrates necessary amendments in order to
succeed in program objectives; determines potential gaps between alternative
priorities and objectives; and predicts implications from program deployment.

Evaluation methods are classified in three categories, which are based on the
evaluation users and on the reasons that lead its measurement (European Com-
mission 2004c; European Commission 1999a):

i. Formative—Summative.
ii. Ex-ante, intermediate (or mid-term) and ex-post.
iii. Internal or external.

Formative evaluation (European Commission 2004c) is performed by program
managers and investigates means to enhance managerial efficiency and program
development. Summative on the other hand, questions program end-users and seek
to improve program objectives.

Ex-ante, intermediate, and ex-post methods occur during a time schedule,
which concerns either ‘‘program life cycle’’ or ‘‘policy life cycle’’ (Fig. 1.1).
Program life cycle consists of:

(a) definition phase, where socio-economic requirements, existing conditions and
primary objectives are determined;

(b) planning phase, where program interventions for objectives’ achievement are
identified;

(c) implementation phase, where evidence collection for program review is
emphasized;

(d) and results phase, where outcomes and repercussions are compared to pro-
gram objectives.

Policy life cycle begins with Policy Documentation, where at the same time its
relative programs are at the definition phase. Policy Dissemination follows, which
occurs at program planning and program implementation phases. Finally, Policy
Review occurs when program implementation has been completed and it is at its
results phase.
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Figure 1.1 shows that ex-ante evaluation comes first and occurs during program
definition and emphasizes on targets’ feasibility; intermediate evaluation follows
when program is being implemented and measures program progress; and ex-post
is performed by the end of program implementation and focuses on program
results. Although these three life cycles are expected to be synchronized, in
practice this does not happen.

Ex-ante evaluation (European Commission 2004a) is executed at the beginning
of program life cycle when public authorities negotiate program definition. It aims
to secure socio-economic objectives and its results are incorporated in the program
plan. For the purposes of ex-ante evaluation, a Strengths, Weaknesses, Opportu-
nities, and Threats (SWOT) analysis is performed in program application domains
and provides managers with information regarding the cohesion between strategic
and program objectives and regarding objectives’ feasibility. Additionally, ex-ante
evaluation identifies future evaluation methods and metrics, clarifies project
selection criteria, and secures transparency during program implementation. This
evaluation method is performed under significant limitations such as a strict
schedule, an insufficient ‘‘picture’’ of the program and the existence of political
expediencies.

Fig. 1.1 Policy, program, and evaluation life cycle
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Intermediate (or mid-term) evaluation (European Commission 2004c) is carried
out during the second phase of program life cycle, it analyzes and compares initial
results from program implementation to ex-ante results and leads to potential
program reviews. Moreover, it evaluates program’s financial control and quality
assurance; it compares program’s outcomes against objectives and confirms
whether de facto changes have been applied to program targets. In contrast to ex-
ante evaluation, the intermediate emphasizes on financial and social changes that
could appear in program’s ecosystem and clarifies the feasibility of program’s
objectives.

Ex-post evaluation (European Commission 2004c) is performed at least 1 year
before the end of program life cycle but its efficiency increases if it occurs 2 or
even 3 years after program completion. It reviews the entire program’s impact and
measures resource utilization and objectives’ establishment. It focuses on success
or failure factors and on results’ viability and aims to produce conclusions that
could be applied on future programs’ design and planning.

Internal evaluation (European Commission 2004c) is performed by program
supervisors, while external evaluation is carried out by external auditors. The
external method is applied on most of the European Union (EU) programs, mainly
for the intermediate and the ex-post evaluations due to its main advantages:
objectiveness regarding EU programs; external auditors’ experience; and sim-
plicity and economic efficiency.

Evaluation results lead program managers to decisions about necessary socio-
economic interventions from program implementation. Some evaluation methods
are interconnected to specific interventions’ categories. For instance, a usual EU
intervention concerns strategic priority redefinition or reordering, which is applied
on program contextual priorities. Contextual priorities’ evaluation is based on
implementation evidence, which structures complex indexes.

1.2.2 Evaluation Tools and Techniques

Evaluation is performed with various tools and techniques, whose selection
depends on whether the evaluation questions that are going to be addressed are
forward looking or retrospective. An overview of some of the tools and techniques
that are likely to be used by evaluators in different evaluation situations in a
European Commission context (European Commission 2004c) are presented in
(Fig. 1.2), while their analysis is beyond the purposes of this chapter.

1.2.3 Evaluation Indexes

Evaluation indexes are parameters that are used by strategic and program man-
agers in order to monitor strategic or program implementation progress. Multiple
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indexes are used for program evaluation, whose results are used for strategic
assessment too. However, the most valuable are the following (European Com-
mission 1999b, 2004c):

• Resource indexes collect information regarding resources (i.e., budget, human,
material, etc.) that are capitalized during program implementation. Some
examples of these indexes concern total budget, annual expense rate, over—or
under—budget consumption, etc.

• Performance indexes measure program ‘‘product’’ and reflect public spending
benefits. Some examples concern a highway length (in km), a road construction
rate, the size of a landscape that has been built, trainees’ number—in case of an
educational program—etc.

• Output indexes represent program beneficiaries’ direct gains or losses. Total
gains and losses are calculated when all payments are completed.

• Result indexes measure program implications beyond program outputs. Short-
term results measure quick beneficiaries’ outcomes such as highway traffic after
a year from a road construction, new jobs’ creation after an investment’s
completion, etc. A second group of result indexes measure the implications that
affect other stakeholders—beyond beneficiaries—, such as quality of life

Fig. 1.2 Evaluation tools and techniques
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improvement in a reconstructed ex-industrial landscape; water quality
improvement; or even macroeconomic implications.

• Impact indexes measure results too, but are distant to the implementation time
(special impact indexes) and to program beneficiaries (general impact indexes).

Indexes are used for progress monitoring—comparison between outcomes
against expectations—and for progress evaluation—outcomes are compared with
data from other sources in order to recognize implications—and they have the
following characteristics:

• indexes must be interconnected with policy’s objectives, which concern
expected facts and milestones;

• indexes must be measured frequently and data values must be compared;
• collected data must be accurate and trustworthy. Samples must confirm data

accuracy for output and result indexes for instance, which collect data directly
from projects. Data must be confirmed independently for impact indexes.

Alternative evaluation indexes are measured during program life cycle: at the
definition phase indexes support the determination of the quantitative and quali-
tative measures, together with the prediction of potential socio-economic impli-
cations; at the planning phase indexes support the clarification of program
objectives; at the results phase indexes measure the establishment of the initial
program objectives.

Generally speaking, evaluation indexes are combined and calculate the fol-
lowing variables regarding program implementation (Fig. 1.3):

• relevance to the evolving strategic priorities at national or supranational levels;
• performance regarding resource transformation to outputs and results;
• effectiveness concerning how close the program remains to its initial objectives;
• usefulness to the beneficiaries; and
• sustainability of program results.

Fig. 1.3 Evaluation indexes’ combination for program evaluation
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Performance and effectiveness can be measured during all the particular phases
of program life cycle with the comparison between expectations and achievements
(effectiveness) and between achievements and resource allocation (performance).
These measures can support supervisors in decision making and program review
(Table 1.1).

1.3 Measuring e-Strategic Transformation with Program
Evaluation

The above program evaluation methods are mostly carried out via questionnaire-
based surveys, where managers and beneficiaries are questioned with regard to the
particular indexes of (Fig. 1.3) (relevance, performance, effectiveness, impact, and
sustainability). Moreover than not, surveyors evaluate the assessment method via
filling in the quality assessment grids regarding the evaluation report and the
evaluation process (Annex I) (European Commission 2005).

All the above findings illustrate that program evaluation is a complex and
continuous process, while specific indexes address the compliance with the stra-
tegic priorities and measure objectives’ establishment and efficiency. In this order,
program evaluation is an indirect strategic evaluation process, whose results can be
capitalized for strategic evaluation.

A crucial issue concerns strategic updates’ evaluation. Strategies are obliged to
change (Johnson et al. 2005) either in an incremental or in a ‘‘big bang’’ nature
(Table 1.2). Incremental changes concern strategic realignment and adaptation or
transformation and evolution. On the other hand, ‘‘big bang’’ changes concern
strategic realignment and reconstruction or transformation and revolution. Chan-
ges occur at the end of the strategic life cycle when a new strategy is being formed
and updated internal and external analyses recognize new challenges and

Table 1.1 Indexes used for effectiveness and performance measurement

Objectives Indexes Efficiency Performance

Business/
strategic

Financial/resource
output

Real/planned output Output versus cost

Special Result Real/planned results Results versus cost
General Impact Real/planned

implications
Implications versus

cost

Table 1.2 Types of strategic change (Johnson, Scholes and Whittington 2005)

Nature of change Scope of change

Realignment Transformation

Incremental Adaptation Evolution
Big bang Reconstruction Revolution
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objectives. However, changes can occur during strategic implementation due to
unexpected phenomena (i.e., political or environmental crises) or due to intra-
organizational requirements (i.e., top-level management reforms).

Government strategies and e-strategies are usually cumulative, meaning they’re
obliged to incremental changes and an updated version follows a previous one.
However, it is not always clear whether updated strategic objectives are rationally
identified, in terms they are the result of a strategic evaluation and review or
they’re the result of accidental or politically inspired decisions.

Anthopoulos and Fitsilis (2014) used technological road mapping tool in order
to compare e-strategic updates from 10 national and supranational cases and
managed to visualize strategic evolution. Their findings are extremely important
since they confirm that e-strategic visions mainly evolved from Information
Society principles to either (a) Open government directions in terms of account-
ability, participation and accessibility; (b) digital divide’s narrowing; or to (c)
connected government in terms of cross-agency e-services. Moreover, the vision
for a digital economy was initially defined in early 1990s and has been adopted by
the European Union recently. Another critical finding concerns that most gov-
ernments invest huge on e-strategies in order to capitalize the ICT for economic
growth and for international or supranational leadership in ICT industry. On the
other hand, various alternative paths can be observed concerning the e-strategic
mission evolution. It must also be mentioned that the recently adopted mission
statements concern the contribution of the ICT against social challenges (aging,
digital divide, ICT literacy), broadband use and ultra-high speed networks,
effective management and capital planning, and security and trust in e-services.

This chapter concerns program evaluation as a means to compare e-strategic
update and to illustrate whether updates perform better not only regarding their
implementation’s progress but regarding their expected outcomes and their
implications. The following section uses the Greek case in order to present this
approach.

1.4 Results from Greece

Three cumulative e-strategies have been and are being developed in Greece:
Information Society (1999–2007), Digital Convergence (2007–2013), and Digital
Convergence II (2013–2020) (Table 1.3). The initial Greek e-strategy was entitled
‘‘The Information Society’’ and was accompanied by a synonymous program,
which lasted from 2000 to 2005. This first Greek e-strategy aligned to the strategic
objectives of the e-Europe European e-strategy and it was analyzed in a set of
strategic priorities (Fig. 1.4). The strategic vision concerned the development of an
open and coherent Information Society in Greece and defined two primary
objectives to be established with the ICT:

• Citizen service and quality of life improvement.
• Human resource development.
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Despite the amount of €3 billion that was invested in ICT with the Information
Society Program, Greece had not reached the strategic estimations by 2005 for a
high level of ICT use; and for ICT utilization by citizens and enterprises with the
exception of mobile communications’ penetrations. The reasons of this strategic
divergence concerned a mistaken strategic analysis regarding the capacity of the
national ICT industry to undertake the required projects’ development; public
sector’s efficiency for ICT project management; and ICT literacy and respective
attitudes by the involved stakeholders. This mistaken analysis led Greece to the
last position among the European 27 member states (EU27) with regard to ICT

Table 1.3 Digital convergence framework program’s nine fibers of action

Strategy Vision statement Mission statement

1999–2005:
Information
Society

Development of the Greek
information society according to
the European vision cost: €2,84
billion

Supervisor: special secretary for the
information society (Ministry of
Finance)

CSFs:
Education and culture: ICT courses

at schools, broadband
connectivity for all schools
(School Network) and
universities (University
Network)

e-Government: Citizen service
centers (KEP), tax services
(TAXIS), social security services
(IKAnet)

Communications: Public sector’s
intranet (SYZEFXIS), market
liberation

Market growth: Encourage ICT
investments by the private sector

Update: 2005
Digital
Convergence
2005–2007

Update: Update:
Inclusion, innovation and investment

in ICT
Productivity growth: e-services to

the private sector, ICT
investments, and broadband
connectivity by the private
sector

Cost: $1,1 billion Quality of life’s improvement: One-
stop e-Government portal
(ERMIS), cross-agency public
e-services

Update: 2010
Digital
Convergence II
2007–2013

Update: Update:
Realize the directions for national

growth and for viable ICT
investments

Convergence between particular
geographic regions openness
and accessibility: public
consultations (opengov.gr),
accountability (DIAVGEIA.gr)

Cost: €1,15 billion

Interoperability: Greek e-GIF
Quality services
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Gross Domestic Product (GDP) expenditure. Moreover, digital literacy’s diver-
gence between Greek and European (EU27) citizens remained 18 units lower in
2010 (Greek Observatory 2011).

Digital Convergence was the second Greek e-strategy, which was totally
aligned to the European i2010 priorities and launched a synonymous framework
program. The strategic vision concerned a national ‘‘digital jump’’, which would
be established with two priorities: the capitalization of the ICT to (a) national
economic growth and (b) quality of life’s improvement. The second program was
analyzed in nine ‘‘action fibers,’’ which were interconnected to the strategic pri-
orities and aimed to establish strategic vision in two milestones: by 2008 when
short-term objectives would be achieved; and by 2013 when the program would be
completed. Short-term objectives concerned the implementation of public e-pro-
curement and e-service platforms; broadband penetration; and legislation’s revi-
sion. Long-term objectives on the other hand concerned public e-procurement and
e-service diffusion; computer-based learning at schools; and the development of a
business one-stop portal.

Digital Convergence was reviewed in 2010 and an updated version was laun-
ched, which for the purposes of this chapter will be called Digital Convergence II.

Fig. 1.4 SWOT analysis produced by ex-post evaluation of digital convergence
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This updated e-strategy shifted towards an ‘‘Open Government’’ directions, where
open data and open standards were adopted as strategic priorities, which enhance
accountability and transparency. Further to openness, cloud computing infra-
structure, and multichannel e-services accompanied strategic evolution.

Greece has experienced a particular fiscal and political crisis since 2009 and in
this order the updated Digital Convergence’s implementation has delayed. How-
ever, the updated e-strategy has not conformed to this particular internal envi-
ronment, probably due to obligations that rise from the alignment to the European
respective i2010 strategy. Some important deliverables have been implemented
with regard to openness, such as a consultation portal (www.opengov.gr), public
spending demonstration (www.diavgeia.gr), and Greek interoperability framework
(www.e-gif.gov.gr).

Anthopoulos et al. (2012) have demonstrated a comparison between the
abovementioned Greek e-strategies, with the use of the following strategic man-
agement tools: External Factors Evaluation (EFE) Matrix, the Internal Factors
Evaluation (IFE) Matrix, and the Competitive Profile Matrix (CPM). Their find-
ings from the use of data from 2,000 projects (Table 1.4) showed that the Infor-
mation Society performs better in the EFE matrix, meaning that it realized better
the external opportunities and threats; on the other hand, the Digital Convergence
II performs better in IFE matrix, meaning that this strategy recognized better the
internal opportunities and weaknesses. Another useful outcome was that the pri-
mary Greek internal and external (EFE and IFE matrixes) strategic factors comply
with the European strategic priorities. The factors that score best in all Greek
e-strategies concern: (a) National and Supranational economic growth and Euro-
pean transactions as External Opportunities; (b) Aging and high levels of poverty
as External threats; (c) market liberation, and contribution of the ICT to national
growth as internal opportunity; and (d) digital skills, legislative alignments and
public corruption as internal weaknesses. Moreover, the CPM matrix outlined the
strategic critical success factors, from which the most important ones concern the
ICT infrastructure’s installation, the political willing for strategic implementation,
and the enhancement of the ICT literacy.

The abovementioned comparison illustrated that there is not a clear connection
between the strategic objectives of the examined cumulative e-strategies. More-
over than not, each of the e-strategies performed quite well in some of the strategic
priorities, while they have all slightly diverged from the expected outcomes.

The evaluation of the respective three framework programs, follows the
European directives, it has been performed with the questionnaire of Annex I and
measures relativity, efficiency, performance and usability indexes, as well as
coherency and added value indexes. Evaluation returns important results too.

In its 2004 annual ex-ante evaluation report, the Greek Special Secretary for
Digital Planning (2004a) states that the Information Society program estimated the
establishment of steadily increasing ICT market and digital literacy growth.
Moreover, the Information Society Program aimed to install a dynamically
evolved public sector network. However, the interim report for the same year 2004
(Greek Special Secretary for Digital Planning 2004b), the program performed best
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regarding education-related interventions. This good performance influenced the
overall program’s performance. Moreover, program performed well regarding
telecommunication’s market liberation, which supported costs’ reduction, national
economic growth and employment. E-government and employment priorities
emerged during 2003, while broadband penetration delayed significantly. Ex-post
evaluation confirms successful program’s implementation (Table 1.5).

The official strategic documents (Greek Special Secretary for Digital Planning
2006a) compared to Digital Convergence program’s ex-ante evaluation (Greek
Special Secretary for Digital Planning 2006b) show that the second Greek e-
strategy had to secure sustainable development and regional coherency. The
respective framework program appeared to have clear objectives, which are
grouped in the priorities and action fibers presented previously. Strategic coher-
ence against external threats was strong due to its clear mission and to the man-
agerial efficiency that Greek Government had gained from the first e-strategic
implementation. Program management updated tools and economic added value
(with regard to capital performance) illustrated improved implementation scores.

Digital Convergence’s mid-term evaluation (Greek Ministry of Finance 2010)
illustrated that program implementation faced various problems, such as low
productivity of public e-services, high project implementation costs, lack of
competition and of ICT knowledge exports. Against the initially grounded

Table 1.4 Greek e-strategic comparison with the factors from the EFE and the IFE matrixes (the
underlined are the highest ranked) (Anthopoulos et al. 2012)

External factors—
opportunities

External factors—threats Internal factors—
opportunities

Internal factors—
weaknesses

Globalization Aging Training activities Weberian administration
structure

National
economic
growth

Rising Asia Popularity Organizational change

Supranational
Economic
Growth

High levels of poverty ICT contribution to
national growth

Digital skills held by the
civil servants

European
transactions

Lack in natural resources Telecommunications’
costs reduction

National contribution
(25 % of strategic
funding)

Schengen’s
membership

Economic and political
stability

Market liberation Legal framework
adjustment

Participation in
internet
governance

Currency outflow due to
e-commerce

ICT industry’s growth Complex public
procurement system

European ICT
industry

Technological inflow
and external
dependencies

Income from e-
commerce sales

Public corruption

Currency inflows
from e-
commerce

Technological crises
(disaster recovery)

Service simplification Trust, security and
privacy
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objectives regarding program resource capitalization, implementation results in a
3-year period were surprisingly low, which were justified by an unclear strategic
vision statement and program management inefficiency. Moreover, projects’ ten-
dering definition was unclear and projects’ selection was unjustified, which gave a
picture of lack in transparency.

However, Digital Convergence’s ex-post evaluation illustrates a set of strengths
and weaknesses (Fig. 1.4). Finally, only ex-ante evaluation of the last Greek
e-strategy can be performed, since it is too early and its implementation has been
delayed due to the particular fiscal recession.

1.5 Discussion

This chapter aims to conclude regarding strategic transformation’s evaluation and
in this order, it considers respective program methods. The above strategic eval-
uation results from the Greek three e-strategies can lead to various significant
outcomes:

(a) Comparison between the first and the second e-strategy:

All evaluation methods were applicable for the first and the second e-strategies,
while only the ex-ante evaluation is applicable on the third updated version.
The strategic vision changed from the formulation of a national Information
Society to a Digital Jump. However, the above evaluation results show that
although the first e-strategy performed quite well, its success was mainly based
on education-related projects, rather than the structure of the required capacity
for such a ‘‘jump’’. The Greek public sector remained huge although quite
skilled on ICT, while ICT market’s liberation did not lead to the appropriate
efficiency to support the development of the desired infrastructure and
e-services.
Strategic objectives remained quite the same, closely aligned to the European
ones, although strategic organization changed from axes of precedence to fiber
actions.
Digital Convergence prioritized innovation, without securing first the contri-
bution of the tertiary education institutes to ICT research and development.
Moreover, Digital Convergence focused on regional cohesion, without preparing
regional governments to efficiently manage statewide programs. In this order,
tendering procedures and project selection was quite ineffective and not well
justified, meaning that central government followed rather political criteria for
regional ICT development.
Quantitative output indexes perform well for both the strategic versions, while
qualitative result and impact indexes illustrate delays and low social benefits
from the ICT investments.

(b) Comparison between the second and the third e-strategy:
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Digital Convergence and Digital Convergence II remained the same until today,
with regard to their strategic priorities. However, the last version has shifted to
Open Government directions concerning transparency and accountability, which
can be justified from the ineffective strategic implementation of Digital
Convergence.
The last version did not recognize in time the particular national economic
environment and strategic objectives have not clearly adjusted to the recent
requirements for national economic growth and for employment. However,
some projects have been designed in the last respective framework program with
regard to private investments on ICT for business extroversion. It is expected
that the recent European Digital Agenda’s formulation will affect e-strategic
development in Greece in the forthcoming period.

All the above findings show that Greek e-strategies have mainly evolved
according to the European directives, rather than national and regional particu-
larities. This can be considered a significant outcome for future European pro-
grams, which beyond the European objectives have to estimate the particularities
among the European States.

Moreover, e-strategic evolution appears political in Greece rather than rational
and justified by accurate findings from strategic performance. The main objectives
(regarding literacy, broadband penetration, e-government and e-Commerce, and
ICT infrastructure) remained the same in all the e-strategic versions, although the
strategic vision changed. Only some of the objectives have evolved, mainly due to
their establishment: communications’ market liberation for instance does not
appear after the completion of the first e-strategy.

1.6 Conclusions

This chapter focused on the evaluation of e-strategic transformation. It recognized
that e-strategies are mainly cumulative, while they evolve and upgrade without
always justifying why they perform these updates. However, it is important for the
strategic managers to realize how strategies can be evaluated and whether the
strategic updates perform better or not to their previous versions.

In order to answer these questions, a literature review demonstrated the context
of strategic evaluation, which is combined with program evaluation. Various
evaluation methods exist, each of which have pros and cons and can be applied in
different phases of the strategic or program life cycles. A significant finding from
literature review was that program evaluation can lead to conclusions regarding
strategic performance, since program objectives are aligned to the strategic ones.

The evaluation of different strategic versions and the comparison of these
evaluation findings is a complex process, which requires the comparison of out-
comes from alternative evaluation processes. For the purposes of this comparison,
the three Greek cumulative e-strategies were analyzed and their evaluation results
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were compared. The results from this analysis show that strategic performance has
changed during the implementation of these versions. Quantitative output evalu-
ation indexes perform well for the strategic versions, while qualitative result and
impact indexes illustrate delays and low social benefits from the ICT investments.
Although this method of strategic comparison has limitations that rise from the
application on one national case, it could be tested in all European cases, which
follow exactly the same program evaluation processes. These results could be
capitalized by the European Committee in order to improve European future
strategic and program planning.

Annex I: Program Assessment Grid,
Used by the European Committee

Quality of the evaluation report Quality of the evaluation process

(1) Meeting needs: The evaluation report
adequately addresses the requests for
information formulated by the commissioners
and corresponds to the terms of reference

(2) Coherent objectives and program: The
program objectives were coherent and the
program was able to be evaluated

(3) Relevant scope: The rationale of the
program, its outputs, results, impacts,
interactions with other policies and unexpected
effects have been carefully studied

(4) Adequate terms of reference: The terms of
reference were well drawn up and proved useful
and did not need to be revised

(5) Open process: The interested parties—both
the partners of the program and the other
stakeholders—have been involved in the design
of the evaluation and in the discussion of the
results in order to take into account their
different points of view

(6) Tender selection: This was well conducted
and the chosen tenderer was able to undertake
the evaluation to a good standard

(7) Defensible design: The design of the
evaluation was appropriate and adequate for
obtaining the results (within their limits of
validity) needed to answer the main evaluative
questions

(8) Effective dialog and feedback: An inclusive
forum and process was created that provided
feedback and dialog opportunities with
commissioners and managers that improved the
quality of the evaluation

(9) Reliable data: The primary and secondary
data collected or selected are suitable and
reliable in terms of the expected use

(10) Adequate information: Required
monitoring and data systems existed and were
made available/accessed by administrations and
partners

(11) Sound analysis: Quantitiative and
qualitative data were analyzed in accordance
with established conventions, and in ways
appropriate to answer the evaluation questions
correctly

(12) Good management: The evaluation team
was well-managed and supported by program
managers

(continued)

1 Evaluation Methods for e-Strategic Transformation 21



(continued)

Quality of the evaluation report Quality of the evaluation process

(13) Credible results: The results are logical
and justified by the analysis of data and by
suitable interpretations and hypotheses

(14) Effective dissemination to commissioners:
The reports/outputs of the evlauaiton were
disseminated to commissioners including
steering committee member s and program
managements who responded appropriately
with timely feedback/comments

(15) Impartial conclusions: The conclusions are
justified and unbiased

(16) Effective dissemination to stakeholders:
The reports/outputs of the evaluation were
suitably disseminated to all stakeholders and
where necessary targeted in ways that
supported learning lessons

(17) Clear report: The report describes the
context and goal, as well as the organization
and results if the program in such a way that the
information provided is easily understood
(18) Useful recommendations: The report
provides recommendations that are useful to
stakeholders and are detailed enough to be
implemented
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Chapter 2
Evaluating e-Government:
A Comprehensive Methodological
Framework to Assess Policy Impacts

Gianluca Misuraca, Alberto Savoldelli and Cristiano Codagnone

Abstract The modernization of public services is high on the political agenda and
the role of Information and Communication Technologies in this process has been
increasingly recognized. In current practice, however, conventional services have
just been ‘‘digitized’’ without any concern for their actual impact on society. After
over 20 years of research and practical implementation it is now widely recog-
nized by both the scientific and the practice communities that despite the potential
of e-government, the evidence of its impact on society is still very limited and the
promised productivity gains seem not having been achieved yet generating the so
called ‘‘e-government paradox’’. The chapter builds on recent work of the authors
(Savoldelli et al. 2012) who have analysed which are the main barriers hindering
the adoption of e-government services and suggested that, in most mature public
administrations, the key barriers generating such paradox can be identified in an
unstructured policy evaluation process and in the absence of effective stake-
holders’ engagement mechanisms. Starting from these findings, the chapter
explores the existing relationship between measurement and trust on e-government
decision making processes. The methodological approach underpinning the anal-
ysis is based upon a critical review of the most known and adopted e-government
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measurement frameworks. As a result of the analysis a proposal of a new frame-
work capable of measuring the public value of e-government is presented and its
application in a real context of usage provided by the Informatics and Telematics
plan of the last 3 years of the Emilia Romagna region in Italy is discussed.

Keywords e-Government � Measurement � Evaluation � Trust � Policy-making �
Strategic planning

2.1 Introduction: Unveiling the e-Government Paradox

The modernization of public services is high on the political agenda of most
governments worldwide and the role of Information and Communication Tech-
nologies (ICTs) in this process has been increasingly recognized. Bringing a
private sector approach into public services has also been considered a key way for
the Government to open up public services to a more diverse range of suppliers
and is seen as a way of improving servi]ces and driving innovation. At the same
time, the need to engage better with citizens, and to ensure that they have better
choices and the possibility to express their voices lies at the heart of the debate
around transforming public services. In this context, there is enormous scope for
developing applications and selling new services that could represent an almost
bottomless well of new business opportunities. In current practice, however,
conventional services have just been ‘‘digitized’’ without any concern for their
actual impact to the citizens and enterprises.

In parallel to this, after over 20 years of research and practical implementation
it is now widely acknowledged by both the scientific and the practice communities
that despite the potential of e-government, the evidence of its impact on society is
still very limited and the promised productivity gains seem not having been
achieved yet. The lack of evidence on whether or not e-government has any real
impact in terms of efficiency and effectiveness made emerge what has been defined
as the ‘e-government paradox’ (Bertot and Jaeger 2008; Castelnovo 2010;
Misuraca et al. 2013).

This paradox can be seen in the stark contrast between the level of investments
and the little impact produced and/or demonstrated so far (Bertot and Jaeger 2008).
It may also be due to the fact that delivering citizen-centric e-government does not
necessarily reduce costs (Misuraca and Rossel 2011).

Our view is that the most evident and straightforward representation of the
‘‘e-government paradox’’ is the sharp mismatch between the supply of online public
services (deployment) and their usage (adoption). In Europe, for instance,
the traditional benchmarking of e-government services shows that supply has
reached saturation for most common online services in a majority of countries
(Capgemini 2010). Yet, citizens (and to a lesser extent companies) are still more
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likely to use traditional methods (e.g., phone calls or in-person visits) than the Web
to interact with government (Savoldelli et al. 2012). A simple description of
e-government benchmarking data and a look at Eurostat statistics about usage
of e-services in Europe clearly show this mismatch. The supply-side index stands at
70 % on average and the average usage percentage is below 30 % of the adult
population. A recent more sophisticated statistical analysis of this data concluded
that there is no statistically significant correlation between the level of supply of
e-government services and the level of usage (Fernández-i-Marín 2011; Misuraca
et al. 2013).

In this chapter, we aim at discussing this paradox and methodological
approaches for evaluating the impact of ICT-enabled services in the public sector
through the lens of different theoretical and methodological frameworks, and in
particular the public value paradigm (Moore 1995; Moore and Khagram 2004).
The chapter builds on recent work conducted by the authors (Savoldelli et al.
2012) who have addressed the issue of the ‘e-government paradox’ in details,
analysing the main barriers hindering the adoption of e-government services and
suggesting that, in most mature public administrations, the key barriers to the take-
up of e-services are those related to the lack of both a structured policy evaluation
process and the absence of an effective stakeholders’ engagement mechanism. In
particular, a critical success factor for e-government adoption is recognized to be a
transparent and trustworthy decision-making process and its key prerequisite is the
definition and implementation of a well-organized and participatory evaluation
framework, enhancing stakeholder trust in policy-making.

The methodological approach followed includes a critical review and comparison
of renowned e-government measurement frameworks, selected according to their
effective capability to support decision-making in implementing e-government
strategies and their expected value to reinforce ‘trust’ with citizens and stakeholders.
As a result, a proposal of a new assessment framework capable of measuring the
public value of e-government and considering in particular the governance
and policy dimensions related to ICT-enabled services performance is presented.
This framework has been developed by the authors building on previous work
conducted as part of the e-Government Economics Project (eGEP) for the European
Commission (Codagnone and Undheim 2008) and validated during the assessment
of the e-government plan of the Emilia-Romagna region in Italy.

The paper is structured as follows. In Sect. 2.2, we present a critical review of
the state of the art in assessing the impact of e-government through a comparison
of methodologies and current approaches, highlighting their limitations. In
Sect. 2.3, we discuss the findings of the comparison from a theoretical and
conceptual perspective, underlining some of the needs for improvement in the
measurement and evaluation agenda. In Sect. 2.4, we present the key elements
of the eGEP2.0 model as a proposal of possible solution to overcome the
e-government paradox, discussing the main findings emerged from the application
of the evaluation framework in the case of the Emilia-Romagna region in Italy.
Finally, in Sect. 2.5, we present some conclusions outlining the conditions of
applicability in other contexts and new possible research directions.
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2.2 A Review of the State of the Art in Assessing
the Impact of e-Government

According to the OECD (2009), there are several categories of international
measurement frameworks and models to assess ICT-enabled user-focused services
and modes of delivery, where continuous feedback on usage and satisfaction can
improve service quality, development and delivery so that services better match
user expectations. They are applicable not only to e-services, but to public
agencies’ overall business objectives, so that an organization as a whole can learn
from their users’ constantly shifting preferences.

Internationally known e-government measurement frameworks are increasingly
addressing outcome measures including those that describe user take-up and
satisfaction. For example, the 2008 UN e-government survey describes user par-
ticipation in its e-participation Index as a measure for how proactively governments
consult citizens as one of the elements of a user-focused e-government perspective.

The European Union has carried out a number of demand-side surveys, and
important insights have been gained. Since 2004, Eurostat has been collecting data
on e-government usage through business and household surveys, and Capgemini
on behalf of the European Commission has since 2001 been collecting data on
e-government service availability. At the same time, the EU developed and tested
in 2007 a user-centric composite indicator based on four sub-indicators: personal
data security (trust); administrative burden (convenience for users); channel choice
and access (multichannel access); and accessibility standards (compliance with
international standards of accessibility) (OECD 2009). This provided a first look at
how such an indicator could be built, and whether the indicator will be useful for
EU member states. The indicator also provides a first cross-country data set
measure of how four different indicators of high relevance for user take-up might
be useful to further analyses the central question of why user take-up and satis-
faction of e-government services is lagging.

Across OECD countries, however, there have been more studies and data on the
service provision and usage side of e-government services than on take-up. This is
because: it is easier to collect supply-side data than take-up data; take-up and
usage tend to come after service roll-out and are thus dependent on availability;
demand-side surveys are costly, given the huge numbers of potential users com-
pared to suppliers, and the conceptual and technical difficulties in designing and
implementing them.

Nevertheless, some countries have developed sophisticated approaches to user-
focused measurement methodologies to assess their policy impact. The selected
methodologies reviewed in Table 2.1 (placed in the Annex for reasons of
readability), highlight approaches at national or cross-national level in which
e-government measurement frameworks include user-centric measures to track
take-up and satisfaction—two central parameters, which allow governments to
learn more about user needs and demands as well as providing a structured
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approach to assess policy impacts. These types of information are important for the
continuous improvement of e-government services.

However, despite the importance of such frameworks for policy and bench-
marking purposes, the limitations and risks that their underlying approach has
cannot be underestimated. In particular, the mysterious linkages between the
quantities and the qualities that the indicators identified should trigger show the
need for a more ‘meaningful’ way of measuring ICT-enabled services and assessing
their socio-economic impacts. The methodologies have been selected due to the
fact that they are among the most cited in literature and used in practice (see
Kunstelj and Vintar 2004; Gil-Garcia and Pardo 2005; Foley 2006; Esteves and
Rhoda 2008). They are compared according to their capability to measure the
dimensions of public value of e-government services discussed extensively in
Savoldelli et al. 2012 (Fig. 2.1).

From this comparative analysis it emerges that current approaches to monitor,
evaluate, and benchmark e-government seems not to support the comprehensive
evaluation of e-government as the criteria chosen for assessing the public value of
an e-service is often limited and not clearly linked to the policy objectives
underpinning the implementation of an e-government plan.

Although the methodologies analysed are useful in practical terms, they are
mainly descriptive in nature and oriented to the evaluation of e-government pro-
jects to provide benchmarks and/or to select alternatives among sets of projects.
Moreover, the majority of these methodologies are influenced by a technology-
driven approach (Dawes and Sharon 2008), underestimating the key importance of

Fig. 2.1 Key drivers of e-government adoption Source Savoldelli, Codagnone and Misuraca,
2012
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outcome-oriented approaches strictly connected with the policy-making process
(Titah and Barki 2005; Perrin 2006; Codagnone and Undheim 2008). This myopic
behavior often brings e-government initiatives into a ‘‘lock-in – vendor-driven’’
situation with the risk of losing most of the expected benefits (Foley 2006).

Another aspect derived from this comparison is that even if most of the ana-
lysed methodologies have been designed for supporting ex-ante and ex-post
evaluation, only four of them (Gateway Process, VMM, GOL Performance
Measurement and Mareva) present a well-structured ‘‘Business Case checklist’’
and are applied in ex-ante evaluation with positive results (see also Gil-Garcia and
Pardo 2005; Foley 2006; DEP 2012).

The majority of methodologies are mainly structured for ex post assessment of
e-government projects. One of the main reasons seems to be that the ex-post
assessment process is less costly and easier to be conducted (e.g., it does not
require baseline quantification and estimation of impacts as the ex-ante evalua-
tion). Moreover while ex-post assessment is useful for benchmarking different
initiatives with the same predefined evaluation metrics, it does not tell us much
about the real impact of policies, unless a clear baseline is provided so to measure
what changed due to the intervention implemented.

In our opinion, the lack of a structured approach in collecting ex-ante infor-
mation and data about projects to be funded represents an important limitation to
the implementation of a policy evaluation framework in the area of e-government,
not allowing for projects to be designed in coherence with the policy implemen-
tation plan itself.

Among the evaluation methodologies analysed, we should mention that
the evaluation framework and underpinning model developed as part of the
e-Government Economics Project (eGEP) for the European Commission in 2006
(Codagnone and Cilli 2006) reflects some of these limitations. However, it has
been largely recognized that it provides a more robust approach in assessing
project outcomes that can be derived by e-government initiatives (see Codagnone
and Undheim 2008; Misuraca and Rossel 2011).

Therefore, our proposal of evaluation framework builds on an evolution of the
eGEP methodology improved introducing a more participatory approach and
validated though applying it to a real-life case during the assessment of the
e-government plan of the Emilia-Romagna region in Italy since 2010.

2.3 Evaluating the Impact of e-Government: Beyond
Concept Reductionism

Based on our review (see also Misuraca et al. 2013 and Savoldelli et al. 2012), the
domain of e-government evaluation is characterised, on one side, by the presence
of standardized and steady measurements of both supply (e.g., Capgemini,
UNDESA, Accenture) and demand (Eurostat on usage); and, on the other side,
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a large body of articles and reports proposing methodologies that have so far found
little application (e.g., Bannister 2007; Castelnovo and Simonetta 2008; Heeks
2006; Estevesand and Rhoda 2008; Magoutas et al. 2007; Petricek et al. 2006;
Salem 2008).

In the supply side of e-government, the standardized measurement have been
crystallized in the counting and ranking of the number and kind of online public
services, with some later modifications to account for different dimensions such as
governance and user orientation (Capgemini 2007, 2009, 2010). Starting from
around the mid-2000s a number of scholars have advanced sustained critique to
different aspects of such standardized global measurements (Reddick 2005; Heeks
2006; Bannister 2007; Codagnone and Undheim 2008; Salem 2008). It became
clear, for instance, that well-being is associated not simply to possession of
technology or to access to a bouquet of services and required multicriteria with
new concepts like literacy or readiness based on observed situations (Misuraca and
Rossel 2011).

In addition to this, it is clear that there is a lack of reliable measurements of
direct tangible e-government expenditure, not to mention indirect intangible and
hidden costs (e.g., Codagnone and Cilli 2006). These include those costs that
measure ICT complementarities (re-organization, training, change management)
theorized and tested empirically by Brynjolfsson and colleagues (e.g., Bresnahan
et al. 2002) as needed for ICT to have an impact on productivity.

Moreover, the progress on demonstrating the impact of e-government at
aggregate level is hampered by a measurement problem that is not ICT specific
and concerns the public sector as a whole: the lack of volume measures (adjusted
for quality) of the output of the public sector (Atkinson 2005; Van Dooren 2009).
Only a few countries in Europe (e.g., United Kingdom, Netherlands, and
Denmark) are producing public sector output statistics and only for a few public
sector verticals. Lacking this measure the convention is used ‘output = input’,
which rules out the possibility to quantitatively ascertain any impact in terms of
productivity and efficiency produced neither by ICT nor by any other innovation.

However, recently, recognizing the limitations of previous approaches, some
attempts to address the gaps identified above have been developed. For instance, in
more recent editions of the Capgemini benchmarking, other dimensions (user
orientation, life events, and back-office issues) have been included (Capgemini
2009, 2010). Yet, given the method by which the measurement is conducted, they
do not fully capture such dimensions and totally loose the simple reliability that is
one of the few merits of supply side benchmarking.

Despite the apparently simple and objective essence of counting the attributes of
a phenomenon, measurement in fact is not a neutral and simple activity and entails a
complex threfold agenda (see Misuraca et al. 2013), including: (1) Analytical/
Conceptual. This concerns the extent to which measures reduce complexity but
remain well founded and reflect the object being measured. This agenda is about
validity, which in brief concerns the accuracy of measurements and the degree to
which they accomplish the purpose for which they are being produced. Conceptual
progress is achieved when measurements are better proxy of the underlying
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concept/phenomenon, for this reduces the systematic measurement errors produced
by lack of validity. In some cases, however, there is a lack of concurrence between a
concept/phenomenon and the operational definition shaping its measurement and
this generates ‘‘fractional measurement’’ as one of the most general problems of
validity (Etzioni and Lehman 1967);

(2) Technical. This concerns mostly calculation of measures and their reliability
(consistency, precision and repeatability of the selected measurement indicators),
with progress measured by technical sophistication (Van Dooren 2009); and

(3) Political. Measurement is also a socio-political process (Best 2001). This
dimension concerns who is responsible for producing the numbers and why, what
are the reactions to measurement, and what are the social mechanisms through
which measures acquire a taken for granted character and becomes authoritative.
Progress on this agenda is generally seen as widespread utilization of measurement
indicators.

The interaction between the technical and political dimensions of measurement
may at times results in three analytical gaps: (a) lack of analytical validity of the
indicators; (b) analytical depreciation of indicators in view of changes in the
phenomenon being measured; (c) resistance to measure new phenomena that
analytically and theoretically are nonetheless very important. Once a set of indi-
cators have been legitimized as a result of socio-political processes and repeatedly
measured with good technical responses, they tend to be favored both by the
‘technicians’ producing them and by policy makers, which produces a sort of
inertia and legacy effect. This sort of techno-political consensus does not neces-
sarily ensure that the analytical objectives of measurement are achieved and that
systematic measurement errors are avoided.

The presence of the three analytical gaps listed above affect the domain of
e-government and this is, in our view, a large part of the explanation of the
‘e-government paradox’, whereby we still do not have any robust and conclusive
evidence on the social and economic effects of ICT investments and deployment
by governments as a result of internal and external usage of the services and
applications of digitized services (Savoldelli et al. 2012). This is a main gap at the
time of fiscal and financial crisis when decision makers at all level should be
provided with robust evidence on impact in order to select among competing
projects to which allocate scarce resources.

Therefore, informed by our critical review, we suggest in this chapter that
measurement cannot be an end in itself and should instead support economic
analysis, modeling, and impact evaluation if both our scientific understanding and
policy decisions in the domain of e-government are to advance. While we fully
appreciate the technical constraints and limitations of measurement and the
importance of socio-political acceptance of indicators, we claim that the analytical
agenda of measurement should not be overlooked, as it is the main source through
which a measurement oriented toward knowledge creation can advance in the future.

In this perspective, the concept of public value can provide an interesting point
of view for the evaluation of the performances of Public Administration (Moore
1995; Kelly et al. 2002). In a broad sense, public value refers to the ‘value created
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by government through services, law, regulations and other actions’. Public value
provides a broader measure than is conventionally used within the new public
management literature, covering outcomes, the means used to deliver them as well
as trust and legitimacy. It addresses issues such as equity, ethos and accountability
(Moore 1995; Kelly et al. 2002). These can be considered as elements generating
value also as regards the internal stakeholders involved in the management of
innovation processes.

In general, a public value-based evaluation must be performed considering the
value that citizens and stakeholders perceive in their interactions with public
administration (Alford 2002; Moore and Khagram 2004; Castelnovo and Simonetta
2008). A recent review of literature conducted by Cordella and Bonina (2012)
points to the public value paradigm as an alternative approach for studying
ICT-enabled public sector reforms. In particular, it suggests that the qualities of
public sector organizations are assessed on the basis of their ability to deliver the
expected value to the citizens and not only by their value-for-money ratio.

However, there is still an extensive debate about how to measure outputs,
outcomes and impacts in the public sector, especially in relation to ICTs and
governance, and even leading countries follow different paths. The challenges
associated with measuring outputs, outcomes and impacts of ICTs policies and
contribution of ICTs to other policy areas go beyond the difficulty to develop valid
indicators that truly measure the outputs and outcomes of public service delivery.

Due to these challenges, it is acknowledged that it is required to design, in
collaboration with relevant stakeholders, a measurement framework able to cap-
ture information about the effectiveness of public management practices at the
relevant operational level. This would contribute to improve the performance and
overall quality of governance systems at the appropriate level, while providing
more nuanced details of impacts of specific policies, practices and governance
models that can be used to better understand the drivers behind performance
differences.

This is exactly the ambitious aim we set for ourselves when developing the
eGEP2.0 model that we present in the next section.

2.4 e-GEP2.0: An Evaluation Framework for Sustainable
e-Government Planning

As mentioned above, the proposed approach for evaluating e-government is an
evolution of the methodology developed as part of the EU funded e-Government
Economics Project (eGEP). We have improved such methodology integrating
findings from the work of Esteven and Rodha (2008) who have identified three key
dimensions for an e-government evaluation framework, and introducing a more
participatory approach of evaluation and planning. We have then tested the validity
and feasibility of the eGEP2.0 model during the assessment of the Informatics and
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Telematics plan of the Emilia-Romagna Region 2010–2012. The eGEP2.0
framework expands the evaluation dimensions in part identified in the original
eGEP methodology, but structure them according to six key elements as presented
in Fig. 2.2 and described here below.

(1) e-Government Maturity Model: First of all it is required to understand the
baselines from which to start a policy planning process and deciding which
strategic objectives need to be achieved. For this we suggest the model dis-
cussed by Savoldelli et al. 2012, based upon an elaboration of the maturity
model of Layne and Lee (2001) further elaborated by Andersen and Henrisken
(2006).

(2) Stakeholders and Beneficiaries Engagement Capability: Identifying rele-
vant stakeholders and engaging them in the policy development process is an
effective strategy in overcoming organizational and managerial challenges in
e-government adoption. Evidence on how stakeholders can be engaged in the
policy decision-making process can be found in Dawes and Pardo (2002);
Heeks (2006); Bovaird (2007); Papadopulos and Warin (2007); Van Ryzin
(2009).

(3) Project Management Capability: As for all other aspects of public man-
agement, the e-government policy and strategy must be articulated following a
structured plan outlining how each specific organization is going to contribute,
what procedures will be followed to achieve these goals and how they will be
put into operation and assessed (Arnaboldi et al. 2004). Therefore, an high

Fig. 2.2 eGEP2.0 e-government evaluation framework (authors’ elaboration building on
Esteven and Rhoda 2008)
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degree of project management capacity is required to manage complex
interventions such as the ones involving e-government.

(4) Evaluation Models Toolkit: In line with the findings of the analysis of
methodologies conducted and presented in Table 2.1, the evaluation models
that a public administration should have to support its decisions on how to
organize its own policy planning and assessment includes: (1) a model that
allows to evaluate ex-ante, in-itinere, ex-post impacts of a given policy; (2) a
risk assessment model; and (3) a sustainability assessment model. Lack of
sustainability and/or appropriate risk management are too often cause of
failure of e-government projects and this despite sustainability and risk
assessment models are already well codified and several examples are avail-
able in literature for supporting their adoption, also with specific regard to
e-government projects (e.g., MAREVA, Gateway process in Table 2.1). In
addition to them in eGEP2.0 we suggest to pay particular attention to the
policy evaluation aspects, introducing a model which allows influencing the
ability of a given public administration to assess the effects of policy decisions
against the expected/generated impacts of e-government projects.

(5) Evaluation Process and Governance: It is fundamental to systematize the
evaluation process and its enabling governance framework to allow the pos-
sibility for decision makers to share planning decisions and achievements. The
presence of an open but structured evaluation process and governance
mechanism helps creating a trustworthy process and transparent relations with
citizens and stakeholders, increasing the adoption and impact of e-government
services (Belanger and Carter 2008; Guida and Crow 2008; Sheridan and
Riley 2006; Savoldelli et al. 2012).

(6) Business Case Checklist: Finally, a critical aspect, central to the eGEP2.0
framework is the formalized presence of a Business Case Checklist that helps in
organizing information on policy decisions and implementation action in a
transparent and objective ways. The presence of an organized business case
approach assists in: performing a better ex-ante evaluation; making reliable risk
and sustainability assessments of e-government projects during their design;
supporting in-Itinere evaluation; and conducting effective ex-post assessment.

The operational implementation of the eGEP2.0 assessment framework is based
upon the consolidated logic process of evaluation described in Fig. 2.3.

It represents a general policy planning evaluation process aiming at:

• integrating the three main evaluation stages ex-ante, in-itinere and ex-post;
• making transparent and repeatable the decision making process, by linking

policy guidelines with e-government implementation projects;
• providing qualified and trusted data for conducting a gap analysis between

ex-post evaluation of a previous programming cycle, the existing baseline and
the expected impact of the ex-ante evaluation of the next programming phase;

• guaranteeing the alignment amongst operational objectives deriving from policy
guidelines and the technical specifications of the selected projects of e-government
constituting the implementation plan of a decision-making process.
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The policy-making process is a well-recognized instrument for supporting
public administration in benchmarking their e-government decisions against
leading organizations practice, in assessing the public value achieved with an
e-government project, and in selecting e-government projects among a set of
alternatives. However, during the first two decades of e-government development,
the lack of formal and widely accepted methods for monitoring and evaluating
e-government initiatives has led to a significant delay in their deployment
(Kunstelj and Vintar 2004; Esteves and Rhoda 2008).

Fig. 2.3 Logic model of policy planning and evaluation underpinning the eGEP2.0 implemen-
tation model
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Differently from other methodological frameworks eGEP2.0 has been imple-
mented in a real life setting in the course of the period 2010–2012 for the assess-
ment of the Telematics Plan of the Emilia-Romagna region in Italy. During this
experience the methodological framework has been tested and validated in
collaboration with relevant actors in the Region, demonstrating how the design and
implementation of an evaluation framework underpinning the policy planning
process is beneficial to support interactions between various stakeholders and foster
a transparent and trustworthy implementation of e-government interventions.

During this practical application the generic logic model described in Fig. 2.3
has been shaped and fine-tuned according with the governance structure and the
needs of the Telematics Plan of Emilia-Romagna region. Figure 2.4 describes the
resulting logic model underpinning the evaluation framework that has been
implemented in the case of Emilia-Romagna Region, and the link of the various
steps of the eGEP2.0 evaluation framework with the three stages of policy eval-
uation (ex-ante—in-itinere—ex-post).

As can be seen in the Fig. 2.4 in the Emilia-Romagna case the ex-ante eval-
uation starts from the preliminary description of the e-government projects to be
implemented. This description is based upon a pre-defined data gathering template
that helps stakeholders, beneficiaries and other relevant actors to share a common
understanding about the projects and their relationships with the policy plan

Fig. 2.4 The logic model of the evaluation planning process of the PiTER 2011–2013 Source
Savoldelli 2012

38 G. Misuraca et al.



objectives (i.e. policy guidelines). An assessment model supports the projects
description and the identification of shared impact assessment indicators and
metrics. A risk assessment and a ranking process based upon the expected impacts
of each projects is also foreseen at this stage of evaluation. Therefore the policy
planning process implementation plan is constituted by projects which have been
identified through a consensus-building process structured in a quantitative and
transparent way.

Moreover the in-itinere and ex-post evaluations are based upon the same
assessment model designed for the ex-ante evaluation and the measurement of the
same impact indicators helps creating consensus on the achievement of the plan
and in implementing a trustworthy governance process of e-government policies.

In the case under examination, the eGEP2.0 evaluation framework has been
designed according to the policy guidelines identified as part of PiTER and each
project proposal has been matched with the guideline so to guarantee its coherence
with the defined policy scope.

This matching process has been jointly implemented by civil servants in charge
of PiTER implementation and stakeholders interested in the design and deploy-
ment of e-government services during the development of the business case of
each project. A similar consensus-based process has been established to define the
expected public value to be achieved by each e-government project to be funded
by PiTER and the related project impact indicators and measurement metrics.

Table 2.2 provides some evidences of such participation for the year 2012 when
eGEP2.0 has been applied for the first time to the whole policy-making process of
PITER (2011–2013).

The application of eGEP2.0 not only has allowed to speed up the yearly ex-ante
policy evaluation process of at least 6 months, but it has also allowed to assess 34
projects, with a degree of coverage of the Policy Plan Objectives of PiTER close to
90 %, and with a correspondence rate between policy objectives and implemen-
tation projects of 1.3.

Moreover it has also allowed achieving consensus among main e-government
actors of the Emilia-Romagna region on about 100 assessment indicators, which in
average terms means about three indicators for each policy implementation project
or above four indicators for each policy objective.

In the case of PiTER, eGEP2.0 has been designed for five policy guidelines,
underpinning 30 policy objectives and measured by eighth different assessment
criteria (i.e. the eGEP2.0 foreseen a partial overlap of the assessment criteria across
the guidelines), and up to now it has allowed to assess about 70 e-government
projects over a period of 2 years (2012 and 2013).

Similarly, the eGEP2.0 methodology allowed building consensus between
the policy makers and stakeholders involved in e-government initiatives in the
Emilia-Romagna region in order to define the final selection of the portfolio of
projects aimed at implementing PiTER.

For example the projects funded in 2012 are those mapped against the ‘ICT
maturity model’ (Savoldelli et al. 2012) of the Region (Fig. 2.5).
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The 34 e-government initiatives funded by PiTER in the year 2012 are repre-
sented in Fig. 2.5 by circles of various colors and sizes. Each colors identifies one
of the five policy guidelines (see Fig. 2.6 below) in which the Telematics and
Informatics plan of the region has been divided (deep green—infrastructural

Fig. 2.5 PiTER project portfolio for the year 2012 mapped against the regional ICT maturity
model Source Emilia-Romagna region, PiTER evaluation 2012

Fig. 2.6 Expected estimated aggregated outcomes produced by 2012 funded projects per
guideline (red line) and in respect to the existing baselines (blue line) Source Emilia-Romagna
region, PiTER evaluation 2012
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projects; light green—typical e-government services; light blue—inclusions
actions; deep blue—innovative e-government services; red: public data manage-
ment and open data initiatives), while the size of the circle represents the amount
of funding allocated (the range from the maximum amount of about 17 Millions of
euros of the MiMuovo project—see the biggest deep blue circle—and the mini-
mum amount of about 100,000 euros of the project Ultranet—see the smallest deep
green circle).

The distribution of the e-government initiatives across the maturity model have
been defined through a 1–10 scale aimed at measuring the citizen centricity and the
process orientation of each project. In the figure are reported the average position
of each e-government initiative on the two axes calculated on the basis of a
consensus-building process among responsible of the e-government evaluation
unit of the Emilia-Romagna region.

As can be seen in the figure the positioning of the e-government initiatives of
PiTER 2012 reflects a quite mature e-government stage for the Region. As a matter
of fact the majority of the funded projects are located in the upper part of the
maturity curve, with some exception due to the completion of the broadband
infrastructure (Net4all project) and the deployment of a Wifi network across the
main cities in the regional territory (WiFed).

This combination of projects shows also that the Region is supporting the
process of open data towards citizens and enterprises (see open data initiative and
GEOportale project) and a process of innovation in e-government services aimed
at improving public mobility (MiMuovo project) and intelligent and integrated
monitoring systems (see GreenNet, and VideoNet).

Figure 2.6 below provides an overview of the agreed expected impact of the
e-government projects funded in 2012, according to each of the PiTER Policy
Guidelines, in terms of improvement of the expected outcomes and assessed
against existing baselines. It provides an overview of the expected impacts of the
34 funded projects on the degree of achievement of the objectives of the 5 PiTER
policy guidelines, where the blue line represents the baseline from which the
expected impacts start to be evaluated.

As expected the most mature guideline (see also Fig. 2.5) is the deep green
(GL1—Technological access right) which objectives are the completion of the
broadband infrastructure of the Region and the establishment of private–public
partnerships to make sustainable their management in a long-term perspective.
With the initiatives funded under PiTER2012 the Emilia-Romagna region is
expecting to achieve a degree of fulfilment of the objectives of this guideline of
almost 65 %.

The most innovative services are those related to GL4—‘‘Open Data to all’’ that
is in line with the level of maturity of the regional territory (see also Fig. 2.5). In
this case all funded project starts from a baseline close to 0, while an overall
impact on this guideline of almost 25 % is expected.

The weighted aggregation of the five impacts described in Fig. 2.6 provides
the global e-government adoption index that is expected to be achieved by the
e-government projects funded under PiTER2012.

42 G. Misuraca et al.



2.5 Conclusion and Future Research

As we have seen, approaches to study the impact of ICT on public value creation
and related indicators have been proposed and discussed in literature. However,
these approaches are based on indicators defined to measure the direct or indirect
impact of ICT adoption in public sector administrative and economic perfor-
mances (Cordella and Bonina 2012). Hence, the social and political impacts of
public value creation are often neglected or not fully assessed.

Several policy evaluation methodologies have been experimented in advanced
e-government contexts worldwide. In this chapter we provided a comparative
analysis of a number of methodologies selected due to the fact that they are most
cited in literature and used in practice.

The key findings from this comparative analysis allow us to state that:

• current approaches to monitor, evaluate and benchmark e-government devel-
opment seems not to support comprehensive evaluation of e-government;

• evaluation criteria chosen for assessing the public value of an e-government
service is often limited and not clearly linked to the policy objectives under-
pinning the e-government service implementation.

What is more important in our research is that we did not limit ourselves to
propose a conceptual framework, but actually tested its validity by applying it to a
real-life setting in the case of Emilia-Romagna, where the application of the
eGEP2.0 methodology allowed to support better the overall policy planning and
evaluation process of e-government starting with the definition of the Policy
Guidelines and the formulation of an ex-ante assessment based upon a business
case for each project implementing the plan.

This is constructed in coherence with the objectives of the political guidelines
and through performing a risk assessment evaluation as well as a sustainability
assessment process. The result of these two activities provide a set of project
proposals that are evaluated according to their value added generated to the policy
plan and measured by the public values that each project is expected to achieve if
implemented.

The feedback from almost 3 years of application of eGEP2.0 on the PiTER in
the Emilia-Romagna region clearly shows considerable advantages in the gover-
nance of the regional administration in terms of:

• a significant time reduction in the implementation of the planning process;
• an increase of transparency and traceability of the information and data pro-

cessed during the planning activities;
• a significant reduction of the risk of failure of individual projects;
• a better allocation of the financial resource with a greater ‘‘social-value for

money’’ perspective.

Furthermore eGEP2.0 presents significant improvements with respect to the
approach followed in the original eGEP methodology:
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• it is based on a process of consensus-building allowing all actors involved in
e-government to be an active part in the decision process;

• it provides a coherent solution establishing a match between political guidelines
and implementation process easily traceable and documented, guaranteeing a
continuous and circular evaluation process supporting all evaluation stages;

• it is faster and more effective than previous solutions, allowing to achieve
consensus on the portfolio of projects to be funded at the beginning of each
programming period and on the basis of agreed impacts indicators and quanti-
fied values.

The findings from the ‘validity test’ suggest the framework is robust enough for
being an initial starting point to guide the possible development of theoretical
perspectives and practical applications required, on the one hand, to contribute
developing a better theoretical understanding of the impacts of e-government
policy interventions; and on the other hand to implement a practical-oriented
measurement instrument to assess e-government policies and the consequences of
different policy implementation options.

The proposed methodology is also a clear enhancement in respect to the
existing approaches proposed so far and it is easily replicable in different policy
contexts. However the proposed methodology clearly shows further areas of
improvement both from a research and practice perspective.

In particular its robustness and effectiveness should be tested in multilevel
government contexts and with respect to different governance mechanisms. This
implies that further research is required to better understand the interrelations
between the various dimensions of the eGEP2.0 model, as well as to test on a larger
scale its validity and with more depth. This would require for instance to eventually
setting up a social (e.g., quasi-natural) experiment to observe and monitor the
changes that e-government interventions are generating in different contexts.

In this perspective, an interesting domain of research would be to explore
possible intersections of the proposed methodological approach and the one aimed
at establishing cause–effect relationships between policy actions and social
impacts, in order to better appreciate how their synergic use in different stages of
the policy planning process could be considered.

Moreover, it should be investigated better how to improve the citizens’ par-
ticipation mechanisms in the consensus-building process underpinning formal
policy-making procedures related to the various aspects of the proposed meth-
odology. At present, in fact, the participation of citizens to the decision-making
process is mediated by stakeholders and does not include any direct mechanism for
achieving consensus around specific policy decisions.

Further research is therefore required to monitor constantly the evolution of
e-government applications and the emerging challenges they bring about from a
technical, governance, and public policy perspective, and at the same time, dealing
with the need of policy makers and public organizations to engage with large
audiences and to respond to the ever increasing potential that user generated data
made available from citizens and other stakeholders is generating.
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Chapter 3
Assessing Public Participation Through
Different Lens: The Case of Public
Participation Geographic Information
Systems

Paola Barbara Floreddu and Cabiddu Francesca

Abstract Public participation geographic information systems (PPGIS) pertain to
the use of geographic information systems (GIS) to broaden public involvement in
policymaking. Despite the importance of this topic, there is a lack of evaluation
methods regarding the participation of the public through PPGISs. To fill this gap,
the objective of this study is to analyze the level of e-democracy of PPGIS’s
websites and identify lessons that will enable PPGIs to develop appropriate
strategies for e-democracy implementation and diffusion. To achieve the above-
mentioned objectives, we analyze PPGISs websites; we also apply a multiple case
study methodology.

Keywords Public participation � ICT � PPGIS � Evaluation framework �
e-Democracy

3.1 Introduction

The notion of citizen participation in public decisions has been discussed exten-
sively in the scientific literature since the end of 1960, when (Arnstein 1969)
offered her seminal contribution to the explication of the concept. Public partici-
pation, in this study, is related to the distribution of information to citizens, the
collection of ideas, opinions and knowledge from the citizens and the involvement
of the public in the public administration (PA) decision-making process.
Developments in Information and Communication Technologies (ICTs) and,

P. B. Floreddu (&) � C. Francesca
University of Cagliari, Cagliari, Italy
e-mail: flo.paolab@gmail.com; paola.floreddu@unica.it

C. Francesca
e-mail: fcabiddu@unica.it

L. G. Anthopoulos and C. G. Reddick (eds.), Government e-Strategic Planning
and Management, Public Administration and Information Technology 3,
DOI: 10.1007/978-1-4614-8462-2_3, � Springer Science+Business Media New York 2014

49



particularly, the increasing proliferation of the Internet, suggest that ICTs could be
used to widen the spectrum of participants in the decision-making process (Holden
2003; Yildiz 2007). Internet has been considered the most helpful electronic
channel through which a more direct citizen engagement is encouraged and also
enables new ways in which public decision are taken, the so called e-democracy
(Grönlund 2002; Sæbø et al. 2008). The concept of e-democracy refers to dem-
ocratic structures and processes in which ICTs are utilized (Anttiroiko 2007).
Among the information technology tools utilized to enhanced e-democracy ini-
tiatives in environmental issues, public participation geographic information sys-
tems (PPGISs) have played a key role (Floreddu et al. 2011). PPGIS refers to
participatory mechanisms involving the general public. Their participation is
facilitated by information technology tools (i.e., Geographic Information System).
GIS is used for intra-organizational decision-making processes, instead, PPGIS is
an extra-organizational tool and use GIS to involve citizens in individual or col-
lective decision-making processes (Ganapati 2011). PPGISs are increasingly rec-
ognized as valuable methods for gathering public knowledge and opinions.

PPGIS have evolved mainly since the early 1990s when researchers broadened
their focus from the technical to the social concerns of GIS (Obermeyer 1998).
PPGISs involve the use of GIS to broaden public involvement in environmental
decision-making processes (Jankowsky 2009; Hansen and Prosperi 2005; Sieber
2006). Yet, in contrast to the richness of these theoretical perspectives, the range of
research designed for the purpose of studying the performance of PPGISs to
enhance public participation has been narrow. PPGIS research has yet to establish
either a set of best practices or a technique to demonstrate whether or not PPGIS is
a suitable approach for a given problem. In addition, it was recognized that there is
a strong need to evaluate e-participation initiatives with greater scrupulosity and
investigate their impact on democratic practice (Macintosh and Whyte 2008).

To fill this gap, the objective of this study is to establish a theoretical model that
allows measuring the public participation on PPGIS initiatives. In particular, we
address this goal by analyzing the level of e-democracy of PPGIS’s websites and
evaluating the participation of citizens in PPGIS projects The chapter is structured
as follows: First, it provides a brief overview of the literature concerning partic-
ipation in public decision-making processes supported by PPGISs; second, we
explain and present the methodology applied in the paper and the main results.
Finally, we present some concluding remarks of the study.

3.2 Literature Review

PPGISs refer to participatory mechanisms involving citizens and facilitated by
GISs. The major objective of PPGISs is the inclusion of the local community in
order to improve policy management in spatial planning through the use of geo-
graphical technologies (Hansen and Prosperi 2005; Sieber 2006).
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PPGISs involve the notion that the spatial visualization in GISs represents a
unique opportunity to enhance citizen involvement in public environmental
decisions (Nyerges et al. 2006). Their use, in fact, facilitates the understanding of
environmental problems and allows players to immediately highlight their points
of view on maps (Jankowsky 2009). For example, PPGISs are implemented by
municipalities to deliver improved services to local communities through the
integration of GIS with public services (Kingston 2007). Using an online service,
citizens can report local physical problems by locating them on an online map and
giving an appropriate description (Kingston 2007). Another example is offered by
a web portal of the city of Manchester called ‘‘The EcoCities Spatial Portal’’; it is
an interactive platform that provides information to improve understanding of
issues of climate change. The platform helps decision makers and other stake-
holder to have a clear picture of the spatial situation when they are develop-
ing climate change adaptation plans and strategies (http://www.ppgis.
manchester.ac.uk/ecocities/).

PPGIS applications include ICTs such as chat tools, e-mails, forums, and blogs
that allow for bi-directional communication (Carver 2003). The use of maps as the
central tool of the web-based system immediately allows users to know instantly
the location in which the public participation process is taking place. Users can
thus relay a considerable amount of information quickly and clearly to a wide
audience. PPGISs become dynamic and interactive and allow the user to elicit
greater detail about environmental issues and problems (Kingston 2007). At its
core, the growing interest regarding PPGISs focuses on the growing role of the
powerful GIS technology in e-democracy. Scholars (Dunn 2007) noted that one
drawback of this process is that the use of GIS can make it difficult for average
citizens to participate in ongoing policy debates.

In recent years, GIS technologies have become more open and accessible;
thanks to new phenomena called Web 2.0. This growth has facilitated the
democratization of spatial information, making it more accessible and easier to
use. The development of tools such as Google Maps and Google Earth has greatly
facilitated user participation in e-participatory processes; thanks to the immediacy
of interactions (Turner and Forrest 2008). The rapid growth of Web 2.0 applica-
tions determines the adaptation of Web GISs to the Web 2.0 environment. From a
PPGIS perspective, the strength of the Web 2.0 platform to enhance citizen par-
ticipation is that ordinary citizens can intuitively use it.

Web 2.0 developments enable citizens to generate and share geographic
information quickly over the Internet, to add information to online maps, modify
the online map, and send position information using multiple media (e.g., videos,
text, or photos) (Goodchild 2007).

Users can also add information to online maps. With newer generations of
Smartphone (equipped with both GIS and GPS capabilities) and social networking
sites such as Facebook, PPGISs have the power to harness public participation in
real time. Local governments, citizens, and businesses can receive as well as send
location-specific information using multiple forms of media (e.g., videos, text,
maps, and sound) in real time (Ganapati 2011). The utilization of both GISs and
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Internet-based PPGISs allows the public to be actively involved in the topics
discussed anywhere and at any time on the Web. They have the potential to reach a
wider audience and to allow public participation at a very early stage in planning
and decision-making processes (Sieber 2006).

3.3 The Problem of Evaluation of e-Democracy Initiatives

In the past few years, emphasis on public participation in decision-making process
of PAs has increased. Scholars have recognized the need of set out procedures to
measure the level of e-democracy reached by PAs (Grönlund 2002; OECD 2001;
Pina et al. 2007; Rowe and Frewer 2000). The analysis of the literature on e-
democracy suggests that it is necessary to implement frameworks composed by a
plurality of dimensions enabling to measure the technologies adopted to interact
with citizens and the effective involvement of citizen in the decision-making
process. There are several methods proposed by the national and international
literature for its measurement (Cabiddu 2009; Demchak et al. 2000; Pina et al.
2007; Rowe et al. 2004).

In Italy, the most used method to assess the level of e-democracy of technol-
ogies adopted to interact with citizens is the ARPA (Analysis of Networks of
Public Administrations ) developed by RUR and Censis in 2000 (CENSIS-RUR
2004). It evaluates some aspects of a PA website: transparency, interactivity,
usability and accessibility, maturity, cooperation, regional marketing and eco-
nomic development; professionalization of electronic devices. Transparency in
website refers to the extent to which an organization makes information about
internal works, decision processes and procedure (Pina et al. 2007). The features
are, for example, the level of commitment, the level of reachability of the gov-
ernment; the information concerning the organization, and the structure of gov-
ernment website. Interactivity is a measure of the degree of immediate feedback
and the development of interactive e-service. The features are the possibility to
directly contact own representatives, attain information of how government is
handling the policies regarding the context, or how easy it visiting the website.
Usability refers to the ease with which users can access information and navigate
the web site (Gant and Gant 2002). The features are multiple language access to
visitors unable to speak or read the language of the host country; glossaries of
technical or difficult term; a ‘what’s new’ section, a sitemap, an A–Z index; a
FAQs section, search engine, specialized database and a uniform layout. Website
maturity embraces those aspects that indicate a high degree of website sophisti-
cation: no broken links, the provision of audio or video files, content arranged
according to life events/business episode, use of digital signature for transactions,
live broadcast of important speeches or events, and the use of the website for some
kinds of citizen consultation. The index of cooperation refers to ability of the
website to facilitate various forms of relationship and communication between
PAs and public acting on the territory (CENSIS RUR 2004). The index of regional
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marketing and economic development evaluate to what extent the website is able
to promote of the territory (CENSIS RUR 2004). The index of professionalization
of electronic devices, finally, measures the technological competences.

The analysis of literature reveal that exist another method to measure the level
of e-democracy of PA websites, called Website Attribute Evaluation System
(WAES) developed by Cyberspace Policy Research Group (Demchak et al. 2000).
This procedure is based on the evaluation of the transparency, interactivity
usability, and maturity of the PA websites.

It exists other procedures directed to evaluate PA performance in strengthening
their relations with citizens, specifically, Rowe and Frewer (2000) focused on the
identification of a set of criteria to determine whether public participation in
decision making was successful and Macintosh (2004) developed a characteriza-
tion framework for e-participation to compare and contrast such projects.

3.4 Research Methodology

The research design was a qualitative multiple-case study (Eisenhardt 1989). Case
studies are a preferred research strategy for examining complex social phenomena
because they allow researchers to develop a holistic understanding of real-life
events (Yin 2008).

The research setting was PAs that have implemented PPGISs. The projects
chosen were the Landscape Observatory of the Region of Puglia, the e21 projects
of the municipalities of Pavia and Vimercate, and the Geoblog of the Municipality
of Canzo. The projects chosen have the following common characteristics: they
deal with PAs, they have the objective of involving citizens in environmental
impact processes by using internet tools, and they utilize maps and geocharts.

The Landscape Observatory of the Region of Puglia is a project that enables
citizens to express their opinions on the quality of environmental degradation. In
particular, each citizen can indicate famous, historical, or ignored sites or report
places or objects that the citizen believes are responsible for deterioration in the
quality of the territory and for which the citizen believes it is necessary to plan
improvement and redevelopment. The two e21 projects involve 10 municipalities
that promote environmental sustainability for territorial management. The Canzo
Geoblog is an online blog through which citizens can communicate what they
would like their municipality to accomplish.

We collected our data from several sources: (1) content of the PPGIS’s websites
and (2) interviews with key informants in four local administrations.

We began data collection during 2009 with the analysis of the websites hosting
PPGISs projects. In order to evaluate the e-democracy level of the PPGIS web-
sites, we integrate the ARPA and WAES methodology (Cabiddu 2012). The
evaluation was based on four dimensions: transparency, interactivity, usability,
and website maturity. We split each indicator in subindicators (as highlighted in
Table 3.1).
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The dimensions have been rearranged to take into account the PPGIS’s dis-
tinctive characteristics. Regarding the dimension of usability, we have added one
item ‘Specific tools to use the map.’ This item is referred to the provision of
specific application to use the map included in PPGIS’s project. PAs have to
provide intuitive tools to navigate and use PPGIS in order to enhance the usability
of the website.

We continued data collection using semi-structured interviews conducted
during 2009 with key informants in four local administrations. These interviews
were based on a common set of questions designed to elicit information on the
PPGIS projects, and they were conducted with project managers, the most-
informed people on how best to implement PPGISs. The interview questions were
designed to elicit qualitative responses, and the interviews were administered via
e-mail using the e-mail address provided on the project’s website. To create
feasible semi-structured interviews, we considered both the contributions provided
by Rowe and Frewer (2000) and the procedures outlined by Macintosh (2004). We
used standard cross-case analysis techniques (Eisenhardt 1989) to look for pat-
terns, often revisiting the data and using charts and tables to facilitate comparisons
between cases (Miles and Huberman 1984).

This combined analysis arrived at a definition of a framework in the form of an
eight-item list of criteria, hereby summarized as connectivity, accessibility of
resources, cost/benefit ratio, task definition, level of participation, influence,
transparency, and participant satisfaction. The definition of each criterion is set out
in Table 3.2.

Table 3.1 Dimensions and subdimensions for the evaluation of e-democracy websites

Transparency Interactivity
Ownership Security and privacy
Contacts Contacts
Organizational information Organizational information
Issue information Issue information
Responses Consequences and responses
Usability Website Maturity
Language No broken links
Glossary Audio/video files
What’s new section Life event or business episode
Sitemap Digital signature
A–Z index Live broadcast of speeches/event
FAQ Citizen consultation
Search engine
Databases
Homogeneity of different subpages
Text only or accessible version
Audio access for visually impaired
Specific tools to use the map
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3.5 Analysis of Results and Discussion

The analysis of the websites hosting PPGISs projects was based on four dimen-
sions: transparency, interactivity, usability, and website maturity.

The scores displayed in Tables 3.3, 3.4, 3.5, and 3.6 show the value zero when
the items analyzed did not appear on the four PPGIS’s websites and the value 1
when the items appeared. The global score in transparency, interactivity, usability,
and website maturity have been obtained by adding up the individual scores for
every relevant item in each dimension.

From a first examination of sites, the level of transparency (Table 3.1) is
immediately noticeable in three cases. The website of Geoblog of Municipality of
Canzo presents the worst results especially in ‘Contact,’ ‘Organizational Infor-
mation,’ and ‘Issue Information’ and ‘Responses.’ The positive results in all of
websites is referring to the ‘Ownership,’ administrations have published infor-
mation about internal works, decision processes and procedures. As highlighted in
Table 3.2, the project that demonstrates the worst results is Geoblog of Munici-
pality of Canzo, except for the dimension of ‘Security and Privacy.’ From the
overall analysis of the dimension of transparency and interactivity, it is clear that
the ‘Landscape Observatory,’ the ‘e21 project Pavia’ and the ‘e21 project Vi-
mercate’ are to be considered a good example of e-democracy.

As can be seen from Table 3.3, similar consideration can be found in the
usability dimension. Three websites show a good degree of development in
technical item such as search engine, homogeneity of subpages, and specific tools
to use the map. However, the Table displays low results in those items which are
able to enhance the accessibility of websites and to bring about social inclusion,
such as different languages, sitemap, and audio access for the visually impaired.
As highlighted in Table 3.4 the PPGIS’s websites present a low degree of website
maturity. The group of items related to innovations such as audio/video files and
live broadcast of speeches or events exhibit the worst results.

These results suggest that Web-PPGIS designers should focus on improving the
system features such as navigating the website, locating desired documents,
enhancing content, as well as designing functions that attract users’ to stay longer
on the website, and interact more with others.

As said before, the second step of data analysis consisted on interpret the cases,
we used Eisenhardt’s method combining a within-and-cross-case analysis
(Eisenhardt 1989)

Data analysis shows different results across the criteria (see Table 3.7).
The criterion that produced the worst results was the connectivity criterion,

subdivided into two subdimensions, ‘policies’ and ‘infrastructures.’ From the
analysis of the answers provided, it is evident that PAs only partially attempted to
improve the access to the new ICTs. None of the promoting PAs provided specific
funds for the purchasing of computers. Furthermore, for only two projects
(Landscape Observatory and e21 Vimercate project) were specific Internet access
points put into place to allow citizens to easily access the Internet. Regarding
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Table 3.5 The usability: website score of PPGISs projects

Items Usability Landscape
observatory

e21 Pavia e21 Vimercate Geo Canzo

Language 0 0 0 0
Glossary 1 1 1 0
What’s new section 0 0 0 0
Sitemap 0 0 0 0
A–Z index 0 0 0 0
FAQ 0 1 1 0
Search engine 1 0 0 0
Databases 1 0 0 0
Homogeneity of different subpages 1 1 1 1
Text only or accessible version 1 1 1 1
Audio access for visually impaired 0 0 0 0
Specific tools to use the map 1 1 1 1

Total scores 6 5 5 3

Table 3.6 The website maturity: website score of PPGISs projects

Items Website maturity Landscape
observatory

e21
Pavia

e21
Vimercate

Geo
Canzo

No broken links 1 0 0 0
Audio/video files 0 0 0 0
Life event or business episode 0 0 1 0
Digital Signature 0 0 0 0
Live broadcast of speeches/

event
0 0 0 0

Citizen consultation 0 1 1 1
Total

scores
1 1 2 1

Table 3.7 Results

Criterion Landscape
observatory

e21
Pavia

e21
Vimercate

Geo
Canzo

Connectivity: Policies Medium Low Low Low
Connectivity: Infrastructure Medium Low High High
Accessibility of resources: Information Medium Low Low Medium
Accessibility of resources: Access expert

competence
High High High Low

Cost-benefit ratio High Low High High
Definition of tasks High High High High
Level of participation Medium Medium Medium Medium
Influence High Medium Medium Medium
Transparency High Low High High
Participant satisfaction High Low Low High
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accessibility of resources, the promoting administrations provided a variety of
answers, and all were capable of providing both general and specific information
useful to citizens. The answer provided by the Region of Puglia (Landscape
Observatory) was particularly interesting because it allowed participants to
directly communicate with specialized personnel while online. The project man-
ager stated, ‘Participants have direct contacts with the site manager with a political
representative and two expert[s] of technical secretariat’.

The cost-benefit ratio criterion establishes that only one project, the e21 Pavia,
did not accomplish the goals that were set in this area because of ‘a lack of direct
involvement by local body Directors and Administrators’, as stated by the person
interviewed.

The task definition criterion demonstrated positive results in all of the admin-
istrations because the objectives of the four projects had been clearly and precisely
communicated by using a variety of channels. As for the level of participation, it
should be noted that all projects were promoted by the PAs. The lack of public
initiatives promoting citizen involvement in the online decision-making process
signifies shortcomings in citizen involvement. As for the criterion of influence, the
results are encouraging because three of the administrations utilized the results of
decision-making processes obtained from using PPGISs. The PA involved with the
e21 Vimercate project is the only one that has not contemplated the use of the
results obtained from the participation process. Regarding the transparency cri-
terion, the e21 Pavia project is the only one that scored poorly in this area; in fact,
it is the only PA that does not allow for visibility and the consultation of policy
decisions. Finally, as for the criterion of satisfaction of participants, only the
Landscape Observatory and the e21 Vimercate projects considered the level of
participant satisfaction.

3.6 Conclusion

The objective of this study was to analyzed the level of e-democracy of PPGIS’s
websites and identify lessons that will enable PPGIs to develop appropriate
strategies for e-democracy implementation and diffusion. Empirical studies have
demonstrated that PPGISs provide an innovative approach to make citizens engage
in decision making, thanks to its goal to incorporate spatial information and local
knowledge to increase interactions between citizens themselves and PAPAs
(Carver 2003; Ganapati 2011). The conditions for making the adoption of a PPGIS
easier are as follows: local governments have to enable citizens access to the data,
information has to be understandable and clear, and PAs also have to improve
PPGISs’ accessibility over time (Ganapati 2011). In addition, previous literature
demonstrates the success of an e-democracy initiative depends on some strategic
factors: information availability (the amount and quality of information back-
ground); infrastructure (the presence or absence of structures and facilities);
underlying technologies (the features of available Technology); accessibility
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(quantity and quality of access to technology, infrastructure, and competences that
affect the initiatives); policy and legal issues, and governmental organization
(contextual factors refers to how governments are organized and work) (Sæbø
et al. 2008). The data obtained through the measurement of the PPGIS’s website
support partially these statements. Our study does not support effectively the
presence of information availability, because the local governments have not made
the level of commitment necessary to enable citizens to access information.
Moreover, information is not always clear and easily accessible.

Local governments have enhanced the usability and the transparency of the
website, but there is a lack of innovation in the relationship between PA and
citizens. Our results are consistent with past studies on e-participation initiatives.
In particular, they recognized that e-participation initiatives are typically based on
technology sophistication levels and not on any theory of participation or
democracy (Grönlund 2009).

Finally, the policies implemented by PAs are not able to establish substantial
participation by citizens (Kingston 2007; Hansen and Prosperi 2005).

Overall the measures adopted in this research demonstrate that much remains to
be understood in PPGIS, such as the generalizability of projects, the appropriate
extent of technology, the nature of access and participation, and the concrete
evaluation of PPGIS effects. Findings in this study also highlight significant
implications for managers. First, by developing the key components through which
PPGIS initiatives can be evaluated, this study offers project managers the oppor-
tunity to be more effective in their activities. Second, this study can help project
managers be more conscious about the increasing importance of PPGIS and better
understand how they should approach the implementation of PPGIS in their
respective organizations. Third, public managers may use citizen satisfaction
measures to learn how to perform better. Or, if they already understand what it
takes to improve citizen satisfaction, they may use the measures to motivate such
behavior. Finally, it can be gathered that web design is an essential step to improve
the relationship between the organization and its citizens. Public Administrations
that want to employ an inclusive decision making process can be use the WAES
methodology to review the completeness of their website and improve the func-
tionalities of their site to enhance e-participation.
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Chapter 4
Location Information Strategies:
Bringing Location into e-Government

Glenn Vancauwenberghe, Joep Crompvoets
and Danny Vandenbroucke

Abstract Location information is of increasing importance for the execution of
governmental tasks. Most of the information that is used by government has a
spatial component. Like other types of governmental information, location-based
information can be collected, managed, used, and exchanged with support of new
information and communication technologies (ICT). In past years, governments
have implemented many initiatives to promote and facilitate the use and exchange
of location information. In many cases these initiatives are situated outside the
e-government area. However, many authors and practitioners have stressed the
need for the integration of location information activities within e-government. In
order to bridge the gap between location information activities and e-government,
several governments have developed and implemented a location information
strategy. The objective of this chapter is to explore how the development of
location information strategies contributes to a better integration of location
information in e-government. An analysis of four European location information
strategies shows that these strategies have two elements in common: they all
highlight the significance of location information for realizing the objectives of
e-government and define requirements and actions for a better understanding and
wider use of location information. A better integration of location information in
e-government provides benefits to governments, citizens, and businesses. Key
actions for realizing these benefits are improving the access to location
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information, establishing core reference data, and providing society with the skills
and knowledge necessary for handling location information.

Keywords Location information � e-Government � Location information strate-
gies � INSPIRE � Geographic Information Systems (GIS)

4.1 Introduction

Location information, also called location-based, spatial information or geographic
information, is a critical resource for governments to fulfill their tasks. Most
activities and processes in the public sector are in one way or the other linked to a
location (Dessers 2012). It is often argued that over 80 % of governmental
information has a locational basis (Williamson 2003). Location information is
special in that it refers to a location on the earth (Van Loenen 2006). Typical
examples of spatial information that are used and managed within the public sector
are topographical information, hydrographical information, information on prop-
erties, administrative boundaries, and road information (Groot and McLaughlin
2000; Nedovic-Budic et al. 2011). Many of the societal and environmental chal-
lenges that governments are facing, require decision-makers to identify where
need is greatest, and location information is needed to target, monitor, and assess
the actions and interventions of governments (Craglia and Johnston 2004). A key
characteristic of location information is its potential for applications in different
domains (Groot and McLaughlin 2000).

Location information has always been crucial for governments. The first maps
were created more than thousands of years ago, and governmental organizations
traditionally kept registers and maps on various topics (Masser 2010). The intro-
duction of new and powerful information and communication technologies (ICT)
has dramatically changed the use of location information by governments. Geo-
graphic Information Systems (GIS) made it possible to handle location information
in a computerized and more efficient way (Chang 2006). Geographic Information
Systems are information systems to acquire, manage, integrate, manipulate, ana-
lyze, and present spatial information. They offer a significant surplus value by
giving a spatial dimension to new and existing data. Also important is the inte-
grative value: GIS create the possibility to bring together data and information
from different sources on the basis of spatial references (Gilfoyle and Thorpe
2004; Masser 2010). The use of GIS to support collection, management, use, and
exchange of location information in the public sector, can be considered as a part
of e-government, which refers to the use of ICT in the public sector.

With the aim of promoting and enhancing the integration of location information
initiatives in e-government, some countries have developed a location information
strategy that highlights the significance of location information for realizing the
objectives of e-government. The objective of this chapter is to explore how the
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development of location information strategies can contribute to a better integration
of location information in e-government. A comparative analysis will be made of
four location information strategies, in order to uncover the key similarities
between these strategies. In the following section of this chapter, we discuss the
relationship between location information and e-government. Next, we introduce
and briefly describe the location information strategies of four European countries,
followed by an analysis of the key ideas of these four strategies regarding the value
of location information for e-government. Based on these strategies we then
identify three key requirements for the integration of location information in e-
government. To conclude, we discuss the added value of location information
strategies for a better integration of location information in e-government.

4.2 Location Information and e-Government

While the concept of e-government is widely used to refer to the use of ICT in
public administration, an agreed definition of this concept is still missing (Van-
cauwenberghe et al. 2011). Authors using a narrow definition of e-government
strongly emphasize the use of ICT by public organization for delivering infor-
mation and services online (West 2004). In contrast with this narrow view on
e-government that focuses on citizen-government transactions online, several
academics have recommended a much broader definition of e-Government (Mayer-
Schönberger and Lazer 2007). e-government in broad terms covers the entire use of
ICT in the public sector. ICT can be deployed to support or to give shape to different
types of relationships within the public sector. A general distinction can be made
between Government-to-Citizen (G2C), Government-to-Business (G2B), and
Government-to-Government (G2G) relationships (Fang 2002).

As a technology that makes the use and management of location information
possible, GIS can also give shape to or support these different types of relation-
ships. The different relationships provide a good starting point to discuss the
different applications and uses of GIS and location information and to demonstrate
the value of location information for e-government. An important part of GIS
applications in the public sector deal with the use of location information in G2G
relationships. Public organizations make use of location information to create
zoning maps, to find optimal locations for business and other facilities, to map and
analyze crime patterns and to inventory, and manage roads and utilities (Onsrud
et al. 2005; Masser 2010). With the advent of the Internet, public organizations
started to use GIS to give citizens and businesses access to information related to
their products and services (Galati 2006). Citizens and companies now have the
ability to find information on traffic congestion, air quality, health and safety
issues, or weather information. In the following stage, also two-way communi-
cations and even online transactions between governments and their citizens and
business are supported by the use of location information. Some examples are
online applications for agricultural subsidies, the digital registration of real
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property rights and online services that enable citizens and businesses to report
errors and problems in their local community. An interesting and positive
development is the use of GIS and location information to consult citizens and
actively involve them in decision making. In recent years, these public partici-
pation geographic information systems (PPGIS) have contributed to the direct
participation of citizens in public decision-making processes (Ganapati 2011).

Despite the clear linkages between location information and e-government,
policies and activities related to the use and exchange of location information
are in many cases situated outside the e-government area. The gap between
e-government and location information policy in European member states
is reflected at institutional level. In most countries the implementation of
e-government is managed and coordinated by a separate e-government ministry or
agency, the implementation of a coordinated approach on location information is
often in hands of the national mapping agencies or the ministries for Environment.
This is due to the fact that for a long time, developments in the location infor-
mation sector were not driven by demand, rather by organizations producing
spatial data. The involvement of Ministries of Environment on the other hand is a
phenomenon of the past 10 years, mainly in Europe, driven by the emerging
INSPIRE initiative to establish an infrastructure for spatial information in Europe
(European Commission 2007).

The main objectives of this European spatial information infrastructure are to
support the formulation, implementation, monitoring, and evaluation of Commu-
nity environmental policies, and to overcome major barriers still affecting the
availability and accessibility of spatial data (Crompvoets et al. 2010a). The key
elements of the INSPIRE directive to overcome these barriers are related to the
creation of metadata, the harmonization of key spatial data themes, the estab-
lishment and maintenance of the network services, the adoption of policy measures
for the sharing of spatial data, and the design of coordination structures and
mechanisms. With the entrance into force of the INSPIRE Directive, every country
in Europe is now developing a national spatial information infrastructure
according to the principles, rules and guidelines of INSPIRE. While in some
countries this development is linked to national e-government initiatives, in many
other countries there is no alignment with e-government policy.

Many authors have stressed the need to integrate location information in
e-government. Turner and Higgs (2003) describe the relationship between
e-government and the use and management of location information as symbiotic:
while e-government can provide a significant boost to the use of location infor-
mation, the use of this location information can be an important enabler for
e-government. According to Warnest (2005) initiatives to promote and facilitate
the use of location information play a crucial role in e-government. Craglia and
Johnston (2004) argue that initiatives to facilitate and promote the use and
exchange of location information in the public sector will only be successful if
they are well connected to e-government. Craglia (2003) sees different reasons
why initiatives to promote and stimulate the use of location information should be
embedded into e-government strategies. First, location information will only
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be valuable if it is used to satisfy the needs of citizens, businesses, and govern-
ments. With the goal of providing one-stop seamless services, it is ineffective to
separate location from non-location services. Second, most parts of the legal
framework that is relevant for the use and exchange of location information
applies to public sector information in general. Third, the complexity of location
information and data has stimulated the progress in the domain of interoperability
and services. The knowledge and experiences regarding interoperability in the
context of location information can be of great value for e-government strategy
(Craglia 2003).

4.3 Location Information Strategies in Europe

Strategic planning can be a tool to guide and manage the integration of location
information in e-government. In the national e-government strategies of most EU
member states, however, no explicit link can be found to location information and
services. An analysis of the strategic planning activities of the member states with
regard to the implementation of INSPIRE demonstrated that only a few European
member states had a strategic document dealing with the organizational and
technological issues regarding the implementation of INSPIRE (Crompvoets et al.
2010b). Moreover, many of the existing strategies strongly focused on the
implementation of different necessary components, and hardly any attention was
paid to the actual integration and use of location information in an e-government
context. As our in-depth review was limited to strategic documents that were
available in English, only four examples of effective location information strate-
gies could be selected. The Netherlands (‘GIDEON—Key geo-information facility
for the Netherlands’), the United Kingdom (‘Place matters—the Location Strategy
for the United Kingdom’), Finland (‘Location: the Unifying Factor’), and Den-
mark (‘Location—A gateway to e-government’) all have adopted a strategic
document on the integration of location information in e-government.

4.3.1 The Netherlands

In the Netherlands, the implementation approach and strategy for the development
of the geo-information facility between 2008 and 2011 was described in the
GIDEON policy document (Netherlands Ministry of Housing, Spatial Planning,
and the Environment 2008). Several ministries and public agencies, the association
of provincial governments, and the association of municipalities contributed to the
creation of this document, in cooperation with the executive committee of the
National Spatial Data Infrastructure (Geonovum), the network for geo-innovation
in the Netherlands (Space for Geo-Information), the association for Geo-ICT
companies (GeoBusiness Nederland), and several academic institutions.
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The GIDEON strategic document includes three main parts (Netherlands
Ministry of Housing, Spatial Planning, and the Environment 2008). First, the
document provides some background information on the significance of geo-
information for organizations within and outside the public sector, the need for a
key geo-information facility in the Netherlands and the basic principles behind the
development of this facility. The second part of the document describes the future
status of the geo-information facility after the completion of the implementation
trajectory. This geo-information facility is understood as a set of technological
components (data, services, and technology) that require organizational, policy-
related, legal, and technological measures. The third and final part of the strategic
plan focuses on the actual implementation of these measures and the implemen-
tation of these components.

4.3.2 The United Kingdom

Also in 2008, the Location Strategy for the United Kingdom was launched by the
UK Geographic Information Panel, a high-level advisory board providing advice
on location information issues of national importance (UK Geographic Informa-
tion Panel 2008). The members of this panel represent key interest groups in
government, business, and the wider location information community in the UK. A
significant part of the document was devoted to the question why place and place-
based information matter for citizens, governments, and businesses, highlighting
the central position of ‘where’ questions in the daily life of citizens and organi-
zations. In order to easily provide answers to this type of questions, location
information is needed and location datasets from different sources need to be
shared and integrated (UK Geographic Information Panel 2008).

Based on this observation, the UK Location Strategy explains why a strategic
approach on the collection and management of location information is needed. The
implementation of the Location Strategy would maximize the value of the use of
location information to the public, government and industry, delivering benefits to
each of these groups (UK Geographic Information Panel 2008). Similar to the
GIDEON policy document, the UK Location Strategy identifies a set of strategic
actions in five key areas: knowledge on what data are available, the use of common
reference data, the establishment of a common infrastructure for sharing infor-
mation, the availability of essential skills and knowledge and the importance of
strong leadership and governance. The UK strategy ends with a discussion of the
benefits and costs associated with the implementation of this strategy.

70 G. Vancauwenberghe et al.



4.3.3 Finland

‘‘Location—the Unifying Factor’’ is the title of the Finnish National Spatial Data
Strategy 2010–2015, which was prepared by the National Council for Geographic
Information and the National INSPIRE Network of Finland (Finnish Ministry of
Agriculture and Forestry 2010). The council has representation from ministries
which are responsible for matters relating to location information and several
members who represent the producers and users of location data at local level, in
the private sector, and in relevant research and cooperation networks. The
INSPIRE network consists of almost 300 experts from approximately 100 orga-
nizations representing different sectors.

Starting point for the Finnish National Spatial Data Strategy is the vision that in
2015 ‘‘the spatial data infrastructure has improved the quality of services and
decision-making and made public administration, industry, and research more
efficient, and, supported by research and education, it has generated new business
and new services for the public’’ (Finnish Ministry of Agriculture and Forestry
2010). In support of this vision, the strategy is structured around four key objec-
tives for 2015, which are further broken down in several aims. These key objec-
tives are related to the provision of high-quality and easily accessible spatial data,
the realization of a clear division of tasks within the public sector and between the
public and the private sector, the goals of the infrastructure to improve the quality
of life and the quality of processes in society and the support of research and
training in the spatial data sector (Finnish Ministry of Agriculture and Forestry
2010).

4.3.4 Denmark

In 2011, the Danish National Survey and Cadastre published their strategy
‘‘Location—A Gateway to eGovernment’’. The strategic document starts with a
presentation of the National Survey and Cadastre, its responsibilities, objectives,
and activities. The National Survey and Cadastre is the national authority
responsible for SDI in Denmark, and has the legal obligation to ensure a cohesive
cross-agency SDI that supports public administration and public sector activities.
As such, the National Survey and Cadastre creates, maintains and distributes
important components of the national spatial data infrastructure (SDI). After
presenting the National Survey and Cadastre, the strategic document briefly
describes the national SDI, not only in terms of components but also in terms of
the key principles on which the infrastructure is based (Danish National Survey
and Cadastre 2011).

According to the strategic document, the main value of location information for
e-government is situated in the concept of reference data, a concept that is central
in the location information field (Danish National Survey and Cadastre 2011). The
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‘‘Location—A Gateway to eGovernment’’ document provides a discussion of the
characteristics of reference data and its role in e-government. In order to dem-
onstrate the potential and value of location information, the strategic document
also looks at the applications and services in which public organizations, citizens,
and businesses use location information. Finally, special attention is paid to the
skills and knowledge that are necessary for the use of spatial information in e-
government (Danish National Survey and Cadastre 2011).

Table 4.1 provides a summary of the main features of the four strategic doc-
uments. It is interesting to see how the four strategic documents address the same
or similar issues, despite differences in the way they are developed and structured.
A preliminary content analysis showed that two central questions are apparent and
answered in all four strategies: why is location information valuable for e-gov-
ernment and what are the requirements for (further) integrating location infor-
mation in e-government? In the following sections we examine the answers given
in the strategies to both questions, mainly focusing on concepts and topics that
arise in all four documents. It is, however, important to notice that all four strategic
documents introduce and discuss some other valuable ideas and concepts.

4.4 Value of Location Information

The location information strategies include a clear view on how location infor-
mation is central to addressing the challenges of public administration but also
business, citizens, and the society as a whole are confronted with today. Aspects
that are discussed in all four strategic documents are the benefits for the public
sector, the benefits for citizens, businesses and society, and the link to
e-government.

4.4.1 Benefits for the Public Sector

Location information is seen as an important asset for government and public
administration. The Danish strategy describes location information as the basis for
the efficient execution of public sector activities (Danish National Survey and
Cadastre 2011). In processes in which location information already plays a central
role, efficiency gains can be realized if combined processes and methods are
developed and coordination is achieved between the administrative processes and
IT architectures of different organizations. However, there are many processes in
which the use of location information is still emerging, and the potential of this
information is not yet exploited (Danish National Survey and Cadastre 2011).
Examples of these are processes in the area of tax administration, employment,
social policy, and health. The UK location strategy also includes a large list of
policy and operational areas where location information is valuable for decision
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making such as environment, education, security, crime prevention, agriculture,
heritage, sports, etc. (UK Geographic Information Panel 2008). Benefits of an
increased use of location information for local government are situated in deliv-
ering better targeted and more effective public services. For central governments
location information in the first place supports the process of policy formulation,
monitoring, and evaluation (UK Geographic Information Panel 2008).

The Dutch strategic policy document demonstrates the political and better
administrative relevance of geo-information by linking the (potential) use of this
type of information to the coalition agreement of the national government
(Netherlands Ministry of Housing, Spatial Planning and the Environment 2008). It
is argued that geo-information plays a major role in the realization of the different
pillars in this agreement, like a sustainable living environment, an innovative,
competitive and enterprising economy, a service-minded public sector, and the
promotion of social cohesion. The Finnish strategy states that spatial data can be
used for managing a large numbers of functions essential for society at large
(Finnish Ministry of Agriculture and Forestry 2010). Extensive use of location
information is needed in realizing the access to basic services and customizing
these services. Location information is also considered as a valuable asset to the
process of monitoring and evaluating the state of the environment. According to
the UK Location strategy, the potential of location information in developing and
implementing public policy is situated in three overarching themes: stimulating
increased efficiency and social engagement by promoting the use of ‘place’ in the
public sector, protecting and sustaining the environment through geographical
knowledge, and supporting economic development by understanding the economic
landscape through geography (UK Geographic Information Panel 2008).

4.4.2 Benefits for Citizens, Business, and Society

All four documents explicitly mention the significance of location information for
businesses, citizens, and the society in general. The Dutch GIDEON strategy
makes distinction between government-provided products and services for the
public and businesses, and products and services that are developed by businesses
(Netherlands Ministry of Housing, Spatial Planning and the Environment 2008).
Location information provides governments at different levels the opportunities to
improve their interactions with citizens and businesses. Online maps can be used
to consult information on different aspects of social and economic life, but can also
be used in more transactional services. Second, if businesses and also citizens are
able to work with location information and create new products and services,
economic value is added to governmental location information. Related to this, the
UK Location strategy highlights the significance of location information for
realizing innovation, as existing information is used in new and innovative ways,
and added value is generated at no additional costs (UK Geographic Information
Panel 2008).
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According to the Finnish strategy, location information can serve as a basis for
new companies to develop their ideas into new products and services for a growing
market (Finnish Ministry of Agriculture and Forestry 2010). The Finnish strategy
also mentions the role of location information in support of participation of citi-
zens (Finnish Ministry of Agriculture and Forestry 2010). Making available
forecasts, plans, and decisions as interoperable and easy accessible maps allows
citizens to assess them easily and to provide their feedback and proposals. The
strategy of Denmark states that location information will make it easier for citizens
and businesses to find information from governments (Danish National Survey and
Cadastre 2011). Presenting administrative information together with location
information will make it easier to communicate and understand public sector
activities and decisions. If the same data are used across the entire public sector,
transparency and coherence in public sector activities will increase. Moreover,
location information increases the opportunities of citizens and business to par-
ticipate in the public debate and secure their individual rights.

4.4.3 Link to e-Government

The Finnish strategy argues that many processes in public administrations but also
in businesses are supported by making use of location information (Finnish
Ministry of Agriculture and Forestry 2010). In contrast to these, there still are a lot
of processes that do not profit from the use of location information and are solely
managed by instinct. While previous activities and strategies in Finland were
mainly aimed at building up and implementing a spatial data infrastructure, the
new strategy clearly focuses on the actual use of location information, and how
this use can be stimulated. In line with this, the Danish strategy argues that the use
of data is key to realizing the potential of the SDI in Denmark (Danish National
Survey and Cadastre 2011). The strategy refers to the ‘‘untapped potential of the
SDI’’ that should be valorized for a more cohesive, simple, and efficient public
sector. The UK Location strategy notices that the current management and use of
location information in the UK is characterized by too much duplication, too little
reuse, and too few linkages across data (UK Geographic Information Panel 2008).
As a result ‘‘current users of geographic information spend 80 % of their time
collating and managing the information and only 20 % analyzing it to solve
problems and generate benefits’’ (UK Geographic Information Panel 2008).

In all documents reference is made to the development and implementation of
e-government. According to the UK strategy, most data in the public sector are
related to two aspects: the identification of individuals and companies (‘who’) and
the location of communities, assets, events, or environmental conditions (‘where’).
While the importance of identity management is widely recognized, location
information is often overlooked (UK Geographic Information Panel 2008). As
many areas of policy and service delivery require information on both issues, the
UK Location Strategy wants to ‘‘complement the focus already being given to

4 Location Information Strategies: Bringing Location into e-Government 75



‘who’ by introducing a separate parallel focus on ‘where’’’ (UK Geographic
Information Panel 2008). A similar logic is applied in the Dutch strategic docu-
ment, that refers to the existence of many key information facilities, that are
created in order to improve services, enforcement, policy preparation, and all other
processes in government (Netherlands Ministry of Housing, Spatial Planning, and
the Environment 2008). Until now, most efforts related to these information
facilities focused on the creation, management, and use of personal data. Main
challenge is to further develop the geo-information facility and to give location
information a prominent place within e-services and e-government. The Danish
strategy highlights the significance of location information policy and initiatives
for the implementation of e-government (Danish National Survey and Cadastre
2011). According to the strategic document, the implementation of e-government
should adopt the key principles that are part of the foundation of the SDI in
Denmark. These principles include a broad use of shared data, an unambiguous
allocation of tasks and responsibilities, and smooth access to information and
services, and are applicable beyond the domain of location information.

4.5 Requirements for Integrating Location Information
in e-Government

Besides highlighting the value of location information and the need to (further)
integrate location information in e-government, location information strategies
also address the requirements for doing so. Despite differences in the aim, the
context, the structure, and the date of the strategies, three main requirements are
recognized in all four strategic documents, and can be considered as key
requirements for integrating location information in e-government: the need to
improve access to location information, the significance of reference data, and the
importance of research and training for the acquisition of skills and knowledge.

4.5.1 Improve Access

All four strategic documents identify improving the access to location information
for all relevant actors as a key requirement for fully exploiting the potential of
location information. According to the Dutch GIDEON strategy, the potential of
this information can only be fully exploited if location information is used outside
the boundaries of its own domain (Netherlands Ministry of Housing, Spatial
Planning and the Environment 2008). It is argued that in most cases, location
information is only used in the primary process for which this information was
collected. In line with this, the Danish strategy states that ‘‘spatial information is
collected in various contexts and by many organizations, often based on

76 G. Vancauwenberghe et al.



organization’s specific requirements related to its field of operation’’. As location
information can be used beyond their original purpose, the Danish strategy
emphasizes the importance of letting individual actors base their work on a col-
lective infrastructure and to make their information and data available and usable
for other actors (Danish National Survey and Cadastre 2011). The Finnish
‘Location: A unifying factor’ document states that processes maintaining location
information should make this information available to actors outside these pro-
cesses (Finnish Ministry of Agriculture and Forestry 2010). Therefore, all prob-
lems in finding, accessing, and exchanging data should be removed.

In the Netherlands, the solution to these problems is partly situated in the
development of an integrated national geo-register, that provides access to all
location information services and that will be integrated in the national e-services
framework (Netherlands Ministry of Housing, Spatial Planning, and the Envi-
ronment 2008). Besides this joint facility for accessing location information,
attention is also given to the standardization of all location information. Stan-
dardization—or the lack of standardization—is also seen as a relevant issue in the
UK Location Strategy, as too few data standards are collectively used for refer-
encing and collecting location-based data. (UK Geographic Information Panel
2008). In addition, actions are needed to get a clear overview of all the location
datasets that are available in the UK. Therefore, public sector organizations need
to record, maintain, and publish the details of their location datasets. Access to
data will also be improved through the simplification of data licensing arrange-
ments. Making high-quality location information and data easily accessible to
different sectors in society is put forward as one of the key objectives in the
Finnish strategy (Finnish Ministry of Agriculture and Forestry 2010). Data and
information made available by the public sector should meet the needs and be in
accordance with the demand of different users. Therefore, it is necessary to reg-
ularly gain insight in the data requirements of users. The terms and conditions of
using location information should not only be simple and clear, but also harmo-
nized for different types of usage and different types of users. Also in Denmark,
smooth access to information and services is considered as one the foundations of
the national SDI (Danish National Survey and Cadastre 2011). Access should not
only be provided to public organizations but also private businesses, giving them
the opportunity for developing new solutions and services and thereby creating a
basis for innovation and business development.

Access to location information is considered a necessary prerequisite for the
successful use of this information in an e-government context. Location infor-
mation should be accessible and usable outside the primary processes in which this
information is created and beyond the original purpose of this information. All
four location information strategies agree that the technological, organizational,
and economic barriers that hinder or prevent governments, businesses, and citizens
to access the data they want, need to be removed.
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4.5.2 Core Reference Data

A second requirement for realizing the integration of location information in e-
government is found in the implementation of reference data or key authentic geo-
registers. The concepts of reference data and key authentic geo-registers refer to
the use of a common and agreed set of location datasets. The UK location strategy
argues that a small number of location attributes are widely used in databases of
organizations (UK Geographic Information Panel 2008). The use of a common set
of location datasets will contribute to the efficient and cost-effective sharing of
information with location attributes across the public and private sector. According
to the Danish strategy, reference data is a typical concept and approach used in the
geodata domain that is also valuable to e-government and should be integrated in
both the e-government terminology and framework (Danish National Survey and
Cadastre 2011). Reference data are defined as ‘‘a well-defined collection of geo-
datasets within the SDI that form the basis for the registration, linking, and display
of an organization’s own data alongside the data of others’’. Reference data share
several characteristics (Danish National Survey and Cadastre 2011). First, they
identify a precise geographic location of other data. Second, reference data enable
the integration of different types of information, including data from various
sources and thematic areas. Third, they improve the comprehension of information
when viewed by a third party user. A fourth characteristic of reference data is their
high reliability and high quality.

The recognition of a dataset as reference data, should be part of an official
procedure, in which also the requirements and responsibilities related to the
structure, quality, and accessibility of the data are laid down. In the UK Location
strategy it is stated that each core location dataset should be in the custody of a
specified public sector authority (UK Geographic Information Panel 2008). The
initial core data should be the geodetic framework, topographic mapping, geo-
graphic names, addresses, streets, land and property ownership, hydrology/
hydrography, and statistical and administrative boundaries. In the Netherlands, ten
key registers were operational at the moment the strategic plan was launched
(Netherlands Ministry of Housing, Spatial Planning and the Environment 2008).
Four of these were geo-registers: topographical data, cadastral data, address data,
and buildings data. In addition, two key geo-registers, the large-scale standard map
of the Netherlands and the subsurface key register, were planned to be put in place.
The main challenge was to encourage the use of these registers. This will be
achieved by requiring compulsory use of the registers by public administrations
and be informing users about the existence, content, and possibilities of these
registers (Netherlands Ministry of Housing, Spatial Planning, and the Environment
2008). The Finnish location information strategy does not include an explicit
reference to the concept of key registers or reference data. However, the strategy
strongly focuses on the need for a clear division of labor in creating and managing
information among all involved actors within and outside the public sector
(Finnish Ministry of Agriculture and Forestry 2010). It is stated that all processes
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in which location information is produced and maintained should be described in a
theme-specific manner.

The need to establish a system of core reference data is recognized by all four
strategies, although they use different terms for the same concept. The establish-
ment of this system involves the recognition of some common and agreed location
datasets that are used by all involved entities. Agreements should be made on the
responsibilities regarding the maintenance and management of these data as well
as on specific data requirements. The realization of high-quality, up-to-date, and
easily accessible data will stimulate the use of these data, but additional measures
might be needed to make sure all actors make use of the same core data.

4.5.3 Skills and Knowledge

As one of the four objectives the Finnish strategy states that ‘‘research and training
in the spatial data sector will support the use of spatial data and the development of
the spatial data infrastructure’’ (Finnish Ministry of Agriculture and Forestry
2010). The use of maps and location information is considered as part of a new
type of literacy, for which new skills and knowledge need to be provided. In line
with this, the UK strategy argues that ‘‘skills and knowledge about location issues
should move from just a limited specialist community into the mainstream of
policy development, service design, and system delivery’’ (UK Geographic
Information Panel 2008). At this moment, the use of location information in the
public sector is mainly concentrated in decision making and service delivery
directly related to the physical environment. Due to the lack of awareness and
necessary skills among managers, service designers and also IT professionals, the
exploitation of location information in other areas is limited (UK Geographic
Information Panel 2008). In the Finnish strategy it is argued that at different levels
of education, students need to be provided with the skills for managing and using
location information in different areas (Finnish Ministry of Agriculture and For-
estry 2010). Therefore, teachers and trainers must be provided with additional
location data skills and datasets should be made available for teaching and training
purposes. Besides education and training, research is also considered as an
important pillar in enhancing and stimulating the use of location information in
society. It is the role of the government to promote location data research, to
allocate the resources that are needed and to stimulate the valorization of this
research by companies, public administrations, and other relevant parties (Finnish
Ministry of Agriculture and Forestry 2010) .

The Dutch strategic document sees the development and transfer of knowledge,
in combination with innovation, as a necessary condition for improving the
competitive position in geo-information of the country (Netherlands Ministry of
Housing, Spatial Planning, and the Environment 2008). To do this, the use of
location information in education will be stimulated and competencies needed for
handling location information will be embedded in the curricula of education and
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training programs. In Denmark, the use of the latest knowledge and research is
considered as necessary for the development of both the SDI and e-government
(Danish National Survey and Cadastre 2011). The entire Danish society should
have the necessary skills and should be able to use these skills appropriately.
Collaboration with educational institutions is therefore essential (Danish National
Survey and Cadastre 2011).

All four location information strategies highlight the importance of a society
that is aware of the potential of location information and also has the skills to
manage and use this information. While education plays an important role in
providing these new skills and knowledge and improving the ability of individuals
to use location information, research is needed to develop new tools and tech-
niques and to explore the potential of location information in different areas of
social life.

4.6 Discussion and Conclusion

The goal of this chapter was to analyze how the development of location infor-
mation strategies can contribute to a better integration of location information in
e-government. At the moment, such location strategies are still rare in Europe, and
most existing strategies focus on the development of organizational and techno-
logical components. Four European location information strategies were selected
for further analysis, because of their clear recognition of location information as a
part of e-government and their availability in English. The analysis of these four
location information strategies shows how they try to bridge the gap between
location information and e-government in several manners.

First, significant attention in these strategies is paid to the value of location
information for e-government, demonstrating how the use location information can
lead to benefits for governments, citizens, and businesses. In the past, location
information policies and activities mainly focused on the production of location
information and the management of this information in typical domains. Now, the
focus should be moved to the actual use of this information in all areas of social
life. Therefore, location information should be regarded and treated like other
types of information in the public sector.

Second, location information strategies also identify the actions and measures
that are needed to promote and enhance the use of location information in
e-government. According to the strategies examined in this chapter, key actions for
promoting and facilitating the use of location information, and realizing the
benefits of location information are improving the access to location information,
establishing core reference data and providing society with the skills and knowl-
edge necessary for handling location information.

Location information strategies contribute not only to the integration of location
information in e-government through their content, but also through the way in
which they are developed and implemented. As it is demonstrated by several
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strategies, developing a location information strategy can be seen as a process in
which stakeholders from different arenas, with different interests, and at different
levels are brought together to share, explore, and discuss the value of location
information to e-government. In the past 10 years, governments at different levels
have made significant efforts and investments in producing and managing location
information and data. The next big step is now to promote and facilitate the use of
location information and realize the benefits of the efforts and investments. This
chapter demonstrates how the development of location information strategies can
help governments to take this step.
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Chapter 5
Transparent Model for State Management

Janis Bicevskis, Jana Cerina-Berzina, Edvins Karnitis
and Girts Karnitis

Abstract To ensure optimum governance of the state (regions, sectors, specific
activities) all management system units (tasks, functions and services, normative
environment, institutional framework, budget funding) have to operate in strong
cooperation and consistency, which should be defined by corresponding docu-
ments. Unfortunately this logical relevance does not always exist. Documents and
information are weakly connected, because of the huge complexity of units that
objectively hinders implementation of the strong linkage and seriously weakens
management quality. The situation can be radically improved by usage of onto-
logical methodology for development of the back-office of the management sys-
tem—strict structuring of objects and their decomposition in elementary logical
units to form different hierarchies of information. Each hierarchy displays some
aspect of information. Connection of related units of the information from different
documents (hierarchies) creates a full graph of relevant information; it enables
processing and usage of management information in static and dynamic regimes—
definition and concretization of normative acts, institutional structure, funding—
passage and execution of tasks, etc. Analysis of information from different aspects,
checking its consistency, and making appropriate decisions on this base is
becoming possible, thus minimizing threats to well-functioning and development
of the country. Two case studies illustrate the current usage of the proposed
principles. Complexity of the informative model requires appropriate level of IT
support. Requirements as well as short descriptions of developed IT tools are
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included; they are oriented on usage by non-IT specialists (civil servants). Pro-
jections of further activities for improvement features of the model and consum-
mation of IT tools are mentioned.

Keywords State management � Information model � Ontology � Modeling tools

5.1 Introduction; Management System and its
Imperfection

Ensuring of optimum functioning and development of the state as well as its
regions (sectors, specific activities) is the essence of governance/management (see
e.g., Fukuyama 2004); it is the political, economic, and administrative process that
should be ruled according to the interests, rights, and obligations of citizens. To
achieve the goals (e.g., increase of the quality of life of citizens) and to implement
tasks (e.g., economic growth), to provide services (e.g., education and healthcare
services, management of pensions and social benefits, protection of life, health and
property of citizens), which are defined for the management system, a lot of public
functions (e.g., social policy, educational policy, consumer protection, corruption
prevention, environment protection) have to be performed by public institutions
(Fig. 5.1).

The normative environment (laws, regulations of the government, ministries
and municipalities, planning documents) determines activities, duties, and
responsibility of all public sector institutions (ministries, agencies, etc.) that are
necessary to perform their functions; these activities are funded by national and
municipal budgets (Bicevskis et al. 2010a, b). The management system can be
evaluated as a well-functioning one if planned/desirable results/benefits are
achieved.

When the governance model (including e-governance) is described, analyzed,
and optimized, typically the basic attention is focused on the most visible part of
the iceberg, on so-called front-office processes and procedures, which create direct

Public 
institutions
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Functions
Duties

Budget
Goals 
Tasks 
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Results 
Achievements

Benefits

Fig. 5.1 Management system and its complex units
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links and communication (written, visual, and/or sound) of the management sys-
tem with the external audience—citizens and businesses. Naturally, information
about front-office procedures becomes the essence of governmental WWW pages
in all countries; the central governmental portal of Latvia is a typical example.
(Latvia.lv 2013).

So far, not always sufficient emphasis is paid to the management system’s
internal processes (so-called back-office), which ensure legal accuracy of activities
and services, quality of information and data, correctness of implemented proce-
dures, adequate financing, etc.; so exactly the back-office actually ensures ade-
quate functioning of the administration and operation of the front office.
Improvement of the back-office processes is the essence of this research.

Actually, the management system is very complicated—a huge amount of
complex system units (e.g., currently more than 1,000 functions are identified and
more than 900 services are provided in Latvia by more than 250 public institutions,
there are more than 200 valid planning documents, etc.) and extremely treed
network of mutual links between them (State Chancellery 2013).

System units and/or their components are linked in various combinations for
performing their tasks; there is a specific combination of units/components and
links for any particular task. , provision of some service according to the primary
and secondary normative acts consists of a number of various interlinked activities
that are performed for the budget funding by various institutions in determined
sequence.

In the same way management system is functioning at lower levels of gover-
nance—sector, municipality, institution, performance of specific activity, etc.

Unfortunately, the described strong logical relevance does not always exist that
seriously weakens the management. There are a number of typical failures: all
duties of state authorities are not adequately defined in normative acts, functions,
and duties are weekly linked with provided public services, passage of concrete
service through administration is not transparent, costs of services are not strongly
defined therefore budget is not linked with them, normative documents are not
fully complementary, etc.

The objective reason for imperfections is existence of large complex system
units only; inadequate structural working out of them (services, institutions,
budget, normative acts) in details hampers to determine tasks, duties, responsi-
bility, and costs of each system unit. It is impossible to create exact links between
units if they are not detailed enough, there is lack of consistency/coordination
between system units. One of the most bright and destroying long-term examples
is extremely weak definition, division, and coordination of functions and respon-
sibilities related to innovation support and promotion between the Ministry of
Education and Science and Ministry of Economy as well as a number of institu-
tions in their frameworks. The result is stable Latvia’s position at the bottom of
European innovation rankings for many years.

The aim of this research is elaboration, testing, and offer of methodology and
instruments to improve the quality of management of the state (region, sector,
specified activity) by achieving consistency between structure, functions, services,
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and activities of management institutions, normative documents, and necessary
budgeting and thus minimizing threats to well-functioning and development of the
country.

5.2 Informative Model of the State Management

It is impossible to develop, maintain, and rationally exploit the above described
multi-dimensional matrix using traditional methods—increase of bureaucracy and
control. Such strategic tasks can be performed by means of advanced modeling
tools (see e.g., Jennings 2008).

Decomposition of any system unit, its division in a set of interrelated/sequential
entities (elementary units), which together form particular system unit, as well as
the definition of their attributes (properties, tasks, etc.) allows the determination of
tasks and actions of branched institutions, the division of complex functions/
services and financial sources, the concretization of executors, and funding.

Mentioned governance problems and their reasons also point out an adequate
methodology for solving problems—ontology, whose essence is division of any
systems object in sets of entities and the definition of connections between them
(e.g., Gruber 1995). Modern modeling tools, advanced IT are supporting imple-
mentation of ontological methodology and development of the complete infor-
mative model of the management system. Additional consideration and synthesis
of the relevant information from various perspectives (e.g., related to some ter-
ritory, sector, time period) becomes possible. Example, US Recovery Act spending
(USD 790B) is detailed in concrete projects and allows to view and to analyze
related information from various perspectives (Recovery 2013). Our proposal is to
apply this method to development and management of the country.

Several specific and interrelated actions are performed to create the informative
model.

First of all necessary system units are incorporated in a single depository; it
allows to structure them and to determine strict mutual connections (hierarchy)
between entities in particular system unit (rarely in closely related units). Some of
the units naturally are hierarchically well-structured (e.g. organizational structure
of institutions, composition of laws), the structure of another units have to be made
more exact and formalized (e.g., functionality of institutions, provision of services).
So the strict and complete tree-structure of any unit will be created; a principal issue
is a possibility of gradual detailing of entities, possibility to enlarge branching
of the existing tree and to correct it. For example, one of the business processes of
the State Social Insurance Agency (SSIA) (more details in Sect. 5.4.1.) Grant
social insurance services consists of several complex stages (Fig. 5.2)—Receive
documents, Register documents, Check entitlement, Send resolution, while each of
them includes a number of steps and decisions that determine workflow (Fig. 5.2
shows further detailing of the stage Check entitlement).
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The determination of certain logical connections (e.g., influence, dependence,
sequence) between entities of miscellaneous trees (relations) is the next step.
Consequently, connection of several trees and complex ranking their entities
occurs; so, normative acts, provision of some service, executing institutions as
well as budget are separate system units (trees), their mutual relations indicate the
service provided by corresponding institutions (their departments) according to
concrete legal act (its article) for the appropriated budget funding. Execution of
processes is divided into separate steps; there it is defined their sequence as well as
executors, inter-step information exchange format, etc.

The integrated graph is created as a result. It reflects all system units (or part of
them) in details as well their strict informative and logical connections; Fig. 5.3
shows the principle of its structure.

The ontology traditionally can be exploited in two basic regimes—static and
dynamic (see e.g., Liu and Ma 2009); correspondingly in our case it provides two
types of views:

• static regime/view indicates interconnection of various trees/units (entities) of
the management system (e.g., task/activity and executing institution/
department);

• dynamic regime/view indicates sequential passage of concrete task/service
through executing institutions/departments (task flow).

Decomposition of all system units and definition of strict logical connections
between entities allows to fulfill very practical tasks and to solve management
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Fig. 5.2 Detailing of entities; the principle
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problems. Various sets of requested information can be created on demand for
various users and diverse applications, e.g.:

• functions, which have to be performed, and services, which have to be provided,
as well their executors and needed funding can be determined on the basis of
defined development goals, tasks, and priorities;

• current state/municipal administrative system and structure can be evaluated and
optimized according to a set of public sector tasks and services;

• performance of specific business processes can be indicated including expla-
nations on execution of sequential steps.

It is possible to analyze administrative and management information from
different points of view and create a variety of surveys and reports, including (but
not only):

• monitoring implementation of specific tasks and/or activities in real time as well
as adequacy of financial and human resources;

• goals that are achieved and tasks that are fulfilled by implementation of specific
action;

• consistency of related normative documents, identification of gaps and con-
tradictions between them;

• actions and activities that are performed and services that are provided by any
institution and/or its any department in a specific time period; responsibility for
performance of any activity;

• institutions (departments) that are involved in provision of any service, total cost
of specific service and payment distribution among executors;

• process of specific business process including possibility of its gradual detailing;
• correctness of indication of any concrete process, e.g., determination of exec-

utors, deadlines, incoming and outgoing documents for all steps of the specific
process.
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Action 2 Activity 1 Activity 2
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Fig. 5.3 Informative model of management system, the principle
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Each view provides information in a particular context and allows navigation to
the related content; e.g., it is possible to look over the full information about some
ministry, its functions, budget, institutions in its framework and then to move to
some supervised institutions and consider its current activities and associated data.

5.3 Model-Directed IT Tools

Strong IT support is necessary to implement the above-mentioned information
model in government day-to-day operations. Modeling principles and algorithms,
which relate to state management and development problems, mainly are analyzed
theoretically (e.g., Cannon et al. 2005; Schleicher 2011). Only recent information
shows few projections on implementation of state governance modeling (e.g.,
Trnka 2008; Misuraca et al. 2012).

Conventional IT systems are not enough flexible to be used with such variable
data and data models. Actually only advanced specific IT tools, which allow
respect of the individualities of models, can ensure performance of a variety of the
above-mentioned activities, related to creation, implementation, and exploitation
of ontology.

Requirements and specifications of IT tools, which emerge from the proposed
methodology, depend on the specific problem being solved; besides they vary
considerably over time. Therefore, the MDSD (Model-Driven Software Devel-
opment) methodology is used for software development. Its basic principle—
description of the specific object is given by the model (metadata) instead of
making strict algorithmic description (see e.g., Stahl and Volter 2006). In our case
it means that the data structure and the logical connections between the elementary
entities are described by the problem-oriented ontology (instead of containing
them in the program code); the data model is freely configurable for individualities
of each concrete application. Simplified and highly productive development of the
concrete informative model is provided because of compatibility of systems and
repeated use of standard procedures; unique flexibility according to the individual
requirements of the model also is provided.

5.3.1 Development of the Informative Model

A specific professional tool is highly desirable for creation of the informative
model—for the decomposition of various objects in elementary entities, definition
of hierarchies and relations between them as well as for designing of the reposi-
tory. The developed tool is based on relational databases and the traditional ER
(Entity-Relationship) data modeling; a problem-oriented perfection has been made
to achieve a high flexibility that is necessary for operational modification of the
data structure and connections between the elementary units of information
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(Arnicans and Karnitis 2006). The special intermediate level is developed; the
designer of the informative model gets the chance to work with the concepts on the
logical level, automatically transforming them into SQL queries to the database.

This method allows creation of a repository exploiting various database sys-
tems. Usage of powerful database systems (e.g., Oracle, MS Server) as well as
very simple open source systems and databases (e.g., SQLite) provides wide range
scalability.

Usage of databases is enhanced by utilization of the NoSQL (RDF and
Document-oriented) databases. The traditional relational databases are suitable for
storage and processing of large amounts of uniform data, while the usage of a huge
number of different documents, spreadsheets, and other information units with a
complex structure is necessary for management of the state/region/branch. A lot of
tables with different structures have to be created in order to put these data into the
relational database, while only a few records will be entered. Utilization of the
NoSQL databases provides the possibility to keep the fine-grained information and
to create any links between information units. The document-oriented databases
are very suitable also for the storage of initial information that is contained in
various documents.

5.3.2 Modeling of Management Structure (Static View)

Another set of the tools is designed for a wide range of users to process and to use
information in direct access mode in accordance with the level of user’s autho-
rization (including public access) and the necessary level of detail.

The proposed solution is the practical implementation of the original long-term
theoretical research (Arnicans and Karnitis 2010). It is characterized by the above-
described model-oriented approach: software functions in interpreter mode in both
cases—during access to the physical database using the metadata that describe the
data structure as well as during the formatting the necessary templates and reports
for users. Software provides a lot of opportunities to customize templates and
reports, e.g., filtration of units of selected information, definition of conditions for
selection, and individual selection of information about the particular object of
interest. It is possible to hide the system’s internal codes when information is
provided to the user in problem-oriented terms.

The tool allows information processing from the different points of view, fol-
lowing the communication links of how widely and deeply it is needed. It is
possible to optimize the work of each group of users with specific interests,
offering to the specific group only information it needs without review of the entire
content of the database. The needs of such user group are described using
metadata.

A preliminary determination of the amount of information, which is available to
specific users or for the specific applications, is possible; for this purpose infor-
mation from any tree as well as its presentation form is pre-selected, e.g.:
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• ministry/agency, its functions, actions performed correspondingly to them,
deadlines of performance, appropriated budget funding to each action, the
responsibility for every action or activity;

• public sector service, the necessary activities for its provision, institutions
responsible for provision of service, the expenditures of each institution for
provision of service.

Another usage of the tool is flexible check of compatibility and quality of the
data from various aspects and for various applications (see Sect. 5.2).

5.3.3 Modeling of Task Flows (Dynamic View)

To describe the performance of tasks for achievement of corresponding result/
benefit according to the normative acts and/or action plans (i.e., to model the
functioning of institutions and their collaboration) the informative model has to
simulate process of the passage of various tasks through the system. The task flow
is formed by different tasks that are in various stages of the performance (by the
same executors) at the same time; the model has to reflect a dynamics of every
task, a sequence of performed actions by a number of executors. The process
model is a set of diagrams, interconnected with the tree-like structures.

The interface of the model has to be oriented on an intensive varied everyday
usage by a wide range of ordinary non-IT users (civil servants); it should be user-
friendly and understandable by intuition. It means that the presentation of work-
flows by graphical diagrams and tools are preferable in comparison with traditional
textual instructions; the most people (90 % of respondents according to our survey
(Cerina-Berzina et al. 2012) among civil servants) perceive graphics better, faster,
and more accurately.

Currently, it is not possible to create a universal set of tools for control of task
flows because of the huge individualities of various sectors that cannot be ignored.
The universal modeling languages [e.g., UML, BPMN (Booch et al. 2000)] do not
deal with a number of practical problems; so, it is not realistic to use specific
information for performance of particular tasks. Therefore the problem-oriented
graphical domain-specific modeling languages (DSML) are created for each spe-
cific application and with the specifics of a particular domain; such language in
terms of a particular subject area allows to describe its processes and used IT tools.

The specialized metamodel-based Graphical Tool-building Platform GrTP
(Barzdins et al. 2007, 2009) was developed to create DSMLs. The recent version
of the GrTP is based on the principles of the Transformation-Driven Architecture;
it generally provides:

• creation of a DSML for modeling the processes in public institutions; and
• creation of the set of graphical tools for DSML with an intuitive graphical

interface for non-IT professionals.
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Unlike existing platforms like MetaEdit (MetaCase) or DSL Tools (Microsoft),
which ensure only syntactical correctness of models, the GrTP provides tools that
are capable to connect to existing information system of the institution and obtain
the data; modeling information is not duplicated, it is connected with data in
existing information systems. It is possible to analyze feedback of changes, e.g.,
consistency with other regulations or impact on other processes, if some regulation
is changed.

Created DSMLs are based on the frequently used graphical symbols: activities,
events, sequence and message flows, data objects, etc. The DSML allows to
include domain-specific information in the model, including one-click access to
the information related to any specific action (e.g., a designated normative text,
concrete information that is necessary for the performance, entry and download
templates, executors, action-generated information, control of deadlines for spe-
cific task), as well as communication of IT and non-IT professionals.

The model is closely integrated with the real life of the institution, and there is
smaller risk for it to become outdated and inadequate. There is also provided
checking of semantic consistency and completeness:

• consistency of graphic diagrams and data, e.g., all executors of processes and
their stages, deadlines, related documents, and normative acts should be defined
in corresponding diagrams while external processes should not be included in
the diagram of reflected process;

• correctness of the gradual detailing, e.g., both external process and contact,
which relates to the corresponding part of the initial diagram, should be reflected
in the detailed diagram and also they should not change during detailing.

Consistency and correctness is checked using domain-specific rules—this kind
of checking would not be possible in a general-purpose language.

The domain-specific languages and supporting tools (e.g., graphical editor,
consistency checker, model-to-application information transfer utility) by means of
the tool building platform GrTP can be created in a short time and with modest
resources. In practice it is possible to establish a new DSML and toolset in 3 months.

5.4 Case Studies

Complex models of the state management can be and should be developed step-by-
step. Currently, a number of static and dynamic applications of the informative
model are used for state/regional/local scale governance issues; this section
illustrates two of them of apprehensive scale, representing sector (institution) and
specific activity and showing static and dynamic views. In addition to the
described specific issues both applications provide common-style analytical
reports, mentioned in the previous sections.
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5.4.1 Management of Social Insurance Services

The SSIA is a public client-oriented institution, providing social insurance services
(VSAA 2013). All activities in SSIA (pensions, benefits, allowances, etc.) are
strictly prescribed by legislation and local instructions; requirements in social
insurance system are complex and variable in time due to frequent changes in
normative acts.

The informative model of SSIA (Fig. 5.4) includes several hierarchic trees that
reflect the social insurance sector (Bicevskis et al. 2010a, b):

• services provided to customers;
• structure of the SSIA (headquarter and branch offices);
• legal acts (laws, regulations, and local instructions defining the business

processes);
• information artifacts (documents, templates, units of information).

The DSML for modeling social insurance processes was developed. Processes
were modeled by step-by-step detailing method until elementary units were
gained. It was important to bond logical units of any process with performers,
services, documents, and legal acts that also were structured in elementary logical
units. A number of aspects which are specific for social insurance was taken into
account—variety of pensions and social benefits (i.e., services/processes), specific
multi-level normative environment, huge number of clients (population), head-
quarter and territorially distributed regional branches.

Graphic symbols sometimes have specific semantics for the SSIA. So, occur-
rence of an event means, that a person or an organization has brought a package of
documents—events are also color-coded to show whether they originate within
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SSIA or come from another institution. Message and sequence flows always carry
documents and are marked as significant or insignificant. Graphical symbols have
a rich set of attributes, so any activity in addition to traditional attributes (e.g.,
name, textual description, performer) has also domain-specific attributes (e.g.,
regulations defining activity, document templates involved, customer services
fulfilled) and modeling process attributes (e.g., acceptance status, error flags,
version).

The SSIA is a typically structured public institution where direct business
processes are separated from IT professionals who develop information system and
tools; the same informative model has to be used by both employees. It means that
diagrams should be on the one hand accurate enough and detailed for development
of information systems, but on the other hand easily readable by non-IT civil
servants. The difference is not only in the degree of elaboration; style, graphic
representation, cultural biases, but even human ambitions were taken into account.
Therefore, several types of diagrams have been developed (Fig. 5.5).

Simple business process diagrams (Fig. 5.5a) describe business processes for
civil servants; they consist of a limited set of different graphical symbols. Dia-
grams are intended to specify sequence of steps, rather than detailed logic, and, in
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order not to disturb employees of business divisions, they look like previously used
IDEF0 specifications. The level of detail is acceptable, if knowledgeable insurance
professionals have no difficulties to follow the business process with little or no
additional training. For example, only three types of symbols are used in the
diagram Fig. 5.5a:

• inputs—processes and objects, which generate documents and information for
actual process;

• information processing steps;
• steps of external process that are described in some other diagram.

Diagrams suitable for development of information systems (Fig. 5.5b) are much
more complex and complicated; a richer set of graphical symbols are used. The
diagrams describe the process and contain all necessary details (a higher level of
detailing), thus providing information, which is needed for system developers.
These diagrams use a lot of BPMN (Business Process Model and Notation) syntax
and semantic, but is slightly changed for specific needs of SSIA. Professional
information system designers must have no difficulties to design information
system using these diagrams, e.g., the diagram Fig. 5.5b contains four different
types of symbols:

• start symbol represents some information request as well as type of needed
information;

• process steps include type of the step—manual, automatic, or semiautomatic
(executed by operator together with information system, e.g., fulfilling some
information system template); the process step symbol includes also unique
identification and meaningful name of the step;

• decision points—process flows can go to one or another path according to the
answer in decision point; the decision point can be manual (user’s decision) or
automatic (information system generates the decision);

• database—if some process step interacts with database.

Other symbols also can be used in both diagrams, of course. All symbols
contain additional information, which is substantial for SSIA operation; this
information is not showed on the diagram, it is available by clicking on the
corresponding symbol. Both types of diagrams are elaborated by top-down
decomposition, and higher level information system diagrams in most cases are
subordinated to the lower level business diagrams.

Additional customer service diagrams contain description of the business pro-
cesses from the viewpoint of services provided to clients.
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5.4.2 Management of EU Financial Assistance

The EU funding for the years 2014–2020 will be focused on more efficient and
concentrated investments as well as on a result-oriented approach. Actually the
ontology-based methodology has already provided the possibility to introduce an
analog approach in Latvia in the years 2007–2013.

The EU financial assistance is utilized according to the National Strategic
Reference Framework (FM 2013). The implementation of the defined goals and
tasks is based on a complicated and treated thematic system (Fig. 5.6).

The hierarchic tree of operational programs is well structured till specific
activities/sub-activities and projects, a lot of relations between measures and
activities are defined to achieve symbiosis of programs and priorities. The linkage
with horizontal activities (e.g., development of information society, balanced
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Fig. 5.6 Informative model of EU financial assistance system (fragment)
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territorial development) is much weaker determined, while indicators, which are
the basic (even single) criteria of the achievement of goals, are defined only on
priority level. The financial tree (including national co-finance) is strictly pre-
scribed till activities level.

Public institutions, which perform various management, control, and funding
actions (particularly all six cooperation authorities), are using the created infor-
mative model in several regimes (Cerina-Berzina et al. 2012). Although there are
some particularities in comparison with the above described case, the general
principles and methodology are similar.

Evaluation of project proposals, their checking on consistency with the rules of
game of specific calls, and with tasks and indicators of concrete priority/activity
(Fig. 5.7) is a labor-consuming process that should be carried out by cooperation

Process start Timer setup

Complex 
process step

Timer stop

Decision point

State

Process end

Process flow

Simple process 
step

Fig. 5.7 Evaluation of the project proposals; the business process (simplified fragment)
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authorities in short time. Actually the qualitative performance of this duty is
possible only due to wide usage of the informative model.

The model contains a number of types of symbols: start and end of the process,
simple and complex process steps, decision point and process flow, state of some
object (which would be specific for reporting purposes) as well as timer (which is
important in processes that contains instructions like answer to the request must be
sent in 15 working days).

The substantial issue is aggregating information from state diagrams and pro-
cess diagrams and thus uniting states and processes. Our experience shows that
such type of diagram describes e-government processes most precisely. Gradual
detailing of both complex process steps and complex states is possible.

The static regime provides a possibility to indicate a summary overview on
projects of the specific activity, measure, priority, program, on costs, and their
breakdown (e.g., salaries, material, publicity, travel, and administrative costs), on
achieved outcomes, even on load of specific key performers, etc. Views related to
horizontal activities and defined indicators are created to evaluate implementation
and validity of funds’ spending.

5.5 Further Development of the Model—Projections

The continuing gradual expansion of practical implementations shows the trend for
improvement of features of the model (structure of the model and algorithms of
data processing) and for consummation of IT tools (e.g., information visualization
possibilities that are provided).

5.5.1 Improvements of Model’s Substance and Instruments

Improvement of the phenomena, which form the basis of the informational model
(objects, processes), by means of investigation of created hierarchic structures is a
challenging trend for the fundamental increase of the model’s usefulness (e.g., for
optimization of the split of functions among the public institutions, for optimi-
zation of the appropriation of budget resources). It means that the supporting IT
solutions should provide opportunities for management of model’s configuration
and/or restructuring of the whole model or its components (e.g., strengthening of
feedback-forming tools). Such IT solutions are domain specific; they should be
created according to the specific requirements.

Several technological developments of IT tools are in the process.
Sometimes the reflection of more complex structures is necessary in the

informative model. So, the implementation of a unified IT infrastructure in public
administration leads to the centralization of the IT resources. Hence the infor-
mative model will contain a lot of links from all institutions to one centralized
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resource. In this case the tree structure is not suitable for the modeling purpose; the
graph structure should be used instead of it.

In line with the practical introduction of the model the testing of its quality/
soundness becomes actual, including (but not only):

• option to complete—it should be possible to complete the process going out
from any situation that can occur during carrying out the process;

• proper completion—the process should finish in the strictly defined situation
ensuring that all messages are processed;

• absence of dead activities—the process should not contain unfeasible or
unwanted activities.

5.5.2 Visualization of the Information

Preceding chapters were focused on information structure and its ontological
content. At the same time possibilities of data editing and information visualiza-
tion are no less essential to improve job quality of back-office staff and service
quality of associated front-offices.

The information should be presented to a wide range of users in the most
convenient and transparent way. Qualitative visualization of data on the screen or
in a printable form is needed to monitor the actual progress of the indicated
process and to ensure an effective usage of the data (including decision making in
the administration). Advanced IT solutions should support the further and more
detailed access to the necessary information.

The table view is the most common way to represent the information. The
information can be operatively filtered and viewed according to the tree structure
of the informative model. This kind of representation of information is imple-
mented and currently used.

The graphical visualization will allow representation of the information as a
graph with the weighted nodes and edges. It will facilitate the operative monitoring
of general trends, e.g., initial evaluation of the information and analysis of rela-
tions. Combination of the table and graphical views is the next step; creation of
such combined tool currently is in the process.

The geographical representation of information provides the browsing oppor-
tunities in a regional aspect. Many visualization tools are available in the market
for the geographical representation of data; the remaining challenge is their
linkage with the tree-structured data of the informative model. The information in
maps will be shown in a more sophisticated way in comparison to the graphical
representation; the numerical values will be linked to the areas where the described
objects are located and attributes (e.g., shrifts, colors) can be used depending on
the desired semantics of the data.

5 Transparent Model for State Management 99



5.5.3 Budget Planning as a Challenging Application

Currently, balanced budget planning is increasingly becoming a substantial issue
for many countries. It includes both efficient spending of financial resources and
permanent suspension of obsolete allocations.

Traditionally, the most popular methodology for the budget planning is the
incremental baseline-based one—development of each budget is strongly based on
the budget of the previous year, which is supplemented only by some changes and/
or new positions according to real spending of the allocated funding and predicted
tax collection in the next year. Its attractive advantage is a time- and cost-saving
process and therefore it can be implemented by a comparatively small number of
civil servants.

This trivial approach leads to an inadequate and inefficient budget allocation,
particularly in the dynamic periods (e.g., rapid development of the country,
structural reforms, economic or/and political crisis). Measurable results of public
institutions (e.g., the number of professionals trained by the university) are
substituted by the too unspecific ones (e.g., implementation of the national policy
for higher education); as a result practically the same funding is allocated to
universities year after year.

Another well-known, but much less frequently used methodology is so-called
zero-based budgeting (see e.g., GFOA 2011). According to this approach each
funding is fully evaluated without any comparison with a situation in previous year
(zero-base). In our case it means budget planning that is fully based on the
functions of governance, which has to be supported; every function is a task and
some defined resource is needed for its performance. So, funding for the higher
education as a whole as well as for any particular university is planned on the basis
of the concrete number of the professionals of concrete curricula, who should be
trained. The result is much more cost-adequate, efficient, and responsible alloca-
tion of funding.

At the same time implementation of zero-based budgeting indicates several
serious problems. This is a more time- and skills-consuming methodology in
comparison with the baseline-based one. The budget is composed from many
interlinked components characterized by specific features and limitations; many of
them relate to several public institutions. Deeper detailing of components will
provide achievement of greater benefits as well as more advantageous summary
balance between budget revenues and expenditures. At the same time the workload
(as well cost) for development of the budget would become comparable with the
achieved positive effect and possible benefits will not be achieved.

Intensive support of budget planning by appropriate specific IT tools is a way to
solve the problem (see e.g., OPB 2013). In this case usage of the above-described
methodology is a challenging idea—split of the functions/institutions/documents
in elementary logical entities and creation of relations among them and the budget
(e.g., how many students of each curriculum have to be trained in each university
and what are the annual expenditures for training of each student). Funding of any
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entity can be exactly determined, the rest is technical work. The informative model
provides huge possibilities to analyze a lot of options in a short time and to achieve
integrated optimum of the budget; it really becomes possible to take advantages of
zero-based budgeting in full:

• national and municipal budgets can be created on the strict basis of public sector
functions and services, i.e., on the basis of approved goals and tasks;

• exact budget resources can be allocated for achievement of the specific goal;
• optimum (balanced) budget can be really developed;
• budget changes (economy) can be evaluated by means of modeling, if some

service, function, goal, task, or priority has been added/changed/cancelled;
• it is possible to achieve adequacy of institution’s funding to quantity and quality

of its activities as well as evaluate institution’s efficiency.

5.6 Conclusions

Ontological methodology is an efficient tool to prevent existing quite typical
imperfections and gaps in the management of state, region, sector, public ser-
vice—inconsistency of tasks, structure and functions of public institutions, nor-
mative environment and budget appropriation that results in weakness of
administration and even threat to adequate functioning.

The proposed solution—strict structuring of all objects/documents and their
decomposition into elementary logical components (entities), definition of their
hierarchy and relations, as well as integrating them into the single repository
allows to detect and to correct existing inconsistencies and shortcomings as well as
to manage flows of management information; these possibilities are extremely
substantial for qualitative and efficient management of state, sector, institution,
service, etc.

Strong support of modern modeling instruments, advanced specific IT tools,
which respect the individualities of model, is necessary for creation of the inte-
grated informative model. The usage of Model-Driven Software Development
methodology, which is based on metadata, has provided significant benefits:
unique flexibility and free configuration according to the individual requirements
of the model, simplified, and highly productive development of the concrete
informative model.

The model provides two types of operations: static regime/view indicates in-
terlinkage of various units (trees/entities) of the management system while
dynamic regime/view indicates sequential passage of the concrete task/service
through executing public institutions (task flow);

The informative model actually can be created only in close cooperation with
IT specialists and experts in the relevant sectors who hold specific information
objects and their relationship. The personal interest and involvement of high level
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decision-makers is a critical prerequisite for successful implementation of the
proposed solution.

Purposeful coordinated governance of the country as well as some region,
municipality, sector, or action can be achieved in general. The optimization of the
governance, regular structural improvements and reforms, reduction of public
sector expenditures (i.e., taxes) will become a reality.
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management. In R. Ginevičius, A. Rutkauskas, & R. Pocs (Eds.), Selected Papers of the 6th
International Scientific Conference ‘‘Business and Management–2010’’ (pp. 782–787).
Vilnius: VGTU Technika.

Bicevskis, J., Cerina-Berzina, J., Karnitis, G., Lace, L., Medvedis, I., & Nesterovs, S. (2010b).
Practitioners view on domain specific business process modelling. In J. Barzdins & M.
Kirikova (Eds.), Databases and information systems VI, selected papers from the ninth
International Baltic Conference, DB&IS 2010 (pp. 169–182). Riga: IOS Press.

Booch, G., Jacobson, I., & Rumbaugh, J. (2000). OMG unified modelling language specification.
Retrieved from: http://www.omg.org/docs/formal/00-03-01.pdf.

Cannon, M., Kouvaritakis, B., & Huang, G. (2005). Modelling and optimisation for sustainable
development policy assessment. European Journal of Operational Research, 164(2),
475–490.

Cerina-Berzina, J., Bicevskis, J., & Karnitis, G. (2012). Information systems development based
on visual domain specific language BiLingva. In T. Szmuc, M. Szpyrka, & J. Zendulka (Eds.),
Advances in software engineering techniques (pp. 124–13). Berlin: Springer.

FM. (2013). EU funds activities and projects. Retrieved from: http://www.esfondi.lv/
events.php?id=496.

Fukuyama, F. (2004). State-building: Governance and world order in the 21st century. Ithaca:
Cornell University Press.

GFOA. (2011). Zero-base budgeting: modern experiences and current perspectives. The
Government Finance Officers Association. Retrieved from: http://www.gfoa.org/downloads/
GFOAZeroBasedBudgeting.pdf.

Gruber, Th. (1995). Towards principles for the design of ontologies used for knowledge sharing.
International Journal of Human-Computer Studies, 43(5/6), 907–928.

102 J. Bicevskis et al.

http://sunsite.informatik.rwth-aachen.de/Publications/CEUR-WS/Vol-297/
http://sunsite.informatik.rwth-aachen.de/Publications/CEUR-WS/Vol-297/
http://www.dsmforum.org/events/DSM09/
http://www.omg.org/docs/formal/00-03-01.pdf
http://www.esfondi.lv/events.php?id=496
http://www.esfondi.lv/events.php?id=496
http://www.gfoa.org/downloads/GFOAZeroBasedBudgeting.pdf
http://www.gfoa.org/downloads/GFOAZeroBasedBudgeting.pdf


Jennings, P. (2008). Issues in strategic decision modelling. http://arxiv.org/ftp/arxiv/papers/0804/
0804.0937.pdf.

Latvia.lv. (2013). The guidebook in e-Latvia. Retrieved from: http://www.latvija.lv.
Liu, O., & Ma, J. (2010). A multilingual ontology framework for R&D project management

systems. Expert Systems with Applications, 37(6), 4626–4631.
Misuraca, G., Broster, D., & Centeno, C. (2012). Digital Europe 2030: Designing scenarios for

ICT in future governance and policy making. Government Information Quarterly, 29/l(1),
S121–S131.

OPB. (2013). Budget tool; Governor’s office of planning and budget, the state of Georgia.
Retrieved from: http://budgettool.opb.state.ga.us.

Recovery. (2013). Accountability and transparency board. Recovery act spending. Retrieved
from: http://www.recovery.gov.

Schleicher, A. (2011). High-Level Modelling of Development Processes. In B. Scholz-Reiter, H.
Stahlmann, & A. Nethe (Eds.), Process modelling (pp. 57–73). Berlin: Springer.

Stahl, T., & Volter, M. (2006). Model-driven software development; technology, engineering,
management. Chichester: John Wiley & Sons.

State Chancellery. (2013). POLSIS—Politics planning documents database. Retrieved from:
http://polsis.mk.gov.lv.

Trnka, D. (2008). Public Administration Process Modelling and Reengineering in the Czech
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Chapter 6
A Six-Dimensional Strategic Development
Tool for e-Government Effectiveness

Timothy E. Dolan

Abstract Governments have had over a decade to incorporate secure, and func-
tionally interactive features into agency websites-oriented toward the provision of
public information, services, accountability, and transparency; various evaluative
schemes have been proffered to measure their progress and relative effectiveness.
While no single standard evaluative tool has emerged, a number of efforts have
yielded useful benchmarks though a number have also been limited in overall
scope with little reference to strategic planning; often reflecting the perspectives of
information technology specialists or administrators and not the broader interests
of stakeholders. What is generally missing is a comprehensive development gauge
that includes technical functionality in the areas known to be essential to effective
e-Government site development. This piece builds upon previous work in site
evaluation and presents an applied strategic inventory tool that might more
comprehensively address e-Government Web development on the dimensions of
security, database integration, internal communication capacity, lateral inter-
agency capacity, citizen interactivity, and transparency of government process.
The e-Government applied inventory tool features a matrix based upon the pres-
ence or absence of three key indicators associated with each of the six dimensions
of site effectiveness. This evaluative model is applied to the ministerial websites of
six selected countries; Djibouti, Finland, India, Kenya, Namibia, and Peru. The
chapter ends with a discussion on the likely correlations between this e-Govern-
ment strategic development tool and its possible utility as a measure of relative
political development.
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6.1 Introduction

The Future is already here, it just hasn’t been evenly distributed.

William Gibson

We shape our tools and thereafter our tools shape us.

Marshall McLuhan

The widespread use of information technologies has transformed our traditional
relationships with institutions particularly in the marketplace, workplace and
government. Hierarchical structures have been flattened, opening the prospect of
democratizing access for goods and services and making it possible to talk back to
authority with ever more assertive interactive capabilities. These ‘‘informating’’
technologies (Zuboff 1988) have also driven a contradictory process of distending
culture and society along class and generational lines and between the techno-
haves and have-nots, even while simultaneously demystifying what were formerly
opaque, stratified and authoritarian organizational structures. As with other high
impact innovations from green revolutions to life-extending advances in public
health, its utility has made resistance futile. The proliferation of smart phones and
social networking sites that bring information and services to the users has freed
them from having to physically travel to service centers. Yet the much anticipated
withering away of bureaucratic structures with their archaic edifices and quaint
paper file processes persist if only to serve those on the other side of the digital
divide. There is also institutional resistance to implementing e-Government ser-
vices, significant at the ministry head and/or staff levels in most countries even in
the face of the growing need for governments everywhere to economize through
the adoption of new automated and interactive technologies manifested in e-
Government systems.

A second important point about e-Government concerns the potential for it to
suppress and even to subjugate (Morozov 2011). Relatively liberal democratic
countries like India, and Turkey have laws allowing limited content filtering and
many countries require individual user registration largely justified to counteract
such activities as porn hosting, on-line gambling, hacking or cyber bullying (Open
Net Initiative 2009). Government intervention in the form of web monitoring can
lead to concerns of arbitrary content filtering and the prospect of wide ranging
denial of information and services through the blocking of websites, the promotion
of misinformation. This is a particularly pervasive issue in much of the Middle
East and China, though not exclusively so (Open Net Initiative 2009). Web
technologies can thus be used simultaneously to both democratize and subjugate.
One troubling potential in search engines such as Google, and Yahoo is that they
hold a complete record of individual web searches and site visits that can be
opened to a government’s gaze. This is already allowed under certain circum-
stances (Assange 2009). e-Government as cyber-subjugation is thus very much a
concern, and rightly so, for it can undercut the beneficial potential of offering
consistent, standard-yet-flexible, easy to use, and transparent public services if
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only through the implicit intimidation held by authoritarian governments in using
the technology to record the on-line activities of citizens to later use against them.

So with an understanding that e-Government can be a two-edged sword a
review of development of its features can proceed.

6.2 Literature on e-Government Development Evaluation

There have been various approaches to assessing the state of e-Government with
no single standard measure yet established despite efforts toward that end (Borras
2004). However, the literature points to preferred elements in many of the
assessment schemes put forward. One favored approach described in the literature
is the ‘‘stages’’ model, in which e-Government development is based on the
attainment of incremental benchmarks and integration starting first with internal
and then public constituencies (Layne and Lee 2001). Layne and Lee’s stages
model is useful for recognizing the incremental nature of systems construction as
well as in implicitly recognizing that there is no viable one-size-fits-all, ‘‘plug and
play’’ e-Government model available for adoption ‘‘off the shelf’’ though there are
initiatives to develop international standards (Borras 2004). Layne and Lee were
also proactive in pointing out what they describe as an endemic problem of
uncoordinated development between the site developers and their various agency
practices that often lead to less than optimized sites. A common example is that
forms will be made available for downloading on-line only requiring that the forms
be printed and filled out by hand or for signature and then either mailed back or
hand-carried to the agency office. This design is based on the assumption that there
is easy access to printers that many citizens don’t have nor have access to. They
also point to the common problem of trying to integrate the various databases
developed by agencies that otherwise result in the annoying redundant inputting of
information by clients for each agency. This is what the literature describes as the
problem of interoperability (Ataloglou and Economides 2009; Gottschalk 2009;
Gottschalk and Solli-Saether 2009; Klischewski and Abudakr 2010). Klischewski
and Abudakr (2010) focus on e-Government development efforts in Egypt,
pointing out that the problem of interoperability is acute there due to a chronic lack
of interagency coordination and cooperation. This issue is not confined to Egypt as
coordination on areas of policy overlap has been a long-recognized administrative
issue at all organizational levels where competition for resources and the sorting
out of roles can lead to fierce transbureaucratic infighting and turf battles. This is
an issue that e-Government development planners must take into account as
horizontal integration and interagency coordination should be an integral part of
the implementation strategy (Hanna 2011).

Useful e-Government, as manifested in functional and well-maintained gov-
ernment agency service sites, requires intensive internal coordination and lateral
stakeholder cultivation specific to the mission, and functions of the government
entity well before there is a public site. It lends itself to the agricultural metaphor
of soil preparation including the establishment of an irrigation system months
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before any crop is planted and sprouts. Layne and Lee’s four stages model is
consistent with this metaphor. It consists of:

• Cataloging
• Transaction
• Vertical integration
• Horizontal integration.

This model is problematic in placing transaction ahead of vertical and hori-
zontal integration suggesting that the public can interact with agencies before the
agencies can interact with themselves. This can potentially lead to even greater
intra and inter-institutional disconnect and inconsistency, that, in turn, can blunt
the effectiveness of e-Government.

Anderson and Henriksen (2006) take a similar tack in their e-Government
maturity model, which also involves stepwise progression. They recognize that the
development of effective services goes beyond the mere putting up of a homepage.
Their Public Sector Process Rebuilding (PPR) model focuses on optimizing cus-
tomer experience rather than the technical build out elements of the step model.
Their four steps, commencing with activity and culminating in customer centric
service consist of:

• Cultivation
• Extension
• Maturity
• Revolution.

For some reason unelaborated on by the authors other than anecdotally about
citizens accessing intranet directories for services, Anderson and Henricksen see
an abandonment of discreet e-Government intranet at the maturity stage. This
seems to ignore the essential need of an intranet for internal organizational
communication and coordination. The stages they put forth refer more to ‘‘…
discrete points in a continuous development process in the organization. The four
levels they conceived should therefore be used as general indicators for gauging an
organization’s e-Government development but should not be regarded as absolute
measures.’’ (Anderson and Henricksen 2006). In their conception the stages seem
to function as developmental indicators more than as fixed benchmarks.

Another similar approach found in the literature follows an ‘‘attribute’’ model
focusing on common features that any e-Government site should possess. An early
model of this approach was the ‘Web Attribute Evaluation System (WAES)’
(CyPRG 2001). Here the focus is on website emphasizes assessment rather than
development per se. Their focus is on gauging openness and effectiveness based
upon the presence or absence of specific site features that would support these
elements. The model uses a nominal measurement instrument based upon simple
binary criteria created for comparative purposes.

Underscoring the dynamic shifting conceptual ground on which e-Government
development assessment currently rests is the work of Hassan et al. (2011), where
they note little consensus on what effective e-Government features are, though
they identify some coalescence around whatever facilitates closer working
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relationships between government stakeholders. In other words, there is a growing
appreciation in what will be described in this piece as ‘‘lateral connectivity’’ and
‘‘interactivity’’.

Work by Lofstedt (2005) provides a useful map of e-Government development
approaches extant in the literature from management/organization, e-services, e-
democracy, interactions, and e-security perspectives, showing the diverse elements
that must be incorporated into a fully functional system. The map does not address
integrated database development, which is also a critical factor in optimizing e-
Government service provision. This omission is not atypical in the literature to this
point and suggests this element was not considered as a priority until about this
point in time (see below).

Zakareya and Irani (2005) offer a strategic planning approach to developing e-
Government architecture with a strong emphasis on integrating existing databases
and developing citizen-centered interactive systems. They also incorporate the
layer-approach that focuses on the various constituencies associated with each
layer. Their work highlights the critical role of foundational infrastructure
including security for government sites to operate effectively and enjoy public
confidence. It is the model that seems closest to reflecting the six-dimension e-
Government effectiveness inventory. The outline of their model is presented in
Fig. 6.1.

They also cite research on the institutional impediments to e-Government
adoption that include issues of recruiting and training IT staff, management buy-in,
along with the critical issue of building adequate IT infrastructure.

The final and arguably most universal standard for measuring e-Government
capacity between nations is the United Nations’ e-Government Development
Index (EGDI). Useful as a standardized measure, it is comprised of a three-
dimensional evenly weighted average between an ‘‘online service index’’, ‘‘tele-
communications index’’, and ‘‘human capital index’’ (United Nations e-Govern-
ment Survey 2012). Its capacity to assess individual websites is thus diluted by
variables external to the structure of the sites themselves though they are indeed
critical elements that cannot be ignored. Like WAES, it assesses on a binary
presence or absence of key site attributes. The United Nations e-Government
Survey confines its assessments to the national government portals, e-services
portals, e-participation portals, and the websites of the education, labor, social
services, health, finance, and environment ministry sites where available. The
website assessments include content and features, as well as accessibility as
established by the Web Content Accessibility Guidelines of the World Wide Web
Consortium, 1999.

The UN e-Government Survey 2012 incorporates a stages model described
from its website in Fig. 6.2).

While providing a standard ranking measure based upon an incremental
development model, the UN e-Government Readiness framework is less focused
on component site requirements and more on providing benchmarks reflecting e-
Government advocate aspirations toward higher levels of provision of public
goods and services as well as political development through its technologies.
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Irani et al. (2008), represents a further inflection in e-Government assessment
toward a multidimensional and strategic process approach meant to better capture
e-Government stages build out, stakeholder perspectives, technological advances,
leadership, administrative, and cost-effectiveness issues. Using a limited 3-case
study approach, they illustrate that implementation, adoption, and ongoing

Fig. 6.1 Zakareya and Irani’s layer model of e-Government Architecture

110 T. E. Dolan



development of e-Government structures and processes are influenced by several
internal and external factors summarized in their prescription for the sites they
investigated:

• Social: Senior executives should engage with the e-Government agenda and e-
• Government evaluation to improve investment decision making and

governance.
• Ownership: Organizations should define e-Government ownership to clarify

responsibility.
• Adoption: The public sector should overcome resistance and ensure that all

departments are fully committed to e-Government adoption, to obtain maximum
exploitation.

Web measure model: stages of e-government evolution

Emerging Presence is Stage I representing information, which is limited and basic.
The e-government online presence comprises a web page and /or an official website; 
links to ministries/departments of education, health, social welfare, labor and finance 
may/may not exist; links to regional/local government may/may not exist; some 
archived information such as the head of states' message or a document such as the 
constitution may be available on line, most information remains static with the fewest 
options for citizens.

Enhanced presence is Stage II in which the government provides greater public policy 
and governance sources of current and archived information, such as policies, laws 
and regulation, reports, newsletters, and downloadable databases. The user can search 
for a document and there is a help feature and a site map provided. A larger selection 
of public policy documents such as an e-government strategy, policy briefs on 
specific education or health issues. Though more sophisticated, the interaction is still 
primarily unidirectional with information flowing essentially from government to the 
citizen.

Transactional presence is Stage III that allows two-way interaction between the 
citizen and his/her government. It includes options for paying taxes; applying for ID 
cards, birth certificates/passports, license renewals and other similar C2G interactions 
by allowing him/her to submit these online 24/7. The citizens are able to pay for 
relevant public services, such as motor vehicle violation, taxes, fees for postal 
services through their credit, bank or debit card. Providers of goods and services are 
able to bid online for public contacts via secure links.

Connected presence is Stage IV, which represents the most sophisticated level in the 
online e-government initiatives. It can be characterized by an integration of G2G, 
G2C and C2G (and reverse) interactions. The government encourages participatory 
deliberative decision-making and is willing and able to involve the society in a two-
way open dialogue. Through interactive features such as the web comment form, and 
innovative online consultation mechanisms, the government actively solicits citizens’ 
views on public policy, law making, and democratic participatory decision making. 

Fig. 6.2 United Nations e-Government Survey Measurement Criteria Circa 2012 http://
unpan3.un.org/egovkb/egovernment_overview/webmeasure.htm Retrieved March 20, 2013
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• Sponsorship: Organizations should define who is responsible for e-Government
evaluation and to clarify roles and responsibility—ideally, this should have
senior level sponsorship.

• Evaluation: Organizations should undertake e-Government evaluation to
understand the impact of e-Government. This should include soft, social and
organizational aspects in any e-Government evaluation approach to improve the
understanding of e-Government.

• Prioritization: Organizations should prioritize and adequately resource eGov-
ernment evaluation to ensure it is undertaken correctly and professionally.

They thus open the field of e-Government assessment to beyond that of an
engineering problem and closer to that of a public project with important strategic
considerations involving several inputs to promote broad adoption. Put another
way, e-Government can be reframed from the perspective of ‘‘build it and they will
come’’, to that of design like Apple, with function and finish.

Savoldeli et al. (2012), address what they term ‘‘the adoption paradox’’, or the
apparent lag between the advent of e-Government systems nearly two decades ago
and general public acceptance. Their focus is on ‘‘mature’’ governmental systems
where they conclude from a review of adoption barriers that there needs to be a
clarification in the public policy process and greater stakeholder engagement with
a transparent implementation and evaluation process. Such a prescription echoes
many critiques of public policyc processes from urban planning to bidding for a
major international sporting event. Yet the work does reinforce the notion that e-
Government does not itself shift attitudes by the simple act of putting up a portal.

Heeks and Molla (2009), provide an overview of the evolution of e-Govern-
ment assessment approaches currently manifested in impact assessments. Their
review tracing the development of assessment e-Government foci over time res-
onates with the six-dimensional model here in that they show how the literature
has clustered around ever higher levels of maturity grounded in the foundational
requirements of infrastructure, proliferation of the technology, uptake and lack
thereof, and culminating in impact; an area of inquiry still in progress. Similarly,
the six-dimensional model suggests development analogous to Maslow’s Hierar-
chy of Needs insofar as there are areas that require development before higher
order elements can be properly realized. To push the analogy further, Maslow
(1954) and in subsequent works elaborated a hierarchy as culminating in ‘‘self
actualization’’ or ‘‘self transcendence’’; essentially describing a profoundly
transformative level that advocates have envisioned and which inquiry at the
impact analysis level of e-Government might yet detect.

6.3 The Six Dimensions of e-Government Site Effectiveness

The site effectiveness assessment schemes developed thus far have tended to
emphasize site features from technical site development, or, increasingly from the
staff and citizen/client users perspectives, as well as from the strategic build out
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perspective. There does not appear to be an explicit emphasis in the literature
reviewed on the development of e-Government sites as a project management
issue beyond the identification of key foundational benchmarks that need to be
achieved before other phases can be put in place. This is addressed in the devel-
opment of the six-dimensional assessment inventory applied in this study.

The six-dimensional approach echoes the earlier literature that infer a hierarchy
of needs model for achieving e-Government’s effectiveness. To summarize, the
critical strategic developmental steps in this six-dimensional assessment include:

1. Effective security systems to protect data bases and site integrity
2. Integrated data base compilation
3. Intra-Agency Hierarchical Integration
4. Inter-Agency Lateral Coordination
5. Interactive Public Access to Information and On-line Service Delivery
6. Transparency of Government Structure and Process.

The planning and development of each of these stages can overlap, but by and
large, the preceding steps should be complete and operational before subsequent
steps are fully functional. This is an approach considered basic to effective project
management generally (Kerzner 2001).

The dimensions also work out like concentric circles to involve and engage ever-
broader numbers of individuals. Security is very much the province of the technical
specialist and is a relatively small community, database compilation ,and integration
involves many more participants across a large range of government agencies. Intra-
agency hierarchical integration ideally involves all members of a given public
agency. Interagency lateral coordination links agency nodes to other related clusters
of agencies. Interactive Public Access to Information and on-line Service Delivery is
the public interface. Transparency of Government Structure and Process is, in terms
of a pure-type ideal, is the unification of all parts into an organic whole.

Before proceeding with an overview of the six dimensions, it is important to
acknowledge even more foundational requirements that must be in place for any
credible e-Government initiative to launch. These basic elements include the
existence of a reliable power grid, a network infrastructure, and a sufficient number
of competent staff and users with an understanding of what e-Government is and
what it can do as a tool for national development to make the entire enterprise
operational and worth using. There is also the capacity of the citizens themselves.
Without the physical, and educational capacity to use e-Government services and
grasp its transformative potential, it is little more than a symbolic gadget built
more to provide an appearance of modernity than to serve as a tool to deliver the
promise of the provision of public goods and services on a mass level under the
transparent gaze of an empowered citizenry that can share a vision of truly
effective and representative government. To this latter point is another founda-
tional key; that being a sufficient proportion of the citizenry that see themselves as
citizens in a civic culture that sees government institutions as both legitimate and
functional in delivering public goods and services. If the physical, technical,
educational and cultural infrastructures are not in place effective e-Government is
impossible because governing capacity itself is nominal.
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Dimension 1: Security

Creating effective security systems is a critical first step in the e-Government
development process. Nothing can blunt an administration’s claim to competency and
control faster than having its sites hacked, taken down or replaced with a counterfeit
site. More significant would be any incident of hackers gaining access to an integrated
database where all records might be at risk. Government sites can be especially prone
to such attacks by dissident elements. For instance, in the course of conducting
research of the various ministry sites and their links for a previous study on Egyptian
government sites, the Foreign Affairs Ministry’s Diplomatic Club site was found to
have been hacked on April 21, 2012 by a group that was protesting the banning of Port
Said’s soccer club after a riot during a match there that led to the killing of some 74
visiting team fans in February of that year. Where electronic transactions are still
novel and suspicion of them may run deep (Gebba and Zakaria 2012), authorities must
take special care to keep data and site integrity secure. Another case in point came
during the course of this research. The Education Ministry website for Djibouti was
blocked by Google as being an attack site, rendering it inaccessible. That it might have
actually been hijacked is speculative, but such a possibility seems to have been
sufficient to trigger a block by Google. Database security is a dynamic element of
threat recognition and mobilizing countermeasures that requires constant vigilance
and response to system assaults from inside and outside the country. Vulnerabilities
must be identified and addressed in a proactive manner to prevent possibly cata-
strophic breaches. Procedures up to and including shutting down websites when
attacks are detected or suspected must be in place. Secure data backup is also an
integral part of any security system. Failure to adequately protect government
information systems would have potentially catastrophic effects on public confidence
particularly if they experience monetary or identity theft, or the simple annoyance of
having yet another promised government service become unreliable.

Dimension 2: Integrated Database Development

An integrated, standardized, systematic, accurate and updated database com-
pilation and maintenance system is a key to operational efficiency. If each local or
regional governorate, ministry or sub-agency were to maintain a unique database
system incompatible with those of other government service providers, the con-
stant reentering of basic user data, inconsistent categorization and updating,
contradictory and the prospect of producing confusing outputs would undermine
public confidence in the government’s competence. Redundant inputting of user
information would be dramatically reduced if a basic client database could be
shared by all appropriate public agencies. The opportunities for cheating or cir-
cumventing systems would be virtually eliminated if agencies become able to
cross check and verify all applications and claims for service. Thus, interopera-
bility is a paramount requirement that can best be accomplished with a shared
citizen database using semantic technologies (Klischewski and Ukena 2010).
Creating and maintaining such databases are a key infrastructural trait of e-Gov-
ernment and one that holds the greatest promise of increasing efficiency, accuracy,
transparency, and productivity. From the line staff perspective, being able to bring
up complete client records in real time with time stamped notes, status updates,
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and transaction histories might be regarded as a dream come true. Thus the
security and integrated database elements comprise the foundational requirements
upon which e-Government systems can be built.

The next two levels; intra-agency hierarchical integration and interagency lateral
coordination are elements primarily associated with the work of government staff and
officials. Intra-agency hierarchical integration is the lowest level of e-Government
interactive function. Simply put, it is an agency’s intranet; the email system that is
dedicated to its internal communications. It is an essential component for organi-
zational communications and coordination from executive to line levels. It is largely
credited with organizational flattening most notably manifested in the collapse of
middle management as many of their traditional functions as executive to staff
intermediaries and group oversight have been leapfrogged by direct communications
(Zuboff 1988). It anticipates a shift to adhocracy and quasi-autonomous project
teams, or automated response systems that are tied into citizen databases. Hierar-
chical integration is a nominal stage of e-Government that may have been in place for
years in some ministries, but may be virtually absent in others. An intranet at the
ministry level, while an intuitively rational feature of any organizational commu-
nications is found to be missing in many of sites reviewed in this study. Alghamdi
et al. (2011) underscores this critical factor in establishing effective e-Government.
Its absence is a common cause for readiness failure. They cite Mutula and Pieter 2006
in noting that information access within organizations is often lacking with access to
internal databases and intranet capability. An essential prescriptive element in e-
Government design is thus the development of comprehensive database systems that
are interoperable, shared, and updated across all levels and divisions of government.

Dimension 3: Intra-agency Hierarchical Integration

The state of organizational vertical information integration can be assessed by
the presence or absence of the following features:

• The Ministry Having Its Own Email Suffix (i.e. individualx@Minx.nationxx)
• All Employees With Their Own Ministry Email Address.
• A Directory of Employees Charged with Interacting with the Public

Available through the Ministry’s Presumably Secure Website.
Such elements can help to measure the state of hierarchical integration in

ministries and other governmental units. Many ministry sites, like the ministries
themselves, are largely opaque facades with internal processes hidden from the
public view except for site directories that were sometimes found to exist at the
nominal level of ‘‘contact us’’ addresses. Sometimes only one contact would be
found in these links. This could be justified as a security or information flow
control measure, though many sites were observed to have Yahoo or Gmail suffix
addresses. The contact information was often limited to phone numbers, reflecting
traditional communications lines between the public and government officials.
While this form of feedback may make some sense in a country where the tele-
phone is the principal means of communication for most people, it makes query
tracking and follow-up problematic unless those in the agencies taking the calls are
entering a record with notes on their end for analysis and follow through. This
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ability to keep and hold a record of interactions available to both parties is
automatically done with e-mail communications.

Dimension 4:Inter-agency Lateral Coordination

The fourth stage of e-Government development involves the design, creation,
and maintenance of lateral interagency links. This helps coordination and expe-
dites routing citizens to appropriate service providers outside of the ministries
(Gottschalk and Soli-Saether 2009). It can also help to break the insidious problem
of ‘‘stove piping’’ (agencies guarding against sharing their information systems
and/or being unaware of and thus not seeking access to the information systems of
others). This is where data sharing is critical to achieving overall policy coherence
and interoperability. Providing such access is a major element of digitized gov-
ernment databases outlined in the comprehensive database development dimen-
sion. A preferred method of inquiry into this dimension would have been to track
the frequency, and importance of, for instance, emails to administrative peers or
others located in ministries outside of their own. This study lacks the resources and
access support required to undertake this kind of analysis, but recognizes it as an
important consideration in the development of effective e-Government services.
The study will instead nominally address interagency and public referral linkages
by checking if ministry websites:

• Have links to other ministries or government agencies
• Websites with information on joint partnerships between government entities
• Websites with links to relevant NGOs

The first four of the six steps in e-Government development provide a basis for
its public face where effective interaction with the public through ministerial,
governorate/provincial and other agency websites occurs. Lacking the founda-
tional infrastructure would be like constructing a large building complex with no
stairways and elevators for each structure and with no access to the other buildings
around it. Worse, the same building would have incompatible electrical outlets in
each room. Any contractor that would design and build such a system in a reno-
vation would lose his license. It was just to avoid such fiascos that some gov-
ernments charge an autonomous agency with creating a national e-Government
system. This appears to be the case with India and, to some extent Finland and
Peru. These autonomous agencies or lead ministries can build out internal capa-
bility and interactivity particularly with those ministries that provide direct ser-
vices to the public. They can design a single portal through which ministries,
legislative bodies, judiciaries, and local and regional governing units can be
linked. However, there is still wide variation between ministry sites in their rel-
ative development especially in the key areas of internal and lateral connectivity.

Dimension 5: Interactive Public Access to Information and On-line Service
Delivery

The fifth and sixth levels of e-Government development focus primarily on the
citizen/client experience. User-friendliness, utility, timely service delivery, and
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transparency are emphasized. This is the public face of e-Government manifested
as the official website where citizens can avail themselves of information and
interact with government agencies on-line. Essentially, these are the public pages
of the government’s Web presence. At its most primitive they are little more than
cyber-billboards with no real content beyond a message from the Minister and a
summary of ‘‘who we are’’. Ideally they are fully functional sites with true
interactive capacity for information and services including downloadable forms or
secure on-line forms that don’t require downloading and mailing back.

In the evaluative scheme for level 5 development presented here sites are
checked for the presence or absence of:

• A Fully Functioning Ministry Website (no broken links)
• A Ministry Website that Is Regularly Updated
• A Ministry Website Oriented Toward Interactivity (on-line or e-mail contact

links for specific services)

Dimension 6: Transparency of Government Structure and Process

The sixth dimension of agency transparency is where the true revolutionary
potential of e-Government can be manifested. The site features reflect a govern-
ment fully seeking partnership with its citizens in all areas of function and process.
Ministry budgets specifying allocations for services, policies and links to oversight
and regulatory agencies are included as is information on pending activities and
events. In short, citizens can have the opportunity to gain a working understanding
of what the agency does, how it does it and why. It is important to know that this
capability must be built on a foundation of site security, integrated databases that
are credible and up-to-date, a means of accountable internal communication, lat-
eral agency linkages, and efficient and targeted access. While the subsequent
analysis may give an appearance of many of the sites scoring high in this area, the
practical effect of genuine effective service provision might be undermined if the
architectural groundwork based on a strategic model incorporating all six
dimensions is lacking. In the evaluative scheme developed here the sixth dimen-
sion is assessed on the following elements:

• A Website Showing Ministry Functions
• A Website Showing Ministry Performance Indicators
• A Website with an explicit interactive link for Public Feedback Information or

Facebook Page.

6.4 Final Caveats

Beyond issues of access mentioned in the introduction, the challenges to applying
any national governing systems effectiveness measure is considerable, especially
on the political culture dimensions that are independent of the site development
elements addressed here. One such reflection of national priorities manifest at the
institutional level is the structural organization of the ministries themselves. Some
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of these reflections of institutional culture are reflected in their number and spe-
cialized functions. On the latter point it is worth noting that individual ministries
can serve as points of contact with individual constituencies with interests in the
area of ministry specialization making the ministry roles as much to bring those
voices into government to advocate and to negotiate policy determination and
administrative process as much as to strictly function as agencies for the public-at-
large. It is tempting to focus on the cross-national distinctions of the respective sites
analyzed here without taking into proper account the broad variations of the con-
stituencies of each nation studied in terms of their expectations. Such expectations
may be shaped by their levels of satisfaction with the existing channels of gov-
ernment service that may well lie outside of any e-service site. Broadening access to
the general public, or marginalized elements into their established channels of
interaction with a given ministry may not be seen as helpful by these constituencies.

Dr. Ahmed Darwish, former Egyptian Minister of State for Administrative
Development and architect of Egypt’s e-Government Portal, mentioned in personal
interview that construction of an e-Government site does not mitigate the chaos
that might be on the government’s side of the portal. Indeed, e-Government sites
can provide a veneer of authority and assurance that the administrative powers are
reforming and modernizing without actually doing so internally. From this came
the coining of the term, ‘‘Potemkin Portals’’, used in the title of a previous piece on
the incomplete work of e-Government development in Egypt (Dolan 2013). It is
manifested in development dimensions 5 (Public Access and Service Delivery),
and 6, (Transparency of Government Structure and Process) of the evaluative
inventory model used here. These are required, though not necessarily sufficient
elements, to realize the promise of e-Government as a truly useful interface for
citizens and their government. Any aspiration to realize a fully functional e-
Government system must incorporate all six of the elements outlined in this model.

6.5 Selection of Nations and Ministries for Review

Six nations selected for this analysis were randomly chosen within a framework
that accounted for diversity of global region, state of national development and
size. The nations selected were Djibouti, Finland, India, Kenya, Namibia, and
Peru. These nations represent a reasonable cross section of governing types and
wide variation in terms of relative political and social development from which an
evaluation of e-Government capabilities can be done. Two of the nations selected,
Namibia and Djibouti, are among the newest sovereign states in the world, which
allows for observing if such newly emerged countries might use e-Government as
a leapfrogging tool toward establishing efficient provision of goods and services to
the public and as a vehicle for national integration. The nations under study differ
widely in the organization of their governing structures. The analysis here being
confined to the ministry level required selection of those ministries with functions
roughly common among them. Finland with 12 ministries (many a product of
consolidation) was found to provide the lowest common denominator of
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ministerial units. Those ministry units in terms of principal function common
among all nations under study are shown in Fig. 6.3.

6.6 Evaluative Instrument

The instrument developed to test the presence or absence of the six elements for
optimal e-Government capability using the indicators described in the 6-dimen-
sions section above. The instrument items included a three-question inventory on
each element phrased as shown in Fig. 6.3 below:

A. Security

1 - Secure Data Entry for on-line forms?
2 - User Registration for Establishing Client Service Accounts?
3 - Secure On-line Financial Transactions?

B. Integrated Database Development

4 - Ministry Involvement in a Citizen Database?
5 - Ministry Involvement in National ID for Economic Facilities?
6 - On-line forms with auto-fill fields drawing upon integrated database?

C. Intra-agency Hierarchical Integration

7 - A Functional Intranet?
8 - A Vertically Integrated Intranet?
9 - A Directory of Key Ministry Contacts?

D. Lateral Interagency Coordination

10 - An Official Site with Links To Other Ministries?
11 - An Official Site with Information on Joint Partnerships?
12 - An Official Site with Links to NGOs or Private Sector Organizations?

E. Interactive Public Access and Service Provision

13 - A Fully Functioning Ministry Website (no broken links)?
14 - A Ministry Website that Is Regularly Updated?
15 - A Ministry Website Oriented Toward Interactivity?

Ministry of Justice  
Ministry of Finance 
Ministry of Defense  
Ministry of Foreign Affairs 
Ministry of the Interior/Home Affairs  
Ministry of Health  
Ministry of Education/Human Resource Development  
Ministry of Agriculture  
Ministry of Transport  

Fig. 6.3 Government
ministries in common among
nations under study
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F. Transparency of Government Structure and Process

1 - A Website Showing Ministry Functions
2 - A Website Showing Ministry Performance Indicators (Annual Reports)
3 - A Website with Feedback Information/Facebook Page

Assessment of each of these elements was done by direct observation of the
sites translated into the English language using Google Translate. The raw results
of the assessment are arrayed below with the areas of critical concern highlighted
in pink (Fig. 6.4)

The pink highlights indicate problematic site elements that the general public of
those countries might use if they were functional. Because the ‘‘general public’’ in
most of the countries surveyed here are on the digitaless side of the digital divide.
Many citizens are not literate let alone capable of accessing on-line systems, making
access even more problematic. For this reason many of the cells in the lesser digitally
developed countries, especially Djibouti and Namibia were not flagged for lack of
features on all dimensions as well as for ministries among all nations studied that are
less likely to provide direct services to its citizens such as Defense or Foreign
Affairs. Ironically the sites for foreign affairs ministries tended to be consistently
better developed than many oriented toward their domestic citizenry. National
tourism sites also tended to also be the most consistently updated, informative and
functional within the six-dimensional scheme though they were not included in this
study. The green highlights indicate the presence of especially useful site features
controlled for the general state of national development.

6.7 Discussion

The analysis reveals wide variations in the infrastructure of e-Governance
potential among ministries of the countries under study even within individual
nations. The one exception to this was the highly standardized site design
employed by the Peruvian government. It is clearly a template applied uniformly
to each of Peru’s ministries. However, while rated highly in the evaluation for its
open directory to ministry officials, and its well-integrated intranet, there is little
evidence of development in the critical areas of overall security and national
citizen database development and integration. This may reflect the state of
resource allocation as well as a reflection of the government’s assertive commit-
ment to open government as stated in its national official website that may trump
this other foundational work. This approach raises flags over inefficiencies in
having no common database or on-line registry that might make service provision
more efficient and seamless. Put metaphorically, the Peruvian approach may risk
having its open and transparent e-Governance structure built on sand. It provides
access to the email contacts of a significant number of government officials and
staff, but might reorient these officials into crisis managers and dampen the pro-
cessing of routine transactions that would benefit from the presence of a secure
client database. The design also has the ironic effect of advantaging the cyber
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literate by providing them with de facto privileged access to government services
less accessible to the Peruvian masses; a problem found in nations with large
proportions of their populations bereft of access to on-line services.

The review of Kenyan and Indian sites reveals an underlying administrative
culture that stretches back to their old British colonial legacy. This was especially
the case with India where, on some sites, literally hundreds of policy documents
are posted as scanned copies of paper forms complete with ink stamps and official
signatures giving those portions of the sites an archival feel. In a sense it is a
digital representation of structures and processes that the ministry bureaucracies
have relied upon for decades unintentionally exposing a pre-digital mindset not
quite ready to adopt the new structures and processes of e-Government. However,
running parallel to these antiquated sites is the Indian e-Government portal; a work
in progress that is clearly reflecting the initiative of a new generation of Indian
technocrats who, in this case, have embraced the single portal model emulating the
Google search engine model. The effort appears to be embryonic with many
incomplete features, but provides a base from which the likely slow work of
bringing comprehensive e-Government to India may take root and spread. Some
Kenyan sites are also still little more than ministry informational posts, more or
less promoting various ceremonial events that its minister may have attended.
Other Kenyan sites, such as the health and the agricultural ministry, offers on-line
services and links to a variety of agencies and organizations including educational
and extension services and crop information that citizens may find useful. They
also offer performance reports that are timely and informative, though not studied
here for their accuracy. It is important to note that at the time the research on the
Kenyan ministry sites was being conducted a presidential election was just being
completed which might have had an impact on site content and timeliness of
updates.

The very new nations of Djibouti and Namibia have the potential to leapfrog the
older versions of e-Government as they are not highly invested in either the rigid
bureaucratic paradigms of their older post-colonial neighbors. However, they do
not appear to have yet made large investments in e-Government infrastructure.
Low populations, large disparities in income and access to on-line services of any
sort and low educational levels may not provide an impetus to prioritize e-Gov-
ernment development. In a sense, the citizens of those countries do not meet the
basic thresholds for effective e-Government discussed earlier, which includes
broad computer access and knowledge of their uses, literacy and sufficient civic
education to assert their roles as citizens. These nations could potentially be
laboratories for development agencies and domestic technocrats who might have
the ambition to introduce, develop, and manage an e-Government infrastructure,
but this potential is not evident in this review.

Of the nations reviewed here, Finland had the most highly developed e-Gov-
ernment infrastructure in terms of possessing the most elements viewed as critical
within the framework of the model. Its advantages of a highly educated population
with an established advanced economy and substantial technological prowess were
put to good use in its e-Government development as reflected in its ministry
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websites. More importantly, the political development of the country provides a
national consensus in support of public participation in civic life. This element
cannot be assumed in other nations with little or no tradition of pluralistic
democracy and civic engagement that, in the case of Finland and other Nordic
countries, are woven into the national fabric. One interesting feature observed in
many of the Finnish ministry sites was the emphasis on the integration of immi-
grants to Finland. It has the feel of a national dialogue and reflects both concern
and response to a substantive issue played out in on-line information and policy
initiatives posted inform and engage all stakeholders. The impact of the utilization
of e-Governance to address an emerging and broad national social issue like
immigration in Finland may be an area for further research.

Significant weaknesses were encountered in the course of using the tool in the
form of receiving only a single response (Finland’s Ministry of Justice), from any
of the ministries contacted to self-report using an 18-item questionnaire covering
the 3 subindicators within each of the 6-dimensions. A second related shortcoming
that would have ideally been addressed in consultation with the ministry staffs was
in trying to confirm the existence or nonexistence of site features that were not
directly observable from the sites themselves. These problems were mostly con-
fined to the first two dimensions dealing with security and date base development.
Both security and data base development indicators had been inferred from
reviewing how some key site features could be accessed with particular attention
to registration or log-in fields that indicated both security protocols and customer
date bases in place for those able to access those areas for services. Finland had the
most extensive and comprehensive secure entry features while Kenya had secure
entry for employees to many of its sites.

In summary this research using a 6-dimensional evaluation tool opens more
areas for further investigation, refinement and replication. Work to more broadly
verify and validate its applicability and reliability needs to be done, but as a tool
informed and shaped by the existing body of literature, it may prove a useful
means to inventory and assess the development of e-Government sites nationally,
cross nationally and at all levels of government.
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Chapter 7
Creativity and Innovation Inside PSEO:
A Contemporary Image

Konstantinos Zacharis, Pandelis G. Ipsilandis and James O’Kane

Abstract Worldwide, management systems invest strongly on the concepts of
innovation and creativity, two pillars necessary for the advancement of any
modern economy. These two concepts play a strategic role in the evolution of any
organization, defining its competitive advantages and thus securing its future
survival. Here, in this chapter, we examine them in the light of the public sector
and especially in the area of educational organizations management. We investi-
gate under which circumstances they emerge, how they flourish or fail, and what
impact they have on the daily operations of a PSEO. These concepts are dynamic,
so the corresponding phenomena are discussed using analytical as well as discrete
methodologies. We focus our attention on policies and strategies developed by the
public sector, in the frame of e-government initiatives, so as to prepare the
organizations for competition in the digital future. Finally, we propose a meth-
odology appropriate for transforming a typical conservative PSEO into a modern,
innovation-endorsing, and sustainable business model. It is important to aim at and
describe in detail a step-by-step process that leads smoothly to the new situation,
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avoiding incongruities and disruptions. This is depicted in a roadmap sketched
using the basic concepts embedded on a transition diagram. The work ends by
wrapping up a psychological profile appropriate to cultivate to all PSEO stake-
holders, in order to manage to administer changes of this magnitude and
importance.

Keywords Creativity � Innovation � Education � Public sector � Organization �
ICT � Excellence � Bubble � Management

7.1 Introduction

It is a common belief that innovation and creativity are two fundamental attributes
that can ignite and sustain an economy on developmental the track. Both concepts
apply to the private and public sectors: indeed any part of the economy or
enterprise that can effectively manage them can be easily characterized as a
twenty-first century organization. Regarding the educational sector worldwide,
they can lead to a redesign of educational organizations with huge strategic impact
on globalization and knowledge transfer. A great number of researchers and
practitioners have studied these strategic elements during the recent years. Their
objective is to analyze their behavior, describe their life cycle, and monitor their
impact, especially on public sector transformation and modernization processes.
Emphasis is given on critical success factors that affect educational organizations
(e.g., PSEO), as they provide the stimulus to the emerging future role of education.

Innovation is defined as the implementation of a new or improved product,
service, or method, a new marketing practice, even a new business pattern that
restructures private and public organizations. Innovation creates economic as well
as social added value (Windrum and Koch 2008). But while economic value can
be easily perceived as the additional wealth that is being created, social values are
difficult to measure, inherently vague, and incompliant to precise patterns and
metrics, as is the field of social sciences in general. In order to measure them, a
researcher has to be very careful, account for complex and multitudinous variables,
and focus on specific outcomes, as for example, the impact of an investment in
reducing youth unemployment through training programs.

To analyze the process of innovation, one can clearly distinguish innovation
‘‘circles.’’ Each one consists of the following basic stages: creation of ideas,
selection, implementation, dissemination. The crucial stage is the first. One can
then easily ask: under what conditions does a novel idea emerge? The answers are
contradicting. Many researches tend to favor chaotic circumstances, while others
argue that severe management formulas are equally conducive. Psychological
traits have also been used to explain the phenomenon. In some cases good luck or
serendipity seem plausible explications. We tend to think that, although some
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things still elude our efforts for exact scientific explanation, the truth lies within the
consilience (or knowledge unity), which is an intersecting area of natural and
social sciences, yet an area scientifically largely unexplored (Wilson 1999).

Creativity is the never ending process of thinking, brainstorming, producing
new ideas, and exploiting one’s potential for the interests of the organization. It
thrives inside environments of continuous change and dynamic openness (Runco
2007). It has been understood as ‘‘the ability to produce work that is both novel
and appropriate’’ (Sternberg and Lubart 1999). Creativity requires the simulta-
neous presence of a number of traits. According to Sternberg and Lubart, it
requires the following elements: intellectual abilities, knowledge, specific styles of
thinking, personality, and motivation. Three intellectual abilities are seen as par-
ticularly necessary: creative or synthetic (the ability to see a problem in new ways
and to escape conventional thinking); analytic (see which ideas are worth pursu-
ing); and practical-contextual (persuading others that one’s ideas are of value).

Those concepts are complex, multi-faceted, and highly interrelated. Their exis-
tence falls in the realm of tacit organization knowledge, a rather obscure area of
interest. According to the introducer of the concept (Polanyi 1966), the tacit or
implicit dimension of knowledge fully complies with the assertion that people
usually know more than can tell, or differently, a large part of our knowledge
potential cannot be adequately articulated by verbal means. Since educational
organizations operate as social systems that practice knowledge transfer, they can be
very conductive media in conveying both types of explicit and implicit knowledge.
Thus PSEOs are favorable places for their cultivation. When applied there, one sees
that innovation affects primary instructionist schemata and PSEO structure. On the
other hand, creativity is seen more as a process that ameliorates learning.

7.2 Dynamics of Innovation

In the past decades, a number of theories have been considered about social
interactions and dynamics between groups in society (Hannan and Freeman 2002).
These theories try to explain the complexity of phenomena that occur in large scale
through actions at individual level. They try to quantify social forces, recognize
patterns in evolving processes, and formulate the life cycle of organizational
structure using mathematical equations. Usually this involves a common bottom-
up approach, when small pieces of a different structure appear suddenly, inside the
big body of the organization. This matches exactly our viewpoint of innovation
dynamics as a sustainable analytical process. Let us see how.

An organization can be graphically depicted using the well-established notion
of the set. This actually includes the inner side and the environment, which are
separated by a border line. Inside the organization we can depict different struc-
tures, representing, e.g., departments or functions. Generally there is no uniformity
inside that area. When referring to parts of the system that are agents of innovation
(or are affected by this), we draw smaller sets inside the big one, which from now
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on we call ‘‘innovation islets1’’ or equivalently, bubbles. One big set can contain
many islets or none of them (Fig. 7.1).

Innovative islets generate innovative actions themselves or easy acceptors of
innovative initiatives that have not institutionalized yet, and attempt to implement
them either locally within the area of control or as pilots for the whole organi-
zation. During this process, islets move slowly, trying to establish their position
inside the big picture. As innovative ideas are being locally implemented, their
influence on the organization grows. This growth can be depicted as the rate of
surface expansion, which is analogous to their relative move. Let us assume that
bubble A expands at rate rA ¼ dEA=dt, bubble B at rB ¼ dEB=dt, while bubble
C expands at rC ¼ dEC=dt, respectively. For purpose of illustrating this fact, rates
in the above figure are shown as vectors in two-dimensional space. In general,
growth occurs in an n-dimensional space, where each dimension represents an
element of creativity, as shown in the previous paragraph (we have decided to
incorporate n different attributes/metrics for each vector).

During this phase, bubbles tend to cease resources slowly (e.g. in small chunks)
from their close environment. At this point, they exhibit little competitive
behavior. But inevitably, they will come along another islet that shows the same
greedy attitude. Then a conflict is certainly going to happen with two probable
outcomes: either the extinction of one of them, or the merging of the two to a
bigger and more viable bubble (this depends on their strategy and goals). The
effect resembles collision and merging of two water drops, freely running on a
horizontal surface, with low velocities (Mashayek et al. 2002).

A

B

C C

A+B

Fig. 7.1 States of moving and merging islets

1 Small land features, isolated by water, lying off the shore of a larger island (http://
en.wikipedia.org).
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Coalescence phenomena are crucial to innovation propagation inside the
organization. There is definitely a limit to this process: when an islet reaches a
predefined surface area which we can call ‘‘growth proximity area’’ (or GPA). The
time slot needed to reach that limit is also critical and depends on idiosyncratic
factors that affect particular bubble growth. The average among all slots is the
sufficient time for innovation diffusion inside the organization.

Extinction and survival of islets is the most common situation and usually can
be encountered in small-medium sized organizations, which lack the culture of
cooperation. Competition in this case is a blind rule. Elimination of structures,
within this context, does not mean necessarily that the unit is closed down and
employees lose their jobs. It could mean the abandonment of the innovation
dynamics due to misunderstandings and inefficient communication of the inno-
vative idea to the rest of the organization. It is clearly not a desirable situation.

Islet coalescence leads to a more effective situation, where the innovative
practice is being spread in a faster way. The merging speed depends on the volume
of GPA factor. Organizations should favor and encourage this possibility, knowing
a priori that ‘‘compound of parts is greater than the sum of each’’ (Christakis and
Fowler 2009). This further implies that novelties in theory and practice can
become fast cultural elements of wider structures.

Factors that affect GPA size depend on a series of qualitative characteristics that
are endogenous and exogenous to the organization. Bad design of innovation
strategy, poor skills in change management, lack of rewards or incentives to adopt
new ideas (competitive culture), psychology of risk aversion and bureaucratic
conservatism among employees, and constraining organizational or extra-organi-
zational arrangements are the most common ones. To quantify these factors to a
single variable, we will define and use a new project metric called ‘‘inno-rank’’
that will record, in a single number, the innovation dynamics process inside an
organization. Reasonably enough, this new variable could be the determinant of
vector defining GPA, as stated above in the paragraph.

At some time, islets will have consumed all of their vital space, reaching out the
borders of the hosting organization. At this point, a strong conflict with the outer
boundaries, that limit any further expansion, emerges. The organization then has
two options: either it declares the innovation process successfully ended and
commences a new cycle, or it further grows its outer boarders, enlarging the whole
itself. One supposes that the first option is a wiser choice, since an internal cycle
has been completed and a new one can inaugurate. The second option leads to a
more egoistic and uncontrollable version of the story, where changes finally affect
the whole ecosystem.

7.3 Policies and Strategies

Starting from a formal point of view, it is easy to formulate and design an inno-
vation policy inside a PSEO. One needs first to define a common framework,
applicable throughout the whole organization that supports innovation procedures.
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The most fruitful way to do this is the construction of innovation niches or bubbles
(EU Report 2009). These small-scale structures can be seen as ‘‘prototypes’’ that
foster cooperation, research, and knowledge transfer locally, implement new
methods of teaching, and diffuse new ideas in the environment. One can set up an
‘‘educational bubble’’ by defining three critical values: vision, mission, and stra-
tegic goals (Khasawneh 2008). Vision refers to future positioning and status of the
organization, mission is a mid-term action involving competitiveness increment,
while strategic goals focus on creating high added value and sustainability.

Such a bubble is an ‘‘islet’’ that coincides with the ideas developed in the
previous paragraph. This could be a small team, even one person, which under-
stands and wants to foster innovation inside the PSEO. It could be an initiative
started, wishfully, at any level of the organization that embraces those critical
values. It will start to grow, smoothly changing the local ecosystem nearby. But
sooner or later it will conflict with the existing standard background operation, as
expressed by the inflexible outer border. The outcome then will be determined by
the management level running policies and leadership practices effective. Thus,
policies that foster innovation will examine carefully its characteristics (vision,
mission and goals) and adopt it further for the whole organization. But conser-
vative policies will reject it immediately, as unnecessary (in that case the islet dies
out and the opportunity is missed).

Additionally, there must definitely be a wide-scale synchronization of actions.
Correlation of creativity status with social values, culture, and local ethics must be
preserved. Possible drawbacks in that area could reveal systemic defects, so a lot
of changes would need to be done at all levels of hierarchy. Although in EU
relevant public policies do exist, they do not embody a clear strategy, but are being
distracted by different suggestions and overlapping authority synergies (JRC
2009). A characteristic example is the Greek educational system with its abundant
impeding red-tape policies.

When focusing on this working environment, it is important to know the phi-
losophy of those organizations operating inside it. In their majority, they are
characterized by a bureaucratic spirit, medium performance, less flexibility, and
sterile functionality. The absence of any kind of assessment for long-time, has led
the system to be monolithic and quite irrespective, to the contemporary needs of
the society, operation. Although in the last year strong attempts at political and
institutional levels have been made, the system is still vulnerable and exhibits low
performance. Some components such as vision or teacher-reflection are missing
(OECD 2011). Of course, not all institutions share this picture: there are excep-
tional schools and training organizations that offer abundant opportunities to their
students.

On the other hand, a general plan at the upper level of policymakers on research
innovation has to be adopted. Activities and resources should be combined
between operations, academia, educational institutes, research centers, think tanks,
funding organizations, and regional administration. An innovation system starts to
be productive as soon as it gets to a critical mass (Delre et al. 2010). Although the
term is used within a variety of disciplines, in social dynamics it defines the
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minimum number (or threshold) of innovators inside a social system which
develop to the point that become self-sustained and guide their own autonomous
growth (Rogers 2003). Factors that affect critical mass involve size of islet,
coherence, and level of communication with its environment. We must secure that
every islet reaches this minimum mass.

Quite important is the role of the government: it provides the necessary
infrastructure and related legislation/regulations; it adjusts critical issues such as
school autonomy, curricula, human resource policies, funding, etc., facilitates the
diffusion of knowledge (Cointet and Roth 2007), builds partnerships, and
strengthens relationships. It also provides incentives for companies to undertake
material and immaterial investments for innovation. There exist mathematical
models that simulate collective behavior in conjunction with innovation adoption
inside large social structures (Valente 1996).

Innovation in education should not be considered a privilege of big and rich
countries that are able to allocate a lot of resources (e.g., money, R&D structures,
scientific staff, centers, and subsidiaries) throughout the world for this purpose.
Small countries, using appropriate policies, can emerge as innovation leaders. EU,
as a dominant multinational entity, can help small countries in this direction
decisively. The support of the EU and its numerous organizations with mixed
responsibilities offers, besides other things, the ability to reinforce the national
innovation system of even small countries. Suggestions on creation of common
platforms of innovation between member-states have also been made. Hence, there
can be a multi-level international approach to the situation. Thus, Greece can
obtain a strategic advantage on this issue.

Within the context of education and focusing on organizational level, the
potential for innovation depends on a variety of factors: personnel skills, official
regulatory system, government policy, international cooperation, effective system
of motives/rewards, quality of leadership, technology, and competitive culture. By
the word technology we mean the pedagogic use of ICT in the classroom, that is, we
can use the phrase ‘‘ICT-integration.’’ Educational bubbles are definitely a prom-
inent way of igniting the innovation process. Examples are schools (of standard or
special purpose), teams of educators, or just tutors with a long-visionary attribute.
Creativity and innovation can then grow smoothly, strategically transforming the
whole PSEO and, by extension, the whole related economy. This can be a leading
paradigm that leads to the exit of the painstaking economic crisis era.

At this point, it is necessary to anchor as real examples that denote perplexing
between large-scale innovations (in educational systems) and e-government ini-
tiatives, which is the plan of individual governments for their digital future. We
have chosen two quite different paradigms, one from the Greek experience and the
other from abroad, implemented within the last years, and hope they can be an
example of how these concepts can be successfully applied in practice.

The Greek example: the advancement of the‘‘panhellenic’’ school network using
fiber optics in order to reach every school in the country. It is a large-scale project
that lays the foundations for dynamically evolving broadband digital schools, using
limitless speed of information streams. It is a governmental-supported initiative, in
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the frame of continuous performance improvement of PSEO infrastructure quality.
It involves a fixed investment at present, but leads to a large return in the near
future, when competition of e-government infrastructure resources will be inten-
sified and the dream of an open broadband school will be realized.2

The English example: ‘‘Studio’’ schools are a new type of state school model
for 14–19 years, designed to support young people to gain skills, experiences, and
key academic qualifications needed to succeed in life and work. While, in most
schools, lessons are taught in the traditional way, here new innovative methods
like project-based, personalized, and real-world learning are tested in practice.
Moreover, great emphasis is given on ‘‘tangible’’ and useful end-products, so
students can start developing enterprising behaviors.3

7.4 PSEO Evolution

In the previous paragraph we depicted the Greek PSEOs with rather pale colors.
We focused on its disadvantages, and especially on red-tape, and the absence of
deep and well-established statutes. We also described an alliances program that
can help relocate the country in the center of the map of competitive countries.
Now we will prove that under certain circumstances, shallowness in structures and
versatile relations can become an advantage, since they constitute a fertile and
relaxed ground, ready for the next evolution.

When innovation and creativity are induced inside this single-facet system,
even in small instalments, then things will start slowly to change. As mentioned
above, the islet transforms the qualities of its neighborhood, slowly at the
beginning. When this process can sustain itself, then the rate of change accelerates,
until the outer limits of the system are reached. In the matrix below, we have
codified the differences between a conservative and an innovative educational
organization that take place during the expansion phase: (Table 7.1).

During that process, we have focused on four basic PSEO ingredients: structure,
processes, staff, and students. The matrix shows how each one changes through
parallel running processes. The new organization operates in a semi-public mode:
traditional bureaucratic functions fade out and a new customer-centric behavior
emerges. Although coarse this image remains, and it is quite obvious that we
encounter significant salient changes inside a PSEO. Though in the public sector,
these organizations are proven fragile and vulnerable to change.

Structures make up the basic backbone of the organization, in our case staff
hierarchies and relationships, curriculum design, and teaching principles. These
formations constitute the hard-core or skeleton of a PSEO. Hence, they are more
impervious to any change. Any attempt to change them should involve the
administration and usually extra-organization entities with highest authority rank.

2 Visit url http://broadband.cti.gr/en/index.php.
3 More information on url http://www.studioschoolstrust.org.
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Cost of transforming is significant and can be measured using management tools
such as strategy maps (Mulgan and Albury 2003).

Processes depict the dynamic state of the organization. They include relation-
ships, information exchange, learning culture, and developmental services. Their
accurate state and interactions can be seen in a workflow chart. There can be a
number of different geometric objects, such as rectangles, ovals, and rhombuses,
all connected together with single-headed arrow lines. Each one has its own
functionality. In the last three decades, workflow management has emerged in the
frame of IT-related area as a promising area (Ko 2009).

Staffs refer to the teacher board, those who will be called to apply the inno-
vation processes. Here lies the biggest part of the whole success. The reaction of
old-settled employees to everything new is given. The school leadership can play
an important role, as it can activate measures of reward and/or punishment.
Generally, punishment (in educational environments) must be avoided and used
only as a last option. Teacher evaluation and assessment, when they become an
official, widely accepted procedure, can also help tutors improve themselves and
be professionals in practice (Penuell et al. 2010).

Finally, students are in some sense the ‘‘customers’’ of the organization, in a broad
sense. All internal efforts must focus on the implementations of a highly effective
teaching service that advances human capital by instilling chunks of useful infor-
mation in the minds of our young students. Their learning affects the whole organi-
zation (culture, leadership, skills, training). In the innovative phase, they operate
more cooperatively, resulting in maximum effectiveness (Hwang and Arbaugh 2010).
Also, their expectations from educational services are met to a much higher degree.

7.5 The Roadmap

The above remarks comprise a clear description of the concepts of innovation and
creativity as they are emerging inside a modern PSEO. This situation must,
however, be formalized in a more rigid way. For that reason, one needs a more

Table 7.1 Differences in PSEO

Functional items Typical organization Innovating organization

Structure Bureaucratic, old
hierarchies

Flexible, team-based, learning hub,
renew courses, update curricula

Processes/
Workflow

Standard, codified, unbending Target-oriented, adaptive,
generic

Staff Public servants that lack
motivation, are risk-averted
and non-competitive,
suffer from trivial
compensations

Fresh minds, highly trained,
self-motivated, moral
and monetary bonuses,
recognition

Students Passive learners, low initiatives,
sterilized knowledge

Small researchers, inquiry learners,
active citizens
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accurate approach. We have devised the following framework which, for euphony
reasons, we call ‘‘EVRICA.’’ It comprises a six-step process, defined as follows:

• Excellence, the habit of acting (and watching) in the best possible way,
everyday activities.

• Vision, the long-term contract that articulates an organization’s future.
• Reflection, the internal process of mediation leading to self-knowledge.
• Innovation, the ability to deliver a new product of service.
• Creativity, the attitude that nurtures conceivable new artifacts, in coherence to

social value responsibility.
• Assessment, the procedure of evaluation and critical comparison of the stake-

holders, in order to improve throughout performance indices.

These steps, when combined together, offer a valuable framework for analyzing
and optimizing the transformation process. The implementation process can typ-
ically be modeled using a flowchart automaton, as shown below. The use of
deterministic automata is a well-established theoretical computer science tool
(Lewis and Papadimitriou 1981). Automata are sufficiently powerful to solve any
algorithmically computational problem. They describe the sequences of state
transitions of a machine, depending on input variables. Although the above-
mentioned processes are rather quality factors than organization states, one can
implement the framework of six processes using a transition diagram that records
three states (the initial, the final, and an intermediate or interim) and adjusts
transition according to them. The whole diagram depicts as follows: (Fig. 7.2).

Clearly, it can be seen that transition ‘‘E’’ lies upon the edge covering the whole
graph, so excellence is the dominant element. The same scope has the arrow with
tag ‘‘A’’, but in inverse order (from final to initial state). Hence assessment is the
feedback element of the system. The interim state(s) can be reached by applying
‘‘V’’, that is, the vision of the organization. While in this state, the organization can
reflect upon itself (‘‘R’’), or innovate (‘‘I’’) in order to reach the final state.
Alternatively, the end of transformation can be reached by applying ‘‘C’’ attribute
to the initial state and thus avoiding the interim one. Thus, one can see that
creativity can substitute equivalent internal innovation episodes, or one concludes
that C :¼ Vþ I. In general, succession of states from left to right denotes the
process of building-up, while right to left denotes the process of sustaining.

We have codified interim state as a single stage. Actually, this can be a series of
finite number of states; each one improves by a little the distance to the final goal,
whenever it is reached. This is a process of one step at a time, or a set of activities
that continually and gradually improve all functions within continuous cycles of
operation, also known as ‘‘kaizen,’’ in Japanese philosophy (Imai 1986). ‘‘Kaizen’’
is a daily process that incorporates all the parameters of the organization and
especially helps employees reflect on the state of their current involvement and
improve further their productivity. To embed this concept, we have redrawn the
transformation map as seen below (Fig. 7.3).

From the operations management point of view, the above graph can be con-
sidered as a workflow or Petri-net (Lassen and van der Aalst 2009), which is a
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business process model of transformation. Initially, the system is at stage 0, and its
state is described with the linear function f E0;R0;V0; I0;C0;A0ð Þ. At stage 1, the
values of the attributes change and its state is given as f E1; R1; V1; I1; C1; A1ð Þ.
Then the problem is defined as follows: Given that the system stage n is at a state
f En; Rn; Vn; In; Cn; Anð Þ, which is the best way to proceed to stage n þ 1, so
that the end result is maximized. In other words which variables should we change
and in what direction so that the result is maximized.

As such, these graphs demonstrate an inherent complexity which can be
measured, based on several metrics in bibliography (Muketa et al. 2010), in order
to be able to compare, control their growth over time, maintain, and avoid making
processes error-prone. One of these metrics can be used as ‘‘inno-rank’’ (that we
mentioned in previous paragraph). Thus, we provide process-engineers and sys-
tem-analysts with a useful tool to modelize social systems and grasp the com-
plexity and innovation dynamics encompassed. Then it becomes easier to
scientifically study and efficiently measure the procedure of transformation
procedure.

Of course, the model can become more elaborate, by defining attributes in each
process (e.g. sources of innovation, incongruity or disruption, probability of
instances in unusual places like technologically poor parts of the world, etc.) and
codifying them as parameters in the linear action f. These can be considered in a
future work, especially focused on complexity models.

7.6 Multilayer Impact

Studies on creativity and innovation have traditionally focused on the individual as
the subject which produces new ideas. They research on the circumstances that
favor creative thought and ability. Creative thought is generally considered a
complex form of high-level cognition. At the beginning one must exhibit idea
generation skills (or divergent thinking) while at the end idea evaluation and
implementation capabilities are more appropriate (or convergent thinking).

To shed more light on the situation, from the psychological point of view, we
can apply (Gowan’s 1972) classification of creativity theories to the different
PSEO stakeholders. These are the most important types:

1. Cognitive, rational, and semantic approach, where creativity is considered to be
a logical and understandable thought process.

2. Personality and environmental approach, which emphasizes on affective dis-
positions as the basic trigger for creative behavior.

3. Motivational approach that involves the pursuit of personal growth and
fulfillment.

Each one of them can be easily applied to teachers, students, and school
principals. Depending on the theory we adopt, we can ascribe them certain traits.
Thus, our expectations from each one can be clearly differentiated and stated.
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Furthermore, one can devise psychoanalytic theories to help individuals discover
the most potent, creative dimensions of their mind, something especially difficult
since they do not learn from childhood to think that way (Treffinger et al. 1983).

Of course, a critical influence that shapes creativity and innovation is not only
the individual but also the social context within which every effort occurs. This
teamwork approach is especially popular in the educational system in recent years.
According to this, creative and innovative work can arise within groups or teams
and not individuals. The composition of these teams, their structure, and charac-
teristic patterns of interaction can facilitate or inhibit the target and quality of their
work. Another factor is the influence of actions of team leaders.

At the organizational level, several characteristics have to be adopted in order
to strategically focus on creative and innovation. These are organization planning,
knowledge marshaling, and resource allocation, along with strong change man-
agement. Here, the role of the leader-principal is irreplaceable. His actions and
personal skills guarantee the success of the effort. It is impressive, though those
organizations with strong performance management system can organize, plan,
and structure innovation activities (Damanpour and Aravind 2012).

We summarize the above observations in the following picture. One can see
how the employee profile is slowly transformed, in order to cover the expectations
of such an organization. We can immediately copy these attributes to a contem-
porary teacher profile and thus get a prominent educator in action! (Watch the
similarities with the transformation table shown in a previous paragraph)
(Table 7.2).

7.7 Conclusions

There is no thing such as a linear innovation model. Creativity and innovation are
critical parts of a bigger, more complicated puzzle of ‘‘high-administration ema-
nating innovation systems.’’ It is an apparent need to combine the efforts of
technology and non-technology-driven creativity and innovation in a way that they
reinforce each other and finally, together with the daily PSEO operation. That is
because an effective and efficient public administration plays a crucial role in the
survival inside competitive environments. A number of prior actions such as use of
strategic units, extinction of duties-overlapping, drastic simplification of

Table 7.2 Transformation table

Integration level Personality profile that favors innovation & creativity

Individual (teacher) Flexible, adaptive, risk taking, competitive, fluent, result oriented, zeal
Group (board of

tutors)
Social responsible, cooperative, teamwork inspired and friendly, strong

commitment to common values
Organizational

(principal)
Cognitive perseverant, strong disciplinary traits, originality, excellence,

intrinsic motivation,
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procedures, challenge of mobility, and change in attitude and mentality can easily
lead to structural reforming under the auspices of innovation and creativity.

Innovation and creativity are key drivers of economic growth. They are the
channels through which knowledge is applied on economy. At the end of the day,
development is supported by innovation in all its forms. All international surveys
show that the dipole innovation-creativity, as a means of improving products,
processes, systems, and services is the solution to business competitiveness and
economic welfare. It is important that leaders (who shape policies and strategies of
their organizations) and researchers (who bring us closer to the future through their
vision lenses) fully understand those ideas along with the various levers and
incentives to trigger them.

Today, public sector innovations are the cornerstone of policies and strategies
within a national system. In the EU, authorities spend annually more than 2 trillion
euros for supplies, salaries, and employee services (EU Report 2010). But only a
small portion of that money finds its way to innovative products and services. The
result is huge opportunity loss. Wrong incentives, lack of knowledge/skills in
demand, and market fragmentation are the main reasons for this situation. The aim,
therefore, is not to augment but to focalize financial activities, in order to develop
appropriate tools and specifications.

One promising roadmap is to integrate the initiatives in the frame of e-government
strategies. These strategies favor, by default, long-term developmental policies and
invest mainly on infrastructure projects (e.g. fiber optics networks). In this way, a
strong background of frameworks, methodologies, and tools will be available for
PSEOs in the challenging future, providing the strategic advantage of public sector
and thus avoiding disruptive social events.

Two new ideas that reveal probable research areas were coined in this work.
One is the ‘‘inno-rank’’ (supported by ‘‘GPA’’ index) as a new metrics in islet-
mechanics. The other is process-workflow diagram of transformation. Both will be
further studied in our future work, as they seem to deploy an entirely new
promising area of thought. We also intend to conduct a large-scale survey among
the different types of PSEOs, which are currently operating inside the Greek
educational system and using the school network main infrastructure. It will be
also useful to further combine analytical and discrete views of these systems, as
‘‘operations research’’ methods always offer a clear advantage over ‘‘ontological’’
or ‘‘conceptual’’ approaches.
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Chapter 8
Developing a Strategy for Effective
e-Government: Findings from Canada

Mary Francoli

Abstract Canada used to be known as a leader in the area of e-government and
had an outstanding record for making government information and services
available online. This changed with the emergence of web 2.0 technologies.
Indeed, for a number of years, the federal government proved to be slow in
embracing the interactive potential of new technologies to engage with citizens.
However, its new open government strategy provides some evidence that things
are changing. This chapter tracks the evolution of e-government in the Govern-
ment of Canada. It questions what factors led to Canada’s declining record in the
area of e-government and asks whether the government believes its relationship
with citizens is changing and what efforts it has taken to embrace e-government
2.0. Using a case study approach that draws on a strategic management framework
and models of e-government, the chapter concludes that Canada’s declining rep-
utation can be attributed to the lack of an ongoing strategic plan, poor under-
standing about the capacity of technology, lack of understanding about the
changing needs of citizens and a tumultuous political environment. Ultimately, the
chapter shows the importance of having a strategic plan that is reflective of
technological change and success in the area of e-government. The Canadian Open
Government Action Plan indicates a desire for change and the outline of a strategy
to be monitored in the coming years.
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8.1 Introduction

Canada used to be known as a leader in the area of e-government and had an
outstanding record for making government information and services available
online. This changed with the emergence of web 2.0 technologies that allowed for
more dynamic and interactive communication between citizens and government.
Indeed, for a number of years Canada struggled in moving from the more static
web 1.0 environment and appeared reluctant to embrace the potential of web 2.0.
At the heart of this struggle is a lapse in strategic management that coincides with
a general sense of unease and confusion as to what the citizen relationship should
be when there is such high potential for interactivity. Recently, however, we have
seen signs that the federal government is ready to explore and better understand
the potential of web 2.0. This commitment has taken the shape of an emerging
strategy on open government.

This chapter traces the evolution of e-government in Canada. It focuses on the
federal government as opposed to provincial or municipal governments, which
have approached e-government in their own unique ways. Limitations of length
prohibit a full treatment of nation-wide initiatives (Roy 2006 offers a good
overview which includes municipal and provincial strategies). As mentioned
above, the federal government has had a mixed record on e-government, experi-
encing both highs and lows. This progress has been tracked by various interna-
tional surveys allowing for both international comparisons and the opportunity to
identify periods of change. The chapter explores Canada’s Government Online
(GOL) initiative and its new and ongoing open government strategy. There are
three questions that underpin this study:

1. What factors led to Canada’s decline as a leader in the area of e-government?
2. Does the Canadian government believe that its relationship with citizens is

changing?
3. What strategies has the government taken, if any, to embrace e-government 2.0?

The Canadian case is interesting given its early and widely recognized success
in online service delivery and the ease with which it lost its leadership status in this
area. It provides a cautionary tale that highlights the importance of keeping pace
with emergent technologies, responding to the desire of citizens and stakeholders
for greater access to government resources, and the importance of having a stra-
tegic plan to enable change.

This chapter comprises five sections. The first, details the guiding research
questions found above. The second outlines the methods used. The third looks
outlines strategic management practices, defines e-government, and uses existing
literature to outline models of e-government helping to establish the nature of the
citizen-state relationship when it comes to e-government 2.0. The fourth describes
the evolution of e-government in Canada. The fifth and concluding section returns
to the three research questions posed above. It discusses and answers each and
concludes with questions for further research and analysis.
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8.2 Methodology

This chapter draws on a strategic management approach and uses a case study
focusing on the Government of Canada. The case study and research questions are
explored largely through documentary research. Three types of research are used.
First, this chapter draws on the data sets found in the United Nations (UN) surveys
on e-government readiness and later e-government development. The surveys also
track e-participation. They position Canada as a leader and show its decline. The
UN e-government surveys exist from 2003 to 2005, 2008, 2010, and 2012
(UNPAN).

In addition, the chapter will draw on government documentation including
presentations by high level public servants (Akerley 2010); an editorial by federal
Minister Tony Clement, the President of the Treasury Board at the time of writing
(Clement 2012); a study commissioned by the federal government focusing on
citizens and how they use and would like to use technology to interact with
government (Pheonix Strategic Perspectives Inc. 2008); and minutes from the
House of Commons Standing Committee on Access to Information, Privacy and
Ethics hearings on open government (Ethi 2011). It also looks at the Government
of Canada’s (2008) overview of GOL; the federal digital economy strategy
(Government of Canada 2010); the 2011 Speech from the Throne; and the
Government of Canada (2012) Action Plan on Open Government. This docu-
mentation clarifies the government’s strategic plan and its implementation and
evaluation when it comes to e-government.

Finally, the chapter draws on existing research. This research helps to
demonstrate the changing nature of e-government (Francoli 2011) as well as the
different models that e-government might take (Chadwick and May 2003). It will
also provide further insight into the strategies and actions taken by the Canadian
government (Roy 2006).

8.3 Strategic Management and Models of e-Government

The literature on strategic management provides a useful point of departure for
understanding success and failure in the area of e-government. While the early
strategic management literature has focused primarily on the behavior of firms in
the private sector, it is certainly applicable to the public sector. As Andrews et al.
(2012) note, ‘‘strategic management makes a difference in how public sector
organizations perform just as it does in the private sector’’ (p. ix). This is not
surprising. Strategic management by its nature necessitates a strategy. While some
strategies might be more effective than others and some managers may have more
effective methods for implementing a strategy than others, the simple existence of
a strategy is important in itself. Strategy is ‘‘believed to set a direction for col-
lective effort, to help focus that effort toward desired goals and to promote
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consistency in managerial actions over time and across parts of an organization’’
(Andrews et al. 2012, p. 10). As will be illustrated by the Canadian case study
below, success in the area of e-government coincided with the existence of a
clearly articulated strategy for technological development and citizen engagement.
This correlation is perhaps to be anticipated given the technological underpinning
of e-government. As Alkhafaji (2003) points out, the opportunity to ‘‘capitalize on
new opportunities, such as technology’’ is among the most common of reasons for
change in strategic direction (p. 10).

Generally speaking, a strategic management framework consists of four inter-
connected elements: environmental analysis, strategy formulation, strategy
implementation, and evaluation and control (Alkhafaji 2003, p. 7). Environmental
analysis may be internal or external, or both, but entails the identification of
changes and challenges to be responded to through a strategic plan. It helps to
identify a goal. Strategy formulation, on the other hand, is the process that goes
into answering the question ‘‘How are we going to accomplish our goals and get to
where we want to go’’ (Alkhafaji 2003, p. 20)? This framework certainly lends
insight to the success of e-government in the Canadian context. To understand the
relationship between the strategic management framework and e-government more
fully, it is necessary to explore the concept of e-government in a greater depth.

e-Government refers to the use of digital technology by governments for a
range of functions, from the provision of services and information to more par-
ticipatory and interactive activities such as consultations. In the early days of the
Internet, these functions were something relatively novel. Today they are so
common that it is questionable whether we should still refer to ‘e-government’ or
simply government. Putting such questions of terminology aside for now, it is
interesting to look at how governments have embraced digital technology and its
range of functionality. As Jaeger (2003) notes, technology holds many benefits for
government: ‘‘Governments, across national boundaries and levels of government,
have been found to share certain common beliefs about the practical benefits that
e-government can produce, including reduced costs and increased revenue, eco-
nomic development, reduced redundancy, increased transparency and account-
ability, and improved services to citizens’’ (p. 327). However, legislation, policy,
and factors such as institutional culture all complicate the uptake of technology. It
would seem, particularly in looking at the Canadian case, that the adoption of
technology is easier in those cases where interactivity between government and
citizens is limited to the provision of services.

Chadwick and May (2003) develop three ‘ideal’ models of e-government which
outline different citizen-government relationships. The models help to explain the
current and historical state of e-government in Canada. The first model, the ‘man-
agerial model’, is very much focused on the provision of services. Citizens
are regarded largely in terms of clients. Digital technology facilitates efficiency in
the sharing of information, which in turn helps to improve service delivery. This
model captures the early days of e-government well. In the mid- to late-1990s,
during the web 1.0 era, when the interactive potential of the technology was much
more limited than it is today, many governments used technology in a way that was
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in line with this first model of interaction. In short, they simply went online. Change,
in this case, was incremental and limited (Chadwick and May 2003, p. 278).

Citizens, under the second model of interaction—the ‘consultative model’—are
afforded a more active role (Chadwick and May 2003). Rather than passive con-
sumers of information broadcast by government, citizens use technology to relay
their opinion to government. This ‘‘encompasses a continuum of consultation,
stretching from low-level information-gathering toward (but not finally reaching) a
fuller, quasi-deliberative level of interaction and consultation’’ (Chadwick and
May 2003, p. 279). Here, we see government starting to embrace the more
participatory and interactive functions of technology. ‘Starting’ is the word to
emphasize here. As Chadwick and May (2003) note, in this model, information is
still very much viewed as a passive resource, and consultation is often limited and
only valued if public opinion fits the pre-established views and parameters of
policymakers. However, the model serves as a useful starting point for the reali-
zation of fuller instances of citizen participation.

It is the idea of greater government–citizen interaction, where government is
one actor among many, and not just the solicitor of public opinion, that underpins
the third model—the participatory model. Under this model, technology allows for
sustained and widespread participation. Here, knowledge, information, and policy
emerge through government–citizen interaction. It is ‘‘discursive, contingent, and
changeable’’ (Chadwick and May 2003, p. 281). Web 2.0 technologies provide the
technical capacity to realize the objectives of this third model. However, technical
capacity alone does not mean a smooth or simple transition from the managerial or
consultative models to a participatory model.

Change, or movement through the models, if we see them as states along a
continuum of e-government where the participatory model represents the ultimate
achievement, is not easy. Rather,

Effective e-government strategies and programmes require revisiting the traditional sys-
tems of transactions among government, business and society. In many instances, training
for the new modes of business is necessary. All this needs to be backed up by reform of the
legislative and regulatory framework, to complement efforts at digitizing government for
interaction with business and the public, and to make these interactions accessible, secure
and private (UN 2003).

Developing and implementing such reforms are complicated and clearly
highlight the need for clear strategic plans that enable the government to take
meaningful actions when it is ready to do so.

8.4 From GOL to Open Government: Canada’s
e-Government experience

E-government began in Canada, at the federal level, with the establishment of the
GOL initiative, which was the result of a strategic plan announced in the October
1999 Speech from the Throne to become a model user of information technology
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and the Internet by 2005. The goal at the time was to provide Canadian citizens
and businesses with the means to access a wide range of government programs and
services online in a manner that was both secure and private. By clustering ser-
vices and putting them online two significant strategic goals could be reached.
First, the government would, over time, experience cost savings due to the fact that
online systems are more cost efficient than service delivery that takes place in
person or by traditional mail. Second, an increased online presence would make
the government appear more accessible and responsive to both citizens and
business.

In the early days of e-government, during GOL, Canada was commended
repeatedly for enabling Canadians to access government information and services
online and in both official languages. It placed first in Accenture’s rankings of e-
government and was a leader according to regular United Nations surveys on e-
government and e-participation (Table 8.1), falling closely behind selected few
countries such as the United States, Sweden, Denmark, the United Kingdom, and
Australia (UNPAN). In large part, this success was based on the government’s
main web portal www.gc.ca (Roy 2006; UN 2003). By its end in 2006, GOL
achieved a common look and feel for all government websites, enabled access to
integrated information and services through Government of Canada web portals,
provided online availability of the 130 most commonly used services, offering
various levels of online functionality, secured key transactions; and created an
electronic payment capability (Government of Canada 2008).

While Canada is highly rated according to the UN index for e-government
readiness for its governmental portal, it also ranked highly in the 2003, 2004, and
2005 surveys in terms of e-participation. Here, the scores were largely based on the
existence of another portal: www.consultingcanadians.gc.ca. This consultation site
served as a window for those interested in participating in government consulta-
tions. It aggregated information related to consultations across a range of gov-
ernment departments and agencies making it simple for Canadians to learn about
and participate in the consultation process. However, it is important to note that
while the portal informed people about consultations and how to participate if they
desired, not all consultations took place online. Indeed, there was not a stan-
dardized consultation process across government. In some cases, the consultations
invited written feedback by regular mail. In other cases, interested parties were

Table 8.1 Canada’s e-government readiness and e-participation rankings

Years e-Government readiness index e-Participation index

2003 6 3
2004 7 3
2005 8 4
2008 7 11
2010 3 8
2012 11 16

Source UN e-government surveys. Accessed May 16, 2012 at www.unpan.org
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invited to submit an email or a feedback form. While there was a range of feedback
mechanisms, few of them were particularly interactive or participatory. They
certainly did not fit within the parameters of the participatory model described by
Chadwick and May. Rather, they were more reflective of the authors’ managerial
model where opinion is solicited in a limited manner to be used, or not used, in a
way that was not entirely clear.

The fact that online tools such as Consulting Canadians failed to live up to the
expectations of users looking for real opportunities to participate more directly in
the decision-making process should not come as a surprise when we consider the
pronouncements of politicians at the time. As Roy (2006) notes, there has often
been confusion. ‘‘The public service and elected officials are sending mixed sig-
nals about the importance of both public participation and online democracy. The
reluctance by the government to entertain bolder reforms appears to be consistent
with the cautious, incremental approach undertaken in terms of service delivery
reforms’’ (Roy 2006, p. 128).

In spite of the limitations of tools such as Consulting Canadians, the govern-
ment deemed its strategic plan for GOL a success and it came to an end in 2006.
The strategy was not replaced with a new e-government strategy even though
technology was changing quickly. As GOL came to an end, social media was
developing rapidly and a new era of e-government—e-government 2.0—driven by
interactive technology was emerging. Interestingly, it is after this time that
Canada’s ranking dropped significantly in the UN e-participation index (see
Table 8.1). Many governments embarked on studies, or environmental analysis
following a strategic management framework, to determine how digital media,
particularly newer forms such as social networking tools, might be used to enhance
not only the delivery of services and information, but also more fully engage
citizens, business, and those outside of government in the discursive creation of
information and policy. The goal was to create a participatory environment and to
‘open up’ government. More recently, this aspect of e-government has been
referred to under the guise of ‘open government’. Ideally, it should be more
transparent, responsive, accountable, and efficient. In the United Kingdom, Gordon
Brown’s Power of Information Taskforce studied at length how to achieve these
objectives in 2008. In Australia, they were studied by the Government 2.0 Task-
force which presented its final report in 2009. However, the Canadian government
lagged behind somewhat.

In Canada, the Parliamentary Standing Committee on Access to Information,
Privacy, and Ethics (Ethi) studied open government from April 2010 to March
2011. Witnesses repeatedly positioned Canada at least 2 years behind the United
Kingdom, Australia, and the United States (Ethi 2011), urging the parliamentarians
to follow the examples set by those countries by studying the issue of e-govern-
ment 2.0, and formulating a strategy to effect change. On March 23, 2011,
Stockwell Day, then President of the Treasury Board, appeared before the com-
mittee and outlined the government’s plan for open government which was
launched earlier that month. The committee was surprised. As one member
questioned: ‘‘Why didn’t you tell us about all this work you were doing? You let us

8 Developing a Strategy for Effective e-Government: Findings from Canada 149



work. We have been working on open data since April 1st, and we never knew that
you were doing this work in parallel’’ (Ethi 2011). The Minister claimed that the
open government plan was only in the pilot stage and did encourage further study.
However, the dissolution of Parliament and subsequent federal election in May
2011 cleared the committee’s agenda and the topic was not pursued further.

In March 2011, the Canadian open government strategy, which as stated above
was launched to the surprise of many parliamentarians, consisted of a new gov-
ernment portal, open.gc.ca, which included three streams: open information, open
data, and open dialogue. There was not a great deal of content populating the three
streams, particularly in the cases of open information and open dialogue, which
simply linked to the older Consulting Canadians site. The open data section did
offer users the opportunity to access and use over 5,300 general datasets and over
260,000 geospatial datasets, but did not offer a visible means for people to share
applications, or uses of the data (Francoli 2011). Essentially, a bare bones vision
for what open government would look like in the Canadian context had been
developed, but no clear strategic plan was elaborated detailing how this vision
would be realized.

Later that year, in September 2011, Canada joined a new international forum,
the Open Government Partnership (OGP). OGP members have committed to
advancing e-government 2.0, or open government by agreeing to use new tech-
nology to foster collaboration, innovation, openness, and to engage citizens. By
joining, they are making a definitive commitment to use technology, not only for
service delivery as it was largely used during the e-government 1.0 era, but in
ways that would bring out the participatory and collaborative potential of web 2.0
technologies engaging in a model of governance that more closely resembles
Chadwick and May’s participatory model. OGP membership has, in a sense,
forced the Canadian government to develop a more specific strategic plan detailing
the types of changes it intends to make along with a strategy for implementation.
As a first start, it conducted a consultation on open government.

The consultation consisted of a two-pronged approach. First, the President of
the Treasury Board hosted two ‘‘Twitter town halls’’ (one in English and one in
French). Each lasted approximately 45 min, during which time more than 550
messages were received (Clement 2012). Second, an online consultation was held
between December 2010 and January 2011 where individuals could offer their
views on what a Canadian Open Government strategy should include. In addition
to these consultations, the government has been informed by an Open Government
Advisory Panel composed of members from civil society, government, business,
and academia (Clement 2012).

Canada’s open government action plan was presented to the OGP in April 2012
in Brazil. It stated that the consultative process described above showed that
Canadians wish to change their relationship with government. Not only do they
want better access to information and data, but they also want ‘‘the opportunity
to engage in ongoing dialogue with government on policies and priorities’’
(Government of Canada 2012).
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The open government action plan contains two foundational commitments.
First, it will confirm the strategic plan for open government by issuing a ‘‘new
Directive on Open Government’’ within the year following the action plan. The
Directive will guide the rest of government on how to best meet the goals and
objectives of open government. Second, it outlines a commitment to setting up a
new Open Government License in the year following the action plan. Such a
license should make it easier for those outside of government to take and reuse
government information and data in manners they see fit. Beyond this, the plan
outlines a series of commitments for improving service delivery, accessibility of
information, and data as well as citizen participation and consultation, including:
modernizing the administration of access to information; creating a virtual library
of government documentation; consolidating the federal government’s online
presence; and exploring the development of a new web 2.0 platform to be used
across government for consultation (Government of Canada 2012). While the open
government action plan sets out the strategic framework for a more collaborative
relationship between government and citizens, it does recognize the continued
importance of older goals in the area of e-government by stating that web 2.0
technology will be used to further improve services to citizens.

The above discussion suggests a temporal gap exists in the evolution of
e-government in Canada. After GOL ended in 2006, the government failed to
provide a clear e-government strategy until the open government action plan was
presented in April 2012. It should be noted that the government has attempted
to categorize an earlier 2010 digital economy strategy as part of Canadian
e-government history. The strategy was designed to ‘‘drive the adoption of new
technology across the economy. To encourage new ideas and protect the rights of
Canadians whose research, development and artistic creativity contribute to
Canada’s prosperity’’ (Government of Canada 2010). The digital economy strategy,
while related to e-government, is very specific in its goals. Its focus, or goal, is on
the economy and improving the competitiveness of Canadians and Canada. How-
ever, e-government, particularly the open government aspect of e-government, is
much broader. In the 2011 Speech from the Throne, the Governor General stated
that the government ‘‘will also ensure that citizens, the private sector and other
partners have improved access to workings of government through open data, open
information and open dialogue’’ (Government of Canada 2011). The President of
the Canadian Treasury Board, Tony Clement, has recognized that technology has
given government ‘‘an opportunity to strengthen our commitment to openness,
citizen engagement, and fostering collaboration with the ultimate goal of bringing
tangible new benefits to Canadian governments at all levels, to the Canadian
economy, and most of all to Canadian people from coast to coast’’ (Clement 2012).
This call to action is encouraging for advocates of government 2.0. It represents a
clearly articulated strategic plan that had largely been non-existent for a 6-year
span.

It should be noted that while a formally recognized strategy for e-government
may have been missing for a period, there were incremental steps and advocates of
e-government within the federal public service. The Chief Information Officer, for
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example, initiated a ‘‘collective project to support and guide Web 2.0 in the
Government of Canada’’ (Akerley 2010). The Clerk of the Privy Council, Wayne
Wouters, has also been an advocate of government 2.0 (Akerley 2010). However,
the lack of a formal strategy has made it difficult for government 2.0 to be fully or
widely embraced. As Akerley (2010) notes, in the absence of a clear strategic plan,
web 2.0 activities continued to ‘‘ake place in silos.’’ Moreover, Canada has had a
difficult time establishing a clear and consistent approach because it has lacked
‘‘collective guidance and leadership’’ (Akerley 2010).

8.5 Discussion and Conclusions

With a better understanding of how e-government has evolved in Canada, it is
useful to return to the three questions underpinning this chapter; namely, what
factors led to Canada’s demotion as a leader in the area of e-government? Does the
Canadian government believe that its relationship with citizens is changing? What
measures if any have the government taken to embrace e-government web 2.0?
Each of these will be explored in turn.

8.5.1 What Factors Led to Canada’s Decline as a Leader
in the Area of e-Government?

In looking at the UN surveys on e-government and e-participation, it is evident that
Canada’s position started to slip downward in 2008, particularly in the area of
e-participation. The surveys do not really account for this movement. There is
some speculation that it has not been Canadian performance that has declined, but
that other countries have simply caught up. However, the fact that the slip coin-
cided with the end of GOL and the evolution of social media should not be
overlooked. Neither should the confused strategic plan, or lack thereof, of the
government, which came to light when the President of the Treasury Board
appeared before the Parliamentary Standing Committee on Access to Information,
Privacy, and Ethics, and admitted, to the surprise of committee members, that the
government was working on a plan for open government.

While advancements made worldwide have likely contributed to Canada’s
positioning on the UN index, the lack of a clear strategic plan following GOL, the
lack of understanding about the capacity or capability of the technology, and the
lack of understanding about the changing needs of citizens are all factors which
also contributed to the decline. It is also important not to overlook the political
environment at end of GOL and as Web 2.0 emerged. It did not mark a period of
stability in Canadian history. As GOL was nearing its end in 2004, a corruption
scandal seriously damaged the long running Liberal government, which was
reduced to a minority in the 2004 federal election. The Liberal minority was soon
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replaced by a Conservative minority government in 2006. The win was among the
slimmest of minorities in Canadian history. The 2008 federal election yielded
another Conservative minority government and the party gained a majority in the
2011 election.

The 2004–2011 period was one of the most volatile in Canada’s political his-
tory. There are three things about the period that are particularly noteworthy when
thinking about the e-government trajectory. First, the period began as a result of
scandal and charges of government corruption. It would not be a leap to say that
the publicization of information that led to these charges made many political
actors nervous about the collection, storage, and sharing of information. In
essence, a sense of trepidation about information, one of the foundations of
e-government, may not have been uncommon. As Good (2004) notes, ‘‘the
government will be looking more than ever for ‘error free government’’’ (p. 11).

Second, the period from 2004 to 2011 was ruled by minority governments. This
can complicate the development of new strategies and change. As Dobell (2000)
notes, ‘‘not only do minority governments find it frustrating to have to constantly
trim their policies to catch some of the wind blowing from the opposition
benches—at least enough to secure the passage of their legislation—but they also
have to be ever on the alert for fear of a miscalculation that could bring them
down. Minority governments simply lack the certainty that comes from having a
majority that can be counted on’’ (p. 9). As such it is perhaps unsurprising that
GOL came to an end with no new updated e-government strategy to replace it.

Third, the Conservative government that took over from the Liberals in 2006
have not, through their communication strategies, dealings with media and inter-
action with the public service, created an environment that is overly conducive to
e-government 2.0 or the type of collaborative environment described by Chadwick
and May’s participatory model. Shortly after taking office in 2006, the Conser-
vative government instituted a highly centralized media strategy and a fractious
relationship with media ensued. Control over information has also been seen in
looking at access to information requests. In 2010, the Federal Information
Commissioner criticized the government for its poor record in complying with
access to information requests. In fact, ‘‘Five departments received F rankings and
seven earned Ds while the performance of Foreign Affairs was deemed so poor
that its report card ranking simply states ‘red alert’’’ (Curry 2010). This report
follows the 2008 closure of the Co-ordination of Access to Information Request
System which published access to information requests.

8.5.2 Does the Canadian Government Believe its
Relationship with Citizens is Changing?

If the government did not believe that its relationship with citizens was changing
in the early days of web 2.0, statements made by high profile politicians and
bureaucrats would seem to indicate that a desire for change is understood. In the
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discussion above, there were many comments highlighting the importance of a
more collaborative government not dissimilar in nature to Chadwick and May’s
participatory model of e-government where citizens have the opportunity to play a
much great role in the development of policy. Evidence that citizens desire such
change is not new to government.

A 2008 report commissioned by Agriculture and Agri-Food Canada on behalf of
23 different government departments and agencies shows citizens’ desire for the
government of Canada to embrace web 2.0 technologies and to engage with citizens.
Based on a series of focus groups where participants represented a range of ages and
Internet skills, the report observes ‘‘there was a near consensus among Web 2.0 users
(as well as among members of the other two audiences) that the government should
use these new applications to communicate with and provide service to Canadians’’
(Pheonix Strategic Perspectives 2008). Indeed, the participants felt that the tech-
nology offered the government a unique ‘‘opportunity to transform the ‘face’ of the
Government of Canada by making it appear more approachable and more responsive
to Canadians’’ (Pheonix Strategic Perspectives 2008).

While studies, such as that conducted by Pheonix Strategic Perspectives, and
statements from government can be taken as indicators of a belief that the gov-
ernment–citizen relationship is changing, or needs to change, they should not be
taken as proof that this change has taken place or is complete in any way. Indeed,
evidence of a more collaborative relationship based on a greater citizen engage-
ment is weak at best. The fact that the somewhat problematic and not particularly
interactive Consulting Canadians site is the foundation for the government’s ‘open
dialogue’ stream of its new open government strategy is a testament to this.
However, change may be seen in this regard shortly as the new open government
action plan details a commitment to improve the consultation process and develop
a new web 2.0 based platform to be used for this purpose.

8.5.3 What Measures have the Government Taken, if any,
to Embrace e-Government 2.0?

While the federal government might have lagged behind some of its counterparts
in embracing e-government 2.0, it has recently done so under the guise of open
government. By joining the OGP, the Government of Canada has indicated its
willingness to consider changes in the area of e-government. To date, it has upheld
its commitments to the OGP and has developed a strategic plan for the
advancement of open government which might be seen as its first clearly detailed
e-government strategy since GOL. Its commitments under the new open govern-
ment action plan range from changes to be made in 1 year to changes to be made
over the course of 3 years. During this time it commits to continued citizen
consultation so that the strategy becomes fluid and is the result of collaboration.

Given the very recent changes made in the area of open government and the
development of the open government action plan, it will be interesting to track
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Canada’s progress and rankings in the area of e-government over the coming
years. The establishment of OGP has changed the nature of e-government for
Canada and for other countries. The action plans developed for, and presented to
OGP, will serve as useful tools for monitoring progress over time. It will also be
interesting to see how Canada ranks in the next UN e-government survey given its
new found policy and its nascent and evolving commitment to government 2.0.
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Chapter 9
e-Strategy and Legislatures:
A Longitudinal Analysis of Southern
Europe’s Parliaments

Vasiliki Triga and Dimitra L. Milioni

Abstract Parliaments are the cornerstone of representative democracy and one of
the most significant loci of democratic politics. A growing number of studies have
focused on the effects of ICTs on parliamentary function, but there is still a lack of
systematic empirical research which measures change overtime. This chapter
attempts to fill this gap by studying the extent and nature of change in ICT use by
the parliaments of Southern Europe, focusing on whether parliaments have moved
significantly forward toward opening up their digital gates to concerned citizens.
To this end, comparative website analysis is deployed to track the use of ICTs by
the legislatures in Greece, Cyprus, Italy, Spain, Portugal, as well as the legislature
of the European Union, at three different time instances, namely 2004, 2011, and
2013. Change is measured using the ‘E-Legislature Index’ and its four dimensions:
Information provision, Bilateral interactivity, Multilateral interactivity, and User-
friendliness. The study’s findings show that ICT use by parliaments is character-
ized by volatility and discontinuity rather than continuous linear growth. Fur-
thermore, the analysis reveals that e-government and e-governance follow different
trajectories: whereas ‘Information Provision’ follows a steady but expected pro-
gress and ‘Bilateral Interactivity’ shows an upward but unsteady trend, ‘Multi-
lateral Interactivity’ fluctuates between stagnation and retrogression, pointing to a
tendency of the parliaments to avoid taking greater risk of opening up their
practices to citizens. In light of these findings, ICT use by parliaments is evaluated
from the perspective of ICT strategic planning, providing suggestions for future
research in the field.
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9.1 Introduction

Information and Communication technologies (ICTs) have had an impressive
penetration in all sorts of individual and collective activities over the last two
decades. Nowadays, very few would deny the effects of ICTs on the way citizens,
civil society, and political authorities organize themselves, communicate, take
collective decisions, and exchange information. Inevitably, there has also been a
growing interest in the purported impact of ICTs on institutions of representation,
such as legislatures and political parties. An important objective for the study of e-
governance and e-democracy is to specify the direction, intensity, and overall
extent of this purported impact. Yet, despite the growing number of innovative
studies addressing the effects of ICTs on the wider democratic processes, there is
still a lack of systematic empirical research which measures change over time.
Regarding ICTs and legislatures in particular, the rapid pace of technological
change creates a continuous need to evaluate the effects of ICTs on parliaments’
function, this significant locus of democratic politics.

This chapter responds to this need by studying the extent and nature of change
in ICT use by the parliaments of Southern Europe by focusing on whether par-
liaments have moved significantly forward toward opening up their digital gates to
concerned citizens. To this end, we deploy comparative website analysis to track
the use of ICTs by the legislatures in Southern Europe and, more particularly,
Greece, Cyprus, Italy, Spain, Portugal, as well as the legislature of the European
Union, at three different time instances, namely 2004, 2011, and 2013. Change is
measured using the ‘E-Legislature Index’ and its four dimensions: Information
provision, Bilateral interactivity, Multilateral interactivity, and User-friendliness.
The results of the study are evaluated from the perspective of ICT strategic
planning by parliaments, identifying shortcomings and best practices, and pro-
viding suggestions for future research in the field.

When we try to measure the role of ICTs in relation to political institutions such
as parliaments, we attempt to evaluate their potential in contributing to the dem-
ocratic process. We consider as pioneer in this field the study by Trechsel et al.
(2004), which analyzed the development of parliamentary and political parties’
websites across the EU member states. This study also guides the present analysis,
which aims at assessing the level of e-democracy today in the parliamentary
domain in the countries of Southern Europe. The major conclusion of the Trechsel
et al. study in 2004 was that political actors’ strategies rather than ICT develop-
ment were the driving forces for the parliaments and parties’ website development.
The present analysis attempts to test whether any further changes have occurred
that would indicate a transformation of this argument.
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The chapter is organized as follows: The following section provides the state-
of-the-art in the field of institutions of representation and ICTs and reviews issues
of how ICT strategic planning is adopted by parliaments. Next, the research
objectives and questions are laid out in detail. The fourth section explains the
methodology followed for the empirical analysis and subsequently the results are
outlined and discussed. Finally, some conclusive points are presented at the end.

9.2 State-of-the-Art: ICTs, Strategic Planning,
and Legislatures

9.2.1 Institutions of Representation and ICTs

Since the advent of the World Wide Web, academic interest has focused on the
anticipated impact of ICTs on legislatures and political parties. The bulk of
research has centred on political parties—and not without good reason: given the
pressures of political competition, political parties tend to be more dynamic than
collective institutions, like parliaments (Gibson and Ward 2009). Yet, there is a
considerable number of studies on legislatures and ICTs that tackle the wider
effects of new media on democratic processes (Chen et al. 2006; Coleman 2006;
Coleman et al. 1999; Dai and Norton 2007; Gibson et al. 2004; Leston-Bandeira
2007; Norton 2007; Zittel 2003). Although early research was of a more specu-
lative or normative nature, it furnished researchers with conceptual frameworks as
well as expectations about the nature and mechanisms of change. The relationship
between new technologies and political institutions was described as rather strong
and direct, or, at other times, as two-way and dialectical. A point of departure for
more recent studies is that legislatures and governments search for new ways of
communication with the public and revive themselves as democratic agents
through the use of ICTs which are ultimately employed to promote greater
information, transparency, enhance participation, and foster deliberation (Wil-
liamson 2009; Zittel 2003).

The most recent wave of research developed on firmer empirical foundations by
looking at the adopted policies of various parliaments in Europe that include the
use of the Internet for enhancing political communication with the public, and for
strengthening political participation and democratic decision making. Such par-
liaments are the European Parliament (EP) (Dai 2007a) and national ones like the
British (Lusoli et al. 2006; Norton 2007), the Australian (Chen et al. 2006), the
Portuguese (Leston-Bandeira 2007), the Scottish (Smith and Webster 2007),
the Swedish (Lindh and Miles 2007), etc. Other researchers have investigated the
technological development of national legislatures (German, Swedish, and
American) but in a comparative way (Zittel 2004). The main common point of
these studies is that parliamentary institutions in Europe have already made, or are
making, strategic responses to the opportunities offered by new ICTs (Coleman
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et al. 1999; Dai and Norton 2007). As a result, ICTs are claimed to have the
potential for reforming political institutions, but at the same time political insti-
tutions can be the mediators of the eventual effects (Anstead and Chadwick 2009).

The crucial question is whether ICT use by parliaments leads to citizen
empowerment and restores trust between institutions of representation and the
people they represent. To address this question, the use of ICTs by political
institutions needs to be interpreted within a broader theoretical framework,
informed by the normative requirements for representative democracy and the role
of the parliament, so that the latter can be released from the perception that it is
distant from its citizens (Coleman 2009). From a normative standpoint, the
existing theoretical framework consists of approaches that stress the transforma-
tive potential of ICTs and approaches that are sceptical toward this potential.

On the one hand, the notion of the transformative potential of ICTs regarding
democratic processes emerged within the context of the crisis of representative
democracy, evident in the lower levels of voters turnout, the limited citizens’
interest in politics, the absence of youth from political processes, and a climate of
distrust and doubt for the overall political system (Dalton 2004; Gray and Caul
2000; Pharr and Putnam 2000). Under these circumstances, ICTs are perceived as
a vehicle which can contribute to a better function of political institutions and
facilitate forms of democracy that promote citizens’ participation. Ultimately,
ICTs are considered to be sufficient to re-establish a generalized climate of trust
and mutual collaboration, which could reconstruct representation in terms of
deliberation and instead of alienation and distrust. Certainly this role is unlikely to
be played out solely within the institutionally managed space of the official par-
liamentary websites. Yet the latter can be the first manifestation of change
reflecting the availability of needs-based, holistic, and citizen-oriented strategies
and practices.

On the other hand, a considerable number of studies stand critically against the
conception that ICT use can bring radical changes in the practice of democracy by
the major political institutions. A core argument is that, as political institutions
adapt to, and adopt the new tools at rather fast pace, ICTs will end up functioning
in the same way as other media without inducing any substantial transformations.
Another argument highlights the exploitation of ICTs by the political elites as
merely communication tools are used for the promotion of the elites’ interests.
According to this logic, parliament websites constitute the manifestation of the
parliament’s web presence rather than significant spaces for deliberation and
participation.

The two contrasting approaches that attempt to explain the role of ICTs in
democratic institutions represent the classic dichotomy in the field of Internet
studies between cyber-optimists or utopian modernists and cyber-pessimists or
dystopian pragmatists. What follows from this debate is the need to empirically
explore whether parliaments continue to use ICTs according to a monological
model, focusing mainly on providing information to the public, or according to a
more interactive model, opening up opportunities for two-way communication and
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participation at multiple levels which creates the conditions for citizens to exert
influence over the parliamentary activity.

Besides analyzing the actual use of ICTs by parliaments, it is equally important
to work within a framework of strategic planning and management and consider
the dynamics and the reasons why parliaments make different uses of ICTs. In
other words, ICT use does not occur in a vacuum; rather, it is often a result of
specific strategies elaborated at the intraorganizational level—or the absence of
such strategies. That said, before analyzing and assessing the features of parlia-
ments’ websites, it is important to examine the current status in parliaments’
e-strategy in general and parliamentary websites in particular. We now turn our
attention to the priorities and visions that legislatures have elaborated and incor-
porated in their ICT strategic planning.

9.2.2 ICT Strategic Management and Parliaments

Strategic management is defined as the integration of strategic planning and
implementation across an organization or entity in order to fulfill its mission and
objectives (Bryson 2011). The use of ICTs has recently acquired particular
importance for strategic management as a way to facilitate communication, engage
stakeholders, and improve performance (Bryson et al. 2010). For parliaments,
ICTs is a powerful tool for engaging with citizens; yet most parliaments have
come only recently to accept the need for more rigorous planning and management
of ICTs. In 2012, although three-fifths of all parliaments surveyed do have a
strategic plan for ICTs, less parliamentary bodies have a written policy statement
for ICT (36 %) compared to 2009 (43 %) (Global Centre for ICT 2012). ICT
strategic management research has revealed some of the reasons why govern-
mental organizations fail to integrate ICTs into government strategies. First,
comprehensive and effective information system planning is rare, due to factors
pertinent to the very nature of governmental organizations such as politics, interest
conflicts, legal concerns, etc. (Bryson et al. 2010). Regarding parliaments in
particular, the main factor that hinders adoption of e-strategies is their lack of
independence in determining their own budget and staff; this means that they may
be able to set their own goals, but may lack the power to achieve them (Global
Centre for ICT 2012). Another reason is cost: it is indicative that in 2012 most
parliaments (59 %) identified inadequate financial resources as an important
challenge in using ICT effectively, which holds true even for high income coun-
tries (Global Centre for ICT 2012).

A second weakness regarding e-strategy is that e-government plans focus more
on internal efficiency and less on transparency, citizen participation, and respon-
siveness (Bryson et al. 2010; Yang and Melitski 2007). This probably explains
why ‘communication with citizens’ and ‘parliamentary websites’ are the two
categories of ICT use that show the lowest e-parliament scores in 2012 (30.5 and
44.5 % respectively), together with ‘library and research services’ (43.3 %)
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(Global Centre for ICT 2012). Third, few governments report any changes that are
attributable to e-government (Bryson et al. 2010; Coursey and Norris 2008), which
renders the justification of e-government projects difficult. The last issue concerns
the potentially transformative nature of ICTs, which besides supporting or
improving existing goals and strategies can also destabilize current norms or
produce entirely novel practices (Bryson et al. 2010; Weeks and Lessing 2001).
The bottom-line is that, despite increasing ICT strategic incorporation in parlia-
mentary activity, it is not always clear with what purpose and with which effects.
Next, we focus on parliaments’ e-strategies regarding their most important plat-
form of information and communication: the parliaments’ websites.

9.2.3 Strategic Management and Parliaments’ Websites

Websites have become a crucial component of parliaments’ operation but also an
important tool for creation of a culture of transparency, openness, and account-
ability. This critical role of websites seems to be acknowledged by parliamentary
bodies; already in 2000, the Inter-Parliamentary Union (ITU) had published a
document with recommendations and standards for parliaments’ websites, the
Guidelines for the Content and Structure of Parliamentary Websites. In March
2009, this was revised and republished as Guidelines for Parliamentary Websites,
which is a manifestation of ICT strategic planning in the particular domain. The
guidelines have been used by a significant number of parliaments for designing
and maintaining their websites (Global Centre for ICT 2012).

The document is organized around six areas: (1) general information about the
parliament; (2) information about legislation, budget, and oversight; (3) tools for
finding, receiving, and viewing information; (4) tools for communication and
dialogue with citizens; (5) designing for usability, accessibility, and language; and
(6) management. A thorough study of this document shows that the primary
function of websites is (still) considered to be the provision of information, namely
a monological model of communication adhering to the one-way communication
era of web development. Although two-way communication between members
and citizens is designated as one of the goals of parliamentary websites, the space
allocated to the relevant area is limited (only one page) whereas the description is
general and rather vague. In more detail, the tools for citizen-parliament dialogue
that are recommended as a universal model for parliaments consist of (a) general
feedback (utilities for sending comments, asking questions, and contacting
members, committees, and officials) and (b) communication between members and
citizens. The latter refers to the availability of e-mail addresses or e-mail forms,
interactive tools such as blogs, online fora, e-petitions, online polling, and ‘‘testing
and implementation of new methods for citizen-parliament interaction as the
technologies emerge and as they prove useful to parliaments’’ (Inter-Parliamentary
Union 2009, p. 27). The impression that interactive communication with citizens
comes second to information provision is further strengthened by the ranking of
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the objectives for using ICT-based methods of communication: in 2012, parlia-
ments define as the most important objectives the need to ‘‘inform citizens about
policy issues and bills’’ (73 %) and ‘‘explain what parliament does’’ (70 %). The
objective to ‘‘engage more citizens in the political process’’ is ranked third (53 %),
slightly decreased compared to the 2009 survey (Global Centre for ICT 2012,
p. 37). The general conclusion from the World e-Parliament study is that despite a
general will to facilitate communication with citizens, parliaments have not yet
established policies or systems that will enable them to realize it effectively
(Global Centre for ICT 2012, p. 37).

Regarding websites, the crucial question is to what extent the existing strategic
planning is actually implemented. The 2012 World e-Parliament Report provides
an illustration of the general situation in parliament websites’ development over
time. According to this survey, parliamentary websites remain the primary means
by which parliaments make their work known to civil society, the media, and the
citizens. Information provision (regarding the parliament, legislation, budget, and
scrutiny of the government by the parliament) remains basically the same in 2012,
compared to 2009, with a small degree of improvement for some individual
functions. Regarding the tools available to users for communication, there is some
improvement in the number of parliaments that are offering a broader array of such
instruments: mobile services are clearly on the rise, whereas search engines,
webcasting, and broadcasting have also increased. Turning to citizen engagement,
however, the picture is less sanguine. While the number of parliaments in which
most or some members use e-mail to communicate with citizens increased from 78
to 82 %, members’ responsiveness to citizens’ messages decreased from 88 to
78 %. Similarly, the use of websites for seeking comments and opinions by the
public decreased (from 75 to 62 %). It is possible, however, that the project of
building an interactive relationship with citizens shifts from websites to other web
outlets: the use of social networking sites and twitter shows a great increase in the
past 4 years, and the same is true for mobile technology. Blogs, on the contrary,
seem to become obsolete as a platform for parliament–citizen communication
(down to 14 % from 22 % in 2009).

Last, one more finding of the World e-Parliament Report bears comment. In
both survey waves (2009 and 2012) there is a significant difference in the total e-
parliament score of parliaments according to their income status. Parliaments in
the high-income group are significantly ahead at all levels. What is also notable is
that ‘parliamentary websites’ is among the categories with the largest digital
disparity among national parliaments, whereas ‘communication between citizens
and parliaments’ also fluctuates according to income status, in favor of the
wealthier countries.

The data reviewed above offer an overview of the general trends but do not
provide a close and comparative view to the performance of individual national
parliaments. This study offers an evaluation of which ICT tools have been used by
the parliaments of Southern Europe, according to a typology of services offered to
citizens in parliament websites: Information provision, Bilateral interactivity,
Multilateral interactivity, and User-friendliness. In this analysis, we are
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particularly interested in ascertaining whether parliaments have moved forward in
significant ways in terms of meaningful communication and consequential inter-
action with citizens.

9.3 Research Objectives and Questions

The analysis of 2004 (Trechsel et al. 2004) showed that ICTs did not produce
large-scale and irrevocable changes in the way liberal democracy is practiced at
the national and supranational level indicating overall a rather low website stra-
tegic development. Since then we are aware that the use of ICTs is at a rather more
advanced stage than in 2004 given the growing expansion and penetration of the
Internet. So following the classic ‘S curve’, which depicts a process of diffusion
starting from early innovators to late adopters, the 2004 scores of the ‘E-Legis-
lature index’ are expected to be increased in the analyses that follow.

Nevertheless, the expected higher scores cannot be considered reliable indi-
cators of the change in the legislatures’ use of ICTs in the specific contexts. This is
because the observed higher E-legislature scores can be interpreted as a derivative
of the political actors’ adaptation to the use of ICTs, since the latter make part of
their customized everyday practices. Moreover, the present analysis, being con-
fined just to the analysis of the websites and without testing a series of other
variables related to the political and economic context of each country, cannot
produce results regarding the changes that ICTs can provoke to the nature of
politics. Despite its limitations, the present analysis can address other important
questions that will lead to crucial conclusions regarding the level of strategic
planning being implemented in parliaments’ websites.

More specifically, some of the basic questions raised in this chapter are the
following: Is there any change in the scores that measure website development (or,
in other words, the E-Legislature index) over time? How can these changes be
interpreted? Do they indicate a progress? And what is the role of ICT strategic
planning in these developments? Based on the latest research studies that were
discussed in the previous sections, we expect certain website functions to be at a
more advanced level than others. Thus far, empirical evidence shows that infor-
mation provision constitutes one of the most popular website strategies. This
eventually is claimed to make legislatures’ websites be seen as a sort of web
brochures of the parliament, its composition and activities. In this sense, ICTs are
just perceived as nothing more than another media vehicle for making parlia-
mentarians visible. On the other hand, despite their limited use, parliaments’
websites do incorporate innovative strategies in order to provide citizens with
alternative channels for participating in the decision-making process. Such inno-
vative strategies can be measured in the dimensions of bilateral and multilateral
interactivity.

That said, the central question that guides our analysis is whether the observed
changes in the use of the websites over time concern only certain dimensions such
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as information provision or they also affect other dimensions such as multilateral
interactivity. If the analysis confirms the first scenario, then we could interpret ICT
use by parliaments’ websites as another vehicle for increasing their visibility. If the
analysis confirms both the first and the second scenarios, then we could clearly
speak of a transformation based on the introduction and use of participatory and
deliberative e-strategies. The results of the analysis will also be linked to the
available information about e-strategies vis-a-vis parliamentary websites, seeking
to identify questions and directions for further research and policy development.

9.4 Methodology

The methodological technique employed for operationalizing the nature of dem-
ocratic potential by legislatures’ presence on the web was based on comparative
website analysis. More particularly, we employed structural or feature analysis
(also termed Web Sphere analysis), developed by Schneider and Foot (2004), since
it allows for a systematic study of a website’s features. Although relying on
quantitative content analysis, the principal objective of this analysis is to detect the
occurrence or absence of features (in textual or visual form) included in the
websites. Feature analysis is commonly used mainly due to its potential for
comparability, replication, and validity. The methodological instrument (code-
book) designed for the analysis of the selected legislature websites is the one that
was used in the study of 2004. Its design is based on two objectives: on the one
hand, to count the website features and assess their quality over time and, on the
other, to evaluate the basic functions, namely the information provision and
interactivity (both bilateral and multilateral), offered by ICTs.1 The analytical
process we followed was launched initially by locating the urls of the websites in
which we were interested.2 Then we used the same codebook for all websites in
order to identify whether the respective features were present or absent and we
have noted them down. The same procedure was repeated across the three different
measurements namely 2004, 2011, and 2013. For every feature that was present we
attributed one point and for those that were missing we gave zero. The overall
score for every website was the sum of all present features.

The codebook that was used for the evaluation of the selected legislatures was
structured upon four distinct dimensions: 1. Information provision, 2. Bilateral

1 For a detailed overview of the instrument and its design, see Trechsel et al. (2004).
2 The urls of the websites that we analyzed were the following: Greece: http://
www.parliament.gr (2004) and http://www.hellenicparliament.gr (2011 and 2013), Cyprus:
http://www.parliament.cy/, Italy: http://www.camera.it and http://www.senato.it, Portugal: http://
www.parlamento.pt, Spain: http://www.congreso.es and http://www.senado.es, the European
Parliament: http://www.europarl.eu.int (2004) and http://www.europarl.europa.eu (2011 and
2013).
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interactivity, 3. Multilateral interactivity, and 4. User-friendliness.3 Each of these
dimensions is composed of various features that at the end are summed up and
provide the total score for every dimension. Subsequently, the four dimensions are
collapsed into a single factor by simply adding the four scores of these dimensions,
which is named ‘E-Legislature Index’. These dimensions are briefly presented here
since they will be more extensively discussed in the following section where the
results are outlined.

Starting from the first dimension, ‘Information Provision’ assesses the degree to
which the respective parliamentary website provides general information con-
cerning the parliamentary activities, links and news, information about the
everyday life and political activities of the MPs, information about parliamentary
committees, and legislative and parliamentary debates. The second dimension of
‘Bilateral Interactivity’ measures the extent to which users are provided with
general contact information, including the email addresses of the webmasters/
content managers, parliamentary staff dealing with general inquiries and of course
MPs. In other words, in this dimension we look for features or functions that allow
for an electronic communication between citizens and members (or services) of
the parliament. ‘Multilateral interactivity’, which is the third dimension, indicates
whether extra interactive functions are present in the websites, such as the pos-
sibility to provide feedback online on various issues, the existence of an online
forum or blogs, and the number of entries or comments (and whether these are
archived). In addition, any other form of consultation or feedback procedures are
considered functions that allow a multilateral interactivity to take place through
the parliament website. Finally, the fourth component, which we call ‘User-
friendliness’, measures the ease of access and navigation of the website as well as
the degree of the design sophistication. Some common user-friendly elements of a
website may include general and specific search facilities, sitemaps, content
indexes, FAQs, the proportion of dead-links, multilingual facilities, etc.

As this analysis focuses on the dimensions of ICT use that most clearly oper-
ationalize the two dominant theories about e-governance, the component of ‘User-
friendliness’ is not discussed in detail in the presentation of the results. The
respective scores, however, are included in the analysis and are shown in the
tables, as these scores are added to the scores of the other three dimensions to
produce the aggregated E-Legislature index. ‘User-friendliness’ features were
designed in 2004 and, as a consequence, some of these are seen as outdated in
2013 due to the evolution of the webpages’ design and interface. For example, the
presence or absence of a scroll button may not indicate anything important pres-
ently since there are various other formats that can be used in order to easily
navigate through a lengthy page. For this reason, and without altering the initial
features used to evaluate ‘user-friendliness’, we have gathered the respective data
and inserted it in the analysis but we have sought not to insist on discussing it
further.

3 The full codebook used for the analysis can be found in the Annex of this chapter.
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In the study of 2004, the number of legislatures analyzed was 38. This included
fourteen unicameral systems and twelve bicameral systems, analyzing both upper
and lower chambers. This number of legislatures corresponded to fifteen EU
member states, ten accession countries (at that time), and the European Parliament.
In this analysis we have sought to focus—mainly due to administrative and
resource impediments—on some of those cases. These are the parliaments in
Greece, Cyprus, Portugal, Italy, Spain, and the European Union. Of those only
Italy and Spain have two chambers. These cases (except for the European Par-
liament) belong to Southern Europe, a region with distinct historical experience
and resembling political and socio-economic characteristics to an extent that it is
fair to claim that they form a ‘‘Southern’’ model. Some of these characteristics may
refer to their similar media systems, which Hallin and Mancini (2004) classify in a
broader category known as ‘‘Mediterranean or polarized pluralist model’’ in
opposition to the ‘‘democratic corporatist’’ model that describes the media systems
of northern and Central European states (e.g. Austria, Belgium, Denmark, Ger-
many, etc.). The ‘‘Mediterranean model’’ is characterized by centralized and
strong state intervention in media systems that are rather used instrumentally by
the government, political parties, and industrialists. Moreover, states classified in
this model have an elite politically oriented press, organized pluralism in a
coherent manner based on the strong role of political parties, the prevalence of
advocacy journalism, clientelism and, finally, a high degree of ideological diver-
sity and conflict which derives from the delayed development of liberal institutions
(Hallin and Mancini 2004).4 In addition, the selected countries have similar
administrative cultures mainly due to certain similar cultural values. Administra-
tive culture can provide an appropriate context for understanding the ways in
which public institutions are organized. One common major characteristic that can
be distinguished in our cases refers to the presence of a heavy bureaucratic
administrative structure in which the citizen is traditionally regarded as a passive
entity (Kickert 1997; Torres 2004). Another commonality that characterizes the
selected cases concerns the level of Internet penetration. According to the latest
measurement (2012) by the Internet World Stats,5 Internet penetration (% in
population) shows that the selected countries are all below the EU average (EU:
73 %)6 while sharing similar rates (Spain: 67.2 %, Italy: 58.4 %, Portugal:
55.5 %, Greece: 53 %, Cyprus: 57.7 %).

The similarities between these countries have become more obvious with the
advent of the financial crisis in Europe, which provided the opportunity to redefine
common systemic political, cultural, and economic aspects among the countries of
Southern Europe. Based on such premises, it makes more sense to compare these

4 Despite the fact that Cyprus is not included in the analysis of Hallin and Mancini, the
characteristics of the country’s media systems outlined by other studies (e.g. Sophocleous 2008)
clearly conform to the criteria of this model.
5 Accessed at: http://www.internetworldstats.com/stats4.htm#europe (22/04/2013).
6 Accessed at: http://www.internetworldstats.com/stats9.htm (22/04/2013).
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countries regarding the website development of their legislatures since according
to the literature the level of the economy has an effect on the implementation (or
not) of certain e-strategies. In our sample of cases, we also include the European
Parliament since according to the analysis of 2004, this is considered to be a
benchmark in the field. Moreover, given the obvious differentiation between the
European Parliament and the rest of the cases, the score of the European Parlia-
ment is interesting to observe in combination with the other cases, since according
to Ward and Gibson (2009) it is more probable ‘‘to observe greater and more
innovative uses of Internet technology in contexts with relatively fragmented and
less trusted media systems, high Internet penetration rates, along with decentral-
ized, personalized, and less fixed political systems’’ (p. 36). In our sample, the
legislature that combines all these attributes is the European Parliament given its
lack of a coherent media system and its decentralized or, in fact, ‘‘sui generis’’
political form.

The measurement of the selected websites’ development has taken place at
three instances. The first was in 2004, the second in 2011, and the third in 2013. In
all three measurements, the websites are evaluated based on the identical codebook
that is structured upon the four dimensions described above. The three measure-
ments add a diachronic aspect to the analysis aiming at allowing us to detect
whether there is a change in the use of ICTs as manifested in the parliaments’
websites, to specify the intensity of any change, as well as the pace of change
(whether it is gradual and steady or sudden). Finally, the results are assessed in
light of parliaments’ e-strategy regarding their websites.

9.5 Results and Discussion

Before going into detailed descriptions of the E-Legislature scores (E-Leg), it is
worth remembering the overall picture of the legislatures’ website analysis that
emerged in 2004. Table 9.1 presents the ranking of the websites of the 25 national
legislatures (15 based on EU members states [EU-15] and the 10 Accession
countries [AC-10]) based on the averages of the E-Leg scores expressed in
percentages.7

According to Table 9.1, the websites of the European and Greek Parliaments
belonged to the group of countries with the highest E-Leg scores, which were
above 60 %. Actually the European and Greek parliament had between them just
2 % of difference and they held respectively the second and third best scores in the
overall ranking. At a slightly lower position stood Italy, with an E-Leg score lower
by 11.5 % from Greece, yet still high as this was higher than the average EU-15
score. Portugal and Spain were more or less at the same position, with Portugal

7 The produced scores were re-scaled from 0 to 100 and in this way the ‘E-Legislature Index’ is
displayed as a percentage (%).
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being at the 13th and Spain at the 15th position in the overall ranking. Their scores
nevertheless were considered to be low as they were lower than the average of the
EU-15. Nonetheless, both countries scored higher than the overall E-Leg mean
score of 2004 (47.7 %). At the last position of the 2004 ranking we find Cyprus,
with a score lower than all aggregate means (e.g. AC-10), indicating the very
starting phase of the legislature’s web presence.

Since the E-Legislature scores of the selected parliaments’ websites provide a
basic snapshot of the web presence of the legislatures, we present in Table 9.2 the
average scores of the selected cases at the three different measurement instances in
order to observe the variation between them.

As we observe from Table 9.2, the 2011 and 2013 analyses produced changes
in the average E-Leg scores of the selected legislatures. Portugal appears at the
first position since it has achieved the biggest progress of all (+28 %) since 2004,
despite a small reduction that is observed between 2011 and 2013. The Cypriot
parliament’s website shows the second highest progress of 10.6 % across the three
measurements. This progress has been achieved between 2004 and 2011 since after
this point the score remains the same. However, despite this progress, Cyprus’
legislature’s overall score still keeps it at the last position of the selected cases. An
equally notable progress is manifested in the case of Spain. Spain’s upper and
lower chambers show a progress of 10.1 % since 2004, which seems to be in
ascending trend. Italy and the European Parliament manifest both a total progress
of 0.7 % among the three measurements, although the European Parliament score

Table 9.1 E-legislature index (in %) in 2004
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has started decreasing between 2011 and 2013; the same goes for Italy but to a
smaller extent. The only parliament’s score that shows a steady decrease since
2004 is Greece’s which overall manifests a decrease of 9.5 %. Even with this
reduction, Greece still holds the third position among the selected cases.

Despite the observed changes, the variations in the E-Leg scores8 of the six
cases between 2004, 2011, and 2013 do not turn out to be statistically significant
(H 2ð Þ ¼ 1:995, p ¼ 0:369).9 Nevertheless, this does not prevent us from trying
to further explore the changes that have occurred. Table 9.3 provides a summary
of all the scores for every selected case at the three measurement instances, broken
down into their components.

9.5.1 Information Provision: A Steady but Expected
Progress

As we observe from Table 9.3, Italy and Greece in 2004 held the highest scores in
this dimension. Next was the EP with a score of 78.3 %, followed with a small
difference (74.8 %) by Spain. Portugal had a score of 63.7 %, below the overall
mean, and Cyprus came last with the lowest score (50.4 %). However, as
Table 9.3 shows, things have changed in 2011 with the EP being at the first
position, achieving the biggest progress of 18.6 %. The rest of the countries

Table 9.2 E-legislature index (in %) of the EP, Cyprus, Greece, Italy, Portugal, and Spain
legislatures in 2013, 2011 and 2004
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8 The Cronbach coefficient of the E-Leg index is 0.818, which shows a consistent scale index.
9 In order to measure whether there was any significant variance of the means across the three
measurements, we have used a nonparametric test (Kruskal–Wallis H Test) due to the non-
normality of our data.
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remained at the same order, except for a slight difference: Greece surpassed the
Italian score by 3.4 %. Hence all information provision scores are increased in
2011 with a range of 8.8 % (Italy) to 18.6 % (European Parliament). This even-
tually is depicted in the overall mean of the six countries that has increased by
12.4 % since 2004. A similar picture is observed in the latest analysis of 2013, in
which the European Parliament preserves its high score (96.9 %) along with
Greece (91.4 %). Portugal is the only case that keeps raising its score in this
dimension by 8.7 %. On the contrary, Cyprus, Italy, and Spain did not manage to
sustain their scores at the level of the 2011 measurement noting reductions of 5.9,
1.6 and 3.5 % respectively. The overall means between the three measurements
differ and their differences are statistically significant (H 2ð Þ ¼ 6:625,
p ¼ 0:036). In Graph 1 we can observe that the significant difference is observed
between 2004 and 2011. Moreover, the direction of the means as well as the
standard deviation of the six scores show that for the selected legislature bodies the
provision of information is an important task of their website development. Since
2004, all legislatures have invested further in this dimension by providing more
developed types of information online. This result is rather expected, taking into
account that this dimension is classified among the most preferred online strategies
of legislatures (Global Centre for ICT 2012).

At this point, it is worth reviewing briefly the type of information provided
through the websites. This dimension contains five subcomponents namely
‘General information’, ‘Information on MPs’, ‘Information on Committees’,
‘Information on legislation’, and ‘Information on debates’. The first one measures
the general information provided at the website of the Chamber such as its history,
news, virtual views of the parliaments’ building, etc.). ‘Information on MPs’ refers
to the lists of the members of the parliament and how they are presented (by
constituency, political group, gender, etc.), the issues they discuss, the terms and

Table 9.3 E-Legislature Index (%) broken down into its components for each country in 2004,
2011 and 2013

Information
provision

Bilateral
interactivity

Multilateral
interactivity

User-friendliness

Countries 2004 2011 2013 2004 2011 2013 2004 2011 2013 2004 2011 2013

European
Parliament

78.3 96.9 96.9 100 100 100 27.3 27.3 18.2 62.5 68.8 50

Cyprus 50.4 64.2 58.3 28.6 57.1 57.1 0 0 0 31.3 31.3 37.5
Greece 79.3 91.9 91.4 100 85.7 71.4 18.2 18.2 9.1 62.5 50 50
Italy* 79.7 88.5 86.9 71.4 85.7 92.9 9.1 9.1 9.1 53.1 56.3 50.2
Portugal 63.7 80.9 88.7 71.4 100 85.7 0 63.6 72.7 50 62.5 50
Spain* 74.8 86.4 82.9 50 85.7 57.1 18.2 4.6 9.1 40.6 46.9 65.6
Mean 72.6 85 84.3 67.9 85.7 77 12.5 17.1 22.5 50 52.3 52.3
Standard

deviation
11.8 9.8 11.7 26.2 13.2 18.6 13.7 20.9 22.5 12.5 14.5 10

*The scores of Italy and Spain are the average means of the two chambers
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conditions of their employment, etc. ‘Information on Committees’ measures the
provision of relevant information on parliamentary committees’ lists, members,
contact details, proceedings audiovisual facilities, etc. Similar to this is the
‘Information on legislation’, which is focused on information related to ongoing,
pending, and passed legislation, archive and search facilities, etc. Finally, the last
component concerns the ‘Information on debates’ which refers to the schedule, the
audiovisual facilities for attending them, their transcribed text, etc. The most
popular of these subcomponents is the ‘Information on legislation’ that shows a
steady increase along the three measurements among all cases, having the highest
score in 2013 (94.6 %) and, at the same time, the highest score of all the other
subcomponents. The rest of the subcomponents show a progress from 2004 to
2011, yet a slight decrease between 2011 and 2013. However, none of these
variations are significant except for the ‘Information on MPs’ (H 2ð Þ ¼ 6:849,
p ¼ 0:033). It seems that the information provided on MPs (biographies, personal
webpages, emails, their votes, etc.) was considerably increased from 2004 to 2011
by 15.4 % and then decreased by 4.8 % in 2013. This shows a tendency toward a
transparency of the actions and presence of the members of the parliament, but at
the same time it can be another way for promoting themselves. The decrease might
be attributed to the high number of new members that entered the parliaments,
since all measurements (apart from the European Parliament) took place maximum
almost a year after elections in every country. For this reason it might require more
resources and effort to insert the requested type of data.

In sum, we would claim that the dimension of ‘Information Provision’ is one of
the most developed among the selected countries’ legislatures and in a way the
potential for development of this dimension was already obvious since 2004. The
selected legislatures opted for investing additional strategies for increasing the

Graph 1 Information Provision scores across the three measurements
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provision of information to the citizens, thanks to the introduction of audiovisual
facilities through which users can watch, listen, and search among the archived
files of the debates and the parliamentary committees’ workings. As far as the
other types of information offered, these were also kept at high levels; this is
hardly surprising since such information is rather static and does not require
constant updating.

9.5.2 Bilateral Interactivity: An Upward but Unsteady Trend

The scores in the dimension of bilateral interactivity indicate the presence and
utility of online techniques that permit the interaction between two parties, namely
the members (or staff) of the Parliament and citizens. This component is consid-
ered important in order to address whether ICTs have transformed the practice of
democracy, since a higher score would show the intention on the part of the MPs to
establish a two-way communication with citizens and, in a way, institutionalize
their direct interaction. The 2011 overall mean score of the six cases is 85.7 %
presenting an increase of 17.8 % since 2004 and a decrease again of 8.7 % in
2013. Yet despite this observed variation, this is not statistically significant
(H 2ð Þ ¼ 2:161, p ¼ 0:339).

The results indicate that the selected parliaments and their members have taken
advantage of the use of online tools that facilitate their bilateral communication
with citizens. Turning to the scores of each country separately, what we need to
underline is that first the EP is the only legislature that preserves the same score
and this is because this was the highest possible (100 %). This stability at high
standards can be explained by the fact that once the top score is achieved in this
dimension, it is rather easy to preserve it. The reason is related to the fact that
email addresses are relatively easy to upload, and once they appear in the website
they do not require constant and regular updating, unlike parliamentary debates or
updates of legislative drafts. However, this is not confirmed in the case of Portugal
that hit the highest score of 100 % in 2011 but did not manage to preserve it in
2013 since it is reduced by 14.3 %. The Portuguese legislature appears to have
invested a lot in this dimension which is reflected in the provision of the email
addresses of almost all of its MPs. What, however, seems to be unstable is the
provision of contact details of the website administrators that would allow an
interaction with the website users. Italy, as the aggregate score of its two cham-
bers10 shows, had the highest progress across the three measurements (21.5 %). It
is also noticeable that in 2013 both the upper and lower chambers have the same
score in this dimension, which is actually very high (92.9 %), and brings Italy at

10 The score of these two bicameral legislatures is the aggregate mean of both chambers
following the original study of Trechsel et al. (2004, p. 13).
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the same highest position after the European Parliament. The constant progress is
attributed to the fact that nowadays the members of the ‘Senato’ and the ‘Camera’
have acquired email addresses, in contrast to 2004.

Cyprus is another legislature that has manifested a great progress, like Italy.
More specifically, its score in 2011 (57.1 %) is increased by 28.5 % since 2004
and remained stable in 2013. This is again explained by the introduction of the
email addresses of the majority of MPs and the provision of contact details of
officials which can be used by interested citizens to address inquiry requests. It is
noteworthy that in 2004 Cypriot MPs’ email addresses did not exist at all. How-
ever, despite this progress, Cyprus’ legislature still remains at the last position of
the ranking of the six countries. Spain also shows an increase in the aggregate
score of its chambers by 9.1 %. The upper chamber preserved the same score as in
2011 (76.9 %) and while the lower chamber in 2013 has the same score this is
because it is preserved since 2011. The reduction in the score of the lower chamber
is due to the removal of facilities that were allowing users to comment on the
website which is in a way counterbalanced by the provision of the personal
webpages of the majority of the MPs. Yet, the overall picture for Spain shows an
unstable development, as its scores boosted between 2004 and 2011 (from 50 % to
an impressive 85.7 %), only to revert to a modest 57.1 % in 2013. The same
pattern, but less acute, can be noted in the case of Portugal (again with a boost to
100 % in 2011 and a backslide to 85.7 % in 2013).

The only country that had its score reduced after 2004 (in total by 28.6 %) is
Greece. Greece’s legislature in 2004 was among the most developed and used to
have the highest score in bilateral interactivity, equalizing the EP. The reduction in
its 2011 score is explained by the removal of links and contact information of
officials who could provide the public with general information. It should be
underlined that the website of the Greek legislature underwent a reform in 2010
which resulted in the removal of certain aspects. The further reduction that was
observed in 2013 is attributed to the absence of the provision of links to the
personal webpages of most MPs, and contact facilities with the webmaster or other
services where users can submit their complaints. However, although the Greek
parliament follows a descending direction after 2004, it is still preserved at high
levels (71.4 %).

Overall the mean scores of bilateral interactivity (Table 9.4) show that this has
become the second most popular e-strategy by the selected parliaments. This
finding is confirmed also by other empirical studies, which point out that political
and parliamentary communication is facilitated and becomes more important
through the use of emails (Dai 2007b). Apart from the importance of the email
addresses, this analysis brings to the fore another popular strategy that legislature
websites have adopted and this is the introduction of a link or an email address of
an official with whom the public could come in contact for submitting various
queries.
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9.5.3 Multilateral Interactivity: Between Stagnation
and Retrogression

Multilateral interactivity is the most important indicator of the level of e-
democracy since a high score in this dimension indicates a shift toward
strengthening the bottom-up style of communication and, in effect, the deliberative
aspects of citizen participation. A high degree of multilateral interactivity or even
a change in this score can indicate a change in power relations, because the insider/
outsider dichotomy in the communication process can be overcome, manifesting
less hierarchical relationships between MPs and citizens and increased levels of
interest and participation from citizens in their communication with representa-
tives (Vincente-Merino 2007). Many researchers even link voters’ apathy with
limited multilateral interactivity provided by parliament websites (Dai 2007b). In
2004, the countries that held high scores in multilateral interactivity were Germany
(72.7 %), Denmark (45.5 %), France, and Poland (27.3 %), compared to the
overall 2004 mean (13.6 %), which was evidently low. This was explained by the
fact that nine legislatures had scored zero among which are Cyprus and Portugal.
The low scores in this dimension indicated that a more participatory and delib-
erative style of democracy was still in its infancy in 2004. The lack of provision of
more deliberative tools in the parliamentary websites at that time could also have
been associated to citizens’ ignorance of such possibilities or even their lack of
familiarity in the use of modern mediated forms of interaction with their repre-
sentatives in parliament.

Table 9.5 presents graphically the scores of the six cases across the three
measurements.

Table 9.4 Bilateral Interactivity
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As we see in Table 9.5, the Portuguese legislature is the only case that has
achieved a progress of 72.7 % since 2004, which is actually its proper score. This
has not only positioned it first in the overall ranking of the six cases but it also
brought it at the same position with the German Bundestag in 2004 (72.7 %). This
change is explained by the introduction of a variety of interactivity techniques11

while the introduction of an online forum or interactive blogs with an archive of all
entries can be seen as the most crucial factor. It can be said, then, that in the case of
the Portuguese legislature, ICTs have been utilized to such an extent that delib-
eration and participation have been the primary goals. Portugal is followed by the
European Parliament whose score (18.2 %) appears reduced in 2013 compared to
the other two measurements. The reduction of 9.1 % is explained by the removal
of facilities through which users could receive feedback. Greece and Italy are
found in the third place. Italy’s score has remained stable across the three mea-
surements (also in both chambers), while Greece had its present score (9.1 %)
reduced since 2011 by 9.1 %. This is attributed mainly to the removal of inter-
active facilities through which citizens could receive feedback from other users or
from the parliament’s officials.

As we observe from Table 9.5, the Spanish aggregate score in multilateral
interactivity fell in total by 9.1 % indicating the removal of interactivity tech-
niques from the websites of the two chambers. This is explained by the modifi-
cations occurred in the website of the upper chamber. Its score in 2004 was 36.4 %
and in 2011 9.1 %, dropping by 27.3 %. Although in the Senado website extra
interactive functions were added, such as the possibility to provide feedback online
on various issues, the removal of the online forum and its archived entries has
caused the score reduction. The score increased in 2013 by 18.2 % since there
were facilities and guidelines that enabled submitting comments and feedbacks

Table 9.5 Multilateral Interactivity

Portugal (+9.1)

EP (-9.1)

Greece (-9.1)

Italy (0)

Spain (-9.1)

Cyprus (0)

Mean (+8.7)

0 50 100

72.7

18.2

9.1

9.1

9.1

0

21.2

63.6

27.3

18.2

9.1

4.6

0

17.1

0

27.3

18.2

9.1

18.2

0

12.5

2013
2011
2004

11 Such as guidelines for submitting feedback online or enquiries, links to other consultation
exercises outside the Parliament, e.g. blogs, etc.
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online. The lower chamber had 0 score which was preserved also in 2011 and
2013. Finally, in the last place we find Cyprus which maintained its ranking
position as last with a 0 % score, reflecting the absence of any intention what-
soever to invest in the potentially most important website function of democratic
practice online.

In summary, the overall mean score in multilateral interactivity of the six selected
countries has been increased by 4.6 % which accounts for Portugal’s progress and
Spain’s score reduction. As we saw the rest of the scores remained stable. Despite its
small increase, this is not statistically significant (H 2ð Þ ¼ 0:106, p ¼ 0:949) and
the overall mean indicates that the six selected legislatures provide their citizens
with limited opportunities to participate in an online forum or any other form of
consultation or feedback procedures. Consequently, this is interpreted as providing
limited opportunities for citizens’ participation and deliberation following more or
less the same trajectory as in 2004.

9.6 Conclusions

This main objective of this study was to examine how the websites of the par-
liaments of Southern Europe develop over time and whether the observed changes
signal a reinforcement of the interactive and deliberative elements of websites,
marking a shift toward an e-strategy oriented to increased reciprocity between the
representatives and the represented.

The results emerging from the analysis of the legislatures of the selected six
cases allow us to come up with three main conclusions. First, the analysis revealed
a rather clear pattern of dual tracks in terms of ICT use, confirming previous
studies that speak about two discrete electronic trajectories: e-government and e-
governance (Calista and Melitski 2012). In the particular case of legislatures, the
results indicate that the most popular dimensions in which the majority of the
selected legislatures invested are ‘Information Provision’ (84.3 %) and ‘Bilateral
interactivity’ (77 %) (see Table 9.3), whereas ‘Multilateral Interactivity’ is much
lower (22.5 %). In fact, all countries, except Portugal, have worse scores in
multilateral interactivity at present, or, at best, remain at the same level (Italy). In
other words, ‘Information Provision’ follows a steady but expected progress,
‘Bilateral Interactivity’ shows an upward but unsteady trend, whereas ‘Multilateral
Interactivity’ fluctuates between stagnation and retrogression.

In regard to our main research question, these findings indicate a tendency of
the parliaments to avoid taking greater risk of opening up their practices to the
public. Such outcomes coincide with other empirical findings that underline the
preference of various legislatures to invest in information provision rather than in
interactivity and engagement of citizens (Dai 2007a; Dai and Norton 2007;
Vicente-Merino 2007). Certainly, the importance of providing high-quality
information and services to citizens should not be underestimated, because
demand for e-government (which is created by the availability of resources) is a
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very good predictor of e-participation (Reddick 2011). Still, the high means in the
component of information provision and bilateral interactivity in combination with
the low scores in multilateral interactivity can be interpreted in terms of a rather
consumerist approach as to the use of ICTs that is adopted by the selected leg-
islatures. This manifests that there is no proper investment in using truly partici-
patory techniques (cf. Coleman 2006). This is also supported by the fact that even
in components measuring ‘information provision’, there are basic elements
missing, such as links to political parties, social movements, or sites of counter
information that would give rise to a non-antagonistic conception of democracy in
which ‘‘the political is institutionally insulated from wider flows of power’’
(Coleman 2009).

Second, the overall picture of the e-Legislature achievements over time is one
of volatility and discontinuity rather than of a continuous linear growth. This is
evident from the aggregate scores of the six countries (Table 9.2), which show that
four out of the six countries have increased their index, but one (Greece) has
considerably decreased and another one (EP) remains practically at the same level.
Furthermore, in all cases but Greece, a forward shift can be noted between 2004
and 2011, but a (small) backward shift between 2011 and 2013 (except for Spain
which has practically stayed at the same level). This contradicts the idea of a
smooth and steady progress in utilization of ICTs, at least as far as institutions of
representation are concerned (cf. Calista and Melitski 2012). In addition, it re-
confirms the argument made by Trechsel et al. (2004), who underlined that the
major reason for a parliament’s website development lies in the choices of strat-
egies by political actors independently of the ICT development and evolution. This
finding opens up questions for further research in terms of strategic management.
For instance, to what extent are these outcomes a result of e-strategies in place—
or, possibly, the absence or underdevelopment of them? Is this discontinuity a
result of an ambivalent strategic planning or are the challenges mainly at the level
of implementation? Further study of parliaments’ ICT strategic management could
reveal how the observed ICT practices actually come about and which appropriate
policy interventions can be elaborated in the future.

Potential explanations for limited levels of interactivity may be time-related,
since there is a lack of time for maintaining a highly interactive website, and also
training-related, since many MPs seem reluctant to use and learn how to use more
sophisticated Internet tools (Dai and Norton 2007). In terms of strategic man-
agement, available data shows that multilateral interactivity is less developed in
the policy document that sets guidelines and priorities for parliaments’ website
development, suggesting that there is room for ICT strategic responses already at
the level of planning. Yet, more targeted research is required in order to establish
the link between ICT planning and actual performance in the case of legislatures.

Furthermore, there is another implication following from the study’s findings at
the methodological level, namely the importance of distinguishing between dif-
ferent components of ICT use when analyzing websites, instead of just using
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aggregate measures that tend to obscure particular but significant differences.
The current analysis is limited in terms of a significant aspect: the fact that the

research design used, although allowing comparison over time, does not include
newer tools of ICTs that are increasingly adopted by institutional and individual
political agents alike. These are social networking tools (such as Facebook and
Twitter) that show an impressive penetration in e-politics in general. This means
that it is possible, and this should be the focus of future studies, that the two-way
interaction between representatives and citizens is being relocated, moving away
from institutional websites to semi-public online spaces, with yet unknown effects
for the quality of democracy. This assumption is supported by the latest survey
results regarding e-parliaments, showing that that the use of social media is clearly
on the rise.

Last, as a final concluding remark, this study strengthens the assumption that, at
least for the countries of Southern Europe, there is an identical relationship
between the virtual space and the physical place of the Parliament as an institution
(Coleman 2009). Especially in the crisis-stricken countries of Southern Europe, the
physical space of the Parliament has come to resemble a fortress, entrenched with
barriers to fence off citizens demonstrating against what they now see as a symbol
of domination, according to the images that flood more and more often our
computer and television screens. The lack of genuine and consequential interac-
tivity can be seen as a type of online barrier, fencing citizens off what goes on
inside the parliament. As long as this continues to be true, the online reality cannot
be seen in more promising and transformative terms.

Analysis of Legislatures’ Websites

Background Information

Name of analyst

URL of legislature
Legislature analyzed (mark with x) Upper chamber

Lower chamber
Date of analysis Start: Finish:

Content

General (1 ¼ yes; 0 ¼ no)

1. Is there a general introduction/overview of the Chamber?
2. Does it have a weekly newsletter/bulletin?
3. Does website provide an online virtual tour/panorama of the parliament/senate?

(continued)
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(continued)
4. Is there a ‘what is new’ or a ‘what is on’ section?
5. Can you see when the site was last updated?
6. When was the site last updated? (number of months ago)
7. Are there any statistics regarding the number of hits of the website?
8. If so, how many hits has the website received? (non-dichotomous)
9. Is there a link to other, devolved or regional, assemblies?
10. Is there a link to the European Parliament?
11. Are there links to other legislatures?
12. Is there a press (or media) section?
13. Is there a ‘recreational’ section (e.g. games, quizzes)?

Members of Parliament/Senate (1 ¼ yes; 0 ¼ no)

1. Is there a guide (e.g. factsheet or summary) on the role of members?
2. Is there a list of members?
3. Is there a list by constituency?
4. Is there a list by political group?
5. Is there a list by gender?
6. Does it include biographies?
7. If so does this apply to the majority of members?
8. Does it include email addresses?
9. If so do most members have an email?
10. Does it include links to personal website?
11. If so do most members have a personal website?
12. Does it include interventions from members?
13. If so does this apply to interventions from most members?
14. Can you find out how members have voted on particular issues?
15. Can you find out general information about the pay and conditions of members?

Committee Information (1 ¼ yes; 0 ¼ no)

1. Is there a guide (e.g. factsheet or summary) on the role of committees?
2. Is there a list of committees?
3. Is there a list of members of committees?
4. Is there a list of committee publications/reports?
5. Is there a timetable for future committee meetings?
6. Are there any contact details?
7. Is there an audio link to committees?
8. Is there a video link to committees?

Legislation (1 ¼ yes; 0 ¼ no)

1. Is there a guide (e.g. factsheet or summary) to the legislative process?
2. Is there a list of pending or ongoing legislation?
3. Is there an index list of pending or ongoing legislation (e.g. alphabetical or thematic)?
4. Is there a search facility for pending or ongoing legislation?
5. Is there a list of legislation passed?
6. Is there an index list of passed legislation (e.g. alphabetical or thematic)
7. Is there a search facility for legislation passed?
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Parliament/Senate debates (1 ¼ yes; 0 ¼ no)

1. Is there a Parliament/Senate debates schedule?
2. Is there a facility for accessing online the full text of debates?
3. Are these archived?
4. Is there an Audio facility to listen to debates?
5. Are these archived?
6. Is there a facility to watch live video of debates?
7. Are these archived?

Interactivity

General (1 ¼ yes; 0 ¼ no)

1. Is there a ‘contact information’ section?
2. Is there an email link to webmaster/web content manager?
3. Is there any facility to receive news and latest information through registration of email
address (e.g. subscription)?

Feedback/Comments (1 ¼ yes; 0 ¼ no)

1. Are there any guidelines for submitting feedback or enquiries?
2. Is there a facility for notifying webmaster of website problems?
3. Is there a facility for commenting on the website?
4. Is there a link to an office or responsible official for making general (e.g. political) enquiries?
5. Can feedback on issues be given online?
6. Can citizens suggest new discussion/issue?
7. Is there a link to an Ombudsman (official/office that investigates complaints from members
of the public about government)?

Consultation/Participation (1 ¼ yes; 0 ¼ no)

1. Are there any online opinion polls?
2. Is there any attempt to link with other consultation exercises outside the Parliament/Senate?
3. Is there an online forum?
4. If so how many issues are being discussed? (non dichotomous)
5. Are any of the online forums archived?
6. Indicate the total number of interventions in the forums? (non dichotomous)
7. Is there any attempt to link with other discussion groups outside the Parliament/Senate?

Usability

(1 ¼ yes; 0 ¼ no)

1. Is there a FAQ (Frequently asked questions) section?
2. Is there a general search facility?

(continued)
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(continued)
3. Are there separate search facilities for specific sections of the site?
4. Is there a site map?
5. Is there a content index?
6. Is there an A–Z index?
7. Does the homepage have a lengthy scroll? (If you print the homepage on A4 paper
does it contain more than two pages, if so then website contains a lengthy scroll)
8. Did you come across any dead links?
9. If so how many? 1–3 +3
10. Is there any information or special facility for difficult to reach groups such as
children?
11. Is there a text only version of the website?
12. Is there a ‘help’ or ‘how to use website’ section?
13. Is there information in any other language?
14. List languages
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Chapter 10
Consulting the British Public in the Digital
Age: Emerging Synergies and Tensions
in the Government 2.0 Landscape

Shefali Virkar

Abstract Over the last two decades, public confidence and trust in government
has declined visibly in several Western liberal democracies owing to a distinct lack
of opportunities for citizen participation in political processes, and has given way
instead to disillusionment with current political institutions, actors and practices.
The rise of the Internet as a global communications medium has opened up huge
opportunities and raised new challenges for government, with digital technology
creating new forms of community, empowering citizens and reforming existing
power structures in a way that has rendered obsolete or inappropriate many of the
tools and processes of traditional democratic politics. Through an analysis of the
No. 10 Downing Street ePetitions Initiative based in the United Kingdom, this
chapter seeks to engage with issues related to the innovative use of network
technology by government to involve citizens in policy processes within existing
democratic frameworks in order to improve administration, reform democratic
processes and renew citizen trust in institutions of governance.

Keywords e-Democracy � Digital democracy � e-Consultation � e-Petition �
Democracy � Governance

10.1 Introduction

During the last two decades, there has been increased questioning of traditional
democratic politics in Western liberal democracies, largely due to a decline in and
a lack of opportunity for public participation in these processes. Such concerns are
largely thought to be embodied in (amongst other phenomena) low voter turnout
during elections; a trend particularly noticeable amongst young people where only
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half of those eligible to vote actually do so (The Electoral Commission Report
2005). This is especially worrying and problematic for governments, as it speaks
of growing political apathy and a broader, more general disillusionment with
current political institutions, actors and practices. Whilst it is impossible to
comprehensively untangle all the reasons for the decline in civic participation in
these countries, there is little doubt that many citizens feel distanced from any
sense of political relevance or power, often under the impression that not only will
their votes and individual voices be drowned out in the clamor of the crowd, but
that the rules which govern their daily lives are drawn up by politicians and
bureaucrats whom they will never meet and who are usually extremely difficult to
contact (Eggers 2005).

Leading commentators have described the political processes and institutions
integral to Western democracies as undergoing what has been variously described
as ‘a crisis of legitimacy’, a ‘credibility crisis’ or a ‘crisis of democracy’
(cf. Habermas 1985, Archibugi and Held 1995), and are fast reaching agreement
that the fundamental flaw lies in traditional decision-making practices which are,
in their current form, often democratically inadequate as they fail to provide
extensive and relatively equal opportunities for citizens, communities and groups
to contribute towards the shaping of decision-making agendas (Sclove 1995). The
focus of discourse and scholarly activity, both in academic and policy circles, has
thus gradually shifted away from a more centralized, top–down conception of
‘government’—those formal institutions and processes which operate at the level
of the nation state to maintain public order and facilitate collective action (Stoker
1998)—towards the notions of ‘governance’, an idea which, while traditionally a
synonym for government, has been captured in recent theoretical work as signi-
fying ‘a change in the meaning of government referring to a new process of
governing; or a changed condition of ordered rule; or the new method by which
society is governed’ (Rhodes 1996, p. 652). Governance is thus seen to be ulti-
mately concerned with crafting the conditions for ordered rule and collective
action, or ‘the creation of a structure or an order which cannot be externally
imposed, but which is the result of the interaction of a multiplicity of governing
and each other influencing actors’ (Kooiman and Van Vliet 1993, p. 64), and is
thus a conceptual way of capturing shifts in the character of political rule which
has been stretched to encompass a range of different transformations including an
emphasis on drawing citizens and communities into the process of collaborative
participation in political processes and the creation of new forms of governable
subjects (Newman 2005).

10.2 Dis(connected) Citizenship? An Exploration
of Key Concepts

The idea of governance, and by extension e-Governance, may therefore be said to
comprise of two distinct but complementary elements: that of e-Government—
which encompasses all the formal institutional and legal structures of a country,
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and e-Democracy—which can be said to refer to the participative and deliberative
processes which operate within those structures (Virkar 2007). Broadly speaking,
on the one hand, e-Government itself may be divided into two distinct areas:
(1) e-Administration, which refers to the improvement of government processes
and to the streamlining of the internal workings of the public sector often using
Information and communication technologie (ICT)-based information systems,
and (2) e-Services, which refers to the improved delivery of public services to
citizens through multiple electronic platforms (Virkar 2011). On the other, the
concept of e-Democracy may be further subdivided into two distinct areas:
e-Engagement (or e-Participation), which emphasizes opportunities for greater
consultation and dialogue between government and citizens, and e-Voting, the
expression of fundamental democratic rights and duties online (Virkar 2007).
e-Engagement as a policy, if defined by an express intent to increase the partici-
pation of citizens in decision-making through the use of digital media, would
consequently involve the institutionalized provision of resources to facilitate the
responsible and collaborative decision making involved ultimately in institutional
and social change. Whilst the earliest speculations about the Internet and
Democracy emphasized the potential for direct, unmediated participation (OECD
2001) and the transformative nature of the process of public engagement, this
chapter follows the view of scholars such as Coleman and Gotze (2001) that whilst
e-Democracy is incompatible with a political culture of élitism, it is not about
replacing what has evolved so far but instead, rather than seeking to radically
transform governance along any particular ideological line, it aims to complement
the institutions and processes of representative democracy.

In this view, facilitating the involvement of different sections of society in the
process of government is now seen as a democratic prerequisite in many advanced
liberal democracies, with some commentators such as Fishkin (1995) highlighting
the need for ‘mass deliberation’, and emphasizing the need for people and their
representatives to be brought together to collaborate on issues of mutual interest.
The recent exponential growth in access to new information and communication
technologies (ICTs), and the expansion of a newly-created digital environment
wherein people shop, talk, and otherwise spend large parts of their lives in online
spaces, has opened up a plethora of new opportunities for interaction between
power elites and the various constituent elements of civil society. At the same
time, their rapid proliferation has raised important questions and triggered debates
as to who is able to participate and to what extent they may do so, as well as the
types of participation such technologies make possible at different levels of gov-
ernment and their impact on different government institutions and democratic
processes (Virkar 2011).

This chapter aims to assess, through the use of a relevant exploratory case
study, whether the innovative use of network technology (in particular the Internet
and its associated applications) in the Government 2.0 era to involve citizens in
policy processes within existing democratic frameworks would eventually lead to
radical transformations in government functioning and policy or merely to modest
political reform. In doing so, it seeks to explore the factors, particularly those
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rooted in a country’s legal and institutional foundations, that might hinder or
enable the successful implementation of e-consultation projects at different levels
of government and develop a set of recommendations for overcoming any barriers
encountered. The main idea behind Government 2.0 is participation by citizens,
through the use of Web 2.0 Technologies, a term referring to the collection of
social media through which individuals are active participants in creating, orga-
nizing, editing, combining, sharing, commenting, and rating Web content as well
as forming a social network through interacting and linking to each other.

Technologies used include blogs, wikis, social networking hubs, (such as
Facebook and MySpace), Web-based communication modes like chatting and
online chat groups, photo-sharing tools such as Flickr and Picasa, video casting
and sharing platforms like YouTube, audio-sharing media such as Podcasts,
mashups, widgets, virtual worlds, microblogs like Twitter, and the social anno-
tation and bookmarking of Web sites (Ferguson 2006). Through these social media
individuals act as active agents in creating, organizing, combining and sharing
information. The emphasis is on an outside-in wisdom of crowds approach, where
data and information are created by a network of users outside of an organizational
boundary in a collaborative manner. This is different from the inside–out
authoritative know-all approach typical to the Web 1.0 era, where an organization
or apex body is the key creator and organizer of the content and the people are
considered passive mere consumers of information (Chun et al. 2010).

10.3 Governance, ICTs and Public Engagement
in the European Union

Whilst early speculations about the Internet and democracy emphasized the
potential for direct, unmediated debate and discussion and stressed the radically
transformative nature of the process of public engagement in a manner that led
some scholars to go as far as to predict the end of the nation-state in favor of direct
democracy (Margolis 2007), this chapter follows the view of those who believe
that whilst e-democracy in its purest sense may be altogether incompatible with a
political culture of elitism (often unavoidable within the framework of a repre-
sentative democracy), it is in practice sometimes neither feasible nor indeed
desirable to replace what has evolved so far. Both theorists and practitioners talk of
creating a ‘civic commons in cyberspace’ that would elicit and coordinate citizen
comments and reactions to problems facing public institutions in order ‘to create a
link between e-government and e-democracy—to transcend the one-way model of
service delivery and exploit for democratic purposes the feedback paths that are
inherent to digital media’ (Coleman 2011).

The emergence of the European Union (E.U.), and its evolution as a policy-
making and legislative body, particularly over the last 20 years, has, raised several
questions regarding the extent to which Europe constitutes a transnational public
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sphere in which citizens can debate and participate (Scharpf 1999), particularly as
the process of European integration over the last decade and a half has initiated a
profound restructuring of the region’s ‘public space’; within member-state polities,
at the European level and in a complex interplay between European, national,
regional and local levels (Koopmans and Statham 2002). This intricate arrange-
ment is clearly illustrated by the fact that whilst policy decisions in Europe are
increasingly taken at the supranational and international levels, the nation-state has
remained the primary focus for collective identities; with public debates and cit-
izen participation in policy processes both still primarily situated at the national
level and generally directed by national or local authorities.

Trust in European institutions and support for the integration process has
steadily declined since the early 1990s (Thomassen and Schmitt 1999), and many
scholars point to a democratic deficit at the core of existing legitimacy problems
within the E.U. which they attribute mainly to, on the one hand, a dichotomy
resulting from the development of Europe’s institutions and their increasing
competencies and influence on European citizens’ conditions of life (Bicking and
Wimmer 2010) and, on the other, inherent flaws present in those same institutions
resulting in a limited ‘Europeanisation’ of public discourse across the European
Body Politic in comparison with the emphasis placed on the national political
space as an arena for public debates and a source for collective identification and
notions of citizenship (Peters et al. 2005). It is fast being recognized that in order
to promote greater inclusiveness, efforts must be made to better connect citizens to
the people and institutions that represent them, and better embed these links within
the networks of government (Kies and Wojcik 2010).

10.4 Research Methodology

Case study research consists of a detailed investigation of phenomena within a
given context, often with data being collected over a period of time, the aim of
which is to provide an analysis of the surrounding environment and processes to
throw light on the theoretical issues being investigated (Eisenhardt 1989). The
phenomenon under examination is thus not isolated from its context, rather it is of
interest precisely because the aim is to observe and understand actor behavior and/
or organizational processes and their interplay with the surrounding environment.
The use of a case study itself is therefore not as much a method as it is a research
strategy, where the context is deliberately included as part of the overall design.
Today, case studies are widely used in organizational research across the social
sciences, indicating growing confidence in the approach as a rigorous research
strategy in its own right (Hartley 2005). As research done by adopting this strategy
is typically done in the field, the presence of too many observations and uncon-
trollable ‘variables’ makes the application of standard experimental or survey
approaches infeasible.
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Further, information tends to be scattered and generally cannot be picked up
using one single method. Case studies thus typically combine a number of data
collection methods such as participant observation, direct observation, interviews,
focus groups, ethnography, document analysis, questionnaires etc., where evidence
may be quantitative or qualitative depending on the research issues at hand. The
approach is consequently flexible, allowing for new methods to be incorporated as
new sources of data and new actors present themselves. The case study approach
may thus be and has been used for various purposes—to provide a descriptive
narrative, to generate new theory, or to test existing theory through the triangu-
lation of data (Virkar 2011).

From the above discussion, it follows that the use of a case study for this
chapter is particularly apt for two reasons. Firstly, the approach is particularly
useful for examining research issues that require a detailed understanding of socio-
political, economic, or organizational processes through the collection and analysis
of rich data. Secondly, as discussed above, case study research design is also more
flexible than other frameworks such as laboratory-based or survey-based approa-
ches, in that it is able to reconcile different research methods and harness the
evidence gathered to generate novel theory from any creative insights that might
ensue from the juxtaposition of data at various points in the analysis.

The choice of case study aims to fill the gaps in the existing literature on ICTs
and public participation in the European Union, firstly by focusing on the factors
arising from the political dynamics and organizational culture within the context of
online political participation on the Prime Minister’s e-Petitions Gateway, and
examining how these in turn influenced élite and non-élite political actor per-
spectives as circumscribed by the relationships between actor perspectives, orga-
nizational reform, and institutional change. It was felt that the case study method
would be best suited to this exploratory study given the multiplicity of sources of
evidence available, and the reliability and validity of conclusions drawn would
benefit from a convergence or ‘triangulation’ of data collected from these sources.

The empirical study presented in this chapter has one key limitation, which is
that the discussed findings and their implications are obtained from a single case
study that examined a particular mode of e-participation using an experimental
technological platform targeting a specific user group. Thus, although the findings
throw light on some of the non-technical factors influencing the outcome of
e-consultation projects, indeed e-participation initiatives, worldwide, caution
needs to be taken when generalizing these findings and discussion to other tech-
nologies, groups, or governments. That said, despite this threat to the validity of
the case at hand, the use of mixed method data triangulation has ensured that study
fully captures the key elements of and challenges to the development of innovative
e-participation technologies based on old forms of citizen engagement.
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10.5 e-Consultation: Two-Way Governance
in the Digital Age?

The shift in thinking about e-governance1 from being a technology-driven process
to one that is more citizen-focused, and the recognition of the need to promote
greater inclusiveness in decision-making processes, may be clearly seen in the
emergence of concrete policies for e-democracy (in addition to those dealing with
e-government) in many European countries over the last decade. This is most
notably so in the United Kingdom, where several e-democracy projects are pub-
licly funded, and both Parliament and the Government have over the years outlined
sets of policy principles on the subject. One such set of guidelines, a consultation
paper issued by the UK government in July 2002 (HM Government 2002), which
sets out a clear policy agenda for e-democracy and contains a detailed but useful
division of the concept into two distinct areas: e-voting (or the use of technology in
elections and associated structures and processes), and e-engagement (or e-par-
ticipation, which emphasizes opportunities for greater consultation and dialogue
between government and citizens).

A long-established way of engaging citizens in dialogue with policy makers is
that of Consultation, where citizens are given the opportunity to provide feedback
to government on matters of public importance and participate in the shaping of
issues relevant to them (OECD 2001). Whilst there is a need for dialogue at several
different stages during the policy process, the process of consultation has tradi-
tionally involved discussion based around a pre-determined policy issue defined by
the government during its initial formative stages, on which citizen’s views and
opinions are then sought (Rosen 2001). The government sets the questions and
manages the process, often laying down the parameters within which the con-
sultation is to take place. Only in rare cases are citizens are invited to suggest
issues for discussion that they, as private individuals, might consider particularly
important. At the heart of the consultative process, therefore, lies the provision of
information and the establishment and maintenance of channels of communication
between government and its citizens.

The use of ICTs in consultative processes is catching on as their potential for
allowing policymakers to interact directly with the users of the services, to target
the opinions of those at whom a policy is aimed, and to seek general citizen input
on matters of national importance is gradually being recognised (Virkar 2013b).
The speed and immediacy of ICT networks allow people to communicate, give
feedback, ask questions, complain, exchange information effectively and build
relationships with their representatives; and governments too may benefit from any

1 Otherwise called Electronic Governance, this term refers to the use of technology to enhance
the structural (institutional and legal) frameworks and processes of governance. Based on
discussions in earlier sections of this paper, the notion of e-Governance may be conceptually
divided into e-Government (which is concerned with electronic public service delivery) and e-
Democracy (where technology is used to impact the quality and nature of democratic processes).
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information they obtain by using it to enhance the quality of policymaking and
general administrative functions. Broad guidelines for ‘conventional’ written
consultation by more traditional means are already in place in most of the Western
world, and these are now being used as a basis for e-consultation (OECD 2003),
with this type of e-democracy thus encompassing what may be referred to as ‘a
continuum of consultation’, ranging from low level information gathering and
aggregation towards a fuller quasi-deliberative level of interaction.

Despite contrary claims from scholars such as Rash (1997) and Bimber (1998),
the consultative model is not without its problems as it is sometimes presented as
facilitating direct, unmediated access to government for special interest groups of a
sort that may distort opinion on particular issues. Information gathered from the
consultative process is usually regarded as a passive resource, largely due to the
fact that communication by direct question-asking is based on the need to generate
quantifiable and comparable responses to particular policy innovations. The result
is that the consultative model may only allow for inputs that fit within parameters
already set down by policy makers, with a marked danger that opinions which
question the necessity or legitimacy of a policy or otherwise be outside the ambit
of pre-defined issues, are deliberately marginalized or excluded altogether, par-
ticularly if discussions are ‘moderated’ (Whyte and Macintosh 2003). In order to
further the analysis of issues affecting the impact of ICTs on existing democratic
frameworks, this chapter sets out a three-fold categorisation of noteworthy cases
across Europe along different axes depending on their duration, the level of the
participating government organization, and from whom feedback is sought. Three
categories of e-consultation initiatives in Europe may be derived from this author’s
research, and are set out in Table 10.1:

Duration: Projects when classified according to duration may be examined
under three sub-categories—long-term, short-term, and one-off consultations—
depending on the length of time that they lasted for.

Long-Term Consultations: include those e-consultation initiatives which are
either specifically set up as long-lasting initiatives or which become permanent
initiatives after an initial trial period. Projects such as these tend to provide per-
manent platforms to solicit continual citizen participation and feedback on highly
topical issues as and when they arise, and are not bound around a particular
political event or related to a particular occurrence.

Short Term Consultations: include those initiatives that seek to obtain citizen
opinions around specific political events or during a designated fixed period of
time. These initiatives are intentionally short-term, are focused on getting citizen
input for a specific purpose, and come to a close once the event or time period is at
an end.

One-off Consultations: are highly specialized issue-based e-consultations,
generally held on an ad hoc basis for a fixed period of time. Such consultations
tend to be used by government as a means of gathering information from a well-
defined target group on a specific, often on a pressing issue and, of the three types
of consultation discussed so far, are the most likely to have a visible impact on
government policy.
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Level of Government: Case studies may also be classified according to the level
of government at which they are implemented; more specifically as projects
implemented by local government agencies, at the level of national government
and at the inter-governmental or pan-European level.

Local Government Consultations: refer to e-consultation projects of note ini-
tiated at the level of local government within the E.U.

National Government Level Consultations: include all e-consultation initiatives
begun within national government ministries and associated institutions.

Inter-Governmental or Pan-European Initiatives: are those projects initiated at
the regional and pan-European level, generally as supranational agreements
between different European government.

Nature of the Target Audience: Projects may also be categorized and discussed
according to their target audience or in terms of the section of the population from
whom feedback is sought. Whilst most initiatives are generally concerned with
obtaining feedback from the general public on a variety of issues, a small number
seek to obtain specific information from a carefully targeted, often specially
selected group.

In building on the categorisation discussed above, and attempting to compile a
rich and informative inventory of issues that are or can become significant to the
implementation of e-consultation projects, this chapter will look briefly at the No.
10 Downing Street e-Petitions Website as a pioneering effort by a national gov-
ernment department to harness digital technology to recast and reinvigorate
democratic processes within its respective spheres of influence.

Table 10.1 Categorisation of innovative examples of e-Consultation initiatives

Local initiatives National initiatives European initiatives

Short term
consultations

• Madrid participa
(Spain)

• The No. 10 Downing street
ePetitions website (UK)

• Your voice in
Europe (the
European
commission)

• Iperbole (Italy) • Tana Otsustan Mina
(Estonia)

• Bristol city council
(UK)

• The Scottish parliamentary
initiative (UK)

Long term
consultations

• The city of
Esslingen
(Germany)

• Digital administration
program: the democracy
project (Denmark)

• Toute l’Europe
(based in France)

• Energy technology futures
(Canada)

One-off
consultations

• The city Planning
commission of
Kalix (Sweden)

• Online parliamentary
inquiry into domestic
violence (UK)

• The future of food
(Germany/the
Netherlands)

• FloodForum.net (UK)
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10.6 Understanding Political Participation Online

The study of actor interactions is key to e-consultation initiatives, as it is important
determine the impact that actor motivations have on the consultative process and
subsequently on policy outcomes. One approach to understanding behavior is to
look at the composition of individual actors, rather than the system as a whole.
This is largely because political actors are driven by a combination of organiza-
tional and institutional roles and duties and calculated self-interest, with political
interaction being organized around the construction and interpretation of meaning
as well as the making of choices (Virkar, forthcoming 2013a). The main actors in
electronic consultation process may be placed into two groups:

Internal actors: comprise chiefly of those institutional actors responsible for the
maintenance, upkeep and running of a project, including (a) officers of the
assembly who are responsible for the operation of the system such as IT specialists
and forum moderators, and (b) elected representatives (and their support staff) who
respond to petitions individually and collectively.

External actors: comprise of two distinct categories including (a) participants
or the person (or group) who initiates an online interaction after identifying an
issue and follows its progress through from submission to final feedback and
outcome and (b) citizens: those individuals who may or may not be entitled to
participate but who will invariably impact the outcome of a policy process through
their ability to shape public opinion.

One approach to the study of political e-participation begins by defining and
examining the motives and goals that prompt actors to interact and participate in
decision- and policy making processes online. All behavior is motivated in some
way and individuals will engage in a particular behavior in order to achieve a
desired end (Atkinson and Birch 1970). Political actors, in general, have a complex
set of goals including power, income, prestige, security, convenience, loyalty (to
an idea, an institution, or the nation), pride in work well done, and a desire to serve
the public interest (Virkar 2011). Added to this, individuals and private citizens
tend to participate in politics for altruistic or conformist reasons, to boost their self-
esteem, to self-enhance, and to achieve self-efficacy (Cruickshank et al. 2010).

Actors range from being purely self-interested ‘climbers’ or ‘conservers’
motivated entirely by goals which benefit themselves and their status quo rather
than their organizations or the society at large, to having mixed motives as
‘zealots’, ‘advocates’, and ‘statesmen’, motivated by goals which combine self
interest and altruistic loyalty with larger values (Downs 1964). For citizens and
users of the e-participation application, the motivation to use the system may be
either intrinsic or extrinsic (Cruickshank et al. 2010). Intrinsic motives include the
desire to feel competent and self-determining, to show altruism, or to seek to
increase the welfare of others. On the other hand, extrinsic motives are usually
associated with some sort of external reward in the social, economic, or political
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sphere. Both these manifest themselves in conditional co-operation, social pres-
sure, thresholds and the bandwagon effect (Margetts et al. 2012). Different motives
and goals may underlie the same surface behavior, with the social and psycho-
logical consequences of participation may be different for different users (i.e. some
participate to gain information or support, others to communicate), resulting in a
set of nested, interrelated interactions with the framework of a large meta-game or
playing field (Virkar 2011). Consequently, the motivations and goals for using the
online resources will determine how they will they be used, by whom, and when.

10.7 Public Administration and ICT Policy in the UK

e-Governance policy in the United Kingdom in its most recent form began to take
shape in the late-1990s, with the central overarching issue for almost all govern-
ment-based ICT projects initiated during that period and after being to attempt to
improve the democratic character of public decision-making and delivering greater
legitimacy by involving the public directly (Harrison and Mort 1998). Whilst there
have been huge changes in public administration, particularly over the last couple
of decades with the State seeking greater administrative efficiency through the
computerisation and the digital storage of data, scholars are divided as to how
effective these policy changes have really been in furthering public participation
(Ward et al. 2003). To date much of what has been achieved in terms of practical
e-democracy in the UK appears to center more around information provision about
the government and its activities and in ensuring that government services are
available on the Web (i.e. electronic service provision), rather than on the other,
more interactive side of e-democracy whereby feedback from the public is actively
sought on issues relevant to their everyday lives (Dutton and di Gennaro 2006).

In the UK, the actual mechanisms by which the public can communicate with
government appear to have remained essentially unchanged; with some studies, for
example, showing that interaction with elected representatives has not really
moved on from where it was a few decades ago compared to the pace of change in
other Western liberal democracies such as the United States, largely as a conse-
quence of European integration (Pleace 2007). In this vein, whilst local, national,
and central government agencies within the UK today publish a vast amount of
material online, their websites should not be taken simply as mere repositories of
information, but instead fulfill a dual role of both informing and connecting with
the public (Pleace 2007). A good example of this two-fold role played by gov-
ernment websites is The No.10 Downing Street Website, gateway to the Office of
the Prime Minister and host to the Prime Minister’s e-Petitions Gateway, which on
the one hand serves to inform the public about the role and functions of the Prime
Minister, and on the other is uniquely placed to provide the crucial link for
interaction between the Prime Minister and the public.
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10.8 The No.10 Downing Street e-Petitions Initiative

One method by which members of the public have traditionally placed their views
before government is by the submission of petitions, formal issue-based requests to
a higher authority such as a Head of State or Parliament, which are signed by one
or a number of citizens (Macintosh et al. 2002). In the United Kingdom, the
practice of petitioning is a long established one—reputed to be even older than that
of voting—wherein paper-based petitions consisting of a bundle of sheets bearing
the names and signatures of the petitioners were (and still are) usually presented to
the Prime Minister at the door of his official residence of No.10 Downing Street. In
November 2006, the humble petition received a twenty-first Century makeover
when the Prime Minister’s Office in partnership with mySociety, a project asso-
ciated with the charity UK Citizens Online Democracy,2 launched an electronic
petitioning service on its website to provide citizens with a modern, more con-
venient parallel: the electronic or e-Petition. The No.10 Downing Street ePetitions
System was brought firmly into the spotlight soon after its launch by a petition
submitted to the website against the Government’s proposed Vehicle Tracking and
Road Pricing Policy which, between the time it began collecting signatures in
December 2006 and its closure in February 2007, was widely publicized and
attracted over 1.8 million signatories—a protest seen by some commentators as the
‘biggest protest against government policy since the anti-war demonstrations of
2003’ (Wheeler 2007).

Simply defined, an e-Petition is a form of petition posted on a website (Pleace
2007). e-Petitions may be created easily by an individual or group, posted on the
host website for anyone to read and, by adding their details such as an email
address to verify their authenticity, may be ‘signed’ by any visitor to the site.
Whilst in theory there is little difference between a paper petition and an electronic
petition, except for the way in which signatures are collected and delivered and for
the fact that the system has built into it the opportunity for partial communication
between government and petitioner, in practice, the introduction of the e-petitions
section on the Prime Minister’s website has opened up the possibility of a new
channel by which groups and individual citizens may put across their viewpoint to
the Prime Minister’s Office directly without going through traditional media
conduits and thereby potentially being able to influence the direction or nature of
current political debate.

In combining traditional access to politics with technology, e-petitions are a
powerful way of making politicians and decision-makers aware of those hidden
issues which are currently important to a small group of people but which might in
the future become important issues pertinent to larger sections of society. The key
questions are, however, what in the long-term would be the impact of the No.10

2 UK Citizens Online Democracy was a project which began life by setting up a website to
discuss the Freedom of Information Act proposed by the Blair Administration in 1999/2000.
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e-Petitions Initiative on democratic processes within the UK and how might it
contribute towards re-engaging the public?

10.9 Reconfiguring Government–Citizen Relations
Through e-Petitions

Any analysis must keep in mind that to begin with, the e-Petitions system is an
almost-direct replica of the traditional petitions model, whereby citizens may
petition the government electronically and receive partial feedback on their
opinions (Virkar 2007). The system does not, however, engage citizens further
than this nor use their comments within a full-scale e-consultation forum. In
addition, it must be remembered that e-petitions (much like their traditional
counterparts) are not meant to be representative of a country’s opinion as, say, an
opinion poll might be. Instead, they simply indicate what one group of people
think on a subject, with accepted wisdom stating that only the most vocal citizens
who feel most strongly about an issue and who are comfortable with using the
Internet as a medium of communication will sign up to them. For those citizens
who are either usually satisfied with most proposals or for whom political par-
ticipation (particularly online) is generally not a top-of-mind consideration, there
is little compulsion to participate.

Whilst e-petitions are thus, in one sense, not a radically new democratic tool
whereby the voice of the majority would translate directly into a legal change;
there do remain a number of advantages to e-petitioning (Lindner and Riehm
2009). In the first instance, citizens may obtain background information on an
issue, make comments, sign petitions online, and receive feedback on the progress
of their petition: a process which, at least in theory, would make for a more
informed petitioner and an overall better quality of participation, as citizens may
take their time to research the finer points of a particular issue before they decide
whether or not to support it. From a government perspective, popular petitions and
their associated comments may be used during the policy process, with extremely
high-profile petitions serving to highlight issues and uncover underlying discon-
tents which have not as yet been picked up by the mainstream media (Virkar
2013c).

There is, however, no formal obligation for the government to actively pursue
views raised once the initial communication has been established with the citizen,
there is no guarantee that this new form of voter engagement would necessarily
lead to concrete changes in policy. Questions may be asked as to how seriously
both citizens and government officials would take this form of interaction should
there be no popular or extremely topical issue to keep the mainstream media
interested. Additionally, when it comes to designing and deriving policy, the
Government is faced with the challenge of balancing and sustaining the over-
arching democratic requirements of openness, accessibility, and participation with
the need to stay within legally stipulated Data Protection standards (Macintosh
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et al. 2002). Similarly, given how easy it is to start and sign up to a petition—over
3,313 people, for example, supported a call for Tony Blair to stand on his head and
juggle ice-cream—there is a good chance that more genuine petitions may get
mixed up or overlooked if a fair and unbiased process is not put in place to identify
and sift out more ‘pertinent’ views from ‘less important’ ones (Geoghegan 2007).

Keeping these considerations in mind it is, first and foremost, necessary for
those administering a system to ensure that the more mundane but equally pressing
issues that do not have either the media hype or numbers to support them get
noticed and dealt with. There is also a further need for the Government to rec-
ognize and take into account the presence of a silent, but possibly far larger
proportion of the population who may hold moderate but equally pertinent views
on an issue. One way in which both concerns may be dealt with would be to frame
a comprehensive set of general guidelines from existing policy surrounding
electronic interactions which would allow views gathered from the website to feed
into a much wider policymaking context such as an interactive consultation,
whereby they may be discussed and deliberated upon by a wider section of the
Body Politic representing different sides of the debate.

10.10 Designing Public Policy for e-Democracy in the UK

The case of the Prime Minister’s e-Petitions illustrates that devising public policy
for digital democracy may sound contradictory and in many cases an unnecessary
waste of government resources. This is because, on the one hand, traditional
notions of democracy intrinsically imply a limitation of State power in favor of its
citizens through a bottom–up process where individuals initiate action and indi-
vidual freedoms are protected. On the other, the implementation and development
of the information superhighway and its associated infrastructure has been a
market- and not state-led process which is said to attenuate the power of the State
in favor of other forces in local, national, and world politics.

Particularly affected are those ideas dealing with access to public information,
through the introduction into the political system of new ways of conceptualizing
‘old’ values such as transparency and new styles of public administration which
draw on a mixture of corporate management principles and Weberian models of
bureaucratic ordering and functioning. With the current generation of citizens
being not only information-consumers, but increasingly acting as producers of
web content, the innovative use of ICTs offers up the possibility of new consul-
tation spaces and the potential to increase the breadth and depth of citizen par-
ticipation in the public sphere (Ferguson 2006). Representative democracy in its
most traditional form is thus being increasingly challenged as the Internet and its
associated technologies make the logistical distribution of public information
much easier and less costly, with citizens demanding greater participation in public
affairs and the adoption of new forms of accountability and control of government.
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The increasing sophistication of technology often runs contrary to legalities
relating privacy, anonymity, identity management, and privacy-enhancing tools if,
through increasingly complex technology, the government is able to control and
monitor citizens and in doing so encroach on basic fundamental rights (Dutton and
Peltu 2007). Such security concerns are generally manifested in discussions of
risks posed by technology to citizens’ anonymity and privacy, and the collection
and storage of sensitive data, as the development of online government services
opens up new possibilities of intrusion by third parties into government databanks
and exchanges of information between different departments (Hiller and Bélanger
2001). In addition, questions arise as to whether the responsibility for the accuracy
and security of personal data should reside with government, given that it alone
has the manpower and financial resources capable of handling such a task, or
whether personal data should—as in the case of the Downing Street ePetitions
system—be entrusted to an independent third-party (Irani et al. 2007).

Government has a privileged sui generis position in the fabric of society,
especially in terms of access to information. In recognizing this, however, little
attention has so far been paid to the kind of information and content necessary to
promote digital citizenship and engender trust. It has been argued that ideally,
digital democracy should provide both government and citizen with a diversity of
content and quality information that has a high cultural value, notions of which are
not easy to define (Bishop and Anderson 2004). In this respect, Freedom of
Information acts and ordinances which set out to define the ways in which
‘information’ and ‘data’ are perceived and dealt with within a country’s legal
framework often come in useful, as they set boundaries on the degree to which
government may store and use citizen data that it has collected for specific, often
publicly-stated purposes (Hiller and Bélanger 2001). At the same time, the
potential of Web 2.0 technologies to empower modalities necessary to func-
tionalise the relationship between government and individual members of the
public are also further enhance.

There also exists in the literature a well-documented record of cases in the UK
where the reality of online public engagement or electronic service provision
initiatives has often fallen short of initial—both government and citizen—expec-
tations (Pleace 2007). This often happens when those using the technology
anticipate that its introduction will result in an increased simplification of gov-
ernment processes, and are disappointed when the complexity of those processes
remains at best unchanged, or becomes even more complex (Virkar 2011). Gov-
ernment officials and civil servants also are often apprehensive about using
unfamiliar or innovative technology and are cautious about participating in ini-
tiatives that might either bind them to a course of action which in the long term
could both damage the government and prove detrimental to their own public
image or which, in the short term, could open them up to attack from the citizenry
without there being adequate legal protection.
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10.11 Conclusion

From a discussion of the themes and issues brought out in this chapter, the key to
successful e-participation projects appears to be the presence of clearly spelled-out
goals, adequate planning and preparation of the initiative, the presence of a
disaster management plan in case a contingency should arise, and the innovative
combination of technology and policy to reach out to as many citizens as possible:
in short, the ability of government to combine not only the creative use of new
technologies with a balanced understanding of the Internet and of what actually
works online, but also to successfully understand both citizens and government
servants and their motivations and be able to anticipate and tackle the (often
unrealistic) expectations of technology held by them.

Currently practiced laissez-faire regulation is, however, usually based on the
assumption that not only are users aware that their information is being monitored
and being used in particular ways by those collecting it, but that there do exist
ways and means by which they might guard against unnecessary intrusions and
fraud. Issues surrounding user authentication and information security thus have
the potential to impact the ability of a process to generate trust and increase
participation by determining access to information, the protection of citizen
identity, and the prevention of abuse of government systems.

ICT-based public engagement may not, in the long-term, wholly replace con-
ventional, more personalized methods of government-citizen interaction, but can
definitely be used to complement them so as to overcome their shortcomings and
provide government with new methods and innovative ways in which it might
reach out, communicate, and interact with its citizens. The relationship between
technology and trust thus needs to be explored and dealt with thoroughly if a
meaningful and sustained two-way interaction between external and internal actors
is to be developed and maintained whilst simultaneously balancing existing
notions of privacy, data protection, and grappling with new and emerging variants
of digital fundamental rights and duties.

In conclusion, this author would suggest that, for any government which
chooses to use ICTs to increase citizen participation in decision-making processes,
the ultimate idea would be to neither use online public engagement to completely
supplant the offline decision-making processes of elected representatives (as
techno-enthusiasts might argue) nor altogether reject online public engagement (as
Net-skeptics would prefer), but instead use the Internet and its associated tech-
nologies and applications to help elected representatives strengthen their demo-
cratic mandate and develop more informed, publicly-supported policy proposals to
further strengthen State institutions and processes.
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Chapter 11
Implementing e-Services in Spanish
Regional Government: A Case Study

Maria del Mar Gálvez-Rodríguez, Carmen Caba-Pérez
and Antonio López-Hernández

Abstract The chapter examines and discusses the approach taken by a regional
government to implement e-government as a means of providing e-services, thus
enhancing accountability and performance management Specifically, the purpose
of this chapter is to acquire a fundamental understanding of how e-services are
adopted within regional governments in Spain and to determine precisely which
factors have most impact on their adoption. Furthermore, we identify critical
success factors (CSF) for innovation and the adoption of e-services in Andalusia,
the most populated region of Spain. Our analysis of this case study identifies nine
CSFs in the adoption of e-services in Andalusia.

Keywords Regional governments � e-Service � Strategic � Implementation �
Critical success factors

11.1 Introduction

The development of new technologies is transforming the delivery of public sector
services. Nowadays, most governments seek to provide efficient and effective
e-government information and services, for the sake of increased accountability

M. d. M. Gálvez-Rodríguez (&) � C. Caba-Pérez
Department of Economic and Business, University of Almeria, Cañada de
San Urbano s/n 04120 Almería, Spain
e-mail: margalvez@ual.es

C. Caba-Pérez
e-mail: ccaba@ual.es

A. López-Hernández
Department of Finance and Accounting, Faculty of Business Economics,
University of Granada, Granada, Spain
e-mail: alopezh@ugr.es

L. G. Anthopoulos and C. G. Reddick (eds.), Government e-Strategic Planning
and Management, Public Administration and Information Technology 3,
DOI: 10.1007/978-1-4614-8462-2_11, � Springer Science+Business Media New York 2014

205



and performance management (Shackleton et al. 2004). Organizations such as the
World Bank (2013) refers to e-government as information technologies usage by
governmental agencies to transform relations with citizens, businesses, and other
governmental departments. In particular, these technologies can be implemented
for different ends such as: (a) better delivery of governmental services to citizens,
(b) improve business and industry interactions; (c) enhance citizen empowerment
through access to information, or (d) increase the efficiency of governmental
management. Improvements in effectiveness and efficiency and the provision of a
better service to citizens are among the fundamental justifications of the
e-government process (MAP 2007), which addresses not only technology, but also
management, governance, social, and cultural issues to deliver accessible, inte-
grated, and value-added e-services to stakeholders (James 2003; Sin 2007).
Therefore, the use of information and communication systems in services of public
sector is called e-services (Lindgrena and Janssonb 2013). In this regard, while
national governments, responsible for the welfare of a whole country, are further
removed from the needs of specific groups, regional or local governments are
called upon to render community-focused services.

Nonetheless, although e-government has been promoted over many years, by a
variety of international bodies (G-7 1997; OECD 1998; UN 2013), developments
in the implementation of e-services vary widely among countries and levels of
administration, depending on a series of critical success factors (CSF). In fact,
e-government has been implemented, in many countries, in national government
much more rapidly than in local government (Edmiston 2003).

The most salient obstacles to the full implementation of e-government seem to
be proper marketing, privacy issues, equity, and financing (Edmiston 2003). The
development of e-government services requires considerable financial investment,
and this could be problematic in view of the severe budgetary constraints currently
imposed on public administrations.

The design of public services is an essential element in the subsequent evalu-
ation of their efficiency, and thus e-government initiatives need to be taken into
account in the design of e-services; in this respect, the attitudes of public sector
workers and the organizational culture involved are aspects of crucial importance
(Åkesson and Edvardsson 2008).

In this context, Kamal (2006) identified numerous factors that are related to the
successful adoption, development and implementation of new information and
communication technologies (ICT) by government, including administrative
authority, financial support, managerial capacity, external influence, policy/legal
framework, socio-economic status, community size, stakeholder participation, and
political issues.

Research into the factors associated with the implementation of e-services, at
all levels of government—national, regional, and local—would greatly enhance
our understanding of this question.

In this context, the European Union in general and Spain’s public administra-
tion in particular are formulating public policies and legal frameworks to introduce
ICT into the area of public sector service delivery, in order to personalize,

206 M. d. M. Gálvez-Rodríguez et al.



facilitate access to and improve the quality of public sector services. In recent
years, regional public administrations in Spain have made great efforts to imple-
ment and promote the use of ICT, particularly e-services. The latter now constitute
a priority for regional governments, and programs and initiatives, including plans,
specific actions, legislation or, at the very least, strategic documents, are being
developed to implement ICT and e-services in many areas.

In view of these considerations, this chapter examines and discusses the
approach taken by a regional government case study to implement e-government
as a means of providing e-services, thus enhancing accountability and performance
management. Specifically, the purpose of this chapter is to acquire a fundamental
understanding of how e-services are adopted within regional governments in Spain
and to determine precisely, which factors have most impact on their adoption.
Furthermore, we identify CSFs for innovation and the adoption of e-services in
Andalusia, the most populated region of Spain. Knowledge of CSF is essential for
understanding how and why ICT are being adopted in regional governments. To
examine the factors affecting the strategic implementation of e-services, we
interviewed the managers responsible for this process. Thus, they were asked their
opinion on which of the factors identified by Gil García and Pardo (2005) could
have been more important in the implementation of e-services in this region and
for others news.

11.2 Background Review of Challenges and Strategies
in the Implementation of e-Government
and e-Services

Many national, regional, and local governments are developing tools to help
managers make decisions about ICT investment and implementation. Mishra and
Mishra (2011) reviewed studies of the implementation of e-government and
concluded that most research has been done in formulating challenges, identifying
barriers, assessing implementation plans, and evaluating and determining success
factors for e-government, while studies of e-government knowledge management,
readiness, process, and security/privacy issues have received only limited
attention.

The factors affecting the success or failure of e-government have been widely
discussed, and e-government implementation has been studied using Rogers’
(1995) Diffusion Theory (Moon and Norris 2005) among many others.

Gil García and Pardo (2005) reviewed the literature in this field to identify the
challenges presented and the factors that influence the success of e-government
Initiatives. They identified 24 factors that can be decisive to the implementation of
e-government, and divided these into five categories of CSFs (see Fig. 11.1):
(1) information and data, (2) information technology, (3) organizational and
managerial, (4) legal and regulatory, and (5) institutional and environmental.
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Subsequently, other authors continued in this line, but focused on studies that
identified such challenges and factors with respect to e-government initiatives in
developing countries. According to Abuali et al. (2010), these factors included,
among others, integration, political participation and security (or usability).

As well as the above studies analyzing factors significant to the success of
e-government in general, others have restricted their analysis to e-services (Carte
and Belanger 2005; Angelopoulos et al. 2009). Hassan et al. (2011) reviewed
studies of e-services, and highlighted the barriers that can lead to some countries
becoming more highly developed than others regarding the provision of e-services.
Such obstacles include privacy and security risk barriers, legislative barriers,
technological barriers, cultural barriers, and resistance.

At every level of government, it is necessary to take into consideration these
success factors and potential barriers, and optimize policies to achieve appropriate
planning and monitoring procedures for e-government and e-services.

In the Spanish case, determining factors that enhance e-governments usage in
diverse public administrations is also analyzed. In this vein, previous papers cen-
tered at national (Gonzalez et al. 2007) and international levels (Juana-Espinosa
et al. 2012) are found.

Information and Data 
Challenge 

Information and data quality 
Dynamic information needs 

Key success strategy 
Overall plan 

Continual feedback from partners users 
Quality and compliance assurance 

Training 

Information technology
Challenge 

Usability 
Security issues 

Technological incompatibility 
Technology complexity 

Technical skills and experience 
Technology newness 

Project size 

Key success strategy 
Ease of use 
Usefulness 

Demonstrations and prototypes 
Project team skills and expertise 

Organizational and managerial 
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Manager’s attitudes and Behavior 
Users or organizational diversity 
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Multiple or conflicting goals 
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Privacy concerns 
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Policy and political pressures 
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Legislative support 

Strategic outsourcing and public-
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Fig. 11.1 Challenges and factors influence the success of e-government initiatives. Source The
authors, based on Gil García and Pardo (2005)
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11.3 The e-Government Strategy of the Andalusian
Regional Government, in the Framework of the EU

Many EU initiatives have been taken to regulate and coordinate the actions of
Member States in order to facilitate digital convergence and to meet the challenges of
the Information Society. The implementation of the first European e-Government
Action Plan (2006–2010) has led to the governments of all EU Member States
exchanging information on good practice, and has resulted in a number of large-scale
pilot projects, which are developing concrete solutions for rolling out cross-border
e-government services (ICT PSP 2011). The second e-Government Action
Plan (2010–2015) is intended to meet the targets set out at the 5th Ministerial
e-Government Conference, in the Malmö Declaration.

In 2005, the Spanish government formulated its Plan Avanza following suc-
cessive failed initiatives launched during the 2001–2004 period, such as InfoXXI
(2001–2003) and España.es (2004–2005). Nevertheless, the definitive impetus to
the inclusion of ICT in the various levels of government—national, regional and
local—both in terms of their relations with citizens and in their internal man-
agement, was made by Act 11/2007 of 22 June, governing Citizens’ Electronic
Access to Public Services (LAECSP), which guaranteed this right to all citizens.

In recent years, all the Spanish regional administrations have made strategic plans
in this respect and have taken action to catch up with the most advanced countries
and regions. Nevertheless, full implementation of the LAECSP—scheduled for
2010—has been uneven, because not all regional governments have put the same
emphasis on developing ICT and because the current economic climate is unfa-
vorable for the financial investment needed for technological infrastructure.

In 2001, Andalusia, the most populated region of Spain, launched the first ICT
modernisation program, with two main elements: the Master Plan for Service
Quality (PLADOCS), and the i@landalus plan of strategic initiatives to develop
the information society, by which numerous projects were implemented to
accelerate Andalusia’s incorporation into this new era, through the balanced
deployment of the necessary infrastructure, creating quality e-services and pro-
moting greater awareness of ICT use. These initiatives were preceded by the
eEurope 2002 Action Plan, approved by the European Council in Feira and by the
eEurope 2005 Action Plan, adopted by the European Council in Seville in 2002.

The Andalusian regional government set out a schedule for the implementation
of e-government and of e-services in particular in the PLADOCS Master Plan,
with a time horizon of 2002–2005. This strategic plan was intended to create a new
form of administration based on the intensive use of ICT in order to facilitate
relations between citizens and the administration and to improve the quality of
public services. The plan was structured upon five main strategies, divided into
specific programs. One of these strategies concerned the enhancement of ICT in
the Andalusian government, an objective that depended in turn on other aspects
such as organizational restructuring, improved citizen services and human
resources and the creation of a plan for quality (see Table 11.1).
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In 2005, spurred by the new European framework for ICT and the Spanish
Avanza Plan, the Andalusian government implemented its second ICT moderni-
sation project, known as the Information Society Plan for Andalusia 2007–2010
(ISPA).

The ISPA aimed to achieve a series of strategic IT objectives, affecting the
whole of Andalusian society, though four areas of action: Digital Community,
Companies for the New Economy, Intelligent Administration, and Digital Infra-
structure and Context. The area of Intelligent Administration included the strategy
for digital public services, to bridge the gap between public services and citizens
and companies by the application of online methods and by coordinating the
public entities involved in providing these services (Fig. 11.2).

The development and implementation of new ICT to a better 1.0 web usage by
the Andalusian government has greatly improved the quality of services provided
and public attention. Citizens can now perform many administrative procedures
using the Internet, and online access to information and public attention services
provided by the regional administration. Regarding this, Capgemini (2012) iden-
tifies 26 services that respond to citizen needs. These services are focused on
covering the effects of the current economical and social crisis and also, complying
with the obligations imposed by ‘‘Directive 2006/123/EC of the European Par-
liament and of the Council of 12 December 2006 on services in the internal
market’’ (Directive of Services). Furthermore, this analysis shows that in
Andalusia, 92.3 % of these services were processed with electronic systems. By
way of example, in early 2011 a total of 1,230 procedures and services were
offered, virtually 83 % of which could at least be initiated online—1,081.

Infrastructure and digital context

Digital community 
Companies for the new 

economy

Intelligent 
Administration

Digital citizenship line

Digital inclusion line

Digital participation line

Digital company line

ICT sector line.

Line of 
administration 

Digital public services  

Education, Health and 
Justice line for digital 

Line of broadband 
communications 

Digital trust line Digital content line.

Fig. 11.2 The action areas and strategy lines of IPSA. Source The authors, based on IPSA
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11.4 Methodology

As stated at the outset, this chapter describes a case study on the basis of which an
in-depth analysis can be made of the success factors underlying the implementa-
tion of e-services.

The research methodology is based on bibliographic studies, the analysis of
specialized reports of e-government implementation strategies in Andalusia, and
statistical analyses and evaluations. This analysis is supported by interviews with
the officials responsible for introducing e-government reforms in Andalusia.

(a) Documentary research

Difficulties were encountered in that much of the documentation available was
comprised of studies carried out by the above-mentioned officials, and thus the
opinions expressed could be subject to bias. Furthermore, many of these docu-
ments concerned the strategic plan or the corresponding regulatory framework.

Amongst the analyzed documents, internal reports published by the imple-
mentation departments aforementioned and articles about e-government are
highlighted. Additionally, conferences and seminars presented were reviewed by
the experts who are in charge of putting into operation the two digitalization plans
developed by the regional government of Andalusia. These plans must be carried
out in a period of 10 years from 2012.

(b) Interviews

Apart from providing a more detailed understanding of the online implemen-
tation of public services, the interviews informed us of opinions regarding success
factors identified in other countries, and thus we were able to consider whether
these were relevant to our study area. The results of these interviews confirmed the
key factors highlighted in the documentation, or added factors not present in these
documents. The main difficulty involved in using this technique involved the
subjective nature of the analysis of the results.

In keeping with the procedure followed in the interviews: first, the people in
charge of ITC implementation management in Andalusia governments were
identified. The names of these people were collected from the assignments set by
the Andalusian president in each of the legislatives terms. Second, an e-mail to
contact with them was sent and finally, personal interviews were carried out.
Regarding this, interviewees were asked about the information related to the
factors that influence in a greater e-government.
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11.5 Key Factors in the Implementation of e-Services
by the Andalusian Regional Government

In addressing the modernisation of governmental public services, we had to take
into account the physical and social reality of Andalusia. The data concerning this
reality highlight the magnitude of the changes necessary to achieve this reform.

According to 2012 estimates, Andalusia has almost 8.5 million inhabitants,
18 % of the total population of Spain, and a larger population than some European
countries such as Denmark, Ireland, and Finland. The territory covers an area of
87,000 square kilometers, 17 % of the total for Spain, and thus the region is larger
than Austria, Belgium, the Netherlands, Ireland, and Denmark. It contains 771
municipalities, almost 10 % of the total for Spain. The public sector has 240,000
employees and the 2011 budget amounted to 31.7 billion euros, the largest of all
Spain’s regional governments.

In these early years of the twenty-first century, e-services have developed con-
siderably in Andalusia, and thus from 2003 to 2011, the e-register of the regional
government has expanded very significantly (see Table 11.2). Through this elec-
tronic registration citizens are able to carry out an online presentation of documents,
applications or written communications related to any procedure or formality.

The key factors for the implementation of e-government, and e-services in
particular, in the regional government of Andalusia are detailed below.

11.5.1 Coordination of the Legal and Strategic Frameworks
for e-Government

In Andalusia, progress in e-government, and in e-services in particular, in both the
first and the second stages of the modernisation of public administration, has taken
place within two broader planning strategies for the information society (see
Table 11.3), within which e-government initiatives have been taken.

Table 11.2 Registration in the Regional government

Paper registration e-Register

2003 4,100,000 385
2004 4,881,970 3,069
2005 5,614,988 172,901
2006 6,000,457 826,192
2007 6,582,029 827,716
2008 7,265,249 1,245,006
2009 7,063,960 1,296,837
2010 6,423,370 1,619,675
2011 62,45,014 1,838,471

Source The authors, based on dates of Andalusia government
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The aim of these strategic plans for e-government was to modernize public
services, and five programs were established to achieve a far-reaching reform of
public services (see Table 11.1). In short, these plans were intended to bring about
a total reform of public administration in Andalusia, and e-services formed part of
these changes.

The strategic plans for e-government in Andalusia called for significant
adjustments in traditional administrative relations (Pérez 2004). Accordingly, new
legislation was passed to incorporate these reforms into the scope of local and
regional government, administrative procedures, and public attention (see
Table 11.3).

In both the first and the second stages of modernisation, regulatory activity on
e-services was intense in Andalusia, and in this respect the policy framework
regarding the technological dimension of the region was a key factor.

Thus, with the adoption of the two strategic plans, legislation on e-services was
rapidly implemented, and their importance recognized for the first time in 2003.
Andalusia had previously had a very sparsely developed regulatory capacity
regarding the online provision of public services.

Decree No. 183/2003 led to the first implementation in Andalusia of an e-
government system with full security, legal, and technical guarantees. Until then,
public e-services, in general, had achieved only the first level on the CapGemini
scale (2012)—Information-, and therefore the new regulation of this sector was
focused primarily on the processes involved in the second—unidirectional inter-
action- and third levels—bidirectional interaction-, with the possibility of the
fourth level—Full electronic procedure- being reached when online procedures
were incorporated to enable e-payment.

11.5.2 ICT Policy Organization Strategy

From the early years of the development of e-government in Andalusia, the
structures created to develop the strategic functions promoting ICT were imple-
mented in the context of organizational innovation. The regional government’s
human resources were regulated by its Ministry of Justice and Public Adminis-
tration, under Decree No. 139/2000, which established the organizational structure
for this purpose, and it was decided that issues concerning e-government should
also be determined by the same ministry, since prior experience in other Spanish
regions such as Madrid had revealed the need to link the two activities.

This aspect was highly significant because it meant that a joint approach was
taken toward administrative reform and the technological use of this re-organi-
zation. However, there was no general directorate focusing solely on e-govern-
ment; managers in this field had many other responsibilities, and so their efforts
could not be directed exclusively toward advancing the process of e-government
(see Fig. 11.3).
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Furthermore, during this first phase, the Ministry of Economy and Finance
remained somewhat apart from e-government policy reforms, which hindered the
broader acceptance of the project regarding basic e-services.

Subsequently, it became clear that there was a need to reform the organization
of the regional government to ensure a better and closer service to citizens.
Accordingly, in 2007, Act No. 9 of the Government of Andalusia, and as stated in
its preamble, committed the government to rationalizing the structures and func-
tioning of the public administration, to streamline it and achieve greater proximity.

Therefore, the responsibilities of the various ministries were reorganized. In the
light of previous experience in other regions, the Ministry of Finance was required
to become a crucial strategic body in terms of e-government, incorporating all the
various functions related to public employment and administrative organization,
and was renamed the Ministry of Finance and Public Administration.

Decree No. 133/2010 approved the reorganization of this new, broad-ranging
Ministry, which has since become a truly strategic body, aiming to complete the e-
government work begun by the Ministry of Justice and Public Administration, and
taking responsibility for the organizational changes necessary for the success of
the project.

At the outset, a new Directorate-General was established, focused exclusively
on e-government, and this improved the configuration of e-services (see Fig. 11.4).

Also significant was the cooperation among the various ministries. In this
respect, an interdepartmental commission for the information society was created,
within the Ministry of Finance, composed of the heads of various ministries with
responsibilities in the area of the information society, social communication and
public administration, thus facilitating the integration of all these services within
the e-administration.

Vice MinistryGeneral Secretariat for 
Public Administration 

General 
Technical 
Secretariat

Directorate 
General for 

Human 
Resources

Directorate General 
for Relations with the 
Administration of 
Justice 

Directorate General for 
Institutions and 
Cooperation with 
Justice Authorities

Directorate General 
for Public 
Employment 

Directorate General 
for the 
Organisation, 
Inspection and 
Quality of Services 

Ministry of Justice and Public Administration

Fig. 11.3 Organizational structure during the first stage of ICT modernization. Source The
authors, from Decree No. 139/2000
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11.5.3 Political Support

Political resolve and support are crucial to enabling the strategic plans and regu-
lation necessary for the development of e-government.

In the case in question, the entire first stage of modernisation and almost all the
second (until 2009), were implemented under the same regional President. In his
inaugural address in 2004, the President made explicit mention of his political
support for e-government, and stated as a priority objective that 75 % of the public
procedures and services offered by the Andalusian government should be available
online by the end of this term of office, i.e., by 2008.

After re-election, in his second inaugural speech in 2009, the Andalusian
President again emphasized that one of the seven basic pillars of his economic
policy in the legislature would be to streamline the administration by means of
advances in e-government. During this term, too, the ministries and their
responsibilities were remodeled, and e-government was brought to the forefront.

Thus, Table 11.4 shows that in 2010 over 80 % of the inventoried procedures in
the Andalusian government could be initiated online, a figure well above that for
other regional governments (average 40 %).

Vice Ministry
General Secretariat for 

Finance
General Secretariat for Public 

Administration

General Technical 
Secretariat

Directorate General for 
Budgets

Directorate General for 
Techologies for Finance 
and e-Administration.

Directorate General for 
Heritage

Directorate General for 
the Treasury and Public 

Debt

Directorate General for 
Finance and Taxation

Directorate General for 
Financial Relations with 

Local Corporations

Directorate General for 
Finance

Directorate General for 
Innovation in Public 

Services

Directorate General for 
Human Resources and 
Public Employment

Ministry of Finance and Public Adminstration

Fig. 11.4 Organizational structure during the second stage of ICT modernisation. Source The
authors, from Decree No. 133/2010
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11.5.4 Finance: The Key Factor

The budgetary allocation to e-government, particularly e-services, in Andalusia
was another of the variables considered vital to the success of its development in
the region. The centralisation of the regional budget for technological development
enabled better management of these funds, with the technology infrastructure
being acquired at better prices thanks to the higher volume of orders.

The fact that ICT funding as a proportion of the total regional budget increased
until 2008 (see Table 11.5) reflects the growing relative weight of technological
considerations in governance.

The Andalusian budget for ICT presented a very evident growth trend until the
financial crisis hit the region in 2009, although in absolute terms these budget
increases were in line with those developed by other regions in Spain.

Table 11.5 ICT budget evolution in the Andalusian Regional Administration

año ICT budget A Total budget B Ratio
(A/B)*100

Budget program

2001 8,236,164.535 18,276,848,104 0,045 63A TECHNOLOGICAL
DEVELOPMENT

2002 18,670,182.53 20,190,793,997 0,092 54B- TECHNOLOGICAL
DEVELOPMENT

2003 21,551,717.19 21,834,855,148 0,098 54B- TECHNOLOGICAL
DEVELOPMENT

2004 30,196,299.61 23,791,466,734 0,126 54B- TECHNOLOGICAL
DEVELOPMENT

2005 45,797,317.95 25,822,743,090 0,177 54B SERVICE INFORMATION
TECHNOLOGY SOCIETY

2006 115,935,371.1 28,900,250,887 0,401 54B SERVICE INFORMATION
TECHNOLOGY SOCIETY

2007 131,790,033.6 31,815,160,222 0,414 54B SERVICE INFORMATION
TECHNOLOGY SOCIETY

2008 159,249,755 35,005,303,714 0,454 54B SERVICE INFORMATION
TECHNOLOGY SOCIETY

2009 146343913,3 36,688,429,523 0,398 54B SERVICE INFORMATION
TECHNOLOGY SOCIETY

2010 136547750,4 34,622,367,784 0,3943 54B SERV. TECN. SOC.
INFORMACION

Source The authors, based on dates of Andalusia government

Table 11.4 e-Government procedures in Andalusia

Region
(2010)

Number of inventoried
procedures

Number of procedures
initiated online

Online/inventoried
procedures (%)

Andalusia 1,230 1,018 83
Spain 20,148 7,962 40

Source The authors, based on dates of Andalusia government

218 M. d. M. Gálvez-Rodríguez et al.



However, in recent years, the budget scenario has been changing due to the
reduction of economical resources, and this might affect the implementation of Act
11/2007. As noted by Cobeña (2011), the Andalusian government should conduct
a rigorous cost-benefit analysis of new technology initiatives proposed, enhance
the reutilisation of already-developed components and systems, in Andalusia or
elsewhere, and consider models by which the high structural costs incurred in
maintaining existing information systems can be reduced.

11.5.5 Plan for e-Government Outreach and Digital Literacy
in Andalusia

The regional government designed an Outreach Plan aimed at the general popu-
lation to raise awareness of e-government in Andalusia. As noted by Cobeña
(2011), any action in this field must involve a cultural change in the relationship
between citizens and government, and so the population should be informed of the
benefits of using ICT, thus achieving more widespread access to the information
society and at the same time narrowing the digital divide.

In this context, in the first stage of modernisation, the Guadalinfo Network
project was approved in 2002, to achieve greater digital literacy in Andalusia, in
terms of both Web 1.0 and Web 2.0, in areas less accessible to ICT. As a result,
757 public internet access points have been established, in municipalities with less
than 20,000 inhabitants, together with another 67 such access points in poor
neighborhoods in the major cities in Andalusia.

In 2008, the regional government launched the second phase of digital mod-
ernisation, in an initiative termed ‘‘Andalusia: Digital Commitment’’ targeted at
developing the information society. This is a collaborative network, driven by the
joint commitment of individuals, companies, and organizations to the development
of Andalusia and to reduce the digital divide, foster digital skills, and promote
confidence and security in the use of ICT. This initiative has led to the develop-
ment of information society training and awareness-raising activities, both onsite
and online. Since its launch, ICT training has been provided to 10,341 people, of
whom 5,247 attended 508 onsite courses, 4,629 received online training in 195
sessions, and 465 benefited from the self-training facility, an open-access, self-
managed format, open to all and with no fixed timetable (Andalucia compromiso
digital 2013). These persons extended their knowledge of practical issues con-
cerning the safe, correct use of technology in administrative procedures, including
facilities such as digital certificates, the digital signature, and the electronic ID.

A comparative overview of the scope of demand for e-government in Andalusia
shows that there is, as yet, scant demand for online information, especially for the
downloading and online presentation of forms for e-services (see Table 11.6). In
general, most e-services actions in Andalusia have concerned private citizens, and so
awareness-raising and training activities aimed at this population have been instru-
mental in enhancing the interaction between them and the regional government.
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11.5.6 Ongoing Training for Public Employees

For Dinsdale et al. (2002), the introduction of new technologies, concerning
mainly to 1.0 web usage, by the government means that its staff will have new
skills, knowledge, and attitudes. Araya and Porrúa (2004) argued that government
actions should be oriented toward the adoption of ongoing training policies to
ensure an effective transformation of the organization, and toward ensuring proper
staff performance in creating e-government, rather than searching outside the
institution to hire specialized staff.

In this respect, the regional government, through the Andalusian Institute of
Public Administration (IAAP), has organized ICT training, free of charge, for all
members of the Andalusian government. As shown in Table 11.7, this is a sig-
nificant opportunity, both in terms of the length of training offered and the number
of participants expected.

Nevertheless, in order to improve the quality of training plans and match them
to the strategic needs of each entity within the regional government, as well as to
those of the persons working there, in the second phase of digital modernisation it
was considered appropriate to conduct a training needs assessment within the
Andalusian government, with respect to staff employed in diverse agencies.

Table 11.7 Training plan: second digital modernization stage

Hours of training Courses Hours Participants

2008 1,000 35,044 27,683
2009 911 30,078 25,045
2010 908 29,526 29,587
2011 947 29,530 25,523

Source The authors, based on dates of Andalusian Institute of Public Administration

Table 11.6 The citizens and its interaction with online government

Total of people who have
used the internet in the
last 12 months

Get information
from government
web pages

Download
official forms

Submit completed
forms

Spain Andalusia Spain Andalusia Spain Andalusia Spain Andalusia
2012 24,802,451 4,284,874 59,4 55,4 41,0 36,3 32,0 30,0
2011 23,868,820 4,051,192 53,7 50,2 35,6 31,0 25,5 22,7
2010 23,026,788 3,865,978 57,0 50,9 36,5 33,7 24,9 24,2
2009 20,741,237 3,368,226 57,1 50,0 35,0 29,6 19,8 16,1
2008 19,572,899 3.095.777 55,4 52,1 34,5 30,4 21,8 20,2
2007 17,580,587 2,828,571 48,2 48,6 27,2 25,0 16,2 14,9
2006 16,311,399 2,570,623 46,6 47,5 26,2 26,4 15,5 16,5
2005 15,506,014 2,325,707 48,04 46,09 26,05 24,00 13,80 16,79
2004 13,534,664 1,930,959 53,51 52,05 27,99 25,74 16,29 16,03
2003 12,130,100 1,776,860 52,01 51,10 27,18 27,33 15,20 14,61

Source The authors, based on dates of Spanish Institute of Statistic
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Of the 65 different types of training proposed in the assessment survey,
‘‘Administrative Acts and Procedures and New Technologies’’ was ranked highest,
which reflected employees’ interest in training in the field of e-government, to
develop their professional abilities. In consequence, the staff of the regional
administration have been offered a large number of training courses in the field of
e-government, which have created a positive attitude toward the organizational
transformation underlying the implementation of e-government.

11.5.7 Cost Reductions and Economies of Scale Achieved
Through the Use of Technology Developed by Other
Administrations

Transaction security was a prerequisite in order to start implementing e-services in
Andalusia; citizens and all branches of government need to know their commu-
nications are secure in terms of ensuring identity, confidentiality and integrity, so
that full and proper use can be made of online communication.

In this context, the Andalusian government was aware that other regional
governments had joined the pioneering CERES e-signature certification project
developed by the Spanish Royal Mint (FNMT-RCM), which constitutes a national
and international benchmark for this infrastructure.

The Andalusian administration entered this project in 2002 to guarantee the
validity and security of the transmission and reception of communications and
electronic documents in Andalusia. In 2005, the agreement was renewed and
extended to municipalities of over 50,000 inhabitants and to all public universities
in the region. It was again renewed in 2007, and expanded to other levels of
government in the region in 2009. Table 11.8 shows that e-signature digital cer-
tificates have come into general use.

The annual cost of using the service is around €500,000, a fairly low sum
compared with the cost of developing and maintaining technology of equivalent
effectiveness. It has been estimated that membership of CERES represents an
annual saving for the Andalusian government of €1.5 million, thanks to economies
of scale, the reutilisation of resources and the benefits of prior knowledge and
experience.

Furthermore, as indicated by Cobeña (2010), in July 2007 Andalusia was the
first region to sign, with the then Ministry of Public Administration, a collabo-
ration agreement that enabled the regional government to access the identity and
residence data accreditation and verification services available to the national
government. This collaboration agreement, moreover, placed no financial obli-
gation on the Andalusian government.

In this context of cooperation between administrations, in accordance with Act
No. 11/2007 of 22 June, on the electronic access of citizens to public services, an
e-Government Sector Committee, involving the national and regional government
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heads in the field of e-government, was created to examine areas of mutual interest
for the effective implementation of e-government initiatives, with particular
respect to prioritizing efforts and resources.

11.5.8 Supervising the Action Plans

During the first phase of e-government modernisation, audits of e-government
were initiated. Thus, a periodic evaluation was made of the state of implementa-
tion of electronic procedures within the Andalusian administration, a strategy for
short- and medium-term action was established, and necessary changes were
identified.

During the second stage, the Directorate General for Modernisation and
Innovation in Public Services created an Observatory for the Improvement of
Public Services, as an area of specialized analysis to monitor and evaluate the
actions undertaken by different departments.

This Observatory analyzed the public policy cycle and the development of
action plans in Andalusia, to contribute to the identification of best practices and to
offer support and advice on defining, planning, implementing, monitoring, and
evaluating these plans.

The Observatory is considered essential for further progress in modernizing and
enhancing public services and the regional government. For this reason, the
Observatory accompanies, supports, and advises government departments on
processes of organizational change and/or ongoing improvement, such as the
development and implementation of action plans.

Table 11.8 Citizen e-signature certification of FNMT-RCM

Total number of
valid digital
certificates in
Adalusia

Total number of
valid digital
certificates in
Spain

Percentage of population
with a valid digital
certificate in Andalucia

Percentage of
population with a valid
digital certificate in
Spain

2002 40,000 300,000 0.53 0.71
2003 60,300 420,000 0.80 0.99
2004 106,347 620,000 1.39 1.44
2005 115,302 800,000 1.48 1.83
2006 238,269 1,080,000 3.01 2.43
2007 334,383 1,350,000 4.16 2.98
2008 504,463 1,838,485 6.19 4.01
2009 655,148 2,242,055 7.98 4.88
2010 702,196 2,431,731 8.50 5.27
2011 760,370 2,634,471 9.18 5.70

Source: The authors, based on dates of Andalusian Government
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11.5.9 Setting Realistic Schedules

The objectives pursued in the two stages of the modernisation plan described
above are intended to be as realistic as possible, and so a long-term timeframe of
4 years was set for the implementation of each of these strategic plans. Specifi-
cally, the first stage was scheduled for 2003–2006 and the second, for 2007–2010.

These plans sought to ensure that, on completion, the various formalities and
procedures involved in dealings with the regional government of Andalusia could
be conducted entirely via the Internet, i.e., service provision would have advanced
from the first level of development of e-services ‘‘information’’ to the fourth ‘‘fully
electronic processing’’ (CapGemini 2012). To thus develop the administration’s
e-services, a succession of electronic platforms was created, with short-term
schedules for their implementation.

An initial target was set, to achieve a single online register, with a one-year
deadline for its implementation (by 2003). This goal was achieved with the cre-
ation of the ‘‘@firma’’ platform. However, in order to achieve full electronic
processing, online payment had to be enabled, and so steps were taken create the
necessary platform in the final year of the first stage of modernisation (2006). This
was done to test the correct functioning of the different platforms created, in order
to advance the level of development of e-services.

Subsequently, in the second stage of modernisation, these platforms were
progressively adapted to the various services offered by the regional government.

11.6 Conclusions

The surface area, the population, and the size of the public sector in the study area
are greater than in many EU countries, and so the strategies employed in imple-
menting the e-government project in the regional administration have imposed
major challenges on the government. These factors justify our analysis of this case
study.

Two well-differentiated stages of development were identified, corresponding
to the strategic plans for the implementation of e-government in Andalusia. These
plans are very much in line with those of the national government and of the EU.

In this context, based on Gil García and Pardo (2005), who identified factors
relevant to the introduction of e-government and divided them into five categories,
our analysis of this case study led to nine CSFs being established.

The ‘Legal and Regulatory’ category contains two outstanding factors: the
coordination of the legal and strategic frameworks for e-government, and finance.
There has been intense legislative activity in the Andalusian regional government
with respect to e-services. Furthermore, although budgets for information tech-
nology are established annually, they have risen significantly over time, and the
funds have been centralized to enable better management.
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In the ‘Organizational and Managerial’ category, four main factors were
identified: the organizational structure created, the time limits for objectives to be
achieved, the continuous monitoring of progress and the introduction of ongoing
staff training. The first of these, the organizational structure created to develop the
strategic functions related to the wider promotion of ICTs, was associated with
organizational innovation. The goals established were intended to be as realistic as
possible, and an overall long-term horizon was set. The level of implementation of
e-government was periodically evaluated in order to determine the strategy for
action in the short and medium term and to decide whether changes were needed.
Finally, governmental actions were oriented toward ensuring ongoing staff training
in the field of ICT.

With respect to the ‘Institutional and Environmental’ category, there are two
factors: political support and digital literacy/outreach. Political resolve and support
were crucial to the implementation of e-government in this region. With respect to
digital literacy, a cultural change in the citizens/government relationship was
considered necessary, and a policy was designed to inform citizens of the benefits
of using ICT systems.

Finally, overlapping the categories of ‘Information and Data’ and ‘Information
Technology’, a major factor was the use of technology developed by other
administrations, thus reducing costs and enabling the regional government to build
on experience gained elsewhere.

Our analysis has identified the CSF that most influenced the development and
implementation of e-government in the region studied. Nevertheless, a compara-
tive analysis with the developments made in this field in other regions of Spain
would complement this catalog of key factors, and such a study is scheduled for
future research.
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Chapter 12
Barriers for Sustainable e-Participation
Process: The Case of Turkey

Naci Karkin

Abstract This chapter aims to evaluate what could be some possible barriers for a
sustainable e-participation process in a developing country case. Sustainability
refers to the provision of uninterrupted and successfully implemented programs in
related to e-participation in terms of expectations and gained results. For such
purpose(s), it is of utmost importance that regarding infrastructures are provided,
and related precautions are ensured before enrolling in. It is argued that sustainable
e-participation is kept consistent if possible barriers are successfully considered. In
this context, possible and potential barriers for sustainable e-participation process
are derived from the literature, but confined to five types in drawing the frame-
work. As a country case, Turkey is evaluated in terms of some current indicators
presenting an overview of information and communication technologies’ (ICTs)
infrastructure and its use before discussing about barriers. Administrative, legal,
institutional, and cultural dimensions that produce and feed the barriers are
described next. After addressing these dimensions, it is concluded that there are
some potential barriers before e-participation process. Resistance from bureau-
cracy for sharing their monopoly over policy making, the lack of expertise in
designing methods for e-participation, privacy concerns in data sharing, a big
accumulation of legal and administrative arrangement burden, and potential inertia
at citizens’ side toward policy-making issues are among threat-posing features for
a sustainable e-participation process in Turkey.
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12.1 Introduction

Countries at local (Feeney and Welch 2012), national, or supranational levels
(Molinari 2010; Panapolou et al. 2011) initiate various e-participation processes.
Such an involvement has its own grounds as (i) overcoming the democratic deficit
issue and regaining legitimacy (Macintosh 2008; Panopoulou et al. 2010); (ii)
promoting citizen engagement (Bimber 2001; Scott 2006); and (iii) supporting
bottom-up (or demand side) ICT use (Andersen et al. 2007; Paskaleva-Shapira
et al. 2008; Panopoulou et al. 2011). This chapter evaluates e-participation under
broad e-government notion, as the umbrella term covering ICT use in public
administration. Some evaluate that e-government is a tool under the broader
transformation covering many reforms realized within the public administration
field (Dawes 2008; Torres et al. 2005). In contrast, some other distrustfully
evaluates effects of ICT on public administration from a different perspective
(Bimber 2001; Kraemer and King 2006). Yet, governments still keep their
financial and political supports for ICT use in both administrative and democratic
reform processes. Actually, ICT has great effects on public administration, both on
theoretical and practical aspects (Rahm 1997; Kassen 2013). There is a great
quantity of literature on e-government, and it still keeps rising (Kaisara and Pather
2011; Löfgren 2007; Yildiz 2007). However, literature regarding e-participation is
newly growing (Sæbø et al. 2008, 2011; Medaglia 2012; Cleland et al. 2012), but
not to be at satisfactory level (Grönlund and Susha 2012; Andersen et al. 2007),
especially on specific country cases (Sommer and Cullen 2009; Conroy and Evans-
Cowley 2006), though there are some studies on agglomeration of countries
(Mbako et al. 2012; Åström et al. 2012). In addition, there are some studies
evaluating the e-participation concept in context of sustainability (Roeder et al.
2005; Lombardi et al. 2010; Maier-Rabler and Huber 2010; Fuchs 2008, 2010;
Galbraith et al. 2013). In sum, there is a gap in e-government and e-participation
literature in terms of sustainability (Furuholt and Wahid 2008). Therefore, this
chapter aims to discuss the sustainable e-participation notion in a specific country
case, focusing on what it may serve for administrative system in Turkey by lying
down country-sensitive contextual barriers.

In order to deepen the current subject, this chapter aims to make a theoretical
investigation to give a detailed description of related notions. In this framework,
this chapter also draws a conceptual framework covering e-participation and
sustainability. For this very aim, as an umbrella term, e-government notion is also
discussed by placing the e-participation in center. After conceptual description,
this chapter is to deduct some barriers before e-participation processes from the
literature. However, barriers derived from the literature are limited to five main
types as three categories assumed important for Turkish case in first step. In this
context, this chapter covers technological, legal/ethical, and administrative/struc-
tural barriers.

Technological barriers come first in discussion since e-participation is an
inseparable part of a broader process (e-government) that covers ICT use in public
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administration. Hence, e-government in general, and e-participation in particular
necessitate the presence and the use of technological potentialities to transform the
government’s attitudes and behaviors toward citizens, also include efforts to ease
public service provision through online contexts.

Legal and ethical barriers are assumed important for efficient and effective
functioning of e-participation process as Turkey is categorized under Continental
European law tradition that necessitates a differentiation between civil and
administrative matters pertaining to their jurisdictions. Besides, e-government and
e-participation processes are directly related to legal and administrative arrange-
ments of the country in question. Thus, it is important to make compatible and
consistent arrangements within legal system, and also there is need to develop new
ethical comprehension in related to public officials.

As a final categorization, administrative and structural barriers should be
discussed at utmost importance as matters and issues related to personnel structure,
or administrative culture is among the very determinants of e-participation pro-
cesses to be addressed.

Since citizens, or accepted partners of public policy making are totally inex-
perienced when compared to officials, it is reasonably necessary that bureaucracy
generates some additional obstacles, or resistance points in addition to those
arising out of participation process in policy-making matters. Likewise, partici-
pation culture and information related to policy making are among important
factors for e-participation process to be implemented in citizens’ side. The limi-
tations posed by administrative structure or legal framework produce barriers for
potential shareholders, as possible extents of participation actually build on the
political culture of the country in question.

12.2 Sustainable e-Participation: A Theoretical
Framework

The term participation in context of political theory is clearly seen in works of
Rousseau by placing personal participation in center of his political set up (Maier-
Rabler and Huber 2010). Actually, Cunningham (1972, p. 590) states that ‘‘the first
great surge of mass participation in public affairs came in the classical Greek city-
state, the second came in the growing towns of medieval Europe and England’’. As
in medieval time, most states of sixteenth and seventeenth centuries were far from
being centralized in both political and administrative aspects. Therefore, citizens’
participation was mostly directed to policy making and implementation processes
for decentralized public service provision until the time when national states were
rising. It is stated that public participation was evaluated necessary and essential
again in post-war period. As it was in past times, public service provision for post-
war period of amelioration in Continental Europe required direct citizen partici-
pation after some unsuccessful initiatives commenced without participation and
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support of the people (for example, health services, Milewa et al. 1999; urban
renewal, Cunningham 1972; democratic renewal, Barnes et al. 2003; and planning,
Bedford et al. 2002). Yet it is on the agenda for policy making and implementing
processes (Lane 2005), especially with the inclusion of ICTs in government
business these days.

As sustainable e-participation conceptualization is composed of two main
aspects as of ‘‘sustainability’’ and ‘‘electronic participation’’, sustainability
deserves to be elucidated in equal weight with the term participation. Since sus-
tainability is a broad concept, this chapter evaluates the concept in terms of par-
ticipation and information technologies. Sustainability is cited by Maier-Rabler
and Huber (2010, p. 132) as ‘‘successful enfranchisement of present generations—
without the disenfranchisement of future generations—to both take part in and
influence agenda—setting and decision-making’’. However, it should be described
in broad contextual environment of ICT as a continuous efforts and support to
reach a societal structure where ICT literacy is common and widespread with
provision of access tools to technology under equal circumstances in citizens’ side.
However, sustainability in government side is related to what is in citizen side, but
it is some more complicated. As Heeks (2002a, p. 101) stated that ‘‘many infor-
mation systems in developing countries can be categorized as failing, either totally
or partially’’. From that argument it can be derived that e-participation processes
may involve partial or full failures. There may emerge some discrepancies
between start up expectations and final results (Molinari 2010). Or, information
systems once built could not persist to function if external funding or expertise get
lost (Braa et al. 2004). Thus, sustainability of e-participation process is provided if
related potential and present barriers are successfully considered. In this study,
moving from the conceptualizations developed by Heeks (2002a, b; Braa et al.
(2004), and Molinari (2010), sustainability is defined as the provision of conditions
for the perpetuation of e-participation process that persists over time in spite of
failures that could not hinder the targeted results. In a study addressing some
barriers in a developing country case, Kumar and Best (2006) argue that sus-
tainability of e-government process could not maintained because of organiza-
tional (i.e., people, management), structural, and cultural factors. Actually Royo
et al. (2012) argues that Internet could provide some kind of sustainability in
behaviors of humans and governments in terms of affecting each other’s actions,
by revitalizing the public sphere, especially for environmental issues. On the other
hand, Fu and Xiao (2012) define sustainability in conjunction with equity principle
as the service delivery extension to the relatively poor masses beyond centers,
particularly to the rural people who may not have full access to e-government
services.

As for how e-participation is defined, Sideridis et al. (2012, p. 265) evaluate
European Union’s (EU) i2010 strategy as directing the Union as competitive as US
‘‘towards a sustainable growth of a fully inclusive information society’’. Molinari
(2010, p. 126) gives a process-based definition of e-participation built upon five
constitutive elements as ‘‘juridical compliance, legitimacy, social value, efficiency,
and productivity’’.
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Macintosh et al. (2009) state that e-participation is a hybrid notion covering
democratic theory, political science, communication studies, technology and
information sciences. As placed in a reflexive locus, e-participation presents some
potentiality as bottom-up mechanism by allowing the citizens to take part in
political and administrative decision-making process as active shareholders.
Actually and more broadly, Gulati et al. (2010, p. 72) state that e-government
provides some functionalities in order to make public administration more trans-
parent and participative.

By means of e-participation tools, governments may have ‘‘potentially powerful
means to access, acknowledge and address citizen and other stakeholder needs’’
(Feeney and Welch 2012, p. 816). No doubt that it is government’s responsibility
to prepare appropriate circumstances present for people to participate (Sanford and
Rose 2008). As Parlak and Sobaci (2010, p. 76) say that countries are assumed to
look for new procedures aiming to move participation notion further beyond, to
broader comprehension other than that of merely voting in elections. In similar
vein, Koussouris et al. (2011) assert the potentiality of e-participation to re-engage
citizens into the democratic process, particularly in high level of voter turnout
times.

12.3 Some Barriers Before Sustainable e-Participation
Process

There is some amount of literature describing barriers in process of e-government
in general (Heeks 2002b; Lam 2005; Coursey and Norris 2008) and e-participation
in particular (Conroy and Cowley 2006; Maier and Reimer 2010). In this frame-
work, Heeks (2002b, p. 102) point outs to the term ‘‘e-readiness for e-government’’
which covers a set of necessities that include some infrastructural barriers attached
to data systems, legal, institutional, and human resources dimensions in his case-
specific study. Coursey and Norris (2008, p. 529) lists four types of barriers before
e-government as ‘‘technical, political and organizational, legal, and financial’’.
Norris and Reddick (2012) provide a list of barriers before e-government process
for the US local governments (the most important barrier in both 2004 and 2011 is
lack of financial resources with 67.3 %). De Juana-Espinosa et al. (2012) assert
lack of political will as the top barrier of e-government process in Spanish
municipalities. Lam (2005, p. 518) identifies a set of 17 barriers before the e-
government integration in four basic categories ‘‘as barriers pertaining to strategy,
technology, policy and organizational structure’’. Gauld (2005, p. 104) lists some
necessities that is meaningful for fully functioning of e-government in terms of
public health services as ‘‘full interoperability, high level of data security, pro-
tection of personal information, coordination of data standards, coordination of
ICT system architecture, and organizational reengineering’’. Sæbø et al. (2011)
gives reference to the complexity in design and application stages of e-government
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portals that could not manage to provide integration in online service provision for
the population at large.

12.3.1 Technological Barriers

Throughout the history, it is clear that technology or technological innovations add
something new in societal and political life. However, any novelties brought by
technology have to face with some level of difficulty related to its acceptance (i.e.,
absence of literacy, or presence of anxiety) and wide use (i.e., access to sources,
high costs). It is the same case for public participation in government affairs
through ICT. It is because there are some barriers, which require additional time to
hurdle, pertaining to technology use itself stemming from absence of mass literacy,
equal access issues, growing need to develop an expansive infrastructure, diffi-
culties for adequate sources to finance, etc. Among the barriers deriving from the
technology before sustainable e-participation, technological literacy (Maier-Rabler
and Huber 2010, p. 131) and wish to participate through ICT are among the front
in the citizens’ side. Similarly, Sæbø et al. (2011) identifies insufficiency of citi-
zens related to access and comprehension of governmental information. Kim and
Lee (2012) refer to high costs for accessing policy information as a barrier to
citizen participation. On the other hand, e-inclusion or overcoming the digital
divide (Karakaya Polat 2012; Yıldız 2010) and inharmonious use of technological
tools or incompatible preference of technological tools comes first in the side of
administration (i.e., persistent use of Web 1.0 technologies instead of Web 2.0
tools). Besides, privacy concerns (e-signature, digital robberyprocess, or unde-
clared use of personal information, etc.) arising from citizens should be here stated
as another barrier before electronic process in government affairs.

A feature of technological barriers that e-participation process encounters stems
from the use of static web programming (HTML) instead of dynamic ones (PHP,
C++, Java, ASP, etc.). The static programming language preference in websites or
portals may have some negative effects on e-participation process. Compatibility
and dynamism is among the most important features of technology. Thus, any
incompatibilities pertaining to government information infrastructure or inertia
toward new trends in ICT tools may yield a lack of interaction between govern-
ment and citizen. Currently, e-petitioning system is an important step of govern-
ment readiness for taking citizens’ view on policy making in terms of
e-participation (for example, https://petitions.whitehouse.gov, and http://
epetitions.direct.gov.uk). Actually such a deliberative preference of slowness
toward the interaction demands growing in society or old-fashion preferences
regarding the general infrastructure of government information systems may
reveal the reluctance toward any add-ins coming from outer actors. Besides, Lam
(2005) evaluates the maturity of e-government initiatives by looking at some
criteria, one of that is definitely related to the breadth, depth, and functionality of
regarded websites. According to him, static web content offering websites are
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called as ‘‘informational’’, enough be accepted as a sign of e-government initiative
being at its formative period.

To overcome inertia and commence multiway interaction with public at large,
Web 2.0 tools may serve well. Web 2.0 is an umbrella term referring to interactive
applications and tools used through the Web such as forums, blogs, and social
media tools, etc. (Wigand 2010). It is evaluated that spread and use of the Web 2.0
tools in government websites may increase citizens’ participation. It should be
noted that participation necessitates some pre-requisites, one of which is access to
information. So, Web 2.0 tools may facilitate functionality in mediating the access
to information in citizens’ side. As stated by Mergel (2010), knowledge sharing in
public administration at intra-institutional and inter-institutional levels is so tightly
controlled that some government officials may be excluded from the share, so
participation process could not be efficiently realized at even institutional level.
One reason to avoid information dissemination to others including lower level
officials may be to avoid raising new judgmental questions about existing struc-
tures because Janssen et al. (2012) state that public officials have the (natural)
tendency to refrain from information dissemination as it could yield critical
questions.

Mergel (2010, p. 177) asserts that social media tools can be assumed as
functional at challenging the aforesaid scarcity in knowledge-share as ‘‘social
media applications are potentially disruptive and might have transformative effects
on knowledge sharing’’ in terms of citizen participation. Maier-Rabler and Huber
(2010) cites that citizen participation in framework of Internet and Web 2.0 tools is
regarded as a keystone for democracy.

Another feature of technology that may form a barrier is the anxiety developed
against the technological tool use, which may result in paucity of participants.
Molinari (2010) states that there are some particular limitations on the desired
realization of e-participation projects, one of which is scarcity of participants
insufficient to represent the community in any sense.

Angelopoulos et al. (2010) evaluates high costs of the infrastructure needed for
appropriate functioning of e-government process as an important technological
barrier. Similarly alike, high costs of the compatible technological apparatuses or
varying amount of bills may implicate the aforementioned paucity in number of
potential participants.

12.3.2 Legal and Ethical Barriers

e-Government projects and e-participation initiatives must be strictly coherent to
legal or administrative regulations. Basu (2004) asserted the preparation of
regarding importance of legal framework for successful implementation of e-
governance, especially in terms of developing countries. Besides, Söyler (2009)
states that e-government attempts are also examined with their aspects pertaining
to legal structure of the country, especially if the country in question belongs to
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continental Europe law tradition. Besides, it is quite normal that technological
tools and applications may give way to rising questions and concerns about ethical
issues of share and dissemination of personal (or private) information. Cohen
(2006) argues, in the US context, that contacting government is regarded as
important because establishing an interaction between citizen and government
allows both parties to learn about each other in such a way that forging bridges that
paves the way for democratic performance. Though providing interaction poten-
tialities between citizen and government, uncontrolled spread and use of ICT
without any ethical or pre-defined precautions in e-government and e-participation
frameworks can yield in trust issues toward regarded institutions, or to the very
being of government. Fedorowicz et al. (2010, p. 315) critically assert that ‘‘ICT
applications frequently give rise to ethical quandaries resulting from stakeholders’
varied perspectives. If these are not addressed improperly, constituents may
challenge the organization’s legitimacy.’’ Badouard (2010) states that European
Commission (EC) commenced two-way online interaction in order to make citi-
zens’ voices heard high for the aim of preventing itself from the democratic deficit.

In a data-sharing context for a tax collection issue in California, Fedorowicz
et al. (2010, p. 315) quotes that the resolution of interest quandaries in public
sector is extremely complex as concerns for the ‘‘privacy protection may conflict
with agency goals’’. Sæbø et al. (2011, p. 416) also cites about ‘‘the privacy
concerns related to sharing and exchanging data’’ as a barrier related to legal and
ethical context before e-government initiatives.

To note, the resolution of such competing priorities is harsh since unintended
access to private information or share of second-hand information without any
intention of the subjects may raise ethical issues, especially for e-participation
matters.

12.3.3 Administrative and Structural Barriers

Schwester (2009, p. 116) states that ‘‘organizational or staff resistance’’ as a barrier
before e-government process stems from government side, or supply side. Simi-
larly, Ciborra and Navarra (2005) states the need to make necessary ‘‘innovations
and reforms in the governmental and bureaucratic apparatus’’ for the successful
implementation of e-government in a less-developed country case. Angelopoulos
et al. (2010) appraise the size of public administration as among determinants
before ICT use and spread in public sector for effective operation of e-government.
Similarly, Medaglia (2007) evaluates the number of inhabitants as an important
factor determining over the success where e-participation process is to be realized
by arguing bigger cities are good candidates for realization of bigger projects
resulting in high financial costs. Alican (2007) puts forward the lack of necessary
expertise for the design and implementation of projects related to e-government
due to employing simply domestic personnel as a deficiency.
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One of administrative barriers before sustainable e-participation process is the
gap between promise and result of e-participation process, called as reality-design
gap. Sæbø et al. (2011) takes attractions to that point by stating that while the
number of projects regarding e-participation relatively increases, most of them
could not still compensate what was undertaken at the start of the project since
citizens are not using them as desired and proposed. Alican (2007) argues that the
reality-design gap is among the major obstacles before the electronic transfor-
mation projects, especially commenced in Turkey.

French and Bayley (2011) give reference to skepticism regarding the public
participation notion. They critically evaluate some doubts regarding the appro-
priate methods and ways of public participation as well as the context in which
stages citizens are presumed to participate, but to which extent. Molinari (2010,
p. 127) takes attraction to some evident limitations on success of e-participation
projects, one of which seem more structural as ‘‘the relatively poor impact of the
(majority of) projects and achievements on the underlying decision-making pro-
cess of the governmental agency involved’’. Angelopoulos et al. (2010) give
reference to some organizational (administrative) barriers such as fragmentation in
the number of public institutions, low level communication, and relations in in-
tradepartmental structure of the public administration.

After discussion about barriers before e-participation process, it is important to
draw on ICT infrastructure and the level of e-service level of country in question.
Though it may seem that there is no or little relationship between e-participation
process and e-services, successful implementation of e-participation is conditioned
over ICT infrastructure and attitudes of public officials toward e-government
notion in general. Thus, successful implementation of e-services and good quality
of ICT infrastructure may be evaluated as important signs for e-participation
process. Therefore, the Turkish case in terms of e-services and a present picture of
ICT infrastructure is detailed in the following part.

12.4 The Turkish Context

In this part of the chapter, Turkey’s position in terms of some ICT indicators (i.e.
the level of Internet access, investment growth in related to e-government, current
position in rankings) is described. In addition, potential and present barriers before
e-participation are detailed with reference to Turkish administrative, legal, and
structural dimensions.

The most important element of ICT tools regarding e-participation process in
Turkey, namely Internet, was introduced in 1991 (nic.tr, 2013) over Middle East
Technical University (METU), which was sole Internet Service Provider (ISP) till
1996 (Gokmen 2012). From then on, many ISPs provide access to Internet over
broadband and mobile technologies. Yet, OECD (2012) asserts that broadband
Internet market is still not competitive in Turkey since incumbent provider, Turk
Telekom, has 81 % market share. While broadband penetration rate was 12 %
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through mobile for Turkey (as of March, 2012), the average rate for OECD was
48 % (as of June, 2011). According to data provided by Information and Com-
munication Technologies Authority (ICTA-BTK) in Turkey, there are 19 million
subscriptions to broadband Internet (as of August-2012) (BTK 2012, p. 8). The
rate was over 14 million in 2011 (ICTA 2012, p. 28). The increase was due to
raising penetration rate over 3G technologies through mobile (BTK 2012, p. 8)
(Table 12.1).

While Turkey has been investing at an increasing rate of public expenditure in
ICT, development pace in e-government has not been realized at the same rate.
State Planning Organization (SPO), transformed into Ministry of Development in
2011, states that e-government investments in Turkey are mostly financed by
central government. There is great increase rate (nearly fourfold) in e-government
investment since 2002, reached to 1.2 billion $ in 2011 approximately (SPO 2011,
p. 74).

However, evaluations made by international institutions do not address this
investment increase proportionately. According to United Nations (UN) e-Gov-
ernment Survey (2012), Turkey ranked 80th, though ranked 69th in 2010 at the
very same index. In similar vein, Turkey ranked 69th, whereas ranked 66th in
2010, in ICT Development Index 2012 (IDI) by International Telecommunication
Union (ITU) (ITU 2012). Turkey’s e-participation index is 0.0526 (ranked 30th)
according to UN’s e-Government Survey 2012.

Turkey, as a country placed at the crossroads of the West and the East, belongs
to continental European tradition in structuration of legal and administrative
system. The Constitution lies at the very top of Turkish legal order. Whereas
access to information is a pre-requisite to participate in context of e-government
and e-participation in Turkey, Karkın and Çalhan (2012) note that information
dissemination regarding the government functioning was put as subject to con-
stitutional arrangement by the regarding constitutional articles (26, 40, and 74) in
context of citizen discourses to government.

As the Constitution does not involve any provision to implement per se, there is
necessity to issue lower levels of legal regulations as codes by the Parliament
(Turkish Grand National Assembly—TGNA), regulations, ordinances, and by-
laws passed by regarded administrative authority. In this context, the Act on Right
to Information Acquirement (N� 4982, got into effectuation in April 24, 2004)

Table 12.1 Broadband Internet subscribers in Turkey

2008 2009 2010 2011 2012

xDSL 5,894,522 6,216,028 6,640,911 6,776,036 6,633,000
Cable internet 67,408 146,622 273,908 460,451 –
Mobile – 396,363 1,448,020 6,454.801 10,650,000
Fiber – – 154,059 267,144 –
Other 24,171 23,644 155,478 159,383 –
Total 5,986,101 6,782,657 8,672,376 14,117,815 19,165,000
Increase rate 30 % 13 % 28 % 39 % 73.6 %

Sources BTK (2012, p. 9) & ICTA (2012, p. 28)
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seems extremely important for sustainable e-participation process in Turkey since
it allows the citizen to get access to information and documents pertaining to the
very being of the applicant. The Code clearly states that all the public institutions,
regardless of being at central or local government or having semi-public legal
identity, are obliged to take all kinds of precautions to meet applicants’ all kinds of
informational or documental inquiries if followed by effective, swift, and accurate
procedures (Karkın and Çalhan 2012).

In similar vein, The Prime Ministry Office issued a Prime Ministry Circular
(PMC N� 2004/12) on ‘‘The Utilization of Right to Petition and Right to Acquire
Information’’, for clarifying the Code. This PMC requires all the public authorities
to respond to the demands arising from citizens if followed by proper procedures.
In this PMC, it is strictly stated that citizens may apply to the administration for
making proposals, delivering wishes, or complaining on any matters pertaining to
administration, that should be evaluated as must of ‘‘a democratic and transparent
administration built upon the principles of equality, neutrality and transparency’’
(Karkın and Çalhan 2012, p. 111).

As for the interoperability of all e-government initiatives into a specific web
portal, Turkey has commenced ‘‘turkiye.gov.tr’’ project announced as ‘‘e-Gov-
ernment Gate’’, via which all the citizens who have electronic government pass-
word given by Ministry of Transportation, Maritime Affairs and Communication
have access to the portal in order to make transactions provided by all the public
authorities, in the framework of e-Transformation Turkey Project (eTTP). As of
April 9, 2013, e-Government Gate has 14,430,505 users with 667 e-services
provided by 85 public institutions (the numbers were 14,224,710 users, 588 e-
services, and 74 public authorities as of February, 28, 2013). E-service provision
via an integrated portal is at utmost importance regarding e-government process,
providing e-participation services could be thought alike. In this context, for
example, Badouard (2010) asserts that e-participation projects in Europe are not
configured through a single strategy, even those conducted by a single entity as
EC.

12.5 Discussion and Conclusion

The public participation into administrative policy-making processes may serve
well to overcome some of the political systems, for example the democratic deficit,
or legitimacy issue. The public participation in policy-making processes should be
perceived as made easy under societal and structural transformation through ICT
tools. As Rose and Grant (2010) asserts that e-government is wider than merely a
technological implementation requiring to evaluate related structural, organiza-
tional, and managerial aspects, public involvement in government business
through e-participation is also in need of some arrangements in administrative,
legal, and structural systems in addition to decisive elimination of barriers stem-
ming from.
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This study emphasizes that the success of sustainable e-participation process,
under e-government umbrella, is conditioned to barriers identified under differ-
entiable country-case circumstances. Though there are three categories covering
five barriers particularly derived for Turkish case, there may be many of them for
other country cases. Therefore, there is need to scrutinize the potential barriers
before e-participation process in specific country cases, especially in planning
phase (Panapoulou et al. 2011) which requires taking citizens’ needs and case-
sensitive conditions into consideration. Though financial aspects of e-government
is not mentioned directly in this study, Andersen et al. (2007) points to potential
financial and economic burden of e-participation process that could be set off by
direct value to be produced. Ciborra and Navarra (2005) put forward the increasing
complexity of government apparatus and the push for democratic reforms without
providing the necessary citizen participation as the main barrier for e-government
implementation in a less-developed country. As for stating the differences between
developed and developing countries in terms of various ICT tools implementation
including e-government, Schuppan (2009) takes attractions to the wider differen-
tiations in structural, administrative, and cultural aspects. Thus, Azad and Faraj
(2009) stress the importance of e-government institutionalization despite wide-
spread implementations of e-government process.

Barriers or obstacles before e-participation process in this study are categorized
as technological, legal-ethical, and administrative-structural. Technology use in
public administration is not new, especially in inner organizational setup of public
administration, however, what is novel is the ICT use by public at large in the
sense that citizens can engage in government business. Therefore, it is unavoidable
that there are some difficult technological barriers deriving from its use motivated
by citizens. In this respect, absence of mass technological literacy, low levels of
dynamic Web 2.0 tools, and anxiety directed to ICT use in citizens’ side are
examples of these barriers.

In this study, it is asserted that legal and ethical barriers deserve to be thor-
oughly inspected since any reform, change, or transformation efforts addressing
societal, organizational, or administrative structure barely are interest of legal and
ethical arrangements. In this sense, e-participation process is assumed strictly
coherent to legal, ethical, and administrative frameworks. Thus, some legal and
ethical barriers as privacy/security concerns pertaining to private information, the
traditional jurisdictive distinction between legal and administrative affairs, and
citizen trust directed to government institutions and officials are of crucial
importance in context of e-participation process.

The administrative and organizational barriers must be mentioned irrespective
of differentiation between countries since ‘‘staff or bureaucratic resistance’’ toward
technology use is common in ICT-based public administration reforms. Besides,
gap between promise and result of e-participation process is also important for
such a transformative effort to be implemented. In addition, smooth and coordi-
nated interaction among public institutions is important in the sense that successful
governance is a prerequisite for achieving public administration reforms.
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It seems that Turkish citizens are increasingly using ICT tools year by year.
Yet, the most important barrier for e-participation process on side of public is the
interest and literacy issue for e-participation in policy-making issues. Legal and
ethical barriers are also very important for e-participation process since Turkey is a
continental European country, having an administrative judiciary that urges gov-
ernment to pass all the legal arrangements through administrative and legal
instruments. In this context, the privacy and security concern for data sharing is
assumed as an important technical and ethical barrier before e-participation pro-
cess. As of the administrative and structural barriers, size of potential participants
in the regarded e-participation process should be assumed as a determining factor.
Potential resistance barriers in bureaucracy side toward authority and power share
with ordinary citizens may emerge. If political leadership is not supportive and
constructive for e-participation process, then it is unlikely that e-participation
process is successfully attained.
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Chapter 13
Democratizing Digital Bangladesh:
Designing National Web Portal
to Facilitate Government–Citizen
Interaction

Md. A. H. Khan and Ari-Veikko Anttiroiko

Abstract e-Government has become an inherent aspect of the modernization of
public administration all over the world. Increased use of information and com-
munication technologies (ICTs) has created a new channel of the interaction and
communication between government and citizens, which is supposed to increase
transparency, responsiveness and the utilization of local potential in governance
and policy processes. How this potential translates into practice depends on con-
text. The key question is whether ICT itself is able to change the way government
interacts with citizens through overall informatization of society, or would it be
more proper to understand the new technologies only as a tool that can be
manipulated by governments and even used to maintain the power of the elite of
society in an increasingly complex environment. In this article we approach this
issue by analyzing the communicational aspect of e-government in Bangladesh.
We will analyze the e-government strategy and strategy-making process of the
government, paying special attention to how it addresses the use of ICTs in
facilitating interaction and communication between government and citizens. As a
special instance of such a communication we focus on the national Web portal of
Bangladesh. Our analysis will reveal how general theories and technological
opportunities translate into realities in a developing country context.
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13.1 Introduction

e-Government can be said to be a global phenomenon (Jaeger 2003; Jaeger and
Thompson 2003). It refers to increased use of Information and Communication
Technologies (ICTs) to increase administrative efficiency and effectiveness and to
promote transparency and accountability of public administration. Besides effi-
ciency and transparency, ICTs are generally seen as one of the most important
tools for public sector reform via their ability to facilitate interagency collabora-
tion, multi-level governance, stakeholder management, and government–citizen
interaction. In that sense ICTs have potential to help in transforming practically all
major aspects of public administration, from administrative procedures and service
delivery to democratic governance (La Porte et al. 2002; Evans and Yen 2006).

The development of ICTs has long historical roots, but the applications used by
the civil service saw the light of day in the 1960s in most of the developed
countries, ranging from France, the UK, and Finland to the USA. A dramatic
change in the IT paradigm in the public sector took place much later, in the 1990s
when the explosion of the Internet started to open a new horizon for the utilization
of ICTs in government–citizens interaction (Anttiroiko 2008). The most dramatic
single trend was the emergence of the World Wide Web (WWW) as the main
service of the Internet, which increased interest and gave strong impetus to gov-
ernments to become engaged in the emerging new trend (Chadwick and May 2003;
Criado et al. 2002). Since then, interactions and transactions have become key
issues in the development of e-government, as the simple Web presence had
become a ‘norm’ by the early 2000 s even in the national and urban governments
in developing countries. That is the time when consultative interaction with citi-
zens and participatory interaction in a variety of forms became the most widely
discussed aspect of democratic e-governance (Chadwick and May 2003).

Even if e-government is a global phenomenon and it has some ‘universal’
features due to its technological dimension, it is approached, shaped, and used in
different ways in different societal contexts. Yet, what is common to most gov-
ernments is to start the introduction of ICTs in providing static information and in
applying it in service delivery at the expense of efforts to revitalize democratic
practices (Raman 2008). The United Nations study from the early 2000s, for
example, showed that 169 out of 190 national governments initiated e-government
projects and programs to facilitate the dissemination of information and delivery
of services (UNDPEPA 2002). Yet, in spite of rapid development and considerable
investment in e-government worldwide, the general goals and benefits associated
with e-government have been difficult to achieve. The poorer preconditions in
terms of technological, behavioral, and institutional readiness, the less the chances
to smooth IT adoption and to reap the tangible benefits it is supposed to bring.

The current development in e-government seems to be characterized by gov-
ernments’ inability to match e-government opportunities with the realities of local
context, which creates a gap between theory and practice or dreams and realities.
Such a dilemma is most visible in most third world countries in Asia, Africa, and
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other underdeveloped parts of the world. In this article we approach this matter by
referring to the case of Bangladesh, which is an illuminating example of a
developing country with an attempt to utilize ICTs in the context in which such
development is extremely challenging due to extreme poverty, poor infrastructure,
and governance problems such as corruption.

Bangladesh is a country that has initiated and implemented a range of e-gov-
ernment projects, yet the progress is by any standard slow and added value of ICTs
has been minimal. We will elaborate the approach of Bangladeshi Government to
e-government agenda and will take a closer look at the development of the national
web portal of the country, which is the symbol of government’s effort to develop
e-government, often supported by external parties, i.e., international non-govern-
mental organizations (INGOs) and think tanks, and show the looming contradic-
tion between donor-supported e-government agenda and local realities and,
especially, the inability to fully utilize the potential of e-government systems in
developing countries.

13.2 Objectives and Methodology

e-Government refers at a very basic level the presence of government on the
WWW, often simply referred to as the Web, to provide services and to interact
with its customers and stakeholders, citizens as the most important stakeholder
group (Coursey and Norris 2008). The benefits associated with e-transformation in
government do not materialize that easily, for the presence on the WWW is just
the beginning of the long-term transformation process. Besides, there are many
contextual and societal conditions that must be met in order for the adoption of
ICTs to bear fruit, some of the most important of them being e-readiness, access to
Internet, media literacy, and the formation of critical mass of users for e-services.
Besides, introduction of new technologies does not necessarily bring any added
value to public organization, unless it is explicitly connected to some clear policy
goals and the reorganization of existing government structures.

Yet, at the same time we have to acknowledge the huge impact of the wide
spread of ICTs on politics, economy, and social life, which gives a hint that
technology as such may have a transformative potential. This is the starting point
for our discussion. Our interest in developing country context adds an important
element into this picture. Namely, if e-government adoption has been cumbersome
even in the wealthiest countries of the world, how are developing countries
expected to benefit from it? We will discuss this topic by referring to the case of
Bangladesh.

The aim of this article is to assess to what extent the adoption of ICTs in
government–citizen interaction is molded by bureaucratic practices rather than the
genuine democratic principles. Technology-wise this translates into the question of
whether technology has a general tendency to support the increase of pluralism and
openness, and thus to built preconditions for democratic reform, or whether the

13 Democratizing Digital Bangladesh: Designing National Web Portal 247



social shaping of technology is actually dominated by political elite or bureau-
cracy. To shed light to this dilemma, we will discuss the following topics:

1. What is the role of government–citizen interaction within the wider e-gov-
ernment development agenda?

2. What are the specific requirements of the development of citizen-oriented
government Web portal?

3. What are the major steps taken by the government of Bangladesh in increasing
government–citizen interaction, and more specifically, in facilitating such
interaction through the national Web portal?

4. How has the government of Bangladesh been able to deliver the promise of
improved e-enabled interaction, and to what extent this development can be
assumed to be conditioned by the interests of bureaucracy and the elitist
e-government regime?

In order to meet above objectives, government documents, national and inter-
national reports, and official Web resources have been analyzed. Such data are
vital for constructing a picture of how the government of Bangladesh approaches
the e-government challenge and the design of the national Web portal in particular.
In addition, e-government literature is used to shed light on the theoretical issues
and also to help in interpreting the primary data obtained from government
documents.

13.3 Theoretical Framework

If we wish to understand the question of the basic nature of ICTs adoption in the
public sector and its impact on stakeholder relations, we need to clarify the concept
of e-government and its potential to facilitate government–citizen interaction.
Public organizations began their e-government journey by publishing static
information on the Internet and establishing their Web presence, with the hope that
increases in efficiency, effectiveness, and organizational performance will follow
(Layne and Lee 2001; Fang 2002). The public sector is, however, a special context
and the benefits e-government endeavors to materialize may take longer than
expected at the time of Great Internet Explosion around the mid-1990s.

13.3.1 e-Government and the Bureaucratic Heritage

Any public organization is part of a wider system of government and operates its
functions through special mechanisms associated with bureaucracy and repre-
sentative democracy. In order to increase the bureaucratic efficiency and to meet
the requirements of our time, various initiatives or large-scale reforms have been
taken by the government, ICTs often having some role on the reform agenda. In
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such cases ICTs are brought to a context that has peculiar institutional features that
affect this adoption process. The important part of the special nature of this context
can be explained by the theory of bureaucracy as it was formulated by Max Weber.
Jain (2004) has outlined the following three key features of Weber’s idea of
bureaucracy:

1. Bureaucracies had a formal and unambiguous hierarchical structure of power
and authority;

2. Bureaucracies had an elaborate, rationally derived, and systematic division of
labor;

3. Bureaucracies were governed by a set of general, formal, explicit, exhaustive,
and largely stable rules that were impersonally applied in decision making.
Moreover, all decisions and communications were recorded in permanent files
and such records were used to refine existing rules and derive new ones.

Jain (2004) emphasizes that according to Weber the goal of bureaucracy was to
maximize efficiency. The idea is to guarantee that administrators perform their
duties as efficiently as possible in the given institutional context. However,
interestingly, it looks as if the bureaucratic organizational structures and e-enabled
processes are contradictory. This has been explained by Fountain (2001) by the
differing logics of these two spheres: bureaucratic structure is vertical in nature;
whereas the e-government applications and processes are fundamentally
horizontal.

For this and the array of other reasons modernizing public administration
through the use of ICTs, even if it has a lot of potential, is constrained by various
structural factors and cross-sectoral tensions. To consider the case of Bangladesh,
we may say that its public administration reflects the principles of Weberian type
of administrative system which works in the context of elitist governance struc-
ture. This undoubtedly affects the e-government agenda. In any case, with an
intention to make the administration citizen friendly and to promote the proper
interaction between government and its customers, the government started in the
latter half of the 1990s an ambitious process which aimed at introducing ICTs in
all administrative procedures. We may ask how the structural and bureaucratic
conditions were likely to affect the design of e-government agenda and the
attainment of this seemingly positive goal.

Additionally, ICTs can enforce the democratic value through the horizontal
communication among and outside the administration. The OECD (1998) just like
most of the other international think tanks has claimed for couple of decades that
e-government can be a major contributor to public sector reform. Internet-based
technologies are, indeed, powerful tools in facilitating inter-organizational data
exchange, in designing and implementing rationalization and reorganization pro-
grams, and in customizing public services to customers’ needs (Cordella 2007).
The breakthrough especially in democratic processes is yet to be seen.
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13.3.2 e-Government as a Reform Agenda

e-Government is government’s use of ICTs, particularly Web-based applications,
to support responsive and cost-effective government. This is done by facilitating
administrative and managerial functions, providing citizens and stakeholders with
convenient access to government information and services, facilitating interaction
and transactions with stakeholders, and providing better opportunities to partici-
pate in democratic institutions and processes (Anttiroiko 2008; Fang 2002; Brown
2003). This definition reveals the key dimensions of e-government, which can be
divided into four main areas (Michel 2005; Anttiroiko 2008):

(i) E-administration refers to the use of ICTs to the management of government
for maintaining electronic records of their functions, improving the flow of
information, and assisting in managerial processes;

(ii) E-services in this context refers to the provision and delivery of public ser-
vices to the general public or to target groups with the help of ICTs;

(iii) e-Governance refers to multi-sectoral stakeholders’ relations organized on a
non-hierarchical basis and governed or managed with the help of ICTs,
including e-procurement, e-partnerships, and e-networking; and lastly

(iv) E-democracy refers to improved transparency of public administration, citi-
zen participation, and democratic decision making with the help of wider use
of ICTs.

Our interest is directed to the last dimension of the above list. In relational
terms this area is associated with Government-to-Citizens (G2C) processes, which
is one of the three basic forms of governance relations in e-government field, the
other two being Government-to-Government (G2G) and Government-to-Business
(G2B) relations. The G2C relation includes two-directional flow of information,
thus including also feedback, opinions, and other forms of information from cit-
izens to government (C2G). Such a facilitation of interaction is again part of a
wider set of strategic actions that government may apply in the utilization of ICTs.
Huges (2003) identifies four of such strategies:

(1) Information: This is typically the first phase of the digitalization of public
administration. It deals with posting online the relevant information about the
services offered by the public agencies or departments for the benefits of
external users. The information is provided in one direction only. The infor-
mation usually concerns the description of the services offered by the agency
together with contact details.

(2) Interaction: ICTs are used to facilitate a two-way communication between
citizens and the public organization. ICTs facilitate the exchange of infor-
mation from the citizens to the public entities, as in the case of the use of
feedback channels. This strategy requires a profound change in the culture,
organization, and procedural activities of the public organization. The role of
technology is to provide a platform which facilitates such interaction.
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(3) Processing: In this case ICTs provide the necessary tools to allow not only
communication between citizens and public offices but also allows for tasks,
previously carried out by public servants, to become new forms of interaction
or online self-service.

(4) Transaction: This is the case where public organization provides a portal for
aggregating a wide range of services. The portal overcomes the limitation of
the single-agency Web site. It requires an integrated approach toward the
provision of government services, providing a path to them based on citizens’
needs, replacing the traditional structure of department or agencies. The portal
makes it possible for agencies and departments to deliver integrated services.
This structure supersedes the need for the users to understand an agency’s
structure and bureaucratic relationships among public organizations.

Development of portals and other online platforms is one of the most critical
aspects of e-government and government–citizen interaction. We will discuss Web
portals briefly next.

13.3.3 Designing Government Web Portals

Technologically e-government can be understood as a set of integrated systems
that facilitate information processing, communication, interaction, and transaction
(Anttiroiko 2008). This is the critical part of e-government architecture because it
is at the same time the interface between the ‘system’ and the ‘user.’ The primary
gateway to e-government services is called ‘Web Portal.’ It is a single entry to
online public services (on public sector Web portals, see von Lucke 2007). It has
critical role in providing access and also integrating e-government services and
other applications.

Fang (2002) has outlined general guidelines for developing a portal in order to
achieve success in e-government implementation (cf. Kim et al. 2007; von Lucke
2007):

1. Comprehensive: To the greatest extent possible, citizens should be able to do
everything they have to do or want to do with their government through one
e-government portal.

2. Integrated: All e-government applications should be integrated with each
other, so that citizens can avoid the need to provide the same data over and
over again and governments can save time and money by not needing to re-
enter data.

3. Ubiquitous: Access to a jurisdiction’s e-government portal and its connected
sites and applications should be available to users/citizens from any Internet-
capable connection and by using different devices.

4. Transparent/Easy to Use: Web sites should be designed and operated so that
the most novice computer users can readily find the information they need,
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provide the information requested by the government agencies with which
they are dealing, and otherwise perform all e-government transactions.

5. Accessible: The design and operation of e-government systems should take
into account the special needs of disabled people and make it possible for
them to use these systems as easily as the non-disabled.

6. Secure: e-government systems need to protect the confidentiality of data
provided by citizens, the records created and stored by government, and the
content of citizen-government transactions performed over the Internet.

7. Private: Data about citizen-government transactions, and the content of those
transactions, needs to be protected by the government. Personal information
should be stored or transmitted with ultimate care and precautions in order to
protect people’s privacy.

8. Re-engineered: It is not enough to replicate electronically the administrative
processes and procedures currently in place. It is necessary to thoroughly re-
evaluate the overall mission of the jurisdiction and then (re-)design a digital
structure that creates a government–citizen interface that simplifies and
streamlines transaction processes.

9. Interoperable: An excellent e-government site is the one that provides
appropriate and up-to-date links to other e-government sites. All e-govern-
ment sites need to work together seamlessly.

10. Be Developed to e-governance Systems: e-Government may contribute to the
development toward e-governance systems that help in implementing demo-
cratic processes and e-policymaking as well as in building up e-community.
e-Government serves not only as a means of administration, but also as a
primary tool of collective and democratic decision-making and participation.

To summarize, we need to understand the potential, forms, and problems of
e-government in order to make knowledgeable strategic choices in e-government
development process. This is critical especially in the systems and applications
that are supposed to help in the design of government–citizen interaction. And
finally, the very measure of the maturity of such systems—Web presence, updated
information, interaction, transaction, and seamless systems—is highly contextual,
which implies that societal context determines not only the readiness in the supply
side of the equation but also the preconditions in the demand side. This is par-
ticularly critical in developing countries with the critical lack of sufficient infor-
mation infrastructure. Approach to portals may, thus, serve as indication of how
political elite and bureaucracy perceive the e-government challenge in the given
context. Let us discuss next the case of Bangladesh.
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13.4 e-Government in Bangladesh

13.4.1 Strategic Development of e-Government

Bangladesh is an independent country in South Asia. It started to pay attention to
ICT policy around the mid-1980s, the emphasis being at that time on science and
technology. However, the actual development of ICT policy saw the light of day
some 10 years later in 1997 (Hossain 2006). Since then the government of Ban-
gladesh has taken a range of initiatives to promote the application of ICTs in
government affairs, in most cases in collaboration with the UNDP, the USAID, and
some other non-governmental organizations (Bangladesh Country Gateway 2002).

The turning point in this respect was the year 2002, when the government
formulated its first comprehensive ICT Policy plan, ‘ICTs Policy 2002,’ which
declared the goal of making Bangladesh and IT-driven society by the year 2006.
Its major emphasis was to promote both administratively oriented e-government as
well as more stakeholder-oriented e-governance. Already in that document an
explicit mention was made of the need to develop the government Web portal to
facilitate interaction between government and its customers and stakeholders. In
2003, the Bangladesh Ministry of Planning allocated 890 million taka (taka or
BDT is Bangladeshi currency), roughly some US$11 million € or €8 million , for
the multi-year project known as ‘Support to ICTs (SICTs)’ (Bhuiyan 2010).
However, after 6 years it was generally seen that the outcomes of the project did
not meet the expectations. National ICT Roadmap/Action Plan (2008, pp. 11–12)
observed the following:

In Bangladesh, Government use of Information and Communication Technologies (ICT),
especially those related to the Internet is still underdeveloped. The Ministry of Science and
Information and Communication Technology (MOSICT), the government agency
responsible for ICT related issues has not been able to achieve the goals set out for
e-governance in the National ICT policy of 2002. The Government of Bangladesh has
inadequate capacity and infrastructure to harness the benefits of ICT in improving public
sector management and processes. Use of ICT within the Government is very limited and
only a small number of civil servants have Internet and email access. Furthermore, stra-
tegic ICT planning skills are in short supply within the Government.

Considering the above situations the government appointed two new partners,
Spinnovation and DNet, to develop a short-, medium-, and long-term National
ICTs Action Plan or Roadmap for Bangladesh on the basis of the National ICT
Policy 2002 (National ICT Roadmap/Action Plan 2008). Eventually, in April
2009, the government adopted the revised plan emphasizing the following areas
(Star Business Report 2013):

• Expand and diversify the use of ICTs to establish a transparent, responsive, and
accountable government.

• Develop skilled human resources.
• Enhance social equity.
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• Ensure cost-effective delivery of citizen-services through public–private
partnerships.

• Support the national goal of becoming a middle-income country within 10 years
and join the ranks of the developed countries of the world within 30 years.

Considering the above recommendation, the government has taken a new ini-
tiative to overcome from the shortcomings to promote e-governance in Bangladesh
(UNDP Bangladesh 2008). The new initiative has been divided into two areas,
designed in collaboration with the United Nations Development Program (UNDP).
First of these is Assistance to SICT (ASICT) project (SICT saw the light of day
originally in 2002) and the other is Access to Information (A2I) project. The basic
idea behind these new initiatives was to make the government functions more easy
and convenient for citizens and stakeholders and to contribute to the overall
development of the country as a whole.

13.4.2 Toward Citizen-Centric e-Government Initiatives

Immediately after the recognition of the necessity to speed up the development of
e-government, the government of Bangladesh introduced a series of new projects
and programs. The most important landmarks of the initiatives relating to ICT
Policy program are the following (Undpegov (n.d.) 2013):

Phase 1 (2000): Formation of an ICT Task Force
Phase 2 (2002): First National ICT Policy
Phase 3 (2003): Reinforced support to the ICT Task Force, i.e., SICT
Phase 4 (2004): Comprehensive Action Plan
Phase 5 (2006): A2I Program
Phase 6 (2007): e-Governance Horizon Scan Report
Phase 7 (2008): Vision for Digital Bangladesh
Phase 8 (2009): Revised National ICT Policy; ICT Act; and Right to Information

Act
Phase 9 (2011): Evaluation of the first phase of A2I Program.

The main focus of e-government development is currently to prepare a ‘Single
Portal’ to facilitate information sharing between government and its target groups.
Before 2006, the Web site of Bangladesh government was a static HTML site that
suffered from broken links and outdated content. The sitemap was not easy to
navigate and it was even technically quite burdensome to update contents of the
site. The A2I project of Prime Minister Office (known as A2I, funded by UNDP)
initiated a project with the aim of replacing the old Web site and making a com-
bined portal for all government services, including tools to facilitate communica-
tion between government and citizens. This new Web portal was the first service-
oriented government Web site in Bangladesh (Manthan Award South Asia 2009).
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The primary goal of the project was to replace the static HTML Web site with
dynamic, robust, and multilingual portal. One of the main targets was to contribute
to the improvement in information sharing at national and local levels by providing
easy access for citizens, facilitating democratic process through the two-way
communication, and to create a feasible system for maintaining up-to-date infor-
mation of government affairs (On the National Web portal of Bangladesh, see
http://www.bangladesh.gov.bd/).

13.4.3 Assessment of Government Web Portal

The above initiatives of the government of Bangladesh mainly were on promoting
e-government, e-governance, and more specifically the process of interaction with
selected stakeholders of government, especially citizens. United Nations’ (2010,
p. 69) survey on the overall development of e-government in South Asia sheds
some light on this. According to the study, the development of e-government in the
region has been stagnant for years, as indicated by the fact that ‘‘most portals and
websites have remained stagnant since the 2008 Survey in terms of developing new
features’’. However, in the case of Bangladesh the picture is somewhat brighter,
for the report concludes that Bangladesh is an exception within its region and
significantly improved its development scores and global rankings. When assessed
in the category of ‘least developed countries,’ Bangladesh is actually the leading
e-government with considerable range of enhanced services and some transaction
and connected services (United Nations 2010). In another global e-government
ranking in which the ranking was based on Web portal evaluation Bangladesh was
ranked number 152 out of 198 countries included in the survey. The Web portal of
Bangladesh received some 25 % of the maximum points. (West 2008). The highest
position Bangladesh has ever got in such rankings was as high as number 86
shared by several other countries. This was, however, an exceptional case and can
actually be explained by the methodological problems of the survey in question
(West 2006). The overall message is in any case that among least developed
countries Bangladesh stands out as a progressive country, which has made steady
progress during the 2000s.

The results of the UN report do not mean, however, that Bangladesh achieved
particularly high degree of e-government maturity. Very recent UN report indi-
cates that the least developed countries in e-government continue to be in South
Asia and in Africa, and it is difficult for any country in those regions to break away
from the current situation (United Nations 2012, p. 4). The major reasons for this
include digital divide and problems with e-infrastructure for supporting informa-
tion processes and knowledge creation. Moreover, the survey showed that coun-
tries are now developing toward a model by which citizens can obtain all
necessary information through single Window system. This is hardly a simple
recipe for accelerating e-government developing countries, but may help in pin-
pointing bottlenecks in the system as it requires at least superficial integration of
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e-government services and tools of e-governance, and also makes the integration
issue ‘visible’ for both government and the public.

The national Web portal of Bangladesh (http://www.bangladesh.gov.bd/) is
visually impressive and contains a lot of information, but it has many obvious
problems too. First, it operates still in static mode. All the information provided by
the portal is one-sided. The system that should facilitate communication between
government and citizens is not properly developed. In some point citizens can
download some files for their further use and send feedback, but this does not seem
to create visible increase in the interaction between government and citizens.
Moreover, if one tries to access some specific information in the Web portal, the
required information is in many cases impossible to find. This indicates that the
monitoring system does not work properly. There is obvious need to advise public
organizations on what kind of information they should provide through the portal
and how to facilitate feedback processes and serve the other aspects of interactive
e-governance (On e-government evaluation, see Gupta and Jana 2003; and on the
use of Web diagnostic tools, see Choudrie et al. 2004).

More often than not national portals are designed with potential investors,
tourists, and other external stakeholders in mind. As important as this viewpoint is,
national portal should also be constructed to serve local inhabitants, businesses,
and other internal stakeholder, a dimension that is currently underdeveloped in the
portal of Bangladesh. If e-government applications will not be home-grown, it will
most likely face difficulties in serving the non-technological purposes associated
with such portal and also in creating critical mass of users for e-government
services.

13.5 Discussion

It seems that e-government, just like many management doctrines and reform
agendas, has spread to different parts of the world through imitation or hype. Since
the 1990s it became fashionable for an organization to build a Web site and add
some fancy features to it—public sector organizations included. In the case of
developing countries an important impetus to such a diffusion of innovation was
the active role of international organizations in helping them to build their own
Web sites or portals with an aim of both connecting them to global space of flows
and helping them to facilitate local democracy, service provision, and develop-
ment. e-Government became to many developing countries a genuinely exogenous
driver of development, which caused a host of practical problems.

An important generic issue is how global trends or especially global and
regional non-governmental organizations affect South East Asia through devel-
opment aid and expert work (cf. Wescott 2011). Thus, the World Bank, UNESCO,
OECD, and a range of other international and regional non-governmental orga-
nizations, have imposed their ideas about e-government on developing countries
with varying outcomes. The picture is far from black-and-white, though. First,

256 Md. A. H. Khan and A.-V. Anttiroiko

http://www.bangladesh.gov.bd/


there is some evidence to claim that even if infrastructure may not be particularly
good in many South and South East Asian countries, the attitudinal readiness to
use e-government services is fairly high (e.g., Rokhman 2011). For example,
Wagner and others (Wagner et al. 2003) have concluded that simple knowledge
management (KM) solutions work much better in developing countries than tra-
ditional enterprise solutions.

The case of e-government in Bangladesh and the development of national Web
portal in particular reflect well the general developing country dilemma in
e-government endeavor. Bangladesh reflects the usual case among developing
countries in that its focus has been so far on relatively easy aspects of e-govern-
ment, i.e., developing Web site, providing online information resources, and
piloting a few applications. In other words, e-government adoption from visually
impressive Web sites to isolated applications is relatively easy step, whereas the
deeper e-transformation, service innovations, and cross-agency integration are
much harder, for their precondition is the shift from technology management in
simple setting with limited requirements in terms of e-readiness, critical mass of
users, or coordinated actions of public agencies, toward transformative setting in
which primary attention needs to be directed to political and institutional leader-
ship and change management (Hanna 2009). In general, this reflects fairly general
pattern of the development of e-government, in which ‘‘after an initial e-gov-
ernment presence, governments adopt e-government slowly and incrementally.’’
(Coursey and Norris 2008, p. 533).

Another critical question posed earlier in this article is a continuation to the
previous point. What does the Government really intends to do with the ICTs and
what is its basic approach to e-government concerning the degree of government
intervention, financial arrangements, and supply and demand side emphases in e-
government design (Anttiroiko 2008). If the e-government agenda does not include
any radical changes in government structures and processes, i.e., if it is not meant
to contribute to the transformation in the first place, it may merely reinforce
existing power structures and governance systems. As shown by many empirical
e-government surveys (e.g., Coursey and Norris 2008), in the current state of
development even in developed countries e-government serves mainly as an add-
on to traditional ways of delivering government information and services.

We may assume that the more authoritarian government, the more apparent
tendency there is to harness new ICTs to support existing regime. In Amoretti’s
(2007) typology of e-government regimes such a case is called authoritarian e-
government, the other forms being reform-oriented e-government (based on a
Digital State paradigm), managerial e-government (based on Digital NPM) and
open e-government (associated with digital communitarianism). If we take into
account the current governance problems in Bangladesh, its e-government regime
is somewhere between authoritarian and reform-oriented. The key issue is whether
the increased use of ICTs will have a tendency to increase pluralism and demand
for democracy in society in the same way as increased economic prosperity seems
to increase demand for freedom and democracy, and thus lead the way toward
open e-government. As crystallized by Hanna (2009), in such a progressive
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framework ‘‘public sector reform efforts should harness the strategic role of new
technologies as enablers of public sector transformation, as indispensable
instruments that open new options and enable the creative design of reform pro-
cesses, better adjusted to the challenges faced by governments today. This is the
tough next phase of e-government programmes in most countries.’’

As hardly any government represents truly a government of the people, by the
people, for the people, as formulated by Abraham Lincoln in his famous phrase on
democracy, its reshaping with the help of ICTs requires strong involvement of
both political leaders and public managers or top bureaucrats. Without it e-gov-
ernment endeavor is doomed to fail, as there will be obvious lack of power,
leadership, and sufficient resources in both e-government design and implemen-
tation. In brief, e-government, in spite of its inherent technological dimension, is
ultimately more about government than technology, and furthermore, this ‘gov-
ernment’ in the given developing country context is more about elitism than
democracy, which urges careful scrutiny of the motives of government in
becoming engaged in the development of e-government. Is it about manipulation
rooted in local power structures, imitation affected by global benchmarkings and
sponsorships, or genuine intention of political actors to democratize public gov-
ernance with the help of ICTs? (See Fountain 2001).

If government plays a central role in IT adoption, the question is what their
motive, need, and ability is to apply lateral thinking, i.e., to think outside the box.
Yet, this is what a true e-transformation urges them to do: ‘‘It is imperative that
they reassess their roles and functions, both to transform the way they function and
how they relate to internal and external actors.’’ (Hanna 2009). This is particularly
challenging in developing countries where the political and institutional context is
hampered by weak governance and democratic institutions, high transaction costs
in dealing with public agencies, and corrupt practices. As pointed out by Hanna
(2009), understanding this institutional context is necessary to move e-government
beyond portal design à la ‘‘window dressing’’, to manage the underlying institu-
tional change process, and to realize the potential benefits of true e-transformation.
In the context of Bangladesh the use of ICTs for facilitating government–citizen
interaction is overshadowed by elitism, corruption, and the lack of accountability
and transparency (cf. Khan 2010). This implies that the true breakthrough will not
take place until the political-administrative framework within which e-government
is applied has a supportive and enabling role vis-à-vis government–citizen
interaction.

Lastly, the other side of the equation, citizens, should not be neglected in
e-government development. Yet, in e-government policy design and implemen-
tation, including the portal design, the role of citizens has been at best marginal.
Theoretically speaking, this might lead to a low level of citizen acceptance (Evans
and Yen 2006). Yet, in Bangladesh attitudinal readiness among the public is not
necessarily particularly critical problem as such, even if almost non-existent cit-
izen involvement in e-government and portal design and implementation implies
that the social shaping of technology is almost exclusively dominated by politi-
cians with strong emphasis on ceremonies and signs of power as well as by public
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managers who are in responsible of project design and management. The national
portal may not include in its current form the most vital information to most of the
citizens, but on the other hand, as it is a gateway to government services, citizens
could be given more say on the content of the portal. At a later stage such
‘interactive’ portal could be further developed towards higher level of maturity by
adding transaction services, multimedia content, and personalized features (cf.
Reddick 2005, p. 53).

13.6 Conclusion

Bangladesh has remarkable progress among developing countries in general and in
South Asia in particular. It has systematically tried to take steps to higher ladders
of e-government maturity. However, these achievements are not in up to the
mark—at least by Western standards. The way technology is shaped in such
processes seems to reflect more government interests and even sponsors’ views
than those of citizens, which will be a problem especially in those aspects of Web
portal that are tailored to citizens. This also indicates that such solutions are not
geared to transform government–citizen interaction but to serve more incremen-
tally long-term goal of improved administrative efficiency. It seems that the design
of government portal is tightly conditioned by external pressures and political
structures of Bangladesh, which hinders the full utilization of the potential of
e-government.
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Chapter 14
Engaging and Developing the Community
Through Social Media: A Pragmatic
Analysis in Policing Context
in Hong Kong

Kevin K. W. Ho, Calvin C. Yu and Michael C. L. Lai

Abstract Social media becomes increasingly popular among members of the
public. The emergence of this new trend in the twenty-first century raises new
opportunities for government agencies to extend their community networks for
their operations. Here, we present a case study on how the Hong Kong Police Force
should develop its social media public relations and policing strategies. In recent
years, there is a growing trend that some opinions form quickly through social
media with its quick viral cycle in Hong Kong. There are occasions where the
conflicts between the Hong Kong Police Force and some members of the public are
results of communication breakdown. Hence, it is becoming increasingly important
for the law enforcement agencies, such as police, to properly engage with members
of the public for public relations purpose. Plus, there have been a number of
instances in the past few years, which materials involving confidential information
related to the government agencies have been uploaded onto Web sites and blogs in
Hong Kong. These situations do not only generate a lot of discussions among the
online community in Hong Kong, but also engender public discussions from dif-
ferent angles as well as the safety of law enforcement officers. In this research, we
use balanced scorecard to analyze the alternative strategies that the Hong Kong
Police Force can use in social media. Based on our analysis, we develop strategic
approaches, which are useful for law enforcement agencies and government
agencies to develop their social media management and engagement policies.
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14.1 Introduction

Social media, which includes Web applications such as blogs, social network sites
(for example, Facebook), and content communities (for example, YouTube)
(Constantinides and Fountain 2008), are built based on the Web 2.0 technology
(Kaplan and Haenlein 2010). In the past 10 years, these social media applications
become increasingly popular among members of the public all over the world.
Taking Hong Kong as an example: According to a survey conducted in 2010 by
Breakthrough, a Christian Non-government Organization in Hong Kong, 92.4 and
90.7 % of Hong Kong youth are actively involving in various types of online
activities in Facebook (such as gaming and chatting) and viewing videos in
YouTube, respectively (Breakthrough 2010). As shown by this statistics, we
understand that many young people in Hong Kong, as well as young people all
over the world, spend many hours daily to participate into various online activities
in all forms of virtual communities formed around these social media applications.
Nowadays, virtual communities and social media are integrated into our daily life.
This can be reflected by the huge amount of Web sites developed in relation to
virtual communities and social media in recent years: As at April 2013, keyword
searches of ‘‘virtual communities’’ and ‘‘social media’’ in Google resulted in
nearly 627 million and 4.5 billion entries, respectively.

In social media, individuals can form interest groups to share their common
interests or hobbies, and can post video clips, photographs, and text messages for
sharing, as well as expressing their views on political, social, or personal issues as
long as they present their opinions in a civilized way (Preece 2001; Rheingold
1993). It is commonly agreed that the emergence of the Internet and Web 2.0 in the
21st century raise new opportunities for government agencies to extend their
networks for their daily businesses. Indeed, the unprecedented success of online
mobilization of social network in the last two US Presidential Campaigns in 2008
and 2012 showcase the importance of engaging the voters using online methods in
the political process. While these Presidential candidates use social network sites,
such as Facebook, to lobby supporters supporting them in the election as well as
making donation to their election campaigns, their supporters also post videos in
YouTube to support their candidates and tease their opponents. This demonstrates
how public figures can influence dispositions of members of the public through the
social media.

Yet, at the same time, this emergent trend challenges traditional notions of
community and potentially alters the ways to engage with the community in
law enforcement context (Kitchin 1998; Shapiro 1999). Most of the virtual
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communities formed on the Internet and social media are narrow communities of
interest and quite often emerged spontaneously. However, the views generated in
these virtual communities can draw public attention because of the brawny net-
working effect. For example, the U.S. Military orders its soldiers to stop posting
videos on YouTube unless these videos have been vetted to avoid potential
embarrassment to the US Government and the Military. In Hong Kong, there have
been a number of instances in the past few years, which materials involving
confidential information related to the law enforcement agencies have been
uploaded onto the Internet and blogs (Chow et al. 2008). These materials include
photographs that appear to depict sensitive areas within a police station, video
footages of what seem to be police operations, as well as softcopies of police
caution statements which contained personal data of the police officers, witnesses,
and suspects of criminal cases. These materials do not only generate a lot of
discussions among the virtual communities, but also engender public discussions
from different angles. In addition, there is a rising trend that the Internet is being
used as a vehicle for brand bashing, personal attacks, and smear campaigns against
others. The persons being attacked are not necessary public figures like politicians,
but can be anyone in our neighborhood (chinaSMACK 2010).

In the context of public administration, although anchoring the online com-
munities in the social media can yield the potential positive effects in aligning the
business goals and policies of the government agencies, public administrators need
to carefully assess the potential consequences in using these technologies before
they commit to these projects. For example, they need to assess the objectives,
mechanisms, and governance structure of the online communities in social media,
as well as the potential risk for using this method to engage with members of the
public. Prior studies have shown that privacy concern and trust on the government
have impacts on the implementation of e-government projects (Joinson 2009).
Without thoroughly understanding on this new frontier, government agencies set
on this motion might encounter unexpected drawbacks such as further degrading
of the public trust toward the government agencies.

The article aims to examine characteristics of the online communities in social
media and recommend viable approaches for government agencies to engage with
these communities. We investigate into this issue in the law enforcement operation
angle. In particular, we conduct a case study using Hong Kong Police Force (i.e.,
the police department of Hong Kong) as the candidate. We choose Hong Kong as
the platform for our investigation because Hong Kong is a city with a high ranking
in overall maturity in e-government (Ho 2007). We will develop approaches,
which Hong Kong Police Force can use for engaging with online communities.
Then, we will use the balance scorecard approach to examine these approaches and
select the more appropriate ones to be used by the police department in
Hong Kong.

The rest of this article is organized as follows. Section 14.2 presents a brief
literature review, including an overview of social media, e-government develop-
ment in Hong Kong, and the background of the balanced scorecard analysis.
Section 14.3 discusses the perspectives including our balanced scorecard analysis,
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whereas Sect. 14.4 discusses the possible approaches that the Hong Kong Police
Force can use to engage in social media. Afterwards, we conduct our analysis
using the balanced scorecard approach, and discussion our findings in Sects. 14.5
and 14.6, respectively. We then conclude our article with recommendations at
Sect. 14.7.

14.2 Literature Review

14.2.1 Social Media and e-Government

Web 2.0, social media, social network sites, and online communities are some of
the popular terms used for describing the Internet and online communities exist
nowadays. The definitions of some of these terms are fluid. Nevertheless, the
primary dimension of these terms is ‘‘social’’ (Parameswaran and Whinston 2007).
Since more affordable computers and easy-to-use software are available, the locus
of control of the information technology has currently shifted from corporations to
social organizations. Plus, the organizational structure has shifted from top–down
approach to bottom–up approach. Individual users are now empowered by this
technological democratization process (Parameswaran et al. 2007). The creation
and configuration of the online communities in social media are now changing
from formal corporations to the grassroots. Participation or not in social media is
purely voluntary. In this sphere, those individuals, but not the corporate entities,
are the primary players.

Traditional organizations depend upon associated governance structures to
sustain effective and efficient organized actions. Online communities in social
media, in contrast, develop from the grassroots without a deliberately designed
governance structure. Formalized governance structures are few and usually lack
the enforcement powers in those social computing platforms. They are far different
from comparable structures in firms and other institutions. It is convention, group
norms, and collective agreements, which sustain the online communities (Para-
meswaran et al. 2007). Freedom of speech and anonymity of the participants are
encouraged, despite the reliability of the published content. As a result, the con-
sequence of acts conducted on these platforms becomes highly unstable and
unpredictable. Table 14.1 below summarizes some of the characteristics of the
online communities formed in social media.

Despite the issues mentioned, social media plays an important role in e-gov-
ernment. In recent years, there are several studies focusing on exploring how
government agencies can use Web 2.0 and social media to develop better e-
government strategies. Magro (2012) reviews the impact of Web 2.0 and social
media in e-government from 2008 to 2011. He notices that social media was used
as a tool to resolve the problem of the Digital Divide prior to 2008. Afterward, the
major scope of social media research in e-government is focused on how to use
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social media to assist e-participation, i.e., how government agencies use infor-
mation and Internet technologies to facilitate citizens to gain access to policy
information and provide feedbacks to it (Macintosh 2004). Chun et al. (2010) also
study how social media can be used to enhance e-participation. They focus their
discussion on how Web 2.0 and social media facilitate the sharing of information
and the collaboration among different government agencies.

Social media is also known as a platform to fuel social movements, which
allows citizens to make their voice be heard by their governments. Mosca (2010)
discusses how social movement activists in Italy use the Internet to achieve their
political agenda. Most of us witness how social media fueled the ‘‘Arab Spring’’ in
the Middle East (Mourtada and Salem 2011), which researchers in the region are
still analyzing how social media influences the regional society and culture
(Mourtada and Salem 2012). Social media fuels the social movement in other parts
of the world, such as ‘‘Occupy Wall Street’’ in the US (Caren and Gaby 2011). To
sum up, social media provides a good platform for government agencies to
establish a two-way communication with citizens to exchange their ideas regarding
the policy development (i.e., e-participation), and allow citizens to express their
opinions to the government agencies through developing social movement online.

14.2.2 e-Government Development in Hong Kong

Hong Kong Government is a forerunner of e-government, which was named by
various management consultants, such as Accenture and TNS, as one of top
players in e-government development in the Asia Pacific back in the first 10 years
in the 21st century (Ho 2007). Even though the e-government ranking in Hong
Kong has dropped in recent years (for example, the ranking is dropped to 27 in
worldwide and 7 in Asia Pacific in the 2012 Waseda University International
e-government Ranking (Obi 2012), Hong Kong is considered active in pursuing
e-government initiatives. In particular, Hong Kong Government sets its goals and

Table 14.1 Summary of characteristic of online communities

Attributes Characteristics

Participation • Voluntary
• Ad hoc
• Anonymous identity

Scope • Narrow focus
• Fluid boundaries

Content • Highly dynamic
Preference information • Rich content usually with emotions attached
Quality assurance • Peer feedback

• Personal judgment
Locus of control (scope and content) • Nil
Governance structure • Minimal

14 Engaging and Developing the Community Through Social Media 267



visions in developing e-government back in 1998 through its Digital 21 Infor-
mation Technology (IT) Strategy. Digital 21 IT Strategy is a series of IT strategic
planning developed by the Hong Kong Government, which has been evolved into
four series of the Strategy, i.e., 1998, 2001, 2004, and 2008 versions of the Digital
21 IT Strategies (Hong Kong Government 2013). The goals of these four versions
of IT strategy are summarized at Table 14.2.

While the Digital 21 IT Strategy in Hong Kong is focused on developing the IT
infrastructure of the metropolitan city as a whole, it also places a strong focus in
developing an e-government platform for the community. For example, in the
1998 version, the Hong Kong Government pledged to invest in the infrastructure
of Electronic Service Delivery (ESD), the de facto e-service portal for the gov-
ernment (Hong Kong Government 1998). Afterward, e-government initiatives
were becoming one of the Key Result Areas in 2001 version. Initiatives such as
promulgating a comprehensive e-government policy, adopting e-procurement, and

Table 14.2 Goals of Digital 21 Information Technology Strategy of Hong Kong Government

Version Goals

1998 Digital IT strategy (Hong
Kong Government 1998)

• High capacity communication systems
• Common software interface for secure electronic

transactions
• People who know how to use IT
• A cultural environment that stimulates creativity and

welcomes advances in the use of IT
2001 Digital IT strategy (Hong

Kong Government 2001)
• To enhance the world class e-business environment
• To ensure that the Hong Kong Government leads by

example
• To develop Hong Kong’s workforce for the information

economy
• To strengthen the Hong Kong community for digital

exploitation
• To leverage Hong Kong’s strengthens in exploitation of

enabling technologies
2004 Digital IT strategy (Hong

Kong Government 2004)
• Government leadership
• Sustainable e-government program
• Infrastructure and business environment
• Institutional review
• Technological development
• Vibrant IT industry
• Human resources in a knowledge economy
• Bridging the digital divide

2008 Digital IT strategy (Hong
Kong Government 2008)

• Facilitating a digital economy
• Promoting advanced technology and innovation
• Developing Hong Kong as a hub for technological

cooperation and trade
• Enabling the next generation of public services
• Building an inclusive, knowledge-based society
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developing infrastructures, tools, and skills for e-government were included in the
strategic plan (Hong Kong Government 2001). In 2004 version, the Hong Kong
Government even focuses on e-government development. It included two e-gov-
ernment-based areas of action into the Strategy, i.e., government leading, and
sustainable e-government program, with a view to develop e-service for the citi-
zens and e-CRM. In the latest version of the Strategy, the Hong Kong Government
put efforts to enable the next generation of public services using the online
environment (Hong Kong Government 2008). Based on the development of the
four versions of the Digital 21 IT Strategy, we understand that the Hong Kong
Government notices the important of e-government and puts efforts to continu-
ously improving it. However, the Hong Kong Government has not been updating
its strategic plan since 2008. Plus, the e-government strategies developed in these
four versions of Digital 21 IT Strategy did not touch on any policies and strategies
related to the use of social media in e-government. Therefore, government agen-
cies in Hong Kong do not have a holistic view in handling issues related to the
development of policies in handling social media.

14.2.3 Balanced Scorecard Analysis and e-Government

To analyze how the government agencies can achieve their goals using e-gov-
ernment, some e-government researchers use the balanced scorecard as a tool for
conducting their analysis. Balanced scorecard is a management tools developed by
Kaplan and Norton (1992), where many information system researchers use this
method to assist them to study strategic IT management (Van Grembergen 2000),
ERP, (Rosemann and Wiese 1999), IT governance (Van Grembergen and Haes
2005), etc.

IS researchers already use balanced scorecard to conduct e-government
research for more than a decade. Papadomichelaki et al. (2006) and Halaris et al.
(2007) report that balanced scorecard is one of the major approaches used in
e-government research. Gueorguiev et al. (2005) develop a model to study the e-
government strategy implementation for the Bulgarian government. They include
transparency and dialogue, consumers, business process, and management and
development as the four perspectives in the balanced scorecard analysis. Lawson-
Body et al. (2008) study the e-government service delivery using content analysis
grounded on the balanced scorecard approach. In their study, they investigate into
four different perspectives, i.e., learning and innovation, internal process, user’s
value proposition, and financial perspective, which may have impacts on the
performance of e-government service using the balanced scorecard approach.
Recently, Zdjelar (2012) uses this approach to study the implementation in
regional government. To sum up, balanced scorecard is an appropriate method to
analyze different options in implementing e-government policies and projects.
Therefore, we use this method to analyze the possible engagement policy options,
which the Hong Kong Police Force can implement for engaging and managing
their social media policies.
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14.3 Perspectives Included in the Balanced Scorecard

In this study, we include four perspectives into our balanced scorecard analysis on
the proposed social media policy options to be used by Hong Kong Police Force.
They are: (i) financial; (ii) legal; (iii) content and security; and (iv) process per-
spectives. Figure 14.1 is the schematic diagram showing the details of these four
perspectives. These four perspectives are included in our model based on the
discussion with some of the management of the Hong Kong Police Force. In this
section, we shall elaborate why these four perspectives are included in our bal-
anced scorecard analysis.

14.3.1 Financial Perspective

The core issue related to the financial perspective of the implementing e-gov-
ernment policies and projects is: What are the contributions of the e-government
policy chosen for engaging and managing social media in financial perspective?
For e-government project context, public administrators usually focus on the

Legal Perspective:
Intellectual Property
Defamation
Invasions of Privacy
Proximity Claim

Content & Security 
Perspective:

Responsibility
Information Dissemination
Reference Management
Data Security

Engaging in 
Social Media

Financial Perspective:
Cost and Benefits 

Process Perspective:
Procedures
Processes

Fig. 14.1 Government social media implementation balanced scorecard
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business value of the project, i.e., to conduct costs/benefits analysis based on
comparing the money invested into the project and the tangible and intangible
benefits brought by the project. For our analysis, we focus on evaluating whether
the money invested in the e-government policy chosen can improve the engage-
ment and management of social media.

14.3.2 Legal Perspective

The core issue related to the legal perspective of the implementing e-government
policies and projects is: What are the legal implications of the e-government policy
chosen for engaging and managing social media? This is important because the
lack of governance structures in online communities in the social media implies
the likelihood of ‘‘lawlessness’’. This situation might trigger a number of potential
legal concerns. For example, the social media could be subjected to obscenity,
privacy, and right of publicity laws (e.g., Intellectual Property Right) if ques-
tionable materials are unintentionally delivered through their platform by its
members (Milstein 2007; Savell 2007). Further, social media involves the com-
bination of someone else’s information or data, or by relying on third parties to
deliver data (e.g., comments or feedbacks). It could innocently make false
promises or representations about the availability, reliability, or comprehensive-
ness of the information. Because of the massive amount of information flow, it is
impossible to know whether the content providers have violated someone’s right
of privacy, intellectual property rights, or even their moral rights (Dearstyne 2007;
Savell 2007). To protect themselves, firms like IBM have drawn up their own
blogger guidelines with the intent to minimize the threat on potential legal lia-
bilities against the company back in 2005 (IBM 2010). Because of these potential
legal implications, we focus our evaluation on legal perspective based on the
possibility that the government agencies will be involved into issues related to
claims on infringements on intellectual property, defamation, invasions of privacy,
and proximity claim. The elaborations of these potential claims on infringements
are listed in Table 14.3.

14.3.3 Content and Security Perspectives

The core issue related to the content and security perspectives of the implementing
e-government policies and projects is: What are the implications of the e-Gov-
ernment policy chosen for engaging and managing social media in relation to
content management and data security? Web 2.0 encourages creativity and
innovation. Multiple formats, platforms, and media are often used. Changes over
the contents are frequent. They might include a text posting, additions to that
posting, edits of the posting and its additions, links to multiple Web sites, excerpts
from books and journal articles as well as newspaper articles, links to social
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network sites, such as Facebook, etc. To balance spontaneity with structure, data
storage, data disposal, and data security, social networking platform providers
require appropriate content management tools to ensure their data security and
data integrity (Dearstyne 2007). Thus, when the government agencies decide to
engage and manage their social media, they need to evaluate issues related to the
responsibility to manage the information, responsibility to disseminate the infor-
mation, updating the references in the social media, and data security. Table 14.4
summarizes the content management and security perspectives from the govern-
ment agencies’ angle.

14.3.4 Process Perspective

The core issue related to the process perspectives of the implementing e-govern-
ment policies and projects is: What are the implications of the e-government policy
chosen for engaging and managing social media in relation to the process
implemented in the policy? For e-government project context, public administra-
tors are concerned about how to revise or develop new internal policy for the

Table 14.3 Potential legal implications

Legal
implication

Explanation

Intellectual
property

• Copyright infringement is a serious concern for web site operators, both in
terms of the potential use of others’ intellectual property on own web site
and others’ use of own intellectual property elsewhere

Defamation • Defamation statement is a false and disparaging statement about another that
causes injury to reputation. The subject need not be an individual or an
entity, as there can be a claim for product disparagement

• Example: In 2007, two Yale students sued one web site’s moderator for
defamation. They wanted those comments removed, and they asked for
more than US$200,000 in punitive damages (National Public Radio 2007)

Invasions of
privacy

• Statements that invade the privacy of another can provide the basis for a
claim

• Depending upon the jurisdiction, actions exposing a web site operator to
liability include public disclosure of private and embarrassing facts; and
statements portraying one in a false light

• Example: A privacy complaint filed with the Federal Trade Commission by a
computer security expert who alleged that Amazon was collecting more
personal data than it acknowledged. Amazon paid up to $1.9 million to its
customers to settle the lawsuit plus revised its privacy policy (Wolverton
2001)

Proximity claim • Companies are held responsible for actions by their employees performed
within the scope of their employment

• The companies will assume all legal liability of employees’ unauthorized
disclosure of proprietary/confidential information and statements posted on
the Web site
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government to fit in the needs for implementing the e-government projects. It is
because most of the procedures and rules that the governments developed before
are based on the brick-and-mortar concept, which may not apply for the cyber
world. Taking sales tax as an issue, it is very complicated to impose the sales tax
for online purchase (Singer 2013). Therefore, when government agencies consider
engaging into social media, we anticipate that they need to make a lot of effort to
revise their existing processes and procedures.

14.4 The Five Approaches to Engage into Social Media

In this study, we use a case study to demonstrate how balanced scorecard can be
used to analyze different options for law enforcement agencies to engage into
social media. Back to basic, when a law enforcement agency sets on entering into
the virtual community platform, it will face choices on how to go about this
process. A survey in the US indicates that a police department seeking to increase
citizen participation in community oriented policing efforts through the virtual
communities is encountering barriers (Baim 2009). Whether to acquire an estab-
lished online community in the social media or grow one from scratch (i.e.,
building up a new online community in the social media, say, developing a new
‘‘fans page’’ in Facebook) will be the first consideration for any government
agency which would like to entry into the virtual community platform. The second
consideration will be on whether the law enforcement agency should fully own a
network or sponsor one such network. Full ownership of the network (say, to build

Table 14.4 Potential content and security implications

Content and security
issues

Issues

Responsibility • Who is responsible for managing the information (accurate and
timeliness of dissemination) to be delivered in the online
communities? The case would be more complicated if the information
is related to two or more government agencies’ jurisdictions

Information
dissemination

• Who is responsible for deciding how much information to make public
by the government?

• For instance, some blogs are designed for internal information exchange
within the government agencies. However, some other blogs in the
government agencies may be designed for disseminating information
to members of the public, i.e., it is meant to share information about
the agency’s strategies, explain policies, enlist assistance with
particular, or for other purposes

Reference
management

• How to deal with hyperlinks and other reference materials that might
have copyright issues?

Data security • How to ensure information posted is not changed (either inadvertently or
deliberately) so it becomes inaccurate, misleading or destroyed
through human action or man-made disaster?
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its own Web site and develop its own online community) may bring a better
control and ability to extract values from the online community, but outside
sponsorship may foster community aspects better and lead to co-creation of more
values in consideration of the ‘‘grassroots’’ culture of the online community. As
suggested by prior research, unlike those commercial operated social media
platforms, government agencies, which are public organizations, might need to
spend a lot of resource to build their new virtual community to support the ini-
tiative and will be held accountable. After the discussion between our research
team and some of the managerial staff of the Hong Kong Police Force based on the
above assumptions, we came up with the following five possible approaches, i.e.,
(i) Status Quo Approach; (ii) Convergent Approach; (iii) Divergent Approach; (iv)
Focal Point Approach; and (v) Holistic e-government Approach, which Hong
Kong Police Force can use to engage with the virtual communities in social media.
In the following subsections, we provide the details of these approaches.

14.4.1 Status Quo Approach

The first approach is to status quo, i.e., the Public Relations Branch continues to
act as a bridge between the police department and members of the public as usual.
That means the Public Relations Branch continues to coordinate the agency’s
efforts in public relations using traditional methods, such as sending letter to
editors of newspapers and internal magazines, posting message in the agency’s
Web page, and broadcasting success stories in TV programs, to respond to media
enquiry, and refute malicious attacks. Plus, the Public Relations Branch might
consider extending its existing exposures by responding to messages posted in
popular blogs and/or Facebook groups. In order words, the Public Relations
Branch makes use of social media in the traditional one-way manner for dis-
seminating information to members of the public. It is not actively engaged by the
public through the social media.

14.4.2 Convergent Approach

Similar to the initiative of the US Department of Defense, the police department
can improve its Web site by including blogging and video sharing functions.
Hence, the Web site concerned becomes the repository for information to be
shared in relation to the police department. These functions can engage with both
its employees and members of the public. However, some employees may upload
videos or sensitive materials to the Web site intentionally or unintentionally. Plus,
members of the public may post some inappropriate and/or illegal content in the
Web site. Apart from the potential legal consequences, this may undermine the
public image of the police department. Thus, it is anticipated that the police
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department would need to deploy some manpower to manage the Web site closely,
and develop new internal guidelines for their employees for using the Web site to
disseminate information.

14.4.3 Divergent Approach

The divergent approach does not require any IT and Internet platform improve-
ment. Instead, the law enforcement agency will react to criticisms of any interest
groups on the Internet by simply posting neutralized messages as reply in the same
Web site (e.g., providing comments on YouTube or in the fans page in Facebook)
or replying Twitter messages. Basically, the divergent approach requires close
monitoring of the various online outlets and exert much pressure on the resources
that the police department needs to follow-up these messages and contents, which
is one of the major drawbacks of this approach.

14.4.4 Focal Point Approach

The approach proposes senior officials of the police department to setup blogs to
disseminate information to members of the public on behalf of the department.
Blogs have attained particular significance in recent years in political communi-
cation worldwide in overcoming mainstream news media control (Maratea 2008).
Blogs have provided another type of journalism forum to augment and/or refocus
conventional news reporting practices. Prior research finds that the style and the
tone of blog communication are more influential than those disseminated by the
institutionalized press. It is because blogs readers are more likely to believe social
messages they received through blogs than conventional media (Graf 2008; Her-
ring et al. 2005). Thus, focal point approach wants to shape the senior officials
concerned as the icon of the government agencies and uses blogs to disseminate
messages in a soft manner to develop the image of the government agencies in the
social media.

14.4.5 Holistic e-Government Approach

Similar to the divergent approach, the holistic e-government approach does not
require any IT platform improvement from the police department. It suggests the
government agencies to make good use of all the existing government owned or
sponsor online resources on the Internet and social media to approach members of
the public. For example, the Hong Kong Police Force can utilize the existing
online facilities, such as the public forum of the Hong Kong Government (http://
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www.forum.gov.hk) in the e-government portal to collect views on specific topics.
The key benefit of this approach is the small (and even no) capital cost requirement
for implementing this approach. However, the philosophy of engagement in social
media is to go to where the public would appear instead of asking the public to
come to where the agency is. Hence, the effectiveness of this approach in the social
media era is quite doubtful.

14.5 Balanced Scorecard Analysis

To select the best approach for the Hong Kong Police Force to use for developing
its social media engagement strategy, we use the balance scorecard method to
assist us to study the pros and cons brought by these approaches. We treat this
problem as a strategic IT management problem and prior research (Van Grem-
bergen 2000) shows that balance scorecard is a suitable method for solving this
problem. Based on the four perspectives, i.e., financial, legal, content and security,
process perspectives, which we proposed in Sect. 14.2, we analyze the pros and
cons for the five approaches proposed in Sect. 14.4.

The first approach that we analyze is the status quo approach. While this
approach requires minimum (or maybe even no extra) IT and human resource
investment from the police department, it brings a very limited tangible and
intangible benefit to the police department. It is because this approach does not
provide any new method to engage with the online community in the social media.
It treats social media as one of the outlets for disseminating information, and
ignores the social aspects of this online community. Thus, we consider that it will
bring limited benefit to police department, i.e., low benefit to cost ratio. However,
this approach will bring limited legal implication to the police department as the
police department has the full control on the information to be provided to
members of the public. This minimizes the risk of facing infringements on intel-
lectual property, defamation, invasions of privacy, and proximity claim. Based on
the same reason, we anticipate that this approach will bring benefit to the police
department to the content and security perspectives. At the same time, this
approach does not require the police department to make any changes on their
existing process and procedures. Therefore, it has limited negative impact to the
process perspective.

As stated in Sect. 14.4, convergent approach requires some human resource
investment to enhance the management of the Web site for the employees and
members of the public to disseminate their information. Based on our discussion
with the Hong Kong Police Force, we understand that if it uses this approach to
engage in online communities, it will need to form a dedicated team of police
officers to conduct content management so as to avoid the department entering into
this potential legal liability. In terms of financial perspective, this approach may
require around 10 police officers to take up the content management duty. The
annual staff cost is around HK$3.6 million (this is the rough figure for 10 Police
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Constables calculated based on the maximum pay point http://www.police.gov.hk/
ppp_tc/15_recruit/salary.html). However, this method can provide a chance for the
police department to use a brand new approach to engage with the online com-
munity in social media. We are in the view that it has a very positive result based
on the cost and benefit analysis.

However, convergent approach has implications on content and security per-
spectives, and legal perspectives. The consequence of ineffective content man-
agement (either originated from members of the public or the law enforcement
agencies) could be significant. The landmark case of Godfrey v. Demon Internet
Service decided by the English Court (Legal citation: [1999] 4 ALL ER 342;
[2000] 3 WLR 1020; [2001] QB 201) has clearly illustrated the potential risk of
ineffective content management on the part of the Web owner (British Broad-
casting Corporation 2000). In this case, the defendant was a major Internet service
provider (ISP) in the United Kingdom and some defamatory messages against the
plaintiff were posted onto the defendant’s newsgroup from unknown sources
purported to have been sent by the plaintiff who could not satisfactorily resolve the
matter with the ISP privately and resorted to legal action. The court found that the
ISP was liable for libel, and that any transmission by a service provider of a
defamatory posting constituted a publication under English defamation law.
Subsequently, the defendant entered into an out-of-court settlement that paid the
plaintiff a total of £265,000. Therefore, if the police department uses the con-
vergent approach, it needs to heavily invest in content management so as to avoid
the potential legal implication.

Workload and responsibility of this content management team is expected to be
substantial. It should be reasonably conversant with the internal procedures and
policies. Their main duty will include conducting research, modifying Web con-
tent, and preparing replies to the media. It is also expected that the demand for
additional resources for content management will be increasing when this
approach becomes more popular.

Concerning process perspective, we anticipate that new internal orders and
guidelines for employees are essential in order to restrict their behavior in their
own online community. Prior legal advice on freedom of expression as prescribed
by the Hong Kong Bills of Right (Cap. 383) is deemed crucial to avoid unnec-
essary contention. According to the advice from the government attorney, publi-
cation content can be moderated to ensure no classified or sensitive information
are disclosed to members of the public, which can undermine the efficiency of the
law enforcement agencies as well as the safety of the public officers who are
performing covert operations.

Apart from developing an online community from scratch, it is possible for the
law enforcement agency to establish its own community based on some estab-
lished institution. For Hong Kong Police Force, it has organized its own youth club
for the local people. For instance, the Junior Police Calls (JPC), the police affili-
ated club with members aged between 9 and 25, has around 190,000 members as at
December 2011 (Hong Kong Police Force 2013). Most of these members are
supportive to the police department and are active online users. By merging the
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JPC community to the cyberspace, the Hong Kong Police Force will not only
reduce its risks toward content liability, but can enjoy the brawny network effects
of Web 2.0.

The use of divergent approach will bring impacts to financial, legal, and process
perspectives in our balanced scorecard. Concerning the legal issue, and in par-
ticular, the privacy issue, there is a concern on how the law enforcement agency
can approach and response to the comments made by social media users. There is
an opinion that social media users will feel that the law enforcement agency is
intruding their privacy by posting responses to their comments. However, it is
suggested that such situation will not bring to a legal dispute as the operators of
social media (such as Facebook and Twitter) usually provide features allowing
users to ‘‘opt-in’’ to receive message when their followers signed up for the ser-
vice. This procedure may avoid the issue of privacy intrusion. However, we
understand that some operators of social media may want to clear their potential
liabilities, such as privacy intrusion, by helping the government agency to allow
them to use the social media to disseminate such messages to their users. In Hong
Kong, even though the Unsolicited Electronic Messages Ordinance (Cap. 593) has
exempted the non-commercial use of messages, the potential challenge of privacy
intrusion cannot be undermined in Hong Kong. This will also be an issue in other
jurisdictions. It is also expected that, through the divergent approach, more
feedbacks will be generated and the consequence is unpredictable. It is because
those feedbacks will probably generate more feedbacks given to the convenience
in social media setting. Plus, to be effective, prompt responses from different
sections of the police department for answering queries are essential. This may
bring an issue to the resources required to conduct the divergent approach. In brief,
this approach has a more negative impact on the legal perspective compared with
the convergent approach, even though the risk for engaging into negative impact
on content and security perspectives is low. Plus, the police department may need
to make some changes in the process.

Regarding the financial impact, we anticipate that additional manpower, such as
setting up a dedicated team or a new Cadre for ‘‘Cyber’’ patrolling at varying
bloggers’ sites and social media will be instrumental to ensure effectiveness of this
strategy. Yet, the nature of this ‘‘Cyber patrol’’ is different from those police teams
which are tasked to tracking cyber criminals and collecting evidences through
browsing identified questionable Web sites. These 6–8 full time police constables,
with an annual cost of HK$3 million, are focused on non-crime-related patrol.
They just visit blogs and Facebook fan pages to collect intelligence, as well as to
provide official feedbacks to issues raised by members of the public. To be spe-
cific, the aim of the team is to facilitate discussion, instead of suppressing freedom
of speech. However, due to the vastness and exponential growth of the cyber
world, the demand for additional manpower resources will be increasing in order
to maintain the effectiveness of this approach. In addition, cyber patrol for the non-
crime purpose will in general give negative impression to the public as people may
think that the government is going to suppress the freedom of expression and bring
a large intangible harm to the police department. Hence, this option is not
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attractive and politically palatable, and is not favorable in terms of financial per-
spective (i.e., low benefit to cost ratio).

The focal point approach is less costly and is centered on the use of blog, a type
of social media, for the law enforcement agencies to disseminate its message to
members of the public. Mazur (2005) defines blogs as updateable public records of
private thoughts. Content of blogs ranged widely from diary-like commentary with
bloggers’ philosophical reflections to opinions for a social/political issue.
Depending on blogger’s preference, readers can post their own reflections in the
blog. In the United Kingdom, some police chiefs used blogs (for example, Chief
Constables of North Wales Police and the Chief Executive of the National Policing
Improvement Agency) to enhance their internal and external communications. In
some occasions, blogs are used to augment social claims.

There are some benefits for the senior officials of the police department to use
personal blog to disseminate messages to members of the public. First, blogs are
accessible at any time, from any location by the target audiences, and leave a trail
of observable dialogs. Second, blogs can incorporate advanced multimedia com-
ponents, such as video clips from YouTube, etc. The last but not least, blogs allow
bloggers to respond rapidly to important events without the restrictions of formal
editorial oversight nor required to maintain a veil of objectivity, thereby making it
possible to mobilize support and gain mainstream media attention faster than the
traditional means (Farrell and Drezner 2008; Herring et al. 2005). In recent years,
the Chief Executive and the Financial Secretary of Hong Kong also take advan-
tages of blogs to augment their views and their positions to members of the public
in Hong Kong. Hence, this approach is not a new idea for the people in Hong
Kong. It is understood that a similar trend is developing in different parts of the
World. We are in the view that this relatively soft approach can bring some
positive impact in the financial perspective. At the same time, it avoids compli-
cated legal perspective, and content and security perspectives, as the contents are
mainly prepared by the government agency. Plus, minimal process change is
required for police department to use this approach.

The holistic e-government approach is set based on an assumption that mem-
bers of the public are familiar with the e-government service provided by various
agencies. According to a recent survey by the Census and Statistics Department of
Hong Kong, 4.55 M Hong Kong citizens used Internet service in 2011–2012
(Census and Statistics Department 2013). Currently, various government agencies
in Hong Kong are using these IT facilities to canvass public views on many new
government initiatives. However, it appears that the level of acceptance of
e-government has been limited to ‘‘person specific’’ services. For example, using
the online media (e.g., e-forum, e-discussion) to solicit views (e.g., new govern-
ment initiatives, policy formulation) is still immature in Hong Kong. It is esti-
mated that there is less than 1 % of the users using e-government service, even
though the Hong Kong Government has strongly promoted their IT Policy (Yu and
Hu 2007) and had invested heavily on their IT infrastructure (Ho 2007). In fact,
holistic e-government approach is a theme basis driven approach, not free from all.
The low usage is partly attributable to the characteristics difference between the
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government media and public IT media. For example, anonymous identity versus
clear identity, instant responses versus moderated feedback, and limited content
scope versus uncontrolled content might unintentionally discourage the extended
use of government IT media to engage the public.

To sum up, holistic e-government approach may not require much investment.
However, it cannot bring much benefit to the Hong Kong Police Force. At the
same time, it avoids complicated legal perspective, and content and security
perspectives. Also, it requires minimal process change.

14.6 Discussion

So, what is the best approach that the Hong Kong Police Force can use for
engaging social media? Clearly, the sophistication of current social media has
undoubtedly provided a platform for law enforcement agencies, such as the Hong
Kong Police Force, to expand their network in engaging with members of the
public. The five approaches we examined above are viable options for consider-
ation but with varying degree of necessity, legality, proportionality, and
accountability implications. Table 14.5 summarizes our analysis on these five
approaches using the balanced scorecard approach.

The result of our analysis provides useful insights into the effective use of the
IT and social media in engaging with the public. As suggested by the management
of the Hong Kong Police Force, they are more concerned about the financial
perspective, i.e., the (tangible and intangible) benefits brought by the approach,
than the other three perspectives, as long as the approach can bring some benefits
or have no big risk in legal, content and security, and process perspectives. Based
on their comments, we suggest that Hong Kong Police Force should consider using
focal point approach and convergent approach to extend its community network to
the cyberspace through social media. We suggest considering focal point approach
first because of its higher financial benefit (i.e., a higher impact on the benefit

Table 14.5 Summary of the result of balanced scorecard analysis

Approach Financial
perspective

Legal
perspective

Content and security
perspective

Process
perspective

Status quo Low High High High
Convergent High Medium Medium Low
Divergent Low Low High Low
Focal point Medium High High High
Holistic e-government Low High High High

Key Low It is anticipated that no benefit, or even risk, will be brought to the police department
from this approach Medium It is anticipated that some benefit, or some risk, will be brought to the
police department from this approach High It is anticipated that a lot of benefit, or a very little
risk, will be brought to the police department from this approach
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compared with cost) when compared with the other three approaches and have a
better content and security perspectives than the convergent approach. However,
we are in the view that convergent approach will be the better option in the long
run as it optimizes the benefits brought by the approach and the risk to be faced in
other aspects (such as a slightly higher risk in content and security perspectives
compared with other approaches).

In brief, we suggest the law enforcement agencies, such as the Hong Kong
Police Force, to consider opening blogs (a focal point approach) for its senior
officials to augment the communication process with members of the public. One
of the reasons for suggestion to use this approach to start engaging in social media
is due to its low barriers to entry, coupled with the minimal costs involved. By
adopting this cost effective approach, the agency will gain the first-mover
advantage in formulating opinions and have the ability to post immediate reactions
in response to any incidents before other forms of conventional media can respond.
Prior research study finds that first-mover in blogsphere secures a higher chance to
manipulate political communication in the mainstream media through agenda
setting and framing effects (Farrell and Drezner 2008). Plus, the interactive nature
of blog can open a direct dialog between the police department and members of the
public. Readers of the blogs can post their opinions in relation to the blog’s
materials, and the agency can response to their opinion without any interventions
from other media. This opportunity is crucial as it would not only allow projection
of positive image of openness but also implicitly construct a focal point for the
public’s discussion at the same time.

On the other hand, senior officials of police department can also give out their
thoughts and feelings toward some issues, instead of awaiting comments and
critics from mainstream media. If feedback comes, senior officials can show their
proactive stance by introducing the latest strategy in the subsequent blog. This
approach helps to build a better image of the police department in the community,
since the source provided by the senior officers to members of the public is from
‘‘personal communication’’ (Graf 2008; Herring et al. 2005). Plus, it redirects the
public’s focus from problems (i.e., the negative mentality) to actions (i.e., positive
mentality). Even if the blog is unable to spawn a common consensus, it can still
generate a consensus on dialog and interest (Farrell and Drezner 2008). Blog is,
therefore, considered as a quick-win solution to extend the public community
network with minimal resource and legal implications.

Given that police department has already established a very successful com-
munity in the physical world, namely Junior Police Call, a natural starting point for
the convergent approach would be to extend the success beyond the physical world
and establish a virtual community as an extension to the physical community.
Through extending the affiliated group community online, the police department
will actually extend its engaging-community practices beyond physical activities
and further into the cyberspace and take advantages of its network externalities
effect ultimately. While online communities would have their own culture and
behavior, the underlying emotional connection and affiliation in the physical world
would serve as a solid foundation for online communities. Such extension would
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not only benefit the community by giving them an extended platform to solidify,
deepen, and extend the connection, but also benefit the police department as the
natural extension is much more comprehensible to the enforcement agency than
cultivating a whole new community in the cyberspace. The extended online
community would then have its own life and could affect the physical community
as well. The ultimate synergy and convergence of the two communities would be a
very effective approach for the police department. For example, real world
activities organized by the Junior Police Call could not only make use of online
platforms for mobilization participants, but also make use of the multimedia and
interactive nature to share everything about the activities and empower the par-
ticipants and viewers to share even further. As such, not only would the members
of the Junior Police Call be more engaged but also they would be empowered as
virtual agent for engaging even more people into the community. Strategies like
integrated push and pull communication strategies through emails are well adopted
in the field of marketing. For instance, the police department can put out targeted
messages to the online affiliated group members through social media, such as
Twitter and fans page in Facebook, as well as using their own Web site. By
utilizing the inherently interactive nature of sending messages online through
social media and other Internet platforms, it can reasonably expect a snowball
effect would be generated across in the cyberspace. Apart from that, there are two
advantages of migrating affiliated group members online. First, there is a physical
and psychological connection between the organization and affiliated group
members. It would enable the reviewing process and ensure the effectiveness of
this approach and make necessary improvement from the customer’s perspective.
Second, suitable intervention can be made by the police department to minimize
potential risks of this approach if necessary. The experience gained via this
approach would allow the police department to extend this convergent approach to
other non-affiliated groups.

14.7 Conclusion

The success of online community policing programs in social media relies heavily
on current and ongoing issues of citizen concern received from both the police
department and the citizens of the communities served. In this study, we use the
balanced scorecard approach to assist us analyzing five possible approaches for the
police department in Hong Kong to engage with social media. With an under-
standing that the police department will need to increase their presence in the
cyber world in a variety of formats, we suggest them to start with the focal point
approach, and achieve convergent approach eventually.

The rapid development of Web2.0 and the general upswing in social media
usage provide a suitable vehicle for the police department in establishing better
communication links with the public. Yet, the state of the art today is one of
relatively infrequent success. As such, online efforts at community oriented
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policing will remain a challenge to all police departments all over the world. To
ensure the success of these novel applications, a well-balanced strategy between
resources and needs is essential.
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Chapter 15
Explaining the e-Government Usage Using
Expectation Confirmation Model: The
Case of Electronic Tax Filing in Malaysia

Thominathan Santhanamery and T. Ramayah

Abstract Continuance intention is defined as ones intention to continue using a
technology or long term usage intention of a technology. Although initial accep-
tance is important in identifying the success of an information system but con-
tinued usage is even more significant in ensuring the long-term viability of
technology innovations and also to enhance the financial and quality performance
of an organization. Unlike initial acceptance decision, continuance intention is
important, depends on various factors that affect the individuals’ decision to
continue using a particular system with one of the most important emotion that is
the satisfaction. Therefore, this case study aims to examine the e-filing usage by
taxpayers in Malaysia based on the Expectation Confirmation Model. The data
were collected from 116 taxpayers in Penang, Malaysia using survey method. Data
was analyzed using Partial Least Square (PLS) method version 2.0. The result
shows a significant relationship between the entire variable in the study. Perceived
usefulness and satisfaction were found to be significantly related to the continu-
ance usage intention, explaining 54.2 % of the variance in continuance usage
intention. Surprisingly, perceived usefulness was found to be the strongest pre-
dictor of continuance usage intention. The implications of these findings to the
Inland Revenue Board of Malaysia are also elaborated.
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15.1 Introduction

In the fast globalizing world economy of today, governments around the world are
recognizing the importance of Information and Communications Technology
(ICT) in development (Kaliannan et al. 2010). An increasing number of Electronic
Government (-Government) initiatives are being employed with the purpose of
improving the quality of life for all citizens, disseminating knowledge, strength-
ening social cohesion, generating earnings and finally ensuring that organizations
and public bodies remain competitive in the global electronic market place
(Hesson and Al-Ameed 2007). The influence of e-government has witnessed a
dramatic increase particularly by governments in the developing countries. More
and more developing countries are using ICT to modernize and increase internal
efficiency as well as improve service delivery (Bhatnagar 2009) by providing
services between Government to Citizens (G2C), Government to Business (G2B),
Government to Government (G2G) and Government to Employee (G2E)
(Alsaghier et al. 2009).

Malaysia’s strategic shift into the information and knowledge era offers the
country and the world an attractive global multimedia environment where the
unique elements and attributes of information, ideas, people, service and tech-
nology are able to fuse, grow and deliver a globally replicable chain of innovative
products, services and best practices (Muhammad Rais and Nazariah 2003). Along
with the launching of the Multimedia Super Corridor (MSC) in 1996, the
Malaysian Government has lined up seven specific flagship applications which
were identified as the pioneering MSC projects includes e-government flagship.
The projects under the e-government flagship have been started since ten years ago
and aimed at building a more effective and efficient way to communicate and
transact with the citizens and industries. One of the projects under e-government
flagship is Online Tax System or e-Filing (Hussein et al. 2010).

As such, the objectives of this paper are to evaluate the progress of the e-filing
system and explain the e-filing usage based on the expectation confirmation model
(ECM) toward the perception of satisfaction and perceived usefulness by the
taxpayers in Malaysia.

15.2 e-Filing System in Malaysia

E-Filing system in Malaysia was introduced in 2006 by the Malaysian Inland
Revenue Board (IRBM) to the Malaysian taxpayers. Under the e-filing system,
taxpayers need to fill their tax return forms through the internet. This e-filing
system highlights various advantages that can be acquired by its usage such as the
improvement in the efficiency of the tax assessment method, the increment of tax
collection and the reduction of errors in computation. Second, it is time-saving as
tax return forms are sent electronically to the IRBM. Thirdly, it is cost effective as
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it reduces cost on printing, imaging, postal and storage since it is paperless.
Finally, the tax calculation as well as the detection of mathematical errors and
incomplete fields in the tax return forms which automatically done by the system,
are accurate and beyond dispute (Hasmah 2009).

The submission of tax return forms via e-filing has shown a tremendous
increase since its launch in 2006 particularly for individual taxpayers. The number
of tax return forms submission grew from 186,271 (2006) to 873,095 (2007)
(Annual Report IRBM 2007) to 1,171,105 (2008) to 1,466,507 (2009) (Annual
Report IRBM 2009) to 1,666,134 (Annual Report IRBM 2010). This shows that
33 % of the total registered individual taxpayers (5,040,782) have filed their
income taxes via e-filing in 2010 (Annual Report IRBM 2010). The number of
return tax forms submission increases further to 1,800,000 (2011) and 2,100,000
(2012) (New Straits Times 2012). Figure 15.1 shows the graphical illustration of
the submission of tax return forms via e-filing.

However according to Bhattacherjee (2001), although initial acceptance is
deemed to be important but the eventual success depends on its continued use
rather than the first time use. In this vein, investigating on continuance usage
intention of e-filing system is deemed to be important because the more usage of
e-filing system by taxpayers, the more management and operation can be reduced.
In Malaysia, a total cost of RM 9 million has been saved when the taxpayers used
the e-filing to submit their income tax return forms (Hasmah 2009). Further,
research has found that governments are spending millions of dollars to build
online service portals and in the case of Malaysia, millions of ringgit has been
invested by the Malaysian government in developing the e-filing system (Aziz and
Idris 2012) especially to upgrade the agency’s hardware and software. Thus, it is
confidently believed that the heavy investments made by the Malaysian govern-
ment will be a waste of effort if people do not use the system in the long term. This
is very much essential in the case of Malaysia because the usage of e-filing system
is not compulsory; meaning that the taxpayers can still submit their tax return
forms manually to the IRBM offices.
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Therefore, to ensure that the heavy investments in developing the e-filing
system will not be a waste of effort and the cost savings achieved will be increased
further, then the focus on the continuance usage intention is very important.

15.3 Theoretical Background and the Research Model

The role of user satisfaction in influencing continuance usage intention has been
investigated by several researches using several models. A number of studies on
the continuance decision have been examined using the technology acceptance
model (TAM) (Davis 1989) which focuses on the impact of perceived usefulness
and perceived ease of use on attitude toward technology adoption (Roca et al.
2006). Study by Hsu and Chiu (2004) on the electronic service continuance
intention have adopted the theory of planned behavior (TPB) which concludes that
users’ continuance intention is determined by their satisfaction on the electronic
services provided. Chen et al. (2009) developed an integrated model to predict and
explain an individual’s use of self-service technologies based on technology
readiness, TAM and TPB and had found that satisfaction significantly and posi-
tively influences continuance intention.

The expectation confirmation model (ECM) which was introduced by Bhatt-
acherjee (2001) describes the user’s behavior in ‘‘continued to use’’ of an infor-
mation system. ECM was actually an adaptation of expectation confirmation theory
(ECT), which was introduced by Oliver (1980). ECT is widely used in consumer
behavior research to study consumer satisfaction, post purchase behavior and
service marketing in general. The major difference that can be seen between ECM
and ECT is, while ECT examines both pre-consumption and post-consumption,
ECM only focus on the post consumption variables. ECM’s major purpose is to
evaluate an individual’s continuance and loyalty intention toward a system used
(Liao et al. 2009). It posits that individuals intention to continue IT usage is depend
on users’ level of satisfaction, confirmation of expectation and post adoption
expectation (perceived usefulness) (Lee 2010). However, ECM argues that the most
important determinant of continuance intention is users’ satisfaction.

Therefore as an adaptation of the ECM, this paper examines the impact of
confirmation and perceived usefulness on user satisfaction and continuance usage
intention of the e-filing system in Malaysia. Figure 15.2 represents the theoretical
model of the study.

15.3.1 Confirmation

Confirmation is the evaluation of customers’ perceived performance against their
original expectation and it determines the level to which their expectation is con-
firmed (Atchariyachanvanich et al. 2006). Bhattacherjee (2001), in understanding
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the information system continuance usage intention, reveals that users’ satisfaction
is influenced by their confirmation of expectations from prior usage and perceived
usefulness and the perceived usefulness is influenced by users confirmation level.
Previous research (Lee and Kwon 2010; Kim 2010; Chen et al. 2010; Limayem and
Cheung 2008) have established a significant positive influence between confirma-
tion and satisfaction and confirmation and perceived usefulness toward continuance
usage intention.

15.3.2 Perceived Usefulness

Perceived usefulness was defined as the prospective user’s subjective probability
that using a specific application system will increase his or her job performance
within an organizational context (Davis et al. 1989). It was found that perceived
usefulness was correlated with all technology usage. Research by Hung et al.
(2011), Al-maghrabi et al. (2011), Wang et al. (2010), Kang and Lee (2010) and
Bhattacherjee (2001) established that perceived usefulness has a significant posi-
tive influence on continuance usage intention of a technology.

15.3.3 Satisfaction

Satisfaction is defined as the ‘‘pleasurable fulfillment response resulting from an
evaluation with respect to how well the consumption of a product or service meets
a need, desire, or goal’’ (Deng et al. 2010). According to Expectation Confirmation
Theory (ECT) (Bhattacherjee 2001) and Expectancy Disconfirmation Theory
(EDT) (Oliver 1980) consumers intention to repurchase a product or continuously
use a system is determined by the prior satisfaction with the product or services.
Based on EDT, for a customer to reach their repurchase decision, it involves

PERCEIVED 
USEFULNESS

CONFIRMATION

SATISFACTION
IS 

CONTINUANCE 
INTENTION

Fig. 15.2 Theoretical model
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several stages: firstly, form a initial expectation for the product or services,
secondly, form a perception of the performance of the product or services; thirdly,
form a confirmation on their expectation and performance of the product or ser-
vices; fourthly, form a satisfaction feeling toward the product or services and
finally satisfaction leads to repurchase.

15.3.4 Continuance Intention

Continuance intention is defined as ones intention to continue using a service
in the post acceptance stage. It is similar to ones repurchase decision as both
decisions are influenced by initial usage (Bhattacherjee 2001). Research on con-
tinuance intention have been explored both at the organizational and individual
level of analysis (Limayem et al. 2007). The individual level of analysis assumes
that Information System (IS) continuance behaviour is the continued usage of IS
by adopters, which follows an initial acceptance decision (Kim et al. 2007).
However, unlike initial acceptance decision, IS continuance intention depends on
various factors that affect the individuals’ decision to continue using a particular
system (Limayem et al. 2001).

Related literature on technology usage has established that the users’ continued
usage intention of an IT is determined by the users’ satisfaction which is jointly
influenced by confirmation and perceived usefulness (Bhattacherjee 2001). Lee
and Kwon (2010) studied the effect of confirmation on satisfaction and perceived
usefulness in determining continuance intention of web based services and found
that confirmation positively influence users satisfaction and perceived usefulness.
The study also shows that the effect of confirmation on satisfaction is much higher
than perceived usefulness. Similarly, confirmation of expectation was found to be
positively associated with perceived usefulness and user satisfaction in deter-
mining the mobile data services continuance intention among university students
in South Korea (Kim 2010). Chen et al. (2010) based on their study found that the
two main important variables, namely satisfaction and perceived usefulness, that
affect the repurchase intentions of the customers in internet shopping are strongly
influenced by the confirmation.

Besides, Roca et al. (2006) in understanding the e-learning continuance
intention found that confirmation is the strongest determinant of perceived use-
fulness and satisfaction. Lin et al. (2005) found that confirmation of expectation
strongly influences satisfaction with web portal use and perceived usefulness in
determining the continuance intention of web portal usage. Apart from that many
other research (Limayem and Cheung 2008; Min and Shenghua 2007; Chea and
Luo 2007; Thong et al. 2006) have also established a significant positive influence
between confirmation and satisfaction and confirmation and perceived usefulness
toward continuance usage intention. Thus, it is hypothesized that:
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H1 Confirmation has a direct positive relationship on satisfaction toward e-filing
continuance usage intentions.

H2 Confirmation has a direct positive relationship on perceived usefulness
toward e-filing continuance usage intentions.

Prior study also found that perceived usefulness to be significantly influences
satisfaction toward continuance intention to use self-service technologies. The
study justifies that the more useful a self-service technology, the more satisfactory
it will be, thus consumers will continually uses the services (Chen et al. 2009).
Doong et al. (2007) discovers that perceived usefulness which is the users per-
ception of Online Reputation System’s (ORS) benefit has a significant impact on
satisfaction toward continuance intention to use the system. Indeed, Bhattacherjee
(2001) also found that perceived usefulness has a significant positive impact on
satisfaction toward continuance intention. Besides, Chen et al. (2010), Limayem
and Cheung (2008), Roca et al. (2006), Hayashi et al. (2004) and Hsu and Chiu
(2004) also found a significant positive relationship between perceived usefulness
and satisfaction toward continuance usage intention.

Research by Hung et al. (2011) found that perceived usefulness has a positive
relationship in determining the continuance intention toward web based learning
system. Similarly, Al-maghrabi et al. (2011) also revealed that perceived useful-
ness is the main determinant of continuance intention of e-shopping in Saudi
Arabia. Correspondingly, Shiau et al. (2011) examined the continuance intention
of blog users’ and reported that perceived usefulness of the blogs positively
influence the blogger’s intention to continue using blogs. Study on the citizen’s
continuance intention to use e-government websites found that perceived useful-
ness directly enhanced citizen’s continuance intention to use e-government web-
sites (Wangpipatwong et al. 2008). Further, Eriksson and Nilsson (2007)
investigated the determinants of continued use of internet banking and reveals that
the Estonian consumers’ internet banking continuance usage intention is positively
affected by perceived usefulness. Alike, Hwang et al. (2007) reported that indi-
vidual’s perception of perceived usefulness affect the continuance intention to use
mobile internet services in Korea.

Thus, it is hypothesized that:

H3 Perceived usefulness has a direct positive relationship on satisfaction toward
e-filing continuance usage intentions.

H4 Perceived usefulness has a direct positive relationship toward continuance
usage intention.

Literatures have also demonstrated that users’ continuance intention is deter-
mined by their satisfaction with the information system usage (Lee 2010; Roca
et al. 2006; Chiu et al. 2005). Ong and Day (2010) found that the outcome of user
satisfaction with Social Media Service such as Youtube and Facebook is the
continued usage of these services. Satisfaction was also found to be the strongest
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predictor of users’ continuance intention of Enterprise Resource Planning system
compared to individual differences such as personal innovativeness, computer
anxiety and computer self-efficacy (Chou and Chen 2009). Further, Deng et al.
(2010) based on their study, revealed a positive relationship between satisfaction
and continued usage intention. The study concluded that the more satisfied a user,
the more likely he/she will continue using the technology. Similarly, customer
satisfaction has an important impact toward IS continuance usage intention
because user who are more satisfied with their experience will have a higher level
of continued use (Limayem and Cheung 2008).

Based on the findings above, it can be surmised that:
H5 Satisfaction has a positive significant relationship toward e-filing continu-

ance usage intention.

15.4 Research Method

15.4.1 Data Collection Method

A total of 300 questionnaires were distributed among the taxpayers in Penang,
Malaysia using self administered questionnaire. A total of 120 questionnaires were
returned and out of it, 116 were completed whereas the other four were incom-
plete. As such, the response rate was 38.6 %. The questionnaire consists of six
sections. The first section elicited the screening question, the second section
collected the demographic data, the third section extracted information on con-
firmation, section four measured the perceived usefulness, section five on the user
satisfaction and last section measured continuance intention. The sample selected
were taxpayers who had used the e-filing system before at least once as the
measures required them to express the confirmation, perceived usefulness, satis-
faction and continuance intention.

15.4.2 Measures

The measures were all adapted from the published literature. The measures for the
variable confirmation was adapted from Bhattacherjee (2001), for perceived use-
fulness from Davis (1989), satisfaction from Spreng et al. (1996), and Liao et al.
(2009) and lastly, the continuance intention was adopted from Bhattacherjee
(2001), and Liao et al. (2009).
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15.4.3 Sample Profile

The demographic of the respondents tabulated in Table 15.1 were derived from
descriptive analysis. The majority of the age group (23.3 %) was in the category of
30–34 years old. Male (63.8 %) outnumbered the females (36.2 %). In terms of

Table 15.1 Demographic of
the respondents

Age (years) Frequency %

25–29 13 11.2
30–34 27 23.3
35–39 13 11.2
40–44 22 19.0
45–49 18 15.5
50–54 18 15.5
55 and above 5 4.3
Gender
Male 74 63.8
Female 42 36.2
Ethnicity
Malay 64 55.2
Chinese 29 25.0
Indian 23 19.8
Education
Diploma/college level 23 19.8
Bachelor degree 41 35.3
Masters degree 29 25.0
Doctoral degree 7 6.0
Others 13 11.2
Income
RM2000–RM2999 19 16.4
RM3000–RM3999 37 31.9
RM4000–RM4999 22 19.0
RM5000–RM5999 16 13.8
RM6000–RM6999 10 8.6
RM7000 and above 11 9.5
Marital status
Single 22 19.0
Married 94 81.0
Computer usage
1–3 2 1.7
4–6 5 4.3
7–9 11 9.5
10 and above 98 84.5
Internet usage
1–3 5 4.3
4–6 23 19.8
7–9 21 18.1
10 and above 67 57.8
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ethnicity, the majority of the respondents were Malays (55.2 %), followed by
Chinese (25.0 %) and Indians (19.8 %) which somewhat reflects the ethnic group
distribution in Malaysia. About 60.3 % of the total respondents are highly
educated with Bachelor degree and followed by Masters degree. The majority of
the respondents (31.9 %) are earning within RM3000–RM3999 per month with
majority (81.0 %) are married respondents. Lastly, about 84.5 and 57.8 % of the
respondents claimed to have experience in computer usage and internet usage
approximately 10 years and above, respectively.

15.5 Data Analysis

Smart PLS version 2.0, a variance based Structural Equation Modelling (SEM)
was used to analyze the hypotheses generated. The reasons for using this technique
are as follows:

(a) PLS is known for its ability to handle both reflective and formative measures
(b) PLS places a minimal restriction on the sample size (Chin 1998)

The two-step analytical procedure suggested by Anderson and Gerbing (1988)
was adopted to analyze data whereby the measurement model was evaluated first
and then followed by the structural model. Also, following the suggestion of Chin
(1998), the bootstrapping method (200 resamples) was done to determine the
significant level of loadings, weights, and path coefficients. Figure 15.3 shows the
Research Model of the study.

15.5.1 Measurement Model

Convergent validity is the degree to which the items that are indicators of a
specific construct should converge or share a high proportion of variance in

Fig. 15.3 Research model
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common (Hair et al. 2010). According to Hair et al. (2010), factor loadings and
average variance extracted (AVE) of more than 0.5 and composite reliability (CR)
of 0.7 or above is deemed to be acceptable. As can be seen from Table 15.2, all
loadings and AVE are above 0.5 and the composite reliability values are more than
0.7. Therefore, we can conclude that convergent validity has been established.

Next, we assessed the discriminant validity which is the extent to which a
construct is truly distinct from other constructs (Hair et al. 2010). This can be
established by the low correlations between all the measure of the interest and the
measure of other constructs. To address discriminant validity, the square root of
the AVE is compared against the correlations of the other constructs, when the
AVE extracted is greater than its correlations with all the other constructs then
discriminant validity has been established (Fornell and Larcker 1981) (refer
Table 15.3).

Table 15.2 Result of the Measurement Model

Construct Item Convergent validity

Factor loading AVE Composite reliability

Confirmation CONF1 0.901 0.801 0.923
CONF2 0.890
CONF3 0.893

Perceived usefulness PU1 0.923 0.843 0.955
PU2 0.897
PU3 0.908
PU4 0.943

Satisfaction SAT1 0.851 0.806 0.943
SAT2 0.927
SAT3 0.917
SAT4 0.895

Continuance intention CINT1 0.942 0.899 0.973
CINT2 0.963
CINT3 0.933
CINT4 0.954

Table 15.3 Discriminant validity of constructs

Constructs 1 2 3 4

Confirmation 0.895 – – –
Continuance intention 0.598 0.948 – –
Perceived usefulness 0.656 0.711 0.918 –
Satisfaction 0.537 0.571 0.589 0.898

Note: Diagonal represents the square root of Average Variance Extracted (AVE) while the other
entries represent squared correlations

15 Explaining the e-Government Usage Using Expectation Confirmation 297



15.5.2 Structural Model

The structural model represents the relationship between constructs or latent
variables that were hypothesized in the research model. The goodness of the
theoretical model is established by the variance explained (R2) of the endogenous
constructs and the significance of all path estimates (Chin 2010). Together the R2

and the path coefficients indicate how well the data support the hypothesized
model (Chin 1998). Figure 15.4 and Table 15.4, shows the results of the structural
model from the PLS output. Confirmation was found to be significantly related to
Satisfaction (b = 0.264, p \ 0.01) and Perceived Usefulness (b = 0.656,
p \ 0.01), thus supporting H1 and H2 of this study. Perceived Usefulness
(b = 0.416, p \ 0.01) was found in this study to be significantly related to
Satisfaction, hence supporting H3. Further, both Perceived Usefulness (b = 0.574,
p \ 0.1) and Satisfaction (b = 0.233, p \ 0.1) were significantly related to con-
tinuance usage intention, explaining 54.2 % of the variance therefore supports
the H4 and H5. A closer look on the findings reveal that perceived usefulness is the
strongest predictor of continuance intention and satisfaction followed by satis-
faction and confirmation, respectively.

Apart from that, ‘‘blindfolding’’ procedure was also performed to measure the
predictive relevance (Q2) of the model fit. The Q2 ‘‘represents a measure of how
well observed values are reconstructed by the model and its parameter estimates’’
(Chin 1998). Models with Q2 greater than zero imply that the model has predictive
relevance. Table 15.5 shows the result of the blindfolding results. Omission dis-
tance of seven was utilized as Chin (1998) indicates that values between 5 and 10
are feasible (refer to Table 15.5). The goodness of fit (GoF) of the model was also
calculated to assess the performance of the model. Table 15.6 shows the result of
the GoF.

Fig. 15.4 The structural model
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15.6 Discussion

The purpose of this study was to test the expectation confirmation model (ECM)
among the taxpayers in Penang, Malaysia. The study also examined the rela-
tionships between confirmation, perceived usefulness and satisfaction and the
impact of perceived usefulness and satisfaction on continuance usage intention.

The result of this study is similar to the study by Lee and Kwon (2010;
Kim 2010) and (Limayem and Cheung 2008) where all the three studies found a
significant relationship between confirmation and satisfaction and perceived use-
fulness. In addition, the findings of the study also consistent with (Min and
Shenghua 2007) findings which found that confirmation is significantly related
toward perceived usefulness and satisfaction toward Information System usage.
Results of this study also consistent with findings by Islam (2012) whereby per-
ceived usefulness was found to be positively affects educator’s satisfaction in
e-learning technology usage intention, while Jiang (2011) found that perceived
usefulness has a positive influence on the user satisfaction toward continuance
intention of e-government portals. Jiang (2011) also found that perceived useful-
ness and satisfaction has a direct impact on user’s continuance intention of

Table 15.4 Summary of the structural model

Path Hypotheses Path
coefficient

Standard
error

t-value Results

Confirmation-[ satisfaction H1 0.264 0.101 2.625*** Supported
Confirmation-[ perceived

usefulness
H2 0.656 0.050 13.128*** Supported

Perceived Usefulness-[ satisfaction H3 0.416 0.096 4.343*** Supported
Perceived usefulness-[ continuance

intention
H4 0.574 0.079 7.299*** Supported

Satisfaction-[ continuance
intention

H5 0.233 0.074 3.172*** Supported

Table 15.5 Blindfolding
results

Construct CV red CV comm

Perceived usefulness 0.359 0.716
Satisfaction 0.296 0.804
Continuance intention 0.478 0.804

Table 15.6 Goodness of Fit
(GoF)

Construct AVE R2

Confirmation 0.801 –
Continuance intention 0.899 0.542
Perceived usefulness 0.843 0.431
Satisfaction 0.806 0.386
Average 0.837 0.453
GOF 0.616 –
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e-government portals, which is consistent with the findings of this study. Another
study also has established a strong positive effect of perceived usefulness and
satisfaction on the continuance usage of web based learning system (Hung et al.
2011), which further supports the findings of this study.

The model adopted in this study shows that the perceived usefulness and sat-
isfaction can explain about 54.2 % of the variance in continuance usage intention.
This results shows that the simplified model of ECM has relatively good predictive
power on continuance usage intention. Further, the blindfolding result shows that
the CV Comm and CV Red are all above zero, which indicates the model has
predictive relevance (Fornell and Cha 1994). In addition, the GoF value of 0.616,
which exceeds the cut-off value of 0.36 for large effect sizes, indicates that the
model performs well compared to the baseline values (Wetzels et al. 2009).

The implication of the findings can be divided into two; theoretical and prac-
tical. Theoretically, this study adds to the growing body of literature that focus on
the post adoption environment, which is continuance usage intention. It also
contributes to the evidence in support for the determinants of continuance usage
intention of taxpayers especially in Malaysian context. Practically, since the per-
ceived usefulness was found to be the most important predictor of continuance
usage intention, the IRBM needs to create vigorous strategies to create more
awareness of this e-filing system among taxpayers in Penang with the focus on
enhancing the satisfaction of the taxpayers as the second important determinant of
continuance intention. Privacy and confidentiality of the data transmitted online
can bring a great sense of satisfaction to the taxpayers to continuously use the
e-filing system. Any dissatisfaction that arises in terms of the privacy and confi-
dentially issues may have an impact on the continuance usage intention, which
may affect the successful implementation of the e-filing system.

15.7 Limitation and Suggestion for Future Research

The study tested the effect of confirmation, perceived usefulness, satisfaction and
continuance usage intention of e-filing system among tax payers in Penang,
Malaysia. Despite the useful findings of this study, there are several limitations
that need to be acknowledged. First, due to time and resource constraint the sample
size of the study is only limited to 116 respondents. Second, the findings cannot be
generalized extensively in Malaysia as the scope of the study is only limited to the
taxpayers in Penang only. As such, caution need to be taken when generalizing to
the whole country. Lastly, this study only focus on testing the effect of confir-
mation, perceived usefulness, satisfaction and continuance usage intention and
does not incorporate the actual usage behavior in the proposed model.

Therefore, this research can be done further in future by (1) expanding the study
to other states in Malaysia, (2) extending the model by incorporating the actual
usage behavior or any other relevant variables based on the latest literatures
suggestions, and (3) replicating the study to any other e-government services.
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15.8 Conclusion

In this study, it was found that perceived usefulness and satisfaction are useful and
significant predictors of continuance usage intention of e-filing system. Confir-
mation was found to be significantly related to perceived usefulness and satis-
faction. Perceived usefulness was found to be the strongest predictor of
continuance usage intention and satisfaction in this study. The findings provided
by this study may enable the IRBM to think seriously on enhancing the perceived
usefulness of the e-filing system to attract more taxpayers to utilize the system and
to create strategies to further boost the awareness of the taxpayers. In addition, this
study also reveals that satisfaction among taxpayers is an important indicator
toward continuance usage intention; as such focus on enhancing the satisfaction of
the taxpayers which can be achieved by maintaining the privacy and confidenti-
ality of the data transmitted online can further encourage more taxpayers to
continuously adopt the system. In short, further research is needed to improve the
study better and to address its limitations. It is hoped that this study would give a
basic understanding on the continuance usage intention of e-filing system among
taxpayers in Malaysia.

A.1 15.9 Appendix

Measures

(1) Confirmation

(a) My experience with using e-filing was better than what I expected
(b) The service level provided by e-filing was better than what I expected
(c) Overall, most of my expectation from using e-filing were confirmed.

(2) Perceived Usefulness

(a) Using e-filing enables me to file my tax more quickly
(b) Using e-filing enhances my effectiveness in filing my taxes
(c) Using e-filing saves my time in filing my taxes
(d) I finds that e-filing is useful in filing my taxes.

(3) Satisfaction

(a) My overall experience with e-filing usage was: very satisfied
(b) My overall experience with e-filing usage was: very pleased
(c) My overall experience with e-filing usage was: very contended
(d) My overall experience with e-filing usage was: absolutely delighted.
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(4) Continuance Intention

(a) I will use the e-filing system in the future
(b) I intend to continue using the e-filing rather than discontinue its use
(c) My intentions are to continue using e-filing than use any alternative means

(manual filing)
(d) If I could, I would like to continue using e-filing as much as possible.
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Chapter 16
A Qualitative Content Analysis
of e-Strategies for Research, Innovation
and Commercialization: A Case of Global
Bodies, Malaysian Ministries
and Research University

Zanariah Jano, Hawati Janor, Mohd. Jailani Bin Mohd. Nor, Rabiah
Ahmad and Azizah Shaaban

Abstract Research, Innovation, and Commercialization (R, I & C) are now
widely accepted as critical tools to improve economy, eradicate poverty, and
enhance human development. However, in a developing country like Malaysia,
commercialization effort to date is quite modest with low number of patents and
low number of research and innovation output from Malaysian universities on a
national and international scale. Nowadays, communication and information are
transmitted through Internet resources which act as marketing tools for research,
innovation, and commercialization to the global community. Recognizing these
potentials, electronic strategies (e-strategies) encompassing R, I & C are on the
rise across Asia. This chapter aims to analyze the trend of e-strategies in R, I & C
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of the global bodies, Malaysian Ministries and research university in Malaysia
using a qualitative content analysis. The framework is based on the extant liter-
ature and consists of the dynamic cycle of Web resources namely the Web content,
interactivity, navigation links, design infrastructures, assessment, and continuous
quality improvement (CQI). While the WIPO embraces and blends well with the
potential advantages of e-strategies, the Scopus lacks few features about the
organization and international networking, assessment, and CQI. The Ministries
and the university are yet to adequately reflect truly comprehensive and integrated
strategies for harnessing and exploiting these potentials in order to gear for
internationalization and collaboration across countries.

Keywords Research � Innovation � Commercialization � e-Strategies � Intellec-
tual property

16.1 Introduction

Research, innovations and commercializations are the part and parcel of univer-
sity’s existence. Various definitions of research, innovation and commercialization
are found in literature to assist the understanding of the terms. Research refers to
activities encompass creative work undertaken in a systematic basis in order to
increase our knowledge of human, culture and society, and the use of knowledge
to invent new applications (NSF 2013). Innovation is defined by both the devel-
opment and application of a new product, process, or service which includes the use
of an existing type of product in a new application or the development of a new
device for an existing application (U.S Congress 1995) whereas Drucker (1985)
refers innovation as a process which drives change in an organization’s social and
economic potential, thereby producing value and wealth. Meanwhile, commer-
cialization refers to the attempt to profit from innovation through the sale or use of
new products, processes, and services (U.S Congress 1995). Another definition is a
process of developing new ideas or research products into commercial products and
placing them on market (Zhao 2004). The definitions vary, yet the key words are
leading to the terms of knowledge, new application, and profit.

A key phrase for innovation is ‘‘the university-industry smart partnership’’
which is a catalyst to innovation. The pool of innovations produced from the
partnership can be exploited commercially to generate the economy of nations
through innovation support by the government and the global bodies. However, in
Malaysia, most commercialization efforts have failed due to the lack of collabo-
ration between the industry and universities (Rasli 2005). Further, the Ministry of
Science, Technology, and Innovation (MOSTI) reported that most academic
Research and development (R&D) activities derived from grants offered by the
Ministry and other governmental agencies with only 0.68 % funding come from
the industry as compared to the developed countries like UK (6.2 %) and USA
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(5.5 %). As such, Malaysia’s commercialization effort to date has been quite
modest with low number of patents indicated by the statistics of the World
Intellectual Property Organization (WIPO) (WIPO 2011) which show that by 2011
the number of patents are 1,927, trademark-16,678, industrial design-1,282, and
the total amount of Gross Domestic Product is US$394.57. In terms of the Inno-
vation Index, Malaysia, which is an upper-middle income country, is ranked 32nd
out of 141 countries with a score of 45.90 (0–100) in 2012. In comparison to other
countries in the South East Asia and Oceania region, Malaysia is ranked 7th out of
17 countries behind Singapore, Hong Kong (China), New Zealand, the Republic of
Korea, Australia, and Japan. Malaysia is ranked 2nd in the upper-middle income
trailing Latvia. Hence, Malaysia is slowly progressing to be at par with other
countries in terms of innovations. In terms of the Global Efficiency Index for the
year 2012, Malaysia is ranked at 84th position for Global Efficiency Index. The
subinput Innovation Index indicates Institution, Human Capital, and Research,
Infrastructure, Market Sophistication and Business Sophistication, knowledge and
technology outputs and creative outputs, respectively, which is ranked 55th, 42th,
41th, 14th,11th, 36th, and 42nd in comparison with 141 countries. Realizing the
slow innovation and commercialization progress, the Malaysian Government has
adopted the system of knowledge production which in turn reflects the knowledge-
based economy employed by most nations. Recently, there is an emerging trend in
Asia toward the inclusion of commercialization activities (Djokovic and Souitaris
2008). However, many factors regarding commercialization like licensing and
other relevant matters pertaining university-industry partnership and other wider
range of available options must be taken into account. Most universities across
Europe, America, and most recently Asia and a few African countries are adopting
the entrepreneurial university model (Etzkowitz 2003). Hence, the role of
government in assisting these universities to become competitive and to exploit
their innovations through patenting or licensing, contract research, and the creation
of university spinouts companies is pertinent. In view of the importance of
R, I & C, there is an increased interest in uncovering dynamic factors which
influence the R, I & C in Malaysian universities and their relation to governance
and international body policies. The dynamic factors are analyzed through the
portrayal of R, I & C in the websites of international bodies, government, and
universities by means of their e-strategies.

What is e-strategy? E-strategy refers to plans based on the selection of scenarios
and options for developing specific realms through ICT to enhance national
development (NSF 2013). These e-enabled activities are the application of ICTs to
the processes that are specific to each sector and area of human activity. Porter
(2001) perceives e-strategy by acknowledging the unique traits of the Internet as
‘‘an enabling technology,’’ for a firm’s overall strategy.

E-strategies also consist of various instruments. The e-strategies instruments for
this chapter are adapted from the 7-S McKinsey management model, National
Science Foundation’s principles, and Wells and Gobeli’s (2003) 3R framework.
The McKinsey’s management model discusses strategy in terms of what is our
strategy?, how do we intend to achieve our objectives?, how do we deal with
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competitive pressure?, how are changes in customer demands dealt with?, and how
is strategy adjusted for environmental issues? The NSF ( 2013) focuses on the
parts of e-strategies which include the assessment, the vision, the strategic plan,
the action plan, and the consultation plan while the 3R framework stresses on the
dimension of reach (how to reach customers through online digital products and
services), richness (how firm can facilitate the exchange of information to deliver
products/services that match customers’ exact wants and needs), and range (stra-
tegic alliances). Abdullah (2013) has also utilized a framework based on the extant
literature which include, content, interactivity, and design.

Adapting the above frameworks, the study analyzes the strategies based on the
projection of the following features in the organization websites which reflect their
efforts in promoting R, I, & C; the Web content (the background, the services offered,
the News and Events, Program Activities,Resources,Publication, and others), and
the tools to disseminate the information (Interactivity, Navigation style, and Design
features). Then, the instrument for evaluation should be determined in order to
evaluate the effectiveness of the strategies which contributes to the objectives.
Evaluation results should be disseminated well in order to improve the whole
e-strategies components. The Continuous Quality improvement involves the process
of identifying weaknesses and filling the loops for the next cycle. Figure 16.1
illustrates the model of e-strategies.

This chapter begins with the description of the international bodies in terms of
research, innovations and commercializations namely Scopus and WIPO. The
inclusion of these bodies are as the benchmark as they are well established in the
respective areas; research publications, and Intellectual Property. Then the gov-
ernment e-strategies which provide the focus for driving R, I & C in Malaysian
universities and the structures available to support the activities are analyzed. The
case study narrative begins with an overview of a Malaysian University research
endeavors by looking at the e-strategies employed by the university for driving

Web Resources

Web tools

Assessment

Continous Quality 
Improvement

Fig. 16.1 The model of e-
strategies
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research, innovation and commercialization (R, I & C). Final discussion will
unearth the interrelation of both the national and global e-strategies to the uni-
versity e-strategies.

16.2 International Bodies for Research, Innovation
and Commercialization

16.2.1 Scopus: Research and Innovation

Scopus is the largest subscription-based abstract and citation database consisting
of all domains. It offers a quick, easy, and comprehensive resource to support
researchers in their research needs in various fields. Out of the billions resources,
only 21 Malaysian journals constitute the database. More publications should be
included in the Scopus database to allow more comprehensive searching of
Malaysian scholarly works.

16.2.1.1 Web Content

The Web content refers to the pertinent information to be disseminated to the
target audience. The content is not very comprehensive as several pertinent items
are not projected like mission, vision, and objectives. Information on international
networking is also lacking. Speeches and photos are not archived. However,
information pertains to the data base is sufficient, focusing on search tools as the
main icon on the page. The strategies reflect the main aim of the sites, to gain
profit from the publications. Hence, the focus is only to generate return of
investment, ignoring other essential elements about the company. The site is
mainly a massive database for researchers’ references and guidelines in the
research publications.

16.2.1.2 Web Tools

The Web tools focus on the channels of communication employed by the orga-
nization to ensure the intended information reaches the target audience. Interac-
tivity aspect is sufficiently integrating all the elements to connect the stakeholders
and the organization. Several platforms like access to information, search tool,
Web user registration form, user login, membership applications/renewal, feed-
back, and online chat offer users the chance to explore the vast information at a
fast rate.
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16.2.1.3 Assessment and CQI

The assessment and CQI are not present in the website. While these exercises are
vital to ensure the continous improvement of the system, the strategies are kept
confidential. Another international body which deals with intellectual property is
the World Intellectual Property Organization.

16.2.2 The World Intellectual Property Organization:
Commercialization

WIPO is responsible in the distribution of statistics on innovation and commer-
cialization. WIPO stands for The World Intellectual Property Organization, an
international body, under the UNESCO whose mission is to promote innovation
and creativity for the economic, social, and cultural development of all countries,
through a balanced and effective international intellectual property (IP) system.
The objectives of the organization are to promote the protection of intellectual
property throughout the world through cooperation among States and, where
appropriate, in collaboration with any other international organization and to
ensure administrative cooperation among the Unions.

WIPO has an excellent projection of strategies intended to achieve their
objectives in the websites. The structures to drive innovations and commercial-
izations are integrated within the site for every stakeholders’ benefits. Some of the
strategies include on one hand, through the content which convey information as
follows; the background of WIPO, the services offered, the News and Events,
Program Activities and Resources, and the other on the tools to disseminate the
information which include the Interactivity, Navigation style, and Design features .

16.2.2.1 Web Content

The content is very comprehensive, detailing all information pertain to innovation
and commercializations in terms of patent, trademarks, industrial designs, and
others. Among the content is video recordings of WIPO’s seminar series on IP
and economics, meetings, and events; WIPO’s assistance in coordinating and
developing a global IP infrastructure, including international classifications,
PATENTSCOPE�, IP office modernization, IP standards;Global Infrastructure; IP
standards;Cooperation with Certain Countries in Europe and Asia; the strategies
and activities to promote the IP system in the region, as well as highlights of recent
events and information on WIPO’s Advisory Committee on Enforcement as well
as other activities for promoting respect for IP, and a case law database of
enforcement decisions from around the world. The information is included in the
section on About WIPO, IP Services, News and Events, Program Activities, and
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Resources. The information is divided to different stakeholders and cover sufficient
information on each topic related to innovation and commercialization. The site is
a massive database for researchers’ references and guidelines in the innovation and
commercialization endeavour.

16.2.2.2 Web Tools

The focus on the channels of communication employed by the organization to
ensure the intended information reaches the target audience. Interactivity aspect is
sufficiently integrating all the elements to connect the stakeholders and the orga-
nization. Several platforms like access to information, forum, search tool, Web
user registration form, user login, membership applications/renewal, feed-
back,newsletters, and live webcast offer users the chance to explore the vast
information at a fast rate. Interestingly, the inclusion of the live Webcast offers a
unique way to include everyone in the globe. In short, the Web tools are highly
beneficial to convey matters on commercialization and innovations to the global
users. Furthermore, the navigation style which embed hyperlinks in texts reveal
an efficient way to cover all pertinent information in a page. This technique
maximizes the coverage.

Moreover, the design features which reflect the user-friendliness of the site
shows that WIPO is focusing on its public relation aspects. The fast downloading,
organized information, and embedded links ease the access to information. Two
unique programs are the distance learning course and the WIPO University
initiatives. The latter helps universities around the world to establish IP and
technology management infrastructure in universities, develop human capital
skilled in IP, and technology management, promote effective use of IP, in par-
ticular, patents; and to create a national/regional/global university IP forum. The
former focuses on the specially designed courses to educate the public on matters
relating to IP, innovation and commercialization.

16.2.2.3 Assessment And CQI

In terms of assessment, WIPO has the Strategic Realignment Program (SRP) to
address the challenges of innovation and commercialization in a global context.
WIPO is conducting an annual survey among the staff and members to measure the
progress of the SRP and their Core Values. The results are published on the
website. Each outcome indicator will be given a red–yellow–green status at end of
each year, based on the performance of the detailed indicators. Those areas which
needs improvement, then, will be discussed in meetings and recommendations will
be proposed.

In general, WIPO consistently support its objectives in which to promote the
protection of intellectual property throughout the world through cooperation
among States and, where appropriate, in collaboration with any other international

16 A Qualitative Content Analysis of e-Strategies for Research 311



organizations and to ensure administrative cooperation among the Unions by
means of its effective e-strategies. WIPO is collaborating with many countries,
including Malaysia. Upon a closer examination, the impact of WIPO on the realms
of R, I & C in Malaysia is noted.

16.3 Malaysian Ministries

16.3.1 Ministry of Higher Education Malaysia

The mission of the Ministry of Higher Education Malaysia (MOHE) is to establish
and develop higher education environments that lead to the establishment of a
renowned center for the pursuit of knowledge, and to produce competent,
innovative, and noble individuals to meet the needs of the nation and the world.
The department which is responsible for managing R, I & C is the Department of
Higher Education (DOHE). Its mission is also aligned to the Ministry’s; To
strengthen Higher Education Institutions as eminent centers of excellence that
generate competent, innovative, and responsible individuals who can fulfill national
and international aspirations. Hence, the word innovative individuals are empha-
sized upon and this also reflects the WIPO’s mission which is to promote innovation
and creativity for the economic, social, and cultural development of all countries.

16.3.1.1 Web Content

The Web content reflects the corporate profile, detailing the vision, mission,
objectives, functions of the department, client’s charter, organizational chart, and
input on various Divisions. Next, a section on policies focuses on the Philosophy
of the nation, the development, and implementation plans of Malaysia which are
vital to the development of R, I & C in Malaysian universities. MOHE allocates
grants totalling RM741 million under the Tenth Malaysia Plan (RMK-10) com-
prising of four main grant schemes to intensify the research efforts of the higher
learning institutions. The four schemes are Fundamental Research Grant Scheme
(FRGS), Exploratory Research Grant Scheme (ERGS), Long-Term Research
Grant Scheme (LRGS), and Prototype Research Grant Scheme (PRGS). For 2012,
the four main grant schemes worth a total of RM170.47 million.

Then, the coverage on the realms of higher learning institutions portray the
administration and nature of universities in Malaysia. Several critical agendas
which highlight R, I & C are presented which include the establishment of
potential centers of excellence (CoEs) in Higher Education Institutions (HEIs) in
order to further leap them toward internationalization. This move is to support the
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third thrust of National Higher Education Strategic Plan (NHESP) and gear up the
level of the country’s research and development (R&D) and innovation. The vision
is to enable the HICoE to be education-wide knowledge enterprises that will
initiate and lead intra- and inter-institutional research in collaboration with
international and industrial partners in line with the global best practices, con-
necting innovation systems by fostering discovery, creativity, and new talent.
Furthermore, the mission is to provide a conducive environment, that nurtures
scientific exploratory works and creativity of knowledge discovery among scien-
tists, policymakers, and technopreuneurs for wealth creation. Thus, HICoE will
be supported and facilitated by MoHE so that they will become the ‘‘focused
vehicles’’ that will drive R&D and innovation agenda particularly in fundamental
research, as well as contributing to human capital development.

Another critical agenda is the university–industry linkages. As the nation is in
the k-economy phase, the importance of universities (higher institutions) as stra-
tegic actors in national economic development is very crucial. The financial gains
from the innovations also play a crucial factor in the collaboration efforts between
universities and industry. University–industry partnerships focus on realms of
teaching and research, student attachment, associate staff, consultancy, continuing
professional development, joint R&D, small and medium enterprise development
(SME), and the spin-off companies for the joint commercialization of innovative
products.

A strategy on measuring the R, I & C development for the Malaysian universities
is reflected on the use of Malaysian Research Assessment (MYRA). MYRA is under
the jurisdiction of the Research Management Center of each university. MYRA is an
online system developed by the Ministry of Higher Education to enable the institutes
of Higher Learning to do self-evaluation on their achievement in the R, I & C area.

The MYRA instrument is a part of the Malaysia Higher Institutions’ Strategic
Plan (PSPTN) of promoting research and innovation by the MOHE. This shows
that the Malaysian Government is putting emphasis on research and development
activities in order to develop the economy. MYRA is devised to enable universities
evaluate their achievement in the area of R, I & C. The objectives of MYRA are as
follows.

1. Self-evaluation of Higher Education institutes in the area of R, I & C.
2. Compilation of data by the Ministry of Higher Education.
3. Pre-requirement for the Private Higher Education Institutes to apply for a

special research Grant.
4. Endorsement for the status of Research University.
5. Evaluation scheme for existing Research universities.
6. Monitoring device for the development and evaluation of yearly research

activities.
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16.3.1.2 Web Tools

The Web tools include the interactivity aspects which offer correspondence,
forum, search tool, online applications, Feedback, video Webcast, and Directory of
Experts. Navigation style is using left-side navigation bar with the drop-down
method. This method easily saves space and lends a neat organization of the page.

Design features illustrates the aspects which ease navigation like location
icon,site map, helpful links, relevant graphics, organized information and links,
and consistent format. However, several broken links are detected which affect the
professionalism of the site. Moreover, while links to national websites are pro-
jected, the links to the international sites are not present. Upon browsing, the links
to international sites are embedded in the NAHERI’s site, one of the institutes
under the purview of the MoHE. The links should be transparent on the main layer
of the site to reflect the international agenda of the organization.

A unique program illustrated in the website is NAHERI, a research institute
which conducts a policy research for MOHE and acts as a think-tank group. The
research articles are highlighted, yet the commercialization aspects are not present
in the site. The justification is that the grants offered by the Ministry is fundamental
in nature. The innovation and commercialization aspects are highlighted by a dif-
ferent Ministry, Ministry of Science, Technology and Innovation.

16.3.1.3 Assessment and CQI

The assessment and CQI are not present in the website. While these exercises are
vital to ensure the continuous improvement of the system, the strategies are not yet
included in the site.

16.3.2 Ministry of Science, Technology and Innovation

The mission of MOSTI is ‘‘To drive and manage Science, technology and Inno-
vation for socioeconomic growth by intensifying creativity and innovation;
strengthening market driven R&D; sourcing and diffusing new technology;
developing and attracting talent; deepening STI awareness; and strengthening
collaborations and partnerships’’(MOSTI). Hence, the word creativity, innovation,
collaboration are in line with the WIPO’s mission which is to promote innovation
and creativity for the economic, social, and cultural development of all countries.

16.3.2.1 Web Content

Several strategies of MOSTI reflects the 9 strategic thrusts upheld by the organi-
zation and the MOSTI OBB Programs. The former consists of the following
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elements; Development of Human capital in STI toward generating and enhancing
knowledge/innovation-led economy; harnessing and intensifying home-grown
Research and Development, acquiring technology and innovation for markets;
mainstreaming of STI, nurturing and instilling creative and innovative thinking;
enhancing and strengthening strategic alliances (collaboration,cooperation and
partnerships); strengthening RDC funding; harnessing commercialization and
intellectual property for wealth creation and societal well-being; empowering
society through innovation for sustainable development; gearing toward interna-
tionalization and strengthening the ability, and capacity of MOSTI support services.

To reflect the above thrust, the MOSTI OBB Programs are created which focus
on the phases as follows: STI Development Program, STI Services Program, STI
Acculturation Program, Ministry Management and Policy Evaluation and Perfor-
mance Management.

Offering of grants is another strategy employed by the MOSTI to enhance
innovation and commercialization sectors. The grants like Sciencefund, Techno-
fund, Innofund, and Nanofund are offered for researchers. The funds are all aimed
to support research which lead to the innovation of products and commercialization.

MOSTI is strategically guided by several policies namely National Biotech-
nology Policy, National Cyber Security, National Science and Technology Policy,
National ICT Roadmaps, IP Policy, and ICT Security Policy.

MOSTI has several divisions which oversee respective areas in relation to
innovation and commercialization. The International Division of the Ministry of
Science, Technology and Innovation deals with the international relation while the
innovation and commercialization division assists the Government to achieve the
objectives as stated under MOSTI’s innovation and commercialization programs.

Human Capital Development (HCD) is another main strategy in the Malaysian
Plan which is in-line with the National Mission. The objectives are to increase the
critical mass of researchers, scientist, and engineers (RSE) in the country to
achieve a ratio of 50 RSE: 10,000 labor force of priority areas by 2015 and to
increase skills in conducting high quality and market-driven research to meet
global standards, and to increase competitiveness and R&D management skills.
Unique programs are initiated to enhance the HCD. Among them are:

• Invitation of Training Expert in R&D Scheme to train researchers in Public
Research Institutions or Public Institutions of Higher Education.

• Overseas Advanced Research Fellowship Scheme which enable researchers to
undergo hands-on training through attachment program in renowned or selected
scientific research center, locally or abroad.

• Overseas R&D Management Training Schemefor R&D managers to undergo
training or short courses (less than 3 month) abroad to increase knowledge on
managing the local R&D effectively.

• Technical Expertise Training Scheme (LKT)for RSEs (researchers, scientists
and engineers) in MOSTI to build technical expertise in the fields that are
related to science, technology and innovation (STI).
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16.3.2.2 Web Tools

The tools include the interactivity aspects which offer correspondence, report on
online transaction, Media center, online applications for a fund, feedback form,
Gallery. The search tool is missing which creates the sense of loss for users as they
cannot search for specific information. However, the site map may assist although
the organization is a bit overwhelming due to the excessive inputs. The navigation
bar is at the top and right side. The top bar employs the drop-down menus which
save space and provide easy access to information.

Design features illustrates the aspects which ease navigation like location
icon,site map, helpful links,relevant graphics, organized information and links, and
consistent format. Moreover, while links to national websites are projected, the
links to the international sites are not present. Upon browsing, the links to inter-
national sites are embedded in the MyIPO ‘s site, the Malaysian Intellectual
Property organization which offers link to the WIPO. As the MOSTI is responsible
for the innovation and commercialization efforts, the WIPO links should be
transparent on the home page to offer easy access to researchers and to reflect
the international agenda of the organization. The links to other international bodies
are located under the Division under several layers. The links should be posted on
the main page. A unique program illustrated in the website is Human Development
Programs. The research publications are highlighted, yet the statistics on the
innovation and commercialization are not portrayed on the page. Instead, it is
located in the MyIPO website which is located under ‘links’.

16.3.2.3 Assessment and CQI

The assessment is under the jurisdiction of The Internal Audit Unit in the Ministry
of Science, Technology and Innovation. The unit is responsible for auditing the
management, financial, system and procedure, and programs carried out by
MOSTI and its agencies. The objective is to assist the Ministry to realize its goal
by evaluating the effectiveness of the operation and governance processes. The
procedure involves the review of the system, policies, activities and asset, and to
give advice on the operation of the systems. The report is presented and approved
at a meeting and distributed to respective committee.

16.4 Malaysian Universities: An Overview

At the university level, the common ecosystem for R, I & C includes the infra-
structure and infostructure like library, databases, laboratories, equipment, etc.,
organizational structure of the management like the Research Management Center
(RMC) and may have the other management units which handle innovation and
commercialization aspects.
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In terms of the development of commercialization efforts in the Malaysian
higher education sector, the efforts of the Malaysian government are realized in the
enforcements of several initiatives in the higher education institutions. The gov-
ernment is establishing private universities and Centers of Excellence (CoEs),
creating ‘‘Research University’’ and ‘‘Apex University’’ status for the public
universities, establishing the RMC, and emphasizing research commercializa-
tion—(the RM 191.5 billion allocation for 2010 to create an economy based on
innovation, where university R, I & C is one of the key success factor).

Five universities have been awarded the Research University status in the
country by the Ministry of Higher education (MOHE) to offer a conducive envi-
ronment for the R, I & C development. The research universities have the same
mission which are to be an engine of growth of the nation where scholars and
students exchange opinion and conduct research in a conducive environment that
nurtures exploration and creativity and discover knowledge and create wealth,
leading toward an improved quality of life. This highlights the nation’s aspiration
to nurture exploration, creativity, and commercialization in order to enhance the
economy and simultaneously improve the quality of life.

Other universities are categorized into the focused and comprehensive uni-
versities. The rationale is to enable RUs to focus more on developing R, I & C in
Malaysia and at the same time to collaborate with other universities in research
expenditure. The RUs are the mentors for other universities. The case study which
follow will examine a research university namely Universiti Teknologi Malaysia
which has been awarded the highest number of intellectual property registered
with MyIPO, the Malaysian Intellectual Property Office which handles the IP filing
in Malaysia.

16.4.1 A Research University

The mission of the chosen university is to lead in the development of creative and
innovative human capital and advanced technologies that will contribute to the
nation’s wealth creation. The core value of a research university is innovation.
This mission is supporting both the national and global agendas.

16.4.1.1 Web Content

Several significant e-strategies are highlighted in the web. First, a number of
policies guide the R, I & C of the university which include IP Commercialization
Policy, Intellectual Property Policy, and Research & Development Policy. These
policies provide support and framework to enhance research development and
commercialization.

Second, the university has the 11 Research Alliances, focussing on sustain-
ability, infocomm, water, cybernetics, biotech, construction, materials and
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manufacturing, k-economy, energy, transportation, and nanotechnology. Research
Alliances consist of CoEs, laboratories, professors and research teams. The
Research Alliances conduct research (knowledge discovery, dissemination and
commercialization) in the multidisciplinary niche areas. Twenty six research
centers are highlighted which focus on different niche areas.

Third, the university offers Research Assistantship for full-time postgraduate
research students, research employments for researchers and post graduate stu-
dents. This is seen as efforts to produce more quality research which will lead to
innovation and commercialization. By nurturing the young buds, the R, I and C
values will be sustained for the future generations.

Fourth, the management aspect is handled by several centers namely Research
Management Center (RMC) which oversees the management of research and has a
Webpage detailing the Directory of Researchers and List of R&D Products and the
Innovation and Commercialization Center (ICC) which is a one stop center for
technology innovation and commercialization. The ICC identifies, develops,
commercializes the innovations of the university and is also responsible for
Intellectual Property (IP) management.

Fifth, the Institutional Repository (UTM-IR), a centralized digital archive is
created to house the research output. The repository can be accessed by the public
to generate research development in the country.

Sixth, the local and international collaboration is apparent as it has a wide range
of partnership with organizations which offer joint research projects. One distin-
guished project is a joint-venture company between the university and a foreign
company. The company offers consultancy in R&D projects, innovation man-
agement, R&D commercialization, and programs for industry.

Lastly, a unique program offered by the university is the establishment of a
joint-venture company between the university and a foreign university. Another
program initiated by the university is the Industrial Art and Technology Exhibition
(INATEX). It is an exhibition which showcases inventions and innovations
developed by UTM researchers in order to promote the product to the public.
INATEX is also a screening base for products which are to compete for national
and international level.

16.4.1.2 Web Tools

An interactive tool offered by the university include the Idea Bank which is an
interactive forum which enables the students, staff, and research alliances to
submit innovative and creative ideas to the university. Research Directory is
offered which lists the directory of experts, list of projects, and products. The
university is also utilizing its Web 2.0 by offering an interactive channels through
the Facebook, Twitter, Linked In, Pinterest. Although the partnership with inter-
national universities are highlighted, the links are not present. Moreover, the links
to the WIPO is not present. The link is only to MyIPO, the Malaysian Intellectual
Property Organization.
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16.4.1.3 Assessment and CQI

The university is using a balanced scorecard as a management system and mea-
surement system as well to enable organizations to clarify their vision and strategy
and realize them. Feedback for both internal processes and external outcomes are
provided to continuously improve strategic performance and results. The organi-
zation is analyzed in four perspectives namely financial, customer services/
stakeholder, internal process, and learning/growth. The metrics are developed and
the data are collected and analyzed

The Balanced Scorecard enables the university to monitor both its current
performance and its efforts to research activities, improve customer services,
streamline key processes, provide a conducive environment for the development of
R, I & C. The Key Performance Index is an effective tools in monitoring change to
current processes which allow the University to monitor the extent to which it is
abiding its organizational and strategic goals.

16.5 The Impact of Malaysian Government and Wipo
e-Strategies on University’s e-Strategies

Apparently, the Scopus, WIPO, and Malaysian Government e-strategies have had
some impact on the university’s e-strategies. While the global and national mission
reflect the same direction, the university is also embracing the same mission;
enhancing research, innovation and commercialization. Hence, the Web content of
the university are in line with the Ministries’ and work synergically to support the
national policies. However, as the university and ministries are trying to spread
their wings into the international realms, some hindrance factors are apparent.

As Scopus is offering the largest database, universities in Malaysia have yet to
add more publications to the database to allow more comprehensive searching and
citing of Malaysian scholarly works. The Ministries should play active roles in
generating the efforts by designing a centralized Research Data Management
which can be the platform to identify high quality research output to be channelled
to the Scopus. This international agenda is vital to generate more journal publi-
cations at the national level.

When the aim of WIPO is to promote the protection of intellectual property
throughout the world through cooperation among States and, where appropriate, in
collaboration with any other international organization and to ensure administra-
tive cooperation among the Unions, the relationship between the WIPO and the
national and university bodies are not the direct one. The relationship is through
the intermediary agent the MyIPO. The links to the WIPO sites are not present at
both level. This shows although innovation and commercialization are the main
agendas, the reflection is not visible in the sites. Several international links are
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found in the deep layers of the site. To gear for internationalization, the main page
should be the platform to represent the portrayal.

In terms of Web tools, WIPO is responsible in the distribution of statistics on
innovation and commercialization. Hence, the Ministry is monitoring the perfor-
mance through the MYRA and the universities are striving to bridge the gaps in
the world ranking of WIPO. Hence, the vital role of WIPO is monitoring the
innovation and commercialization development in the developed and developing
countries. WIPO has an impact on the Malaysian research,innovation and com-
mercialization scenario in terms of processing applications for IP and providing
global statistics to determine where Malaysia is in the global ranking. The por-
trayal of innovation and commercialization success in a global platform is mea-
sured through the Global ranking index. Hence, the Global Innovation Index and
the IP filing application published by WIPO indicate where Malaysia is in the
globe. The MOSTI should work hand in hand with WIPO directly to ensure the
objectives in attainning more intellectual properties at the national and interna-
tional levels are achieved. University–industry relationship should be optimized to
ensure that research outputs are able to be commercialized. All the pertinent
features should be projected clearly in the websites to provide access to the global
audience and generate collaboration with a wider audience.

Assessment and Continuous Quality Assessment are found in few websites
(WIPO, MOSTI, research university) but absent in others (MOHE and Scopus).
These two features are vital to complement the eco-system of e-strategies. As
Scopus is an international body, the inclusion of these features are pertinent to be
modeled by its affiliates. MOHE, being a role model of the universities, should
take these matters into account to monitor the flaws of the system and continuously
upgrading the system.

16.6 Conclusion

In conclusion, the chapter has analyzed the e-strategies based on the projection of
the Web content, the utilization of tools to disseminate information, assessment,
and CQI in the WIPO, Malaysian Ministries, and a research university websites
which reflect their efforts in promoting R, I & C. All the strategies support the
mission and objectives of the organizations. As universities are seen as the catalysts
for the development of R, I & C, the national policies support them by a means of
investment of grants and other strategies which assist the growth of the economy.
The global organization also generates the strategies to support the member states
through their comprehensive input on IP on their sites. While the WIPO embraces
and blends well with the potential advantages of e-strategies, the Scopus lacks few
features about the organization and international networking, assessment and CQI.
Moreover, the Ministries and the university are yet to adequately reflect truly
comprehensive and integrated strategies for harnessing and exploiting these
potentials in order to gear for internationalization and collaboration across
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countries. This chapter provides interesting insights into the trend of e-strategies of
R, I & C employed by distinct yet interrelated bodies; the WIPO, Scopus, Ministry
of Higher Education, Ministry of Science, Technology and Innovation, and a
research university. The implementation of the e-strategies requires the collabo-
ration and cooperation of all the bodies to ensure that the system which runs in the
international level is working synergically with the national and agency levels. The
model of e-strategies utilized in this study will provide guidelines for policymakers
within universities in improving their e-strategies.
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Chapter 17
Moroccan e-Government Strategy
and Semantic Technology

Hind Lamharhar, Dalila Chiadmi and Laila Benhlima

Abstract The Moroccan Government has launched the strategic plan ‘‘Digital
Morocco 2010’’ in October 2009. Its main objective is to provide integrated,
transparent, and efficient e-government services which meet the expectations and
the needs of the business sector and the population at large. However, we unfor-
tunately ended up with different government entities offering several separate and
independent e-government services which don’t meet the main strategic objec-
tives, especially the ‘‘user-oriented e-services’’ goal. An efficient way to solve this
problem would be to develop and adopt a common knowledge-based model and a
framework for services modeling. In this context, information technology,
particularly semantic technology plays a fundamental role in any e-government
services development. Indeed, semantic technologies, such as ontologies and
semantic web services, enable enriching e-government services description with
additional semantic information, which allows an automatic processing of infor-
mation and services and communication between involved parties. Therefore, the
underlying research question of this chapter is: ‘‘what are the appropriate methods,
frameworks, and models that can help in the development of integrated, trans-
parent, and efficient e-government services?’’ In this chapter, we will first explore
and analyze some semantic web service formalisms as well as a set of available
metadata, standards, and referenced models developed by other e-government
researches and projects; then, we will present our modeling framework for
e-government services and its e-Customs implementation through the ‘‘Customs
Clearance of Goods’’ case study.
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17.1 Introduction

The main purpose of the Moroccan strategic plan ‘‘Digital Morocco (2010)’’ is to
provide the business community and the public at large with integrated and efficient
electronic services (e-services or e-government services), the adequate and relevant
use of Information Technology (IT) is crucial in achieving this goal. Unfortunately,
the e-government services deployed so far as in this project have failed to reach the
intended objective, we ended up with different government entities or public
administrations (PAs) offering separate and independent low quality e-services
which don’t take into account the end users’ needs, requirements, and preferences.
This failure has many identifiable causes, first, the models adopted for the devel-
opment of these services were too complex, also, the concepts used by these
services were heterogeneous and lacked consistency, moreover, the actors involved
in the administrative procedures were diverse, and lastly, the chosen IT technolo-
gies were limited and inadequate. To overcome these problems, the most important
challenge is to develop a user-centric knowledge base and a common model;
indeed, this will enable an efficient collaboration between involved PAs and help
provide user-oriented services through an efficient use of IT.

In this chapter, we will discuss the needs of e-government knowledge to represent
data and services using semantic technologies (Berners-Lee et al. 2001) and we will
demonstrate how such technologies can achieve some Moroccan e-government
project requirements, especially the ‘‘user-oriented e-services’’ goal.

Semantic technologies enable the enriching of e-government services descrip-
tions provided by different PAs with additional semantic information (i.e., the
meaning of information), this allows an automatic processing of services and an
exchange of comprehensive and understandable information between involved
parties and thus facilitating service integration and cooperation. The most fre-
quently used technologies in this area are semantic web services (SWS) (Cardoso
2007) and ontology. SWS are an extension of the current web service technology;
it adds a semantic level which improves the automation of services (e.g., flexible
integration and discovery). Ontology ‘‘is a valid description of a domain knowl-
edge that the domain members agree to follow the ontology for describing domain
concepts…’’ (Peristeras et al. 2010), it constitutes the cornerstone of SWS
development. The application of these technologies in e-government has shown a
great interest in the research communities and e-government projects managers.
Thus, we are exploring them to define and identify the most appropriate models,
formalisms, and frameworks for ontologies and SWS. We have studied and ana-
lyzed them according to e-government requirements, e.g., semantic modeling
approach, reference models for the semantic description of governmental features
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(e.g., domain concepts, regulation, and organizational structures), and the users’
perspectives.

We have adopted such technologies for many reasons:

(1) Building an e-government knowledge through defining the required technol-
ogies, models, and standards for Moroccan e-services development, which
minimize the cost and time of development;

(2) Defining a semantic modeling approach and a methodology for describing and
structuring public services according to government regulation;

(3) Integrating efficiently services according to users’ needs;
(4) defining the required tools for developing SWS and domain-specific ontologies.

Moreover, in this chapter, we present our modeling framework for e-services
and its application in e-Customs domain. This framework is based on SWS,
especially OWL-S (Ontology Web Language for Services) conceptual model, and
on numerous domain ontologies. OWL-S (Sycara 2006) is a very popular model
and is known by its flexibility to be enhanced with specific additional requirements
according to the application domain. Thus, we have enhanced it to support some
aspects of public service such as their usage situations and contexts. To illustrate
this aspect, we consider an example from ‘‘e-Customs’’ case study. The ‘‘Clear-
ance of Goods’’ process has several situations according to the commodity type
like ‘‘Clearance of Animals’’ or ‘‘Clearance of Vehicles’’, each situation has its
appropriate administrative procedure. Both situations have similar tasks, e.g.,
Calculation and payment of Duties and Taxes and different tasks depending on
involved PAs. For example, in the first situation (Animals), there is a ‘‘Sanitary
Document’’ issued by the Agriculture administration and in the second situation
(Vehicle); there is an ‘‘Identification Certificate’’ issued by the Transport
administration.

The main objectives of this chapter on Moroccan e-service strategic and
semantic technology are structured as follows:

(1) A background section (Sect. 17.2) in which we provide the environment of our
work composed of the Moroccan e-government strategy and encountered
difficulties for e-services delivery, the role that semantic technologies play
for modeling efficiently services, and a theoretical analysis of existing
e-government projects. This analysis allows us to define appropriately a set of
tools, metadata, methodologies, and framework for our approach;

(2) A chapter’s main contribution section (Sect. 17.3) in which we present our
e-services modeling framework and how our approach can enhance the
Moroccan e-service strategy with an application in e-Customs domain.

(3) And we finish this chapter with a conclusion and an overview of our future
work in Sect. 17.4.
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17.2 Background

In this section, we discuss the main purpose of the Moroccan e-government
strategy (Sect. 2.1) and the needs of a knowledge model to represent data and
services using semantic technologies (Sect. 2.2). We discuss in addition the
application of these technologies in e-government area through exploring some
researches and projects (Sect. 2.3).

17.2.1 Moroccan e-Government Strategy

The goal of ‘‘User-Oriented e-services’’ is to provide efficient public services
according to users’ needs. Thus, the adequate and relevant use of IT is crucial in
achieving this goal.

17.2.1.1 ‘‘User-Oriented e-Services’’ Goal

Although the computerization of the administrative procedures, Moroccan
e-Government still requires their simplification and facilitation on the basis of a
real understanding of the PAs functioning. Therefore, a well description of public
services and processes, a transversal collaboration between PAs and involved
entities (enterprises, users, etc.), and a knowledge-based shared model between
them constitute the main challenges facing the government. For this purpose, the
‘‘users-oriented e-services’’ goal is one of the Moroccan strategic priorities. It aims
to bring PAs closer to users by providing e-services through a single electronic
portal called ‘‘egov.ma’’, in which different PAs and public agencies offer their
own services (Fig. 17.1). However, this provision of e-services didn’t meet effi-
ciently users’ objectives. To illustrate this aspect, we consider the case of a user
complex task that is ‘‘Establishing an enterprise for goods import’’ in which
various services from different PAs are integrated to achieve specific tasks, such as
the ‘‘Trade Administration’’ for ‘‘Establishing an enterprise’’, the ‘‘Customs
Administration’’ for ‘‘Clearance of imported goods’’, and the ‘‘Tax Administra-
tion’’ for ‘‘Income Tax and VAT’’. Each administration has offered its services
separately and independently in ‘‘egov.ma’’ portal in which only a set of links, to
these services, are defined. Thus, the user consults several portals for getting
information about its task, e.g., access to ‘‘CRI’’, ‘‘ADIL/MCV’’, and ‘‘Simpl-IS/
Simpl-VAT’’ services for achieving, respectively, the ‘‘Establishing an enter-
prise’’, the ‘‘Clearance of imported goods’’, and the ‘‘Income Tax and VAT’’ tasks.

Moreover, to overcome the requirements of cooperation and information shar-
ing, Moroccan government has defined a General Framework for Interoperability
(GFI). This framework enables modeling services and processes in integrated and
interoperable manner, thus simplifying the integration and the cooperation between
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involved PAs and other actors (Agencies, Bank, etc.). The GFI has been built based
on ‘‘European Interoperability Framework: EIF’’ (Kotsiopoulos et al. 2009) in
which three levels of interoperability are defined, namely:

1. Technical interoperability aims to connect systems;
2. Semantic interoperability aims to define the meaning of exchanged information

and combine it with other information in a human-readable and understandable
way in the form of metadata and data models;

3. Organizational interoperability aims to model business processes and align
information architecture with the organizational objectives by describing
business rules of government agencies, and make services available to citizens
and enterprises in the form of common models such as life-event model for
citizens or business-episode model for enterprises.

17.2.1.2 Information Technology and Difficulties

To achieve successfully the ‘‘User-Oriented e-Services’’ goal, the use of IT is
crucial in Moroccan e-government program, it aims to:

1. Encourage citizens to use technology, especially the web technology, for access
to information and services;

2. Define some web technologies for PAs to develop and publish their data and
services. Among these technologies, there are XHTML as a language for
developing the PAs portals; XML for exchanging data information; Web

Fig. 17.1 Moroccan e-service portal (Source http://www.egov.ma/)
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services is applied by various PAs for building service-oriented architecture
(SOA); and BPMN (Business Process Modeling Notation) for describing ser-
vices and business process;

3. Promote the user standards defined under international organism (e.g., OASIS,
W3C, etc.) for implementing the GFI.

However, the application of IT has encountered some difficulties for both users
and PAs. On one hand, users find difficulties to search information and services in
the ‘‘e-gov.ma’’ portal because of their low knowledge about technologies. On the
other hand, PAs adopted technologies such as XML and Web Service, etc., which
are limited and don’t enable building an efficient infrastructure for implementing
the GFI, in particular semantic and organizational interoperability levels. These
problems led to several difficulties of offered e-services that influence its ranking at
international level.

United Nations (UN) has elaborated an international benchmarking in (UN
e-Government Surveys 2012) to measure the e-government maturity of some
countries like Morocco, Tunisia, Egypt, Turkey, etc. This benchmarking is based
on various indexes, such as: ‘‘Online service index’ to measure the quality of
offered e-services for users (Fig. 17.2) and ‘‘Infrastructure index’’ to measure the
use of technologies (e.g., web and mobile technologies). Unfortunately, the both
indexes for Morocco were weak and although it has improved its online service
index from 0.2074 in 2008 to 0.5425 in 2012, its situation is still insufficient
compared to others countries. Additionally, the adopted infrastructure isn’t well
founded according to the infrastructure index (0.1349 in 2008–0.2772 in 2012).

Fig. 17.2 International benchmarking for e-government maturity (Source UN e-Government
Surveys: 2008–2010 and 2012)
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To overcome these problems, the most important challenge is to develop a user-
centric knowledge base and a common model; indeed, this will enable an efficient
collaboration between involved PAs and help provide efficient user-oriented ser-
vices through an efficient use of IT. Thus, in this chapter, we propose to improve
the use of IT (e.g., XML, web service) with semantic technologies.

17.2.2 Semantic Technologies: Semantic Web Services
and Ontologies

Semantic technologies enable enriching data and public services description with
semantic information (i.e., meaning of information), which allows an automatic
processing of services and an exchange of comprehensive and understandable
information between involved parties and thus facilitating service integration and
cooperation. The most frequently used technologies in this area are semantic web
services (SWS) and ontology for knowledge representation. SWS technology has
transformed the Web from a static and syntactic Web to a semantic and dynamic
Web. It has developed and extended Web services technology (dynamic aspect)
with semantic Web technology through adding semantic information to services.
Thus, services can be discovered, composed, and executed automatically. Ontol-
ogy constitutes the cornerstone of SWS development for representing semantic
information, in practical terms, ontology ‘‘is a valid description of a domain
knowledge that the domain members agree to follow the ontology for describing
domain concepts…’’ (Peristeras et al. 2010). In computer science, ontology allows
to model a ‘‘shared and unified specification and conceptualization of a domain’’
(Gruber 1993). Based on these technologies several referenced models, ontologies,
and framework have been developed within several communities of research. We
have studied, analyzed, and evaluated some of them in our work (Lamharhar et al.
2010), in which we have defined the most appropriates used frameworks for
services modeling, which are OWL-S (Martin 2004), and WSMO: Web Service
Modeling Ontology (Fensel et al. 2006).

• OWL-S proposes an upper ontology for services. It is composed of four ele-
ments: ‘‘Service’’ and its three types of knowledge, namely: ‘‘ServiceProfile’’
presents functional and nonfunctional properties, ‘‘ProcessModel’’ describes
behavioral aspect and ‘‘ServiceGounding’’ gives concrete service (e.g., web
service).

• WSMO is composed of four main components: ‘‘Ontology’’ describes concepts
that are used by a service, ‘‘Web Service’’ describes service capability (func-
tional) and interfaces (choreography and orchestration) for automatic usage of
services, ‘‘Goal’’ specifies a user request, and finally the ‘‘Mediators’’ handle
heterogeneities problem among data, services, and goals.

Applying SWS technologies in e-government domain has conducted to two
directions of researches (Gugliotta et al. 2008). In the first field, e-government
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domain was considered as a test-bed for measuring the maturity of SWS tech-
nology. In the second field, specifically the e-government projects, semantic
technologies were applied as a solution for achieving e-government requirements.
In both cases, governmental features have been modeled as a part of e-government
knowledge, such as policies (law, regulation, etc.), organizational management
and business, and processes/services. In the next section, we present some
developed e-government projects.

17.2.3 e-Government Knowledge: Literature Review

In this section, we present how other e-government projects applied semantic
technologies, especially SWS and ontologies, for addressing the requirements of
knowledge-based and users-centric strategic goal. These projects have been
studied and analyzed from three perspectives: the referenced models (e.g., meta-
data/standards, service/process model, etc.), the SWS modeling framework, and
the ‘‘User-Centric’’ vision.

17.2.3.1 SWS and Ontologies in e-Government Projects

We address, especially, the European projects, this choice has risen for multiple
reasons: the geographical proximity of Morocco to Europe, the Moroccan GFI is
based on the EIF, and the Moroccan e-services strategic objective is similar to that
of Europe. In this chapter, we focus on five projects: eGov,1 DIP,2 SemanticGov,3

Access-eGov,4 TerreGov,5 and OntoGov (Stojanovic et al. 2006).
The reference models are used for modeling data, services, and processes for

building an e-government knowledge model, which enable to describe the gov-
ernmental aspects of public services, e.g., organizational and legal structures of
each country. Thus, numerous models were developed, such as Dublin Core6 (DC),
GovML (Kavadias and Tambouris 2003), and governance Enterprise Architecture
(GEA) model (Peristeras and Tarabanis 2004), OntoGov MetaOntology, and DIP
e-Government ontology.

• GovML defines the structures (vocabularies) of governmental metadata and
data, it is developed under eGOV project that is deployed and evaluated in three
European countries, namely Austria, Greece, and Switzerland.

1 http://www.egov-project.org/
2 http://dip.SemanticWeb.org.
3 http://www.Semantic-gov.org
4 www.access-egov.org
5 http://TERREGOV-OSS.EUPM.net
6 http://dublincore.org/
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• GEA represents data and process model and covers different areas of PA to
describe various cases of public services (e.g., ‘‘Political Entities’’, ‘‘Public
Administration’’). GEA is used by SemanticGov project for achieving interop-
erability amongst different agencies both within a country as well as amongst
European countries.

• ‘‘MetaOntology’’ cluster composed of: ‘‘LegalOntology’’ for legal documents
structure, ‘‘OrganizationalOntology’’ for organizational structure, and ‘‘Life-
EventOntology’’ for services classification. These ontologies are developed
based on the analysis of legal documents, organizational structures, and life-
events of three countries: Switzerland (Announcement of Moving), Greece
(Development of New Urban Areas), and Spain (Minor Works License).

• Access-eGov project has reused about 85 % of concepts and attributes of
existing standards (ex. DC) to develop its ontology ‘‘AeG-Core’’. This project is
still in the experimental phase or pilot application in four countries: Germany
(Getting married), Slovakia (Obtaining a building permit), Poland (Establishing
an enterprise), and Egypt as a test laboratory.

• DIP project has produced ‘‘an e-Government Ontology’’ that encodes domain
concepts, organizational, legal, and economic information. This project con-
siders the e-government domain as a test-bed for SWS technology. It has
developed two case studies in United Kingdom: the ‘‘Change of Circumstance’’
in Essex County Council and the ‘‘Emergency Management System’’.

For service ontology, we focus on how each project adopted SWS in their service
modeling approach for public services, in particular OWL-S and WSMO. The
‘‘MetaOntology’’ of OntoGov provides a ‘‘ServiceOntology’’ based on OWL-S,
which uses ‘‘LifeEventOntology’’ for service classification and ‘‘DomainOntolo-
gy’’ for service inputs, outputs, etc. TerreGov has developed ‘‘eProcedure’’
(Bettahar et al. 2009) for modeling business processes of PAs, which uses BPEL
‘‘Business Process Execution Language’’ for services orchestration and OWL-S for
semantic description. TerreGov has developed three pilots locations across Europe
addresses ‘‘Social Care area’’, namely France, Italy, and Poland. DIP has developed
a generic infrastructure for SWS (Gugliotta et al. 2005), it consists of three layers:
Users, middleware, and Web services. SWS ontology is modeled through WSMO.
SemanticGov has provided WSMO-PA model (Wang et al. 2007) based on WSMO
and GEA for developing National and Pan-European e-Government Services
(called NEGS and PEGS), e.g., the Greek naturalization service for the Regional
Central Macedonia (RCM) showcase. Access-eGov project extended WSMO with
two components (Furdik et al. 2008): (1) Life-Event element for integrating ser-
vices from users’ points of view in the form of a workflow and (2) Service element
to support electronic and traditional services based on OWL-S.

For user-centric service vision, eGov project support the delivery of informa-
tion and services to citizens (businesses) in terms of life-events, or business
episodes models based on GovML. DIP has developed CLEO (Core Life-Event
Ontology) model that represents knowledge through multiple points of view
(experts, end users, engineers, etc.) and defines the context in which an application
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should be developed (Gugliotta 2006). To capture the knowledge of this model,
DIP uses DOLCE (Descriptive Ontology Cognitive Engineering and Linguistics).
SemanticGov has developed ‘‘GoalTree’’ model (Loutas et al. 2009) for collecting
information from users to execute a specific business process. Access-eGov uses
‘‘Requirement Driven’’ methodology (Klischewski et al. 2007) to design its dif-
ferent ontologies according to users’ expectations. Additionally, Access-eGov has
reused ‘‘LifeEvent’’ approach for integrating services according to citizens and
business requirements.

17.2.3.2 Discussion and Motivation

All projects demonstrate the interest of the application of semantic technologies in
e-government area through developing a set of reference models (i.e., standards,
metadata, ontologies, etc.) and providing a rich environment for modeling public
services and their governmental features, for example:

• GovML of eGov project provides a metadata for PAs features for building an
efficient one stop portals, thus can enhance Moroccan ‘‘e-gov.ma’’ portal;

• ‘‘LegalOntology’’ and ‘‘OrganizationalOntology’’ of OntoGov can be adapted to
support Moroccan legal documents and organizational structures;

• ‘‘Requirement Driven’’ methodology of access-egov can be adopted for to
design different required ontologies (services ontology, domain ontology, etc.);

• SWS infrastructure of DIP can be enhanced to develop SWS for PAs;
• ‘‘LifeEvent’’ model of Acces-egov or DIP for services integration according to

user’s point of view.

Consequently, to identify the most appropriate technologies, models and
frameworks for Moroccan e-service strategy, we have analyzed and evaluated
them according to four dimensions as shown in Table 17.1: SWS modeling

Table 17.1 Comparison of e-government projects

Projects Reference
models

SWS framework
and methodology

Countries of
application

Users-Centric

eGov GovML – Austria, Greece
and Switzerland

Life-Event

OntoGov MetaOntology OWL-S, Kaon
(Gabel et al. 2004)

Switzerland, Greece,
and Spain

–

TerreGov – e-procedure,
OWL-S, BPEL

France, Italy,
and Poland

–

DIP DOLCE,
governmentOntology

WSMO UK CLEO

SemanticGov GEA WSMO-PA Across-EU,e.g.,
RCM/Greece

GoalTree

Access-eGov - GovML/DC/etc. Requirement Driven,
OWL-S and WSMO

Germany, Slovakia,
and Poland

Life-Event

- AeG-Core
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framework (OWL-S, WSMO); reference models (reused or developed); countries
of application; and ‘‘User-Centric’’ vision.

However, the service semantic description within these projects is insufficient,
semantic information about services is incomplete. In fact, services have multiple
relationships with others services or concepts (organization, law, etc.), thus, an
explicit definition of these relationships is required in a SWS model, moreover, the
information about the different scenarios in which a service can be involved (i.e.,
reusability aspect) and its different usage situations lack in these projects. To
clarify this point, we consider the example of ‘‘Clearance of Goods’’ process from
e-Customs area, this process has different situations depending on the imported
goods (ex. Animals, Vehicle, etc.). Both situations (i.e., Clearance of Animals or
Vehicle) have similar services, e.g., Calculation of Duties and Taxes and different
services depending on involved PAs. For example, in the first situation (Animals),
there is a ‘‘Sanitary Document’’ issued by the Agriculture administration and in the
second situation (Vehicle); there is an ‘‘Identification Certificate’’ issued by the
Transport administration. However, none of the previous projects enable an effi-
cient modeling of this process, for example, Access-eGov or SemanticGov enable
only modeling each situation independently in form of a static workflow or a
manual orchestration.

Therefore, in next section, we present how our approach can improve the
existing SWS modeling approaches with incorporating the different usage contexts
(i.e., scenarios, relationships, and situations) of services in a SWS framework.

17.3 An Enhanced Modeling Framework for e-Services

In this section, we present our methodology and framework (Sect. 3.1) for mod-
eling semantically e-services, its application in Moroccan e-service strategy and an
implementation in e-Customs case study (Sect. 3.2).

17.3.1 Methodology and Modeling Approach

In this chapter, we present our model of our framework that consists of four sub-
models (Fig. 17.3), namely GovService, GovSpec, OwlsGov, and UserGoal.

GovService model enables modeling public service functionalities (e.g., ser-
vice name, inputs, outputs, processes, etc.), nonfunctional properties and its related
governmental aspects. We have identified its main elements based on our work
(Lamharhar et al. 2010), as illustrated in Table 17.2, the additional e-government
features are noted by (*).

GovSpec model defines the specific characteristics of public services. We have
built this model through an adaptation of a number of reference models to Moroccan
specificities, especially, the ‘‘LegalOntology’’ and the ‘‘OrganizationalOntology’’ of
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OntoGov project. In Fig. 17.4, we give a part of the ‘‘LegalOntology’’ with instances
(e.g., CustomsLaw).

GovSituation model captures the different service usage situations and contexts
that represent the service relationships with other services and domain concepts.
This model is developed based on ‘‘Service Usage Context’’ model (Du 2009),
which captures ‘‘situations and scenarios where a service can best participate’’.
We have implemented this model through conceptual graphs (CG) theory (Sowa
1992) as implemented in AminePlatform (Kabbaj et al. 2006). In Fig. 17.5, we
illustrate both situations of clearance of goods process: {sit1: ‘‘ClearanceofAni-
mal’’ and sit2: ‘‘ClearanceofVehicle’’}.

OwlsGov model is an implementation of GovService model with
OWL-S framework. In our work (Lamharhar et al. 2012), we have developed an
OWLS-based framework for public services without changing the core of OWL-S
(Fig. 17.6). This model consists of ‘‘PublicService’’, ‘‘PublicServiceProfile’’ and
‘‘PublicServiceProcess’’ that extend, respectively, Service, Profile, and Process

Fig. 17.3 Framework for semantic description of e-government Services

Table 17.2 Correspondence between GovService and OWL-S/WSMO

GovService Model Elements OWL-S WSMO

PublicService Service WebService
ServiceType * *
Input, Output, Precondition, Effect IOPEs model Capacity
PublicServiceProcess ProcessModel Orchestration
LegalEntity * *
Organization * *
GovSituation – –
UserGoal – Goal
Language of SWS framework OWL WSML
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elements. We have incorporated the usage situations and contexts through
enriching ‘‘PublicService’’ element with ‘‘hasServiceUsageContext’’ relationship.
Additionally, we have extended ‘‘PublicServiceProfile’’ by ‘‘hasResponsibleOr-
ganisation’’ and ‘‘hasLegalEntity’’. To describe the business process, we have used
‘‘PublicServiceProcess’’.

UserGoal model captures a given user task in order to discover the relevant
public services. The information collected from users will be modeled as con-
ceptual graphs, which enable offering user-oriented services in dynamic manner.
Thus, for service integration we aim, in our next work, to use the ‘‘Life-Event’’
model for citizens or ‘‘Business-Episode’’ for enterprises.

Moreover, to simplify the SWS development of public services, we have
developed a Graphical User Interface (GUI) that implements our framework
(Fig. 17.7). It allows developing the three fundamentals aspects of e-government
services: the e-government features, the SWS description based on OWL-S, and

Fig. 17.4 Part of UML Diagram for LegalOntology

Fig. 17.5 Part of GovSituation model of ‘‘ClearanceofGoods’’ process with AminePlatform
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the service usage contexts and situations. We illustrated this interface through
‘‘ComputeTax’’ service that calculates duties and taxes. This service is modeled as
an ‘‘eGovService’’ concept that is the root of each service GovSituation ontology.
In ComputeTax definition (including its relationships), the ‘‘eGovService’’ will be
linked to different concepts specified in different ontologies, e.g., the prefixes
‘‘cus’’ and ‘‘legal’’ refer, respectively, the ‘‘CustomDomain’’ ontology and
‘‘LegalOntology’’. For example in (C), the specified concept ‘‘cus.Amount’’
indicates that ‘‘Amount’’ is a concept of ‘‘CustomDomain’’ ontology.

17.3.2 Application on Moroccan e-Services Strategy
and e-Customs Case Study

In this section, we propose our methodology for achieving some requirements of
Moroccan e-services strategy, discussed in Sect. 17.2, and an application in
e-Customs area.

17.3.2.1 Application on Moroccan e-Services Strategy

Our methodology consists of four steps for developing the SWS to enhance the
existing e-services (i.e., ‘‘e-gov.ma’’ portal services), as illustrated in Fig. 17.8:

1. Developing and providing web services by each PA;
2. Developing domain-specific ontologies (RequirementDriven)

Fig. 17.6 Public service ontology based on OWL-S
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3. Developing SWS through enriching web services with semantic information
using the domain-specific ontologies;

4. Enriching SWS description with GovSpec and GovSituation.

Fig. 17.7 e-Government services description GUI. a e-Government features. b SWS description
based on OWL-S. c Service usage contexts/situations
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Therefore, some Moroccan e-government requirements, especially the ‘‘user-
oriented e-services’’, the implementation of its GFI (General Framework for
Interoperability), and the improvement of its international position (i.e., UN
indexes) can be achieved as follows:

• For an efficient application of ITs: we propose an infrastructure based on
semantic technologies, especially SWS (e.g., OWL-S) and ontologies for
developing e-services.

• For services development with respect to the country internal regulations: we
propose a modeling approach for services to PAs for describing their services
and their related legal and organizational aspects.

• For building a common and shared knowledge base between different involved
parties (PAs, users, etc.), we propose the use of domain-specific ontologies
developed according to a required business process in which these parties are
integrated.

• For supporting users-oriented vision, we propose integrating user’s points of
view in different steps of ontologies development (service ontology, domain
ontology, process, etc.) by applying the ‘‘Requirement Driven’’ methodology.

• And finally, for services integration, we propose ‘‘Life-Event’’ or ‘‘Business-
Episode’’ models for offering services according to user’s needs. This integra-
tion enables an adequate access to and discovery of services.

In Table 17.3, we summarize these proposals for implementing efficiently
e-government services through using our modeling framework.

Fig. 17.8 Simplified vision of SWS development process for Moroccan e-services
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17.3.2.2 e-Customs Case Study

Among the main activities of e-Customs area is allowing the ‘‘home use’’ of
imported commodities. The scenario of goods clearance is complex and composes
of a set of information about product, taxation, and required administrative doc-
uments, which must be specified to facilitate administrative procedures of customs
clearance to citizens. For this purpose, we have applied our modeling framework
for developing semantically, data, and services in this area. In this chapter, we
focus only on ‘‘CustomsDomain’’ and service ontology.

‘‘CustomsDomain’’ ontology (Fig. 17.9) is shared between a set of involved
PAs, such as Customs Administration (e.g., duties and taxes), Agriculture (e.g.,
clearance of Animals), and Transport (e.g., clearance of Vehicle), each PA agrees
to use and follow this ontology for describing their domain concepts. We have
developed this ontology based on World Customs Organization Data Model
‘‘DM-WCO’’ (World Customs Organization 2012).

The process of goods clearance is composed of various services. In this chapter, we
present three services: ‘‘CommodityClassification’’, ‘‘DocumentVerification,’’ and
‘‘ComputeTax’’. These services offer a set of information (e.g., commodity, applied
documents, amount of duties and taxes, etc.) to users, as illustrated in Table 17.4.

1. ‘‘CommodityClassification’’ service: from a good description returns a good
code that will be used in each task of clearance process;

2. ‘‘DocumentVerification’’ service give the applied documents and their
responsible administrations for a specific imported good;

3. ‘‘ComputeTax’’ service calculates the amount of duties and taxes.

We have implemented these services through GovOWLS model, in which inputs
and outputs are specified in ‘‘CustomsDomain’’ ontology and the governmental

Table 17.3 Mapping between strategy requirements and our model

Moroccan e-service Strategy Modeling framework

GFI-Semantic interoperability Knowledge base: e-government knowledge (ontology),
Metadata, standards: Legal/Organizational ontology;

GFI-Organizational
interoperability

Services integration : e.g., Life-Event/Business-Episode

Use of ICT - Semantic technology: SWS, ontology, CGs, etc.
- Language OWL, OWL-S
- Generic infrastructure for SWS

Public services GovService/GovOWLS
Governmental specificities GovSpec
Users-oriented e-services/

multiple point of views
GovSituation

Users-oriented e-services/users needs - ‘‘Requirement Driven’’ methodology
- UserGoal model
- Life-Event-based portal

User interface GUI for SWS development
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features (e.g., CustomLaw-ChapterIII) in GovSpec model. We illustrate in
Fig. 17.10 a part of OWL-S description of ComputeTax service with giving the
related GovSitutaion model (ComputeTax_CtxSit ontology) that is referenced by
‘‘hasServiceUsageContext’’, an example of this model is given in Fig. 17.7c.

17.4 Conclusion and Future Work

In this chapter, we presented the Moroccan e-service strategy and how it has used
ITs to provide efficient ‘‘user-oriented e-services’’. For achieving this objective
appropriately, numerous requirements must be taken into consideration, such as
well-described and defined public service by each PAs according to users’ point of

Fig. 17.9 CustomsDomain ontology via ‘‘Protégé with OWLVIZ’’ tool
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view (user-oriented), a knowledge-based model shared between involved PAs, and
an efficient use of ITs. For this purpose, in this chapter we have focused on the
interest of the application of semantic technologies in e-Government by exploring
some technologies, frameworks, and reference models that have demonstrated
their interest in various e-government projects.

Moreover, in this chapter, we proposed a semantic-based infrastructure for data
and services description. We developed a methodology for developing a shared
and common knowledge based on ontologies and a framework for service
modeling based on SWS technology. This framework consists of four models,
namely: GovService for public service representation; GovSpec for governmental

Table 17.4 Part of integrated services in Customs Clearance process

Service Inputs OutPuts LegalEntity

ComputeTax GoodsDescription,
price, quantity

Amount CustomLaw-
Chapter III

CommodityClassification GoodsDescription CommodityCode CustomLaw-
Chapter I

DocumentVerification Code Document,
ResponsibleOrganization

Depending
on commodity
type

Fig. 17.10 Snippet code of ComputeTax OWL-S description
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knowledge, OwlsGov for semantic description of services, GovSituation for
modeling the different service usage situations and contexts, and UserGoal to
capture users needs. Additionally, we demonstrated how our model can be applied
as a solution to achieve some requirements of Moroccan e-services strategy, e.g.,
high quality of the offered services; GFI implementation; and user-oriented vision.
In this context, e-Customs case study is considered the test-bed for our approach,
especially; we developed a Customs-knowledge according to users’ needs for
modeling ‘‘clearance of goods’’ process that integrates services from multiple PAs.

As future works, we intend to use this framework for developing an infra-
structure for Moroccan General Interoperability Framework. Thus, we aim to
implement the UserGoal model with life-event for citizens or Business-episode for
enterprise approaches. These models will be used to integrate, discover, and
compose services according to user’s points of view. Additionally, we aim to
develop an automatic generation process of service usage situations/contexts that
will be integrated in service discovery process for finding services according to
their usage. In ‘‘e-Customs’’ domain, we aim to integrate services from external
entities, in addition to PAs (i.e., services for warehousing, transportation, etc.).
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Chapter 18
Pointers for Designing Context-Aware
e-Government Strategy in Zambia:
Context, Issues, and Opportunities

Bwalya Kelvin Joseph

Abstract Successful implementation of any e-government interventions or pro-
grams is hinged on having a carefully thought strategy which is informed by the local
context. It cannot be overemphasized that every contextual setting has unique
inherent contextual characteristics, which demand that any e-government inter-
ventions be designed bearing those characteristics in mind. In order to understand
the contextual characteristics in Zambia, a quantitative research approach is utilized,
where methodological triangulation is employed at all stages of the research cycle.
The endpoint of this empirical research is that inherent factors that influence
adoption of e-government mostly at individual (citizen’s and bussinesses’) levels are
understood. The only major limitation of this research is that the sample (408
participants) may not be representative of the 14 million people in Zambia and
therefore may not guarantee statistical generalizations. The chapter posits that there
is chance that affluent e-Government development can be achieved in Zambia once a
context-aware e-Government strategy/roadmap is put in place and followed.

Keywords e-Government � Strategy � Design � Context-aware

18.1 Motivation for e-Government Implementation

Culminating out of the New Public Administration (NPA) school of thought,
e-Government has now become a buzz word around the world because its potential
to offer a myriad of benefits and opportunities in the realm of public service
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delivery ‘metamorphosis.’ Many studies have investigated the impact of e-gov-
ernment on public service delivery and have posited that their positive returns have
been grandiose (Wong and Welch 2004; Kumar and Best 2006). E-Government
facilitates affective information management practices within public service
delivery platforms (Navarra and Cornford 2007). It also reduces or eliminates
institutional fragmentation of public administration because the citizens and/or
businesses are given a chance to access public services from a single point source
(Shareef et al. 2011). Accruable benefits of successful e-Government implemen-
tation culminate in enabling citizens to participate in decision-making processes
regarding issues of national importance regardless of their socio-economic status,
promoting participatory democracy and social inclusion, reducing the cost of
public service delivery, reducing corruption, and encouraging an efficient public
service delivery system (Cho and Choi 2004; Wong and Welch 2004; Kumar and
Best 2006; Navarra and Cornford 2007; Iqbal and Seo 2008; Bwalya and Healy
2010; Papadopoulou et al. 2010; Syamsuddin and Hwang 2010). Although there
are many benefits for e-Government implementation, these should not be seen as a
panacea for all the complex and well-entrenched problems of inefficiences in the
public service delivery frameworks in a majority of the developing countries
today.

Although there are no properly followed guidelines or strategies toward the
promotion of the proliferation of e-Government applications in Zambia, the cur-
rent government has been pronouncing the need to put in place interventions
toward successful implementation of e-Government. Politicians’ realization of the
importance of e-Government is a welcome development because, mutatis
mutandis, effective e-Government development starts from appropriate political
will to encourage public service delivery through online platforms, putting in place
of appropriate legal and regulatory frameworks, and implementing interventions
that will culminate into meaningful e-Government development.

Owing to a majority of e-Government projects not being informed by the local
context, many of these projects worldwide have failed (Heeks 2004; Kumar and
Best 2006; Maumbe 2008). The higher failure rate of e-Government projects has
translated into many developing world countries not realizing the benefits that e-
Government has to offer. In most of the cases, e-Government implementations
have followed models that worked in other countries (for example, Sudan may
want to implement e-Government using the Canadian model). The problem with
this approach is that the contexts might be different and therefore ending up in
failure of e-Government altogether.

The main focus of this chapter is to check the various e-Government strategies
and interventions currently being pursued in Zambia and to check how these con-
tribute to influencing adoption of e-Government by individuals. In order to realize
this goal, the study was guided by the following research question statement:

What are the factors affecting e-Government development in Zambia from both the supply
and demand side and how does this guide the development of e-Government strategies
guided by the local context?
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This research question was complemented by specific research questions, which
were incorporated into the main data collection instruments and interview ques-
tions. The questionnaire and interviews were the main data collection technique.
The questionnaire was pilot tested to determine its reliability and construct validity
was tested using the Spearman’s rho. A total of 15 factors were included in the
questionnaire to test their impact on e-Government development. Factors which
showed multiplicities of less than 0.5 were dropped from the final analysis. The
principal respondents in this study were employees and students at the University
of Zambia and employees from parastatals, business entities in the towns of
Livingstone, Kitwe, and Lusaka and employees from government line ministries
and departments. About 25 % of the study population comprised ordinary citizens
who are potential e-Government users.

The chapter is organized as follows: The next section presents the background
to the study. Thereafter, the theoretical framework is presented followed by the
study methodology. The empirical results are then presented followed by the dis-
cussion section and the future directions of e-Government in Zambia. The chapter
ends with the conclusion which provides a recap of what has been discussed in the
chapter and outlines the future research directions.

18.2 Research Locale

There have not been any far-reaching studies on e-Government icontext and
benefits in Africa, yet it (e-Government) is considered as one of the potential
vehicles to revitalise (and improve) public service delivery and reset social dis-
course in a bid to promote participatory democracy. Because of limitation in
rigorous research studies on e-Government in Africa, most Africa’s e-Government
projects have been informed, not by its local context, but by results of studies done
elsewhere (Maumbe 2008; Lin et al. 2011). The limited studies done in Africa
have focussed on understanding the interventions (demand-side of e-Government)
disregarding the perceptions and willingness of the anticipated consumers (citizens
and businesses) to adopt e-Government. This has resulted in a lot of African
governments paying a huge opportunity cost for disregarding both the supply and
demand sides of e-Government in their e-Government designs. This neglect has
consequently resulted into most of the e-Government projects to fail.

e-Government projects fail because of not completely understanding the mul-
tidimensional factors that should be considered prior to designing implementation
strategies. For example, Luna-Reyes and Gil-Garcia (2011) posit that most failures
are a result of lack of adequate understanding of the complex relationships
amongst technologies (and how to achieve integration and interoperability),
information usage practices, organizational factors and institutional arrangements,
and the socio-economic contexts. This is, of course, exacerbated by the individual
beliefs of anticipated benefits of engaging in e-Government, which may shape the
adoption trends as a whole. Despite this dismal picture of low overall literacy
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levels and PC penetration in Africa, the story is changing; robust ICT infra-
structures are being put in place, appropriate legal and regulatory frameworks,
including appropriate institutional frameworks are being established, and people
are now more than willing to appreciate the role that technology plays in their
lives. With such a transformation, chances are that e-Government may succeed if
pursued with a right approach. E-Government in Zambia is showing signs of
development. In 2008, Zambia had no online presence (UN e-Government survey
2008, p. 23) and currently, the country’s national sites are now readily available
and can easily be accessed (UN e-Government survey 2010, p. 12). In addition,
Zambia has jumped 15 places to get 143rd in the 2010 survey (UN e-Government
survey 2010, p. 21). Other indicators for Zambia’s e-Readiness are: a Human
Capital Index of 0.7008, adult literacy rate of 70.6 % and the combined gross
enrolment ratio for primary, secondary and tertiary schools of 69.05 %. Higher
literacy levels may promote easier adoption of newly introduced technologies.
Generally, citizens and businesses have not taken advantage of the few e-Gov-
ernment services (such as access to draft constitution online and ‘elections results’
page), and there is a general perception that there are very low levels of e-Gov-
ernment adoption (Habeenzu 2010). Drawing any e-Government strategy to fast-
track e-Government development in Zambia should be informed by empirical
findings from the grassroots.

The design of context-aware e-Government strategy can only be designed if
there is a thorough understanding of the supply and demand sides of e-Government
implementation.

18.3 Theoretical Framework

The theoretical framework of this chapter is hinged on understanding both the
supply and demand sides of e-Government interventions. This chapter posits that
the maintenance of the equilibrium between the supply and the demand sides of e-
Government interventions culminates into the facilitation of effective and sus-
tainable e-Government development.

18.3.1 The Supply Side: Understanding Context-Aware
Interventions

e-Government is viewed as the utilization of ICTs in public service organs, which
are multifaceted institutions with durable social structures, made up of symbolic
elements, social activities, and material resources (Kim et al. 2009).

Successful utilization of ICTs in government department entails breaking
complex organizational silos, structures, and traditional organizational beliefs.

348 B. K. Joseph



This further entails understanding the complex relationships between the organi-
zational structures and the human beings as posited by the structuration theory.
The proposition put forward by the structuration theory is that the social structure
of any environment and the human agency are mutually related to each other, with
no primacy over the other. This entails that the organizational structure may have
an impact on how technologies are adopted by the human beings, and vice versa.
Shareef et al. (2011) posit that ‘structure’ is an ongoing process (changes with
time) rather than as an attribute inherent in social systems. Structuration empha-
sizes that there should be a departure from technological and organizational
determinism to adopt a new phenomenon with emphasis being put on interpretive
approaches (Shareef et al. 2011). These interpretive approaches do not fail to
account for unanticipated consequences of given approaches employed to help
fasttrack integration of a new phenomenon into the organizational structures. In
essence, this entails that a rigid organizational structure may negatively impact on
the inherent capacity of humans to accept ICTs when introduced in the public
service delivery value chains. Conversely, an open (flexible) organizational
structure may have acceptable propensity to accept innovations and change in its
environment and may allow individuals to appreciate the need to adopt and utilize
ICTs in their day-to-day activities. Further, an open organizational structure may
facilitate other systems from other organizations to dock to the existing organi-
zational systems resulting into integrated inter-organizational systems facilitating
cross-boundary information sharing. This is a desired nonfunctional requirement
for e-Government systems, which will stand the test of time. Cross-boundary
sharing of information can be facilitated by having in place ubiquitous systems
which are integrated and allow access pervasive access to information resources.
This translates into improved efficiency and effectiveness of public service
delivery. It is within the confines of these aspirations that e-Government operates.

Effective collaboration is conceptually obscure and perennially difficult to
achieve. Achieving effective and meaningful collaboration is a complicated affair
especially in a diverse and multifaceted environment like Zambia where in most of
the cases the public and private sector and/or civil society do not see eye-to-eye with
each other due to differing political affiliations and beliefs. This and other challenges
should be considered in the e-Government strategy anticipated for effective devel-
opment of e-Government in Zambia. The different principles outlined here are
included on the supply side of the proposed e-Government framework.

18.3.2 The Technology Acceptance Model

The Technology Acceptance Model (TAM) is one of the models that has been
extensively utilized to measure individuals’ willingness to adopt a technology.
Introduced by Davis in 1989, the TAM adapts the social psychology theory or
reasoned action, which aims to model user acceptance of information technologies.
The ‘Perceived ease of Use’ (PEOU) and the ‘Perceived Usefulness’ (PU) are the
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major items measurable using the TAM. PU is the extent to which a person considers
and believes that the use of an information system will enhance task performance,
whereas PEOU is the degree to which a person believes a system will be free of effort
to a large or lesser extent (Venkatesh et al. 2003; Saadé & Kira 2007; Shen & Chiou
2010). Across studies, PU is referred to as the most important determinant for a
person’s engagement in the utilization of a technology regardless of location or
culture of an area (Venkatesh et al. 2003; Horst et al. 2007). Figure 18.1 presents the
diagrammatical view of the TAM showing all the attributes responsible for deter-
mining a person’s behavioral intention to use a system.

The TAM has been used to investigate technology adoption in the cellular
telephone industry (Kwon 2000), online consumer behavior (Koufaris 2002),
Personal Digital Assistant usage (Liang et al. 2003), electronic commerce (Pavlou
2003), and World Wide Web (Dishaw & Strong 1999; Lederer et al. 2000). In
certain instances, the TAM has been utilized in measuring the wiillingness of
individuals to engage in e-Government. The PU and PEOU of the TAM measure
the overall perceived value of engaging in e-Government. This perceived value
can be split among three different entities: transactions (such as doing business
with the government), seeking public service, and obtaining general information.
There are several examples that can be sited that have utilized the TAM: e-
Commerce, Internet banking, business-to-consumer (B2C) model, and e-Learning.
Seeking public services may involve downloading application forms for a passport
from a government website and participating in decision making may involve such
things as engaging in e-Voting. Obtaining information involves such activities as
checking recommended prices for farm products, and checking weather forecasts.
If the considerable value is obtained from these three different e-Government
entities and applications, this can further culminate into effective e-Government
adoption (Legris, Ingham & Collerette 2003:192; Lean et al. 2009, p. 462).

With reference to the TAM in measuring the willingness of individuals in
Zambia to engage in e-Government, this chapter presents a conceptual framework
that may be used as a reference point for the case of Zambia.

Fig. 18.1 Technology acceptance model (adapted from: Ajzen 1991)
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18.4 Methodology

Although this study utilized multiple approaches at all stages of the research cycle
which can rightly be termed the Mixed Methods Research paradigm, it predomi-
nantly utilized the quantitative approach. The questionnaire, although comple-
mented with interviews, is the main data collection instrument utilized in this study.
With both open and closed-ended questions, the questionnaire had three main parts.
The first part aimed to capture the biodata of the research participants; the second
part captured the familiarity of the participants with the computer and/or Internet,
computer self-efficacy, usage of computers in their daily lives, and their under-
standing of what e-Government is and whether it is being implemented in Zambia or
not; and the third part aimed to investigate perceived benefits of accessing gov-
ernment services online, availability of requisite ICT infrastructure to support robust
e-Government, perceived ease of use of known e-Government applications, barriers
of (and factors affecting) e-Government development in Zambia, research partici-
pants’ suggestions of how e-Government can be revamped, and the very last
question was on participants’ willingness to continue using e-Government once all
the immediate concerns are addressed. A total of 15 factors were measured by the
questionnaire. These factors were adapted mainly from the TAM to measure indi-
vidual’s willingness to measure e-Government adoption.

This research is being informed by both the primary and secondary data col-
lected during the research process. Secondary data were gathered using the
extensive literature and document reviews on the status of e-Government devel-
opment in Zambia. In particular, papers by Weerakkody et al. (2007, pp. 484–505)
and Coates and Nikolaus (2010, pp. 137–161) were extensively referenced to
understand the status of e-Government implementation in Zambia. The primary
data were gathered in the empirical part of this study which included two parts: the
pilot study and the main study. The primary data are basically original sources of
raw data without any interpretation, synthesis, or analysis which represents a
position on a specific matter (Cooper & Schindler 2001).

To be involved in the research, it was a requirement that the participant is at
least 16 years of age, is able to read and has accessed Internet at least once in his/
her lifetime. In the preliminary stages of the research, interviews were conducted
with a total of 22 government workers from five government ministries and three
parastatals in order to understand the current status of e-Government implemen-
tation in Zambia, what challenges are being faced and what the future prospects
are. Only Directors, Managers, and Sectional Heads were involved at this stage. In
the pilot study, 55 people were targeted and only 40 eventually participated in the
study representing 73 % response rate. In the main study, a total of 721 ques-
tionnaires were distributed to potential study participants. These included ordinary
citizens from three provincial centers in Zambia (Livingstone, Lusaka, and Kitwe),
employees and students from the University of Zambia, employees from gov-
ernment line ministries and departments, and parastatals/business representatives
including Small Businesses from the three provincial centers. Only 411
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questionnaires were returned for analysis and eventually 408 questionnaires were
included in the final analysis, representing 57 % overall response rate.

This study utilizes standard multiple regression analysis to analyze the data
owing to the fact that e-Government is a multidimensional phenomenon whose
successful implementation is influenced by multiple factors. The first step in the
regression analysis is to test for normality using the Gaussian normal distribution
function so as to ensure that there are no outliers (extreme values of observed
variables that can distort estimates of regression coefficients), which would neg-
ative influence statistical interpretation of the research results. The Kolmogorov–
Smirnov and the Shapiro–Wilk tests were employed to test normality. Because of
the evident negative skewness and the presence of outliers, data transformation
was performed. The Kaiser–Meyer–Olkin (KMO) Measure of Sampling Adequacy
test (for determining whether the sample is adequate to guarantee statistical
inference) should be not less than 0.5 on all the datasets analyzed. KMO-test value
was more than 0.5 in all the cases. The dataset was tested for multicolinearity and
singularity with a view of analyzing the relationship between the different inde-
pendent variables. Multicolinearity is evident when the variables are strongly
correlated (r = 0.9 and above).

18.4.1 Research Results

18.4.1.1 Preparation for Multivariate Analysis

Factor analysis was done using oblique rotation which derived factor loadings
based on the assumption that the factors are uncorrelated. Oblique rotation gives
the correlation between the factors in addition to the loadings. This study utilizes
oblique rotation with Kaiser Normalization. Factor analysis was basically done in
three steps using restricted Exploratory Factor Analysis (EFA) as follows:

• In the first analysis of ‘factor analysis’, 15 factors were extracted using 13
iterations after using principal axis factoring as the extraction methodology.

• In the second phase of analysis, case 9.4.8 was excluded because of low com-
munality (\0.3). Rotation converged after 19 iterations (using Promax with
Kaiser Normalization as the rotation methodology). Nine factors were extracted;
and

• In the third attempt (without 10.8), the analysis forced seven factors with
restricted EFA.

Before factor analysis was done, the Kaiser–Meyer–Olkin (KMO) test was
administered. The value obtained for the given dataset is 0.872 which is close to
one (1) and showing greater suitability for factor analysis. Figure 18.2 shows the
KMO results v2(2556) = 16525.019, p \ 0.001.

Using communalities (indication of the amount of variance in each tested
variable that is accounted for), the study decided on which factors to be left out for
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analysis. Factors with values less than 0.5 indicate variables that do not fit well
with the factor solution, and should possibly be dropped from the analysis. Seven
factors included in Table 18.1 were involved in the analysis of the citizens’
understanding of the anticipated benefits of e-Government applications.
Table 18.2 shows the results of normality tests on all items using the Kolmogorov–
Smirnov (KS test) and the Shapiro–Wilk test.

Construct validity and reliability testing of the research instruments was done
with the help of observing the nonparametric correlations of the dataset using
Spearman’s rho coefficients. Testing for normality was done using the Kol-
mogorov–Smirnov and the Shapiro–Wilk tests as shown in Table 18.1. The results
show that all the factors showed higher statistical significance.

Where,
ICT_infra = ICT infrastructute; PEOU = Perceived Ease of Use;

PU = Perceived Usefulness; Comp_SE = Computer self efficacy; Actual_Usa-
ge = Actual usage of e-Government applications; and Cont_Usage = continuous
usage of e-Government applications.

Kaiser-Meyer-Olkin Measure of Sampling 
Adequacy.

.872

Bartlett's Test of Sphericity Approx. Chi-Square
df 2556

Sig. .000

Fig. 18.2 KMO and Bartlett’s test

Table 18.1 Tests for normality on all measured items

Kolmogorov–Smirnova Shapiro–Wilk

Statistic df Significance Statistic df Significance

ICT_infra 0.132 374 0.000 0.901 374 0.000
PEOU 0.142 377 0.000 0.972 377 0.000
PU 0.117 401 0.000 0.930 401 0.000
Comp_SE 0.178 405 0.000 0.880 405 0.000
Actual_usage 0.129 405 0.000 0.899 405 0.000
Trust 0.149 377 0.000 0.951 377 0.000
Cont_usage 0.147 374 0.000 0.924 374 0.000

a Lilliefors significance correction

Table 18.2 Characteristics of participants

Parameter Subject (N = 408)

Age (mean, range) 26–49, 16–70
Gender (male, female, missing) 220, 164, 24
Race/ethnicity (African, other) 338, 21
Native language (English, Bemba, Tonga, Nyanja, others) 16, 121, 93, 77, 102
Education (Ph.D., Masters, Bachelors, other) 87, 22, 128, 172
Employment status (employed, unemployed) 312, 97
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To eliminate the extreme cases (outliers) and the nonlinearity in the original
dataset, the dataset was subjected to data transformation. The major data trans-
formation procedure was to transform the negatively skewed data by applying the
logarithmic function on some of the identified factors.

18.4.1.2 Empirical Results

Table 18.2 shows the biometric data of the participants. It is evident that most of
the participants have basic and tertiary education. This shows that the targeted
participants were able to use e-Government services.

Only part of the study’s empirical results are shown for demonstrations pur-
poses. Table 18.3 shows the descriptive statistics on the awareness and usefulness
of e-Government applications as perceived by the research participants.

Analyzing the responses in Table 18.3, it can be inferred that most respondents
are aware of e-Government benefits. The responses also point to the fact that e-
Government may potentially bring about efficiency in the governance business

Table 18.3 Perceived awareness and usefulness of e-Government services (N = 408)

Strongly
disagree

Disagree Neural Agree Strongly
agree

Total

Using e-Government websites enables/
could enable me to accomplish tasks
more quickly

3 20 76 169 132 400

Using e-Government websites allows/
could allow me to easily obtain
government information

4 9 59 178 150 400

The results of using e-Government
websites are apparent to me

15 27 108 156 80 386

Using e-Government websites can reduce
queuing time

8 15 51 135 185 394

Having an e-Government website means
my business with government is not
limited to regular business hours

7 14 62 162 153 398

It is quicker to obtain service through
Government websites than through
traditional government services

9 29 95 144 122 399

e-Government websites give a wider
choice of interactions with different
functions compared to interactions with
the physical government office

9 26 107 157 96 395

Using e-Government websites is more
costly than visiting the government
office

68 116 107 75 28 394

Using e-Government websites can reduce
traveling expenses

12 20 51 162 145 390
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value chains. In the same line, the participants were asked to determine the per-
ceived importance of e-Government services as outlined in Table 18.4.

The participants further indicated that e-Government is important for the fol-
lowing other advantages such as advertising government services online, appli-
cations for land (land allocations), applications for visas to other countries, birth
and death registration, checking up examination results (e-Learning), application
for employment, public project monitoring, knowledge sharing, electronic pay-
ment of services, citizen registration systems, information and knowledge sharing
amongst government departments, and e-Commerce.

The next section presents the summary of findings which provide a snapshot of
what was obtained from the questionnaires and the interviews. The insights
obtained from these findings show how individuals perceive e-Government and
correspondingly outline what factors influence individuals’ willingness and
engagement in e-Government.

18.4.1.3 Summary and Analysis of Findings

The summary of the responses regarding the adoption, usage and development of
e-Government in Zambia is as follows:

• Half of the respondents indicated that they have the requisite ICT skills nec-
essary to use a computer efficiently to effectively engage in e-Government
services. However, usage of e-Government applications is low (only 27 % of the
respondents access e-Government applications);

• About half (49 %) of the respondents indicated that they were not aware at all of
any e-Government services in Zambia; only 30 % said they were moderately
and slightly aware and the rest indicated that they were fully aware of e-Gov-
ernment services in Zambia;

• Over 61 % of the respondents indicated non-reliability of information on the e-
Government websites—69 % indicated that there are no policies in place to
protect the user in the online environment and 84 % indicated that there are no
security policies stated on e-Government websites. In addition, 84 % of the
respondents mentioned that they would not allow the government to share their
information with other sites or store it in a central repository;

• Over 50 % of the respondents acknowledged the ready availability of Internet
connectivity. However, global access to the Internet is hampered by expensive
usage fees, nonavailability of appropriate and readily accessible ICT infra-
structure, nonavailability of native language options, and lack of appropriate
awareness campaigns on the benefits of e-Government; and

• citizens are willing to adopt and continue using e-Government applications if
appropriate interventions are put in place.

From the empirical study, it is evident that there is chance that successful e-
Government development in Zambia may be achieved once there is a strategic
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focus toward e-Government implementation. This can be accentuated with the
main interventions that are being pursued by the e-Government stakeholders in
Zambia (Bwalya et al. 2011).

Table 18.4 Perceived importance of e-Government applications (N = 408)

Not
important

Low
importance

Neutral Important Extremely
important

Total

Retrieval and printing of online
forms

5 4 37 176 182 404

Use of interactive online forms
(i.e., completing and sending
government forms online)

4 13 34 156 195 402

Participation in online
discussions and forums

12 12 64 162 153 403

Information search for
government services

7 2 26 160 208 403

Electronic applications, e.g.,
passports and national
registration cards

3 1 33 137 229 403

Communicating with
parliamentarians through
email

14 13 64 152 161 404

Payment of bills to utility
companies

5 1 51 162 183 402

Paying tax online (e.g., through
www.zra.org.zm)

7 9 62 161 166 405

Accessing and reading policy
documents from the
government websites

9 6 36 167 187 405

Electronic voting (e-Voting) 19 15 58 137 173 402
Making online payments to

government organizations
11 17 57 190 128 403

Online tendering and
procurement (e-Procurement)

16 18 79 165 119 397

Company and/or car registration 4 5 44 159 192 404
Electronic procurement and

e-Tendering
13 18 85 157 124 397

Finding information about
employment opportunities
(recruitment searches)

2 0 37 140 225 404

Banking and financial services
(e-Banking)

7 5 43 165 185 405

Formal online education or
training activities
(e-Learning)

8 5 34 156 190 393

Other 2 1 6 21 28 58
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18.5 Challenges of e-Government Implementation
in Zambia

Despite the promise of e-Government implementation in Zambia, there are a lot of
challenges that need to be addressed if affluent e-Government development were to
be achieved. Habeenzu (2010) has outlined the acute challenges that affected
meaningful e-Government development in Zambia as follows:

• Poorly developed ICT infrastructure owing to high costs in technology acqui-
sition and deployment especially (such as initial costs for setting up the ICT
backbone infrastructure) and high costs to access Internet-enabled ICT
platforms;

• There is generally lack of robust awareness (marketing) campaigns to enlighten
the would-be consumers on the anticipated benefits of e-Government
implementation;

• Lack of special incentives for private sector participation in the development,
management and operation of ICT and related infrastructure projects;

• Inadequate and fragmented ICT infrastructure/strategic information systems
(lack of integration amongst many government business applications);

• Lack of supportive institutional framework to coordinate and promote e-Gov-
ernment development including its monitoring and evaluation mechanisms;

• Inadequate manpower in the area of computing and information technology in
the public sector to act as e-Government champions who can be mandated for
developing affluent e-Government applications bearing in mind the evolution of
ICTs given their short life cycle;

• Lack of secure information channels within the public sector and lack of
capacity on government employees to enforce government acts such as the ‘the
computer misuse and crimes Act of 2004’ and ‘the ICT Act of 2009’;

• There is generally limited human resource in the public sector to manage and
design tailor-made e-Government applications;

• Lack of a well-defined, robust, well-documented, and/or comprehensive e-
Government strategy. A comprehensive e-Government strategy would outline/
detail the succinct implementation initiatives aimed at improving public service
management and enhance efficiency, transparency and accountability in the
service delivery process to Zambian citizens; and

The interventions that are being put in place in Zambia by the government and
the co-operating partners are enshrined to reduce the effects of the challenges
identified above. It is anticipated that the challenges mentioned earlier can be
mitigated if there is an e-Government strategy in place which details the mana-
gerial and technical specifications of e-Government implementation.
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18.6 Future of e-Government Development in Zambia

Despite the many interventions that are currently being pursued in Zambia, a lot
still needs to be done in order to realize the prospects for e-Government imple-
mentation in Zambia. It is evident that for e-Government to succeed in Zambia,
there is need to promote universal awareness of e-Government interventions so
that individuals truly appreciate its value. A lot of work needs to be done such as
carrying out studies aimed at designing prototype e-Government applications and
testing them with the general population. Such studies should preferably have
more participants to improve representativeness of the results; designing studies to
succinctly understand the local context both analyzing the interventions put in
place (demand side) and the characteristics of potential e-Government applications
consumers (supply side) with a sample larger than 1,000 participants to obtain
higher regression predictability values; designing studies aimed at understanding
the minute details of the societal factors (such as overall susceptibility to change,
and cultural beliefs), individual (such as age, race, education, and gender), and
organizational readiness and their accumulative impact on e-Government uptake
and development. This is important owing to e-Government’s multidimensional
nature; and so forth.

Many authors have attempted to develop adoption models with due reference to
the earlier models (such as the TAM or Unified Theory of Acceptance and Usage
of Technology – UTAUT). This presents a conceptual mismatch because by
designing adoption models with only due reference to earlier models, this may
mask unique aspects of a local context. So far, no research has attempted to
unleash the concept of three-stage recursive design (reference to earlier models;
surveying the local context and designing the model; and empirical testing of
model in local and contextually similar environment for complete validation) of e-
Government adoption models as has been done in this research. It is desired that
future research should aim to conceptualize this research theme with adequate
theoretical fundamentals and integrate the principle with context-awareness.

On another front and in agreement with Kim et al. (2007), future research
should seek to formulate more generalized explanations as to why certain
sequences lead to certain outcomes, or more specifically, why certain interventions
during the different stages of ICT diffusion (maturity stages) lead either to success
or failure of e-Government implementation. Future research should also aim to
investigate how efficient monitoring and evaluation of e-Government application
is against time, and what appropriate project management techniques should be
utilized for any one specific context.
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18.7 Conclusion

This chapter probed the current status and prospects for e-Government develop-
ment in Zambia. The core of this chapter is that e-Government implementation
should not be technology-centric but should envelop all the different aspects of the
socio-economic/managerial conceptualization. At the moment, e-Government is
just rhetoric but there is a lot of promise for the future given the leadership
commitment to advance e-Government development in Zambia.

The prognosis from this chapter is that over the next few years (20–25 years),
there will be convergence in the conceptualization of core concepts in the e-
Government body of knowledge especially concerning technical and interopera-
bility frameworks (with emphasis on semantic and functional integration of dif-
ferent technology solutions). However, what will remain is the consensus being
peddled by most contemporary researchers regarding organizational and mana-
gerial issues is that these should be informed by the local context. It is also
expected that once these two intellectual schools of thought have gained root,
developing and emerging countries will catch up with current leading e-Govern-
ment countries (such as South Korea, Singapore, and Canada) in as far as insti-
tutionalization and adoption of e-Government is concerned.

With the ever developing technological fronts, many interesting e-Government
applications are going to be unleashed. For example, the emergence of the
Semantic Web (next generation of Web technologies) and cloud computing opens
great opportunities where information representation, sharing and re-use can be
perfected to the delight of all the stakeholders (Abanda et al. 2011). The future of
e-Government in Zambia which is showing lightening speed adoption of tech-
nologies is therefore promising.
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