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Abstract

Abstract

Governments around the globe were actively implementing e-government initiatives 2
past two decades. However, the majority of e-government initiatives fail in achieving their
objectives before, during or after implementation. This study is addressing the problem, e-
government initiatives are still more failure than success. Literature indicates differing
models that analyse various stages, stakeholders and factors influencing e-government
implementation in the public sector. Yet, these models do not explore in particular the
important roles and responsibilities of internal stakeholders and influencing factors during
different phases of the implementation cycle of the e-government initiative. There is a need for
a framework that guides the e-government initiative implementation internally.

To achieve the aim of this research, this study should empirically investigate "managing e-
government initiative implementation." Consequently, this thesis results in research that
contributes towards successful e-government initiative implementation based on empirical
data derived from three case studies. The practical parts of the research are three case
studies on e-government initiative implementation, which are analysed using an interpretive
and qualitative research approach. Besides document analysis and observation, interview
was the main method to collect empirical data for this study. For an accurate result, only
managers and above level are selected and interviewed. The study examines the proposed
framework in three government organizations in the State of Kuwait by using a qualitative,
interpretive, multiple case study research strategy.

As a result, this thesis is proposing a framework that can be used to enhance the
implementation process of e-government initiative throughout the different phases of the
implementation cycle, and contributes to the body of knowledge by extending the literature.
The stakeholders, factors and implementation phases are mapped together to ease
understanding the implementation process of e-government initiative implementation across
the public organizations.

The study concludes by identifying internal stakeholders, factors, and providing a holistic
framework for e-government initiative implementation. The findings of this research are
useful for internal stakeholders in the field, as it enables them to gain a better understanding
of their own roles and responsibilities. Moreover, researchers in similar fields may find this

work useful as a way to approach the study of e-government initiative implementation.
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Chapter 1: Introduction

Summary

This chapter provides the reader with a background on e-government. It is also
important here to explain the steps and differences between e-government
implementation, diffusion, and adoption. The research problem, questions and the
aims of this study are also explained here. Furthermore, the objectives to achieve the
aims of the study are explained in this chapter. Finally, the author describes the thesis

structure and gives a brief summary of each chapter.
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1.1  An Overview of E-government

The success of e-commerce encouraged the governments in the world to consider
implementing e-government (Metaxiotis and Psarras, 2004). The difference between
e-commerce and e-government is that e-government offer services to more customers
(citizens, businesses, employees, and government itself). For the last two decades,
governments around the world are underway to implementing e-government projects.
The global attention towards e-government is increasing rapidly, as is the definitive
guide on the importance of e-government and recognition of its role in the progress
and growth of contemporary societies. When we talk about e-government, we mean
that all government transactions are made through an e-government portal (a large
web site where all information and services are provided online), in which a citizen
can complete all transactions through the e-gate without human intervention or
diverting time and effort to go to government departments or wait in line for
interminable paperwork (Irani et al., 2006; Al-Sebie et al., 2005).

The e-government project, for every government in the globe, is of the utmost
importance, since it constitutes the executive arm of what we aspire to achieve in
administrative reform, reduction of waste, and raising work efficiency in the public
sector while improving its competitiveness, not to mention its positive impact on
citizens and the private sector. E-government advantages are unquestionable (Al-
adawi, Yousafzaiand, Pallister, 2005). E-government, known as the ability of different
governmental sectors to provide government information and services to citizens,
businesses, and the government itself, is moving from traditional to electronic means
using Information and Communication Technology (ICT), with the ability to quickly
and meticulously lower costs and effort at any time via a single site on the Internet

(Almarabeh and AbuAli, 2010; Ndou, 2004; Basu, 2004).
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However, currently, e-government implementation is faced with internal and external
challenges from public organizations (AlSobhi et al., 2009; Dpepa, 2001). In order to
undertake an accurate study and eliminate chaos from studies that are replete in the
literature, researchers should study implementation factors from different
stakeholders’ perspectives. For example, the perspective of end-users to e-government
implementation challenges is completely different to that of government leaders and
employees, and that is what is meant by internal and external factors. Hence, the aim
of this research is to only focus on the role of internal stakeholders and factors that
influence the e-government initiative implementation process, and to identify the
major factors for each stakeholder at every e-government initiative development

phase.

1.2 Background to the Research Problem: E-government Initiative
Implementation

Although it is considered an information system, there are more disciplines related to
e-government initiatives than any standard IS project. This makes it more complex
and risky. Therefore, managing e-government initiative implementation depends on
understanding the development process of the information system in order to prevent
failure. However, any information system (1S) is considered a failure if its aims and
objectives are not met (Lyytinen and Hirschheim, 1987). In fact, the IT/IS field
remains in “chaos” in terms of systems failure, and more studies are needed to fill the
gap between theory and practice (Yeo, 2002). As an IT/IS large system, e-government
has various stakeholders and factors that influence the implementation of e-
government initiatives (Kamal et al., 2011; Ebrahim et al., 2004; Mishra and Mishra,

2012; Sagheb-Tehrani, 2010; Detlor et al., 2010).
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E-government is a huge information system project that is implemented in stages
(Alshehri and Drew, 2010). Each stage has its challenges and value. E-government
projects consist of smaller projects (initiatives) that should also be implemented in
stages. E-government initiatives are represented by individual projects implemented
under the umbrella of the e-government system. Accordingly, e-government
initiatives need more focused research in order to overcome all current and future
challenges.

Ideally, e-government as a whole project goes through stages of implementation
ranging from the simple first stage toward the seamless one-stop shopping portal (Al-
Shehry et al., 2006; Weerakkody et al., 2006). In fact, each e-government internal
initiative is a smaller project that should also go through multiple implementation
phases before it is placed on the government one-stop shopping portal. E-government
internal stakeholders and other IT community need to understand the nature of IS
projects and systems failures (Yeo, 2002).

E-government initiative is considered an information systems that are complex and
many projects still fail most of the time (Garg et al., 2010; Pyster and Thayer, 2005;
Hartman and Ashrafi, 2002). This is due to the ignorance of project management
during implementation process, as well as many other factors (Ahuja et al., 2010).
Implementing e-government initiatives are still unsuccessful and many challenges are
paralyzing the continuity of the projects (Heeks, 2003b; Pardo and Scholl, 2002;
Scholl, 2003; Wang and Hou, 2010; Corradini et al., 2009b). Similar to any IS project,
e-government initiative brings with it complexity and high risks to the implementation
process.

E-Government is becoming a high priority as a tool to offer online services to the

public (Al Nagi and Hamdan, 2009). In addition, it is a promising phenomenon
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(Justice et al., 2006). However, there is huge number of failed initiatives during
implementation because of the many challenges that facing the implementation
process (Heeks, 2003b; Dada, 2006; Ndou, 2004; Sarantis et al., 2011). In order to
reduce the high number of e-government initiative implementation failure, we should
unmistakably understand these key challenges in detail. internal stakeholders is one
important issue of the e-government project implementation (Rowley, 2011; Sharifi
and Manian, 2010). The relationships among internal stakeholders during e-
government initiative implementation are also important (Welch, 2012; Detlor et al.,
2010; Sharifi and Manian, 2010). Implementation success depends on the various
stakeholders’ long-term participation in e-government (Rowley, 2011).

According to Schware (2005) there are many countries that have had unsuccessful
attempts to deliver e-government initiatives because they lacked adequate design,
effective implementation, objective evaluation, and continual initiatives adaptation.
As a new phenomenon (Morris and Moon, 2005), it is estimated that 85% of the e-
government initiatives are totally or partially fail (Heeks, 2003b; Baumgarten and
Chui, 2009; Wang and Hou, 2010; Corradini et al., 2009b). This leads to the
importance to explore the research issues related to the e-government initiatives.
According to Srivastava (2011), e-government research was classified into three broad
areas (a) the evolution and development of e-government initiatives, (b) adoption and
implementation perspectives, and (c) the impact of e-government on stakeholders.
This leads to the importance of understanding how to do research on e-government
initiatives. Unfortunately, the literature is full of confusion regarding the concepts of
implementation, diffusion, and adoption because electronic government is still
maturing (Bélanger and Carter, 2008; Shareef et al., 2011) and the stakeholder needs

further analysis (Scholl et al., 2007). It is very important when doing research to
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understand specific terminology. Therefore, outlined below is a simple definition of
the most common terminology used.

Implementation: This is the first step in the e-government project. The
process focuses only on how to develop e-government such as identifying the
requirements, responsibilities, and challenges facing the development process.
According to Kwon and Zmud (1987), implementation is the process of development,
installation, and maintenance.

Diffusion: This term refers to how to spread the e-government project to the
public and attract them to use it.

Adoption: The terminology here is very clear, it is the study to adopt or reject
something. E-government adoption studies are concerned with how the customers
accept the use of the project. According to Rogers (1995), the innovation-decision
process is either to make a decision of full use of an innovation or to reject adoption
of an innovation.

The ultimate goal of e-government is to deliver government services through a one-
stop portal (Fernandes et al., 2001; Wimmer and Krenner, 2001). However, many
internal challenges impede e-government implementation. These challenges fall
within the scope of: political, technical, and organisational. E-government
implementation requires change and can be risky, complex, and expensive (Ahmad
and Othman, 2006; Langford and Harrison, 2001; Corradini et al., 2009a). Globally,
numerous e-government initiatives have not met their objectives. According to Heeks
(2003a) e-government initiatives in developing countries are 35% total failures, 50%
partial failures, and only 15% successes. These numerous e-government initiatives
failures during implementation deserves further study (Dada, 2006; Kaaya, 2004a;

Peters et al., 2004).
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According to Layne and Lee (2001), " e-government is an evolutionary phenomenon
and therefore e-government initiatives should be accordingly derived and
implemented”. Challenges facing e-government implementation are external and/or
internal (Lau, 2003) and several challenging factors facing e-government
implementation have been identified by many researchers (Schwester, 2009; Lam,
2005). E-government goes through stages, and each stage has its implementation
challenges. Reviewing the literature, it was found that not only are there a lack of
studies in this area, but also there is a lack of research quality. Internal challenges are
more important to understand than external challenges when implementing e-
government initiatives.

In a research conducted by Irani et al. (2006), the authors concluded by arguing that
the transaction stage is a critical one because it is the ultimate goal of e-government,
and the integration process, agenda, and project rates of failure are beginning to occur
here. Trying to uncover challenges and problems in this stage, the authors argued that
organizational innovation and change are known to be complex phenomena and
should be well understood during e-government growth and implementation. In fact,
each e-government implementation stage is more complex than the previous. This
leads to the important of analyzing the internal stakeholders’ relationship and factors
impeding e-government implementation.

In a study to examine the factors that most impede the adoption of e-government
applications, Schwester (2009) categorized various numbers of sub-factors into three
areas: financial, technical, and human resources. The International City/County
Management Association (ICMA), New York, used surveys to collect data for this
study. In the study, the author argued that some factors such as higher operating

budgets, more full-time IT staff, political support, and technical hardware are more
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likely to result in successful e-government implementation. On the other hand, he
indicated that privacy and security issues are not significant barriers to e-government
implementation. This leads to the fact that there are factors affecting e-government
implementation, factors affect only adoption, and factors affect both implementation
and adoption. The researcher concluded by claiming that socio-cultural understanding
is ultimately needed to understand challenges impeding e-government
implementation.

Al-Sebie and Irani (2005), argued that before customers and their government go to a
full online integration, the e-government initiatives should pass through stages until
they are considered sufficiently successful to offer information and services at a one-
stop point of access. Their study was to propose a conceptual model for the
transactional stage to overcome technical and organizational challenges. Using
empirical case studies on two organizations resulted in the discovery of challenges
that affect the efficient progress of the internal government initiatives and categorized
them as: political, technical, economic, social or organizational. This study focused on
the e-government initiative implementation from the technical and organizational
perspective. Although, political dimension was mentioned as an important player in e-
government initiative implementation, the study did not discuss the role and
responsibilities of the political stakeholders.

In another study, Altameem et al. (2006) provided a conceptual model for successful
e-government implementation. The researchers found six governing factors, seven
technical factors, and eleven organizational factors that can affect e-government
implementation. The authors identified twenty-four sub-factors and placed them in
three categories: governing factors, technical factors, and organizational factors. The

authors argued that various numbers of projects resulted in failure because of
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emphasizing certain factors and ignoring other important factors. Accordingly, this
study showed that there are different stakeholders related to e-government
implementation. It also indicated that each stakeholder is influenced by a group of
factors when implementing e-government initiatives.

A study by Lam (2005) identified seventeen challenges affecting e-government
integration, and placed them in four categories: Strategy, Technology, Policy, and
Organization. The researcher used in-depth semi-structured interviews as a method to
collect data. He concluded that e-government integration is not just IT systems that
talk to each other, but stakeholders should also be engaged in strategic planning and
change management. It is a difficult and risky task to implement e-government as a
major development because it involves many risk factors that could cause the project
to fail (Evangelidis, 2004). This study pointed that e-government implementation is
not possible without understanding the implementers (stakeholders) role and
relationship.

In an analysis of success factors of e-government in developing countries, Shin (2008)
reported that six factors have been identified: changes in work process,
technical/lhuman resources, organizational culture/values, vision/strategy/internal
leadership, external/financial support, and laws/regulations/policies. The author
unexpectedly found that external/financial support and organizational culture/values
are negatively related to both the e-government readiness and the influence on the
overall success of e-governments. Surprisingly, "this finding is incompatible with the
earlier studies that pointed out the stakeholders’ acceptance of innovative changes as
an important factor for successful implementation of e-governments” the author said.
The author concluded this study by agreeing with previous studies that changes in

work process and technical/human resources are the important factors in developed
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countries. Even though developed countries are different than developing countries in
certain obstacles and needs, there are also differences in the developing countries in
some capabilities and needs. In fact, this study emphasized that understanding internal
e-government implementation issues are more important than the external.

In another study, Koh et al. (2008) introduced an e-government readiness model
which was based on three levels: strategic, system, and data. The researchers applied
their study on the municipal government of the city of Denton, Texas. Data was
collected via a survey sent to all employees, 1104, but only 30.7% responded.
Important stakeholders such as business owners and citizens were left out of the
survey, and the study was based on a single organization. The author claimed that
transforming an agency into a fully integrated, automated digital establishment is a
daunting task, and the difficulty increases with the size of the agency. While its focal
point is the Internet, successful e-government, like all other implementations, requires
planning and coordination of goals, policies, processes, and technologies. The author
concluded the study by stating "In system implementation, the agency must establish
a mechanism to coordinate and integrate various e-government initiatives and to set
up a data infrastructure that seamlessly connects different databases.” This study
suggested that stakeholders must work together to set goals, processes and policies in
order to have a successful implementation.

When a public organization changes to e-government environment, it has to cooperate
with the e-government administration agency to avoid conflict in infrastructures and
services. Implementation of IS/IT systems during organizational change introduces
some key high-level challenges (Weerakkody and Dhillon, 2008). These challenges
are: resistance from employees, legacy systems constraints, cultural and political

constraints, lack of senior management commitment, negative employee attitude and
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resistance to change (Weerakkody and Currie, 2003; Weerakkody and Hinton, 1999;
Willcocks; Mumford, 1994). Moreover, in an organization that is bureaucratic,
functionally oriented, and legacy-system-driven, challenges will be more severe
(Weerakkody et al., 2007). Hence, relationship between e-government political
administration and public organizations is important to overcome obstacles and
implement initiatives successfully.

E-government implementation in different countries implies different objectives and
levels of transformation in public services (Weerakkody et al., 2007). Because e-
government implementation challenges are both technical and non-technical, it is
important to investigate the role of stakeholders, factors, processes and strategies.
According to egov.infodev.org, "successful e-government is, at most, twenty percent
technology and at least eighty percent about people, processes, and organizations."
Many technical and none technical challenges are impeding e-government
implementation process. In fact, successful e-government implementation will result
if we better understand these key challenges in detail.

During the last decade, numerous frameworks addressing e-government
implementation were developed. However, few of them addressed challenges facing
e-government initiatives implementation. Regarding an action plan for any ICT
implementation success, Gichoya (2005) stated "The best way to achieve maximum
benefit for ICT implementation is to have all the factors for success with no
occurrence of the factors for failure. However, in [the] real world that is not the case.
Given such a situation, an action to increase the chances of success is required."
Therefore, due to e-government initiatives high risk of failure during the
implementation stages and change of management, an early, careful design should be

presented.
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Identifying factors and sub-factors for e-government implementation is very important
and leads to implementation success. However, a high number of e-government
initiatives are still unsuccessful (Heeks, 2003b; Pardo and Scholl, 2002; Scholl, 2003;
Wang and Hou, 2010; Corradini et al., 2009b) which means that more studies are
needed in this particular area. The complexities of implementing e-government
initiatives in the public sectors are far more than just identifying technical and non-
technical factors (Corradini et al., 2009b). For example, Carter et al. (2005) and Evans
et al. (2006) highlighted the importance of involving stakeholders in the
implementation of e-government. Moreover, Kamal et al. (2008) suggested that
factors influencing different phases of implementation cycle process should be
mapped together.

While extensively reviewing the literature, no holistic framework addressing the e-
government initiative implementation from design to deployment could be found.
Many researchers in the literature have focused primarily on the factors or
stakeholders only. When implementing an e-government initiative it is very important
to have a framework that guides practitioners through the whole process. The
framework must identify the e-government internal stakeholders, factors and the
development phases that an initiative goes through. Currently, there is a lack of
studies analysing internal e-government initiative implementation in the literature.

In order to better understand e-government implementation, the researchers in the
above studies tried to classify the factors into themes. Themes are either stakeholders
or dimensions that affect the e-government implementation process. Trying to reduce
the high number of e-government initiative failures is one of the aims of this study.
Therefore, it is very important to understand the role of each internal stakeholder

while implementing an e-government initiative and indentify the influencing factors
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of every phase of the development. Currently, there is an absence of theoretical

frameworks for internal e-government initiative implementation.

1.3 Research Questions
The aim of the study entails the following questions:
e Why most of e-government initiatives implementation still fails?
e Who are the responsible internal stakeholders to implement e-government
initiative?
e What factors influence internal stakeholders and e-government initiative
development?
e What are the implementation stages that each e-government initiative must go

through?

1.4 Research Aim and Objectives

There are several requirements for building e-government initiatives such as technical,
administrative, legal, and human resources which are often internal responsibilities of:
political, government agencies and technical departments that are responsible for
building e-initiatives. In this study, all responsibilities and challenges were allocated
into three categories: political, organizational, and technological. This research will
help speed up the e-government implementation process and decrease the high
number of initiative failures.

The aim of this study is to identify the internal stakeholders and their responsibility
when implementing e-government initiative and to explore the factors influencing the

stakeholders at every phase of the implementation. Consequently, this thesis aims to:
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Formulate a framework that guides decision makers when implementing e-
government initiatives.
In order to achieve the above aim, the research objectives for this thesis are:

e To critically and comprehensively review the literature.

e To identify the role and responsibilities of the internal stakeholders intended
to implement e-government initiative.

e To identify the factors that influence e-government initiative implementation.

e To identify the implementation phases, implementation cycle, of e-
government initiative development.

e To conduct empirical case studies using qualitative methodology as a data

collection technique for this study.

e To identify the importance and responsibilities of political, organizations, and

technical departments when implementing an e-government initiative.

e To identify major factors influencing political, organizations, and technical

departments during e-government implementation.
This research outcome is expected to:
e Improve the understanding of e-government initiative implementation.
e Help government officials to successfully implement e-government initiatives.

e Reduce the high number of e-government initiative failures.
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1.5 Thesis Outline
The outline of this dissertation is based on the methodology proposed by Phillips and

Pugh (2010) that consists of four elements: (a) background theory; (b) focal theory;
(c) data theory and (d) contribution. Background theory, which is presented in chapter
2, concentrates on discussing the research area based on an extensive literature
review. Next, the purpose of focal theory is to concentrate on developing a conceptual
framework which is introduced in Chapter 3. Then, the data theory is concerned with
issues such as: (a) developing an appropriate research strategy for this research (b)
selecting an appropriate research method and (c) developing a research protocol.
These issues are discussed in Chapter 4. In Chapter 5, the data theory also deals with
the process of collecting and analyzing data. Finally, the novel contribution, presented

in Chapters 6 and 7, are the results of this research.

Each of the seven chapters in this thesis addresses a specific part of the research. The
outline of the thesis is illustrated in Figure 1.1 below, followed by brief paragraphs to

explain each chapter in the thesis.
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e Chapter 1: Introduction
This chapter starts by providing a general introduction to the nature and intent of

the research problem. It begins by providing the background to the research topic
which is e-government implementation. This is followed by a description of the
research methodology. Thereafter, the aim and objectives are stated along with a

brief description of each chapter.

e Chapter 2: Literature Review (Background Theory)

After presenting a brief introduction in chapter one about the area of this research
and creating an outline of the thesis, a literature review on e-government initiative
development is provided in Chapter 2. This chapter starts by providing definitions,
classifications, and implementation stages of e-government. Moreover, details
about main internal stakeholders, major factors and implementation phases of the
e-government initiative are presented. This chapter then focuses on the
implementation of e-government initiative and concludes that there is a lack of
studies in the literature regarding the implementation framework for the e-

government initiative.

e Chapter 3: Developing a Conceptual Framework (Focal Theory)

The aim of this chapter is to present the theoretical conceptual framework which
arose from the literature search reported in Chapter 2. A comprehensive framework
for e-government initiative implementation in the public sector is proposed in this
chapter. The conceptual framework outlines the main stakeholders,
implementation phases and factors that might influence the e-government
initiative development. The conceptual framework consists of three parts:

stakeholders, factors and implementation phases. This conceptual framework can
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be used by practitioners and decision-makers as a tool to help successfully
implement e-government initiative. It can also benefit researchers in

understanding the implementation process of e-government initiative.

e Chapter 4: Research Methodology (Data Theory - One)
After completing the theoretical part, Chapters 2 and 3, this chapter presents the

practical arena to test the proposed conceptual framework. In order to achieve the
aim and objectives of the research, this chapter presents the approach of the
research. It provides the research methodology, strategies, case study protocol,
and units of analysis to investigate the empirical data. A detailed empirical
research process roadmap is stated in Chapter 4. Finally, the chapter will discuss

the validity and reliability of ethics in the empirical research.

e Chapter 5: Case Study and Research Findings (Data Theory - Two)

After understanding all of the relevant issues for this research, this chapter then
provides a description of the case studies conducted in three public organizations.
This chapter offers an empirical analysis of these three case studies on the main
issues of this research including: (a) the main stakeholders to implement e-
government initiative and (b) factors influencing the implementation process as
well as (c) the phases of the implementation. The outcomes derived from the
empirical data analysis suggest some modifications to the proposed conceptual

framework.

e Chapter 6: Revised Conceptual Framework (Novel Contribution - One)
All of the empirical work conducted was analysed in this chapter. This chapter

concludes the findings and describes the lessons learnt from the three case studies.
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Based on the case studies and research findings in the previous chapter, this
chapter considers suggested modifications to the e-government initiative

implementation proposed conceptual framework.

e Chapter 7: Conclusions, Contribution, Further Research and Limitations
(Novel Contribution - Two)
This chapter aims to summarise the research presented in this thesis by presenting

the main findings made while achieving the aims and objectives of the research.
Thereafter, the statement of the contributions this research has made to knowledge
and research novel are discussed, followed by recommendations that can benefit
decision-makers including research limitations as well as future research potential

areas.
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Chapter 2: Literature Review

Summary

The aim of this chapter is to review and critically analyse previous studies in the area
of e-government and its initiative implementation process. In this chapter, the author
will critically review the following subsections: (a) e-government implementation, (b)
definitions of e-government, (c) advantages of e-government online service, (d) e-
government classifications, (e) stages of e-government implementation, (f)
stakeholders of e-government implementation, (g) responsibility and challenges to
implement e-government, (h) the relationship among government, organization and
technology, (i) factors of e-government initiative implementation, (j) absence of

framework for e-government initiative implementation, (k) summary.
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2.1  E-government Background

2.1.1 E-government Implementation

The many advances and stability of the internet and the remarkable successful of e-
business led and encouraged governments to consider implementing e-government
(Willoughby et al., 2010a; Ho, 2002a). It is believed that the first to use the term e-
government was Clinton-AL Gore administration’s in 1993 (Luna-Reyes et al., 2010).
Since then the idea of e-government has grown slowly through the provision of online
information by some public organizations worldwide. In fact, e-government project is
based on the use of modern information technology (IT) and the Internet (Al-Azri et
al., 2010; Ho, 2002a) to link government organizations with each other, to exchange
services among each other, and then serve the citizens and businesses (Shareef et al.,
2010a; Charalabidis et al., 2010; Liu et al., 2011). In both speed and size, e-
government initiatives implementation continued to increase presenting public
agencies with several challenges and complexities (Obeidat and Abu-Shanab, 2010;
Langford and Harrison, 2001).

E-government is a huge information system (IS) project to be built by government,
and offers online services to businesses, citizens, employees, and government itself
(Badri and Alshare, 2008; Arpaci and Arifoglu, 2009; Valdés et al., 2011). E-
government project needs huge investment and a long time to reach the stage where
government can offer all its services online (Al-Soud and Nakata, 2010; Karunasena
and Deng, 2011; Liu et al., 2010). Before the e-government project reaches its final
implementation stage successfully, a revolution change in government must be made
to management, work process environment, IT infrastructure, and legislations (Al

Nagi and Hamdan, 2009; Isoméki and Liimatainen, 2008; Al Shehry et al., 2009). E-
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government implementation started offering simple online services that gradually
became complicated and expensive (Coursey and Norris, 2008; Belanger and Hiller,
2006). Currently, studies regarding e-government project implementation as a whole
project are becoming rich in identifying factors and external/internal stakeholders
(Mishra and Mishra, 2012; Rowley, 2011; Al-Busaidy and Weerakkody, 2011).
However, most of the e-government initiatives are still considered a failure (Shareef et
al., 2010b; Wang and Hou, 2010). Therefore, it is time for the researchers in the area
of e-government implementation to shift their focus from studying the e-government
as a whole project to the smaller e-government initiatives. E-government initiatives
are the smaller projects that form the whole e-government project. Government
officials and employees hold the full responsibility to implement e-government
initiatives. Hence, focusing on e-government initiative from an internal perspective

will lead to more successful implementation.

2.1.2 E-government Definition

There are many e-government definitions in the literature (Tohidi, 2011; Stanforth,
2010). However, as there are several perspectives of e-government such as technical,
administrative, legal, commercial, and social, and because e-government is a new
phenomenon to the world, there is still no standard definition for e-government
(Yildiz, 2007; Norris, 2010b; Scholl, 2003).

"Wherever there are phenomena, there can be a science to describe and explain
those phenomena........... " (Newell et al., 1967)

Besides, there are several different e-government definitions in the literature from
different researcher's perspectives (Tohidi, 2011; Almarabeh and AbuAli, 2010;

Shareef et al., 2011). For example, the definition of e-government from the
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Information Technology (IT) perspective is different than the definition from the
perspective of economics, politics, etc. However, most researchers agreed that e-
government is a tool to provide government services and information to citizens,
businesses, and employees by using information technology and communication
(ICT) (Yanging, 2011; Al-Azri et al., 2010; Bhuiyan, 2010). According to Srivastava
and Teo (2007), e-government is a system that continuously transforms public
services using the information and communication technologies (ICTs) and the
Internet to enhance operations for the benefit of citizens, businesses, employees, and
other stakeholders.

In fact, e-government is a tool to shift business routine from traditional management
style to a modern style that meets the growing needs of citizens, government agencies,
and businesses (O’Donnell et al., 2003). E-government is the delivery of government
services through a single point of access on the Internet; one-stop shopping
(Willoughby et al., 2010b; Sagheb-Tehrani, 2010). According to Ho (2002a), the
governments first act toward changing from traditional work in serving customers to
the reinventing government procedures was started in the late 1980s. e-government is
a reality because governments leaders looked at the internet as a potential tool not a
threat (Silcock, 2001).

One widely accepted definition is, "E-Government refers to the use by government
agencies of information technologies that have the ability to transform relations with
citizens, businesses, and other arms of government” (Fang, 2002; Al-Azri et al.,
2010). In addition, Muir and Oppenheim (2002) defined it as, “the delivery of

[government] information and services online through the Internet or other digital

means.”” In fact, most of the e-government definitions indicated that e-government is
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merely electronic initiatives offered online to serve government customers such as
citizens, businesses, employees, and other government arms. Some more definitions

are outlined in the following table:

Authors Definitions

E-government has four dimensions in relation to
major functions and activities of governments:
e-services (delivery of government information
electronically), e-management (use of ICTs to
improve management and communication
within and outside government structures), e-
democracy (use of ICTs to enhance citizen
participation in democratic activities), and e-
commerce (online transaction of goods and

Cook et al. (2002)

Services).
Utilising ICT for changing and improving the
World Bank (2007) relationship between government, citizens,

businesses, and other government entities.

Sharing and delivering services to citizens and
businesses for the purpose of reducing

Bhatnagar (2002) corruption, strengthening accountability,
reducing time and cost, and increasing
transparency.

"The delivery of government information and

West (2001) services online through the Internet or other
digital means."

. Using technology for delivering better services
Deloitte Research (2000) to the citizens, businesses, and employees.

Table 2.1 E-government Definitions: Source (Kanaan, 2009)

Ho (2002a) defined the e-government initiative as follows, “The initiative is to
provide services and to empower citizens and communities through information
technology, especially through the Internet.” Many studies have focused on e-
government initiatives from different approaches (Alshawi and Alalwany, 2009).
According to Torres et al. (2005), e-government initiatives are varied in scope,
performance, and sophistication, and for two decades governments have been
implementing e-government initiatives at municipal, state, and federal levels.

Fortunately, the continued planning and implementing of large numbers of e-
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government initiatives increases the understanding of the implementation process for

future success (Rose and Grant, 2010).

2.1.3 Advantages of E-government Initiatives

As there are increasing levels of complexities and contradictions to implementing e-
government initiatives (Apostolou et al., 2011; Obi and Iwasaki, 2010; Fedorowicz et
al., 2010), the development of the evolutionary e-government initiatives brings many
advantages to both government and its customers (Rokhman, 2011). E-government
advantages are unquestionable (Warkentin et al., 2002). In view of the fact that goals
and objectives of e-government initiatives are different, gained benefits will be
different as well (Alshawi and Alalwany, 2009). Some new concepts were raised by
e-government such as transparency, accountability and citizen participation in the
government performance (Mohammad et al., 2009). Since e-government initiatives
are evolutionary, the cost to develop them will be high. However, a tremendous
amount of money will be saved in the long term (Kohlborn et al., 2010). All e-
government initiatives will be offered in a single place, one-stop shopping portal. The
most important advantages of e-government initiatives are:

1. To provide government services 24 hours a day, 365 days a year.

2. To raise efficiency and effectiveness of processes and procedures

within the government sector.

3. To reduce corruption and administrative complexities, and increase
transparency.
4. To raise the level of end-user satisfaction with e-services (government

- citizen or business).
5. To link public sectors together under one umbrella: government —

government.
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6. Time and effort saving for e-government customers and those offering
e-services.
7. Cost reduction to citizens, businesses, and government itself.

E-government initiatives keep the workflow among departmental and government
organizations efficient, accurate and smooth, and will kill bureaucracy (Al Nagi and
Hamdan, 2009; Zampou and Pramatari, 2011). Additionally, the public physical visit
to the organization location will decrease greatly saving the organization space, time,
effort, and money. Visiting only the one-stop shopping portal allows the public and
the organization to communicate and perform the work accurately and efficiently. E-
government initiatives were broken into categories to serve the public. These

categories are illustrated in the following sections.

2.2 Classifications of E-government Initiatives

There are different stakeholders benefiting from e-government initiatives (Alshawi
and Alalwany, 2009; Fang, 2002). E-government initiatives are the smaller parts
forming the government online one-stop portal (Moon, 2002a). Each e-government
initiative is intended to serve specific government customers. Unlike e-commerce, e-
government provides electronic services to four types of customers (table 2.2):
citizens, businesses, employees, and the government itself (Jayashree and
Marthandan, 2010; Huang, 2010). Several studies explore the e-government
categories interaction such as government-to-citizen, government-to-business,
government-to-government, and government-to-employee (Daniels and Forman,
2002; Heeks, 2000). Governments, all over the world, are providing several online
services to better improve operations, enhance administrative procedures, minimize

cost, and reduce time of public services delivery (West, 2004a; Guo, 2010; Juell-
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Skielse and Perjons, 2009). All internal and external stakeholders can affect and
benefit from the e-government initiatives at the same time (Gil-Garcia and Martinez-
Moyano, 2007; Rowley, 2011; Al Nagi and Hamdan, 2009). However, some of those
stakeholders have greater influence on e-government adoption than implementation
such as businesses and citizens (Gil-Garcia and Martinez-Moyano, 2007). On the
other hand, internal stakeholders such as political, organizational and technological
employees directly influence the development of e-government projects (Scholl,
2003; Tan et al., 2007).

E-government initiatives can be implemented at the state, organizational or
departmental level to serve four government customers namely citizen, business,
employee and other government bodies. In fact, there are increasing e-government
service demands by both citizens and businesses (Chen and Gant, 2002; Raman et al.,
2007). It is important for creating consistence online interaction and communication
between government and its customers to implement e-government initiatives
successfully from the early stages. Online government customers such as citizens,
businesses, employees and government entities will benefit from the e-government

initiatives offered at the one-stop portal via the Internet anytime and anywhere.

Types of E-government Initiative

Categories Abbreviations
Government to Citizen G2C
Government to Business G2B
Government to Employee G2E
Government to Government G2G

Table 2.2 E-government Initiative Categories
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These categories play a major role in the implementation process of e-government
(Seifert and Petersen, 2002; Bonham et al., 2001). When implementing e-government
initiatives, beneficiaries can be classified in four major groups: G2G, G2C, G2B, and
G2E (Shan et al., 2011; Hermana and Silfianti, 2011) and these categories are

discussed in the following subsections.

2.2.1 Government to Citizens (G2C)

This is the e-government category (G2C) that includes all the interactions between a
government and its citizens (Lee et al., 2005; Torres et al., 2005). Government to
citizens deals with the relationship between government and citizens. This type of e-
government initiative offers government information and services to citizens instantly
and conveniently (Evans and Yen, 2006; Al Nagi and Hamdan, 2009; Rowley, 2011).
G2C is one of the most important e-government categories. This type of initiative is
the intended relationship between the government and the citizen to be posted in one
place. It means that the government is responsible to provide citizens with online
services and citizens can access it 24/7 (Curtin, 2006; Norris, 2010a; Rose and Grant,
2010; Shareef et al., 2009). The citizen can use these e-services to communicate with
government and gain online services such as applying for a government service,
renewing a driver’s license, and paying traffic fines (Carter and Belanger, 2004,
Reddick, 2005; Reinwald and Kraemmergaard, 2012; Sagheb-Tehrani, 2010).
According to Ya Ni and Tat-Kei Ho (2005), this category is the primary goal of e-
government. Under this category, Evans and Yen (2006) argued that improvement of
education information, prison security, and e-voting are some of the benefits that
government offer to citizens. Fortunately, this type of initiative will save citizens from

waiting in line to accomplish a service.
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2.2.2 Government to Business (G2B)

G2B is the e-government category that includes interactions between governments
and businesses (Al Nagi and Hamdan, 2009; Rowley, 2011; Sagheb-Tehrani, 2010).
This category of e-government activities consists of the relationship between
government and the private sector (Lee et al., 2005; Rowley, 2011). G2B transactions
include various services exchanged between the government and businesses including
the dissemination of policies, notes, rules, and regulations (Torres et al., 2005; Evans
and Yen, 2006). The services provided to the business include access to current
information, renewing and obtaining licenses, registration of companies, and payment
of taxes (Fang, 2002; Al Nagi and Hamdan, 2009). Services provided through G2B
transactions help to develop small and medium-sized companies. Another goal is to
simplify procedures for the application that would facilitate the approval of process
requests for small and medium enterprises that would encourage the development of
business (Chaijenkij and Corbitt, 2008). According to Evans et al. (2006), this
category allow governments to do business online such as paying invoices, purchasing
items, and gather better information to enhance decision making. Recently, G2B
initiatives are receiving more attention because of the improvement in the transactions

and low cost (Yong and Koon, 2005; Awan, 2007).

2.2.3 Government to Employee (G2E)

In literature, this category is the least discussed e-government category among
researchers. The G2E initiative refers to the relationship between the government and
its employees (Al Nagi and Hamdan, 2009; Ndou, 2004; Chourabi and Mellouli,

2011). Governments utilize G2E initiatives to improve their internal processes and
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decrease administration costs across all public departments. G2E means giving
employees access to training, e-mail, e-learning, and authorisations to access
databases to gain information needed to complete services (Carbo and Williams,
2004; Ndou, 2004; Sharma and Gupta, 2004). The G2E category is a sub-set of G2G
to improve the bureaucracy in the day-to-day functions and transactions with citizens
(Seifert and Petersen, 2002). In addition, G2E initiatives allow employees to monitor

and process their tasks.

2.2.4 Government to Government (G2G)

This type of e-government initiative is the most important and the backbone of the e-
government project (Yong and Koon, 2005; Seifert, 2003). This Government to
government (G2G) service delivery initiative allows the government to eliminating
redundancy and duplication (Evans and Yen, 2005; Suh et al., 2010). This category
means government departments and agencies deliver their services to each other,
sharing databases and resources to enhance the efficiency and effectiveness of e-
services (Lee et al., 2005; Torres et al., 2005). Public agencies can use G2G initiative
to extract and share useful knowledge to reduce costs, speed up communications and
improve strategic decision-making (Klischewski, 2011; Maluf and Bell, 2005).

This category of e-government will result in improving transparency and efficiency of
transactions between public agencies (Flak and Nordheim, 2006; Hamza et al., 2011).
G2G means government agencies depend on other government agencies to effectively
provide online initiatives or just share knowledge internally (Hamza et al., 2011;
Carter and Belanger, 2005; Reddick, 2004b). Therefore, public agencies must
cooperate with each other by sharing responsibilities and facilities such as databases

and other resources in order to offer e-government initiatives successfully.
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From the above categorization analysis, there appear to be two types of stakeholders.
Stakeholders are external, such as citizens (G2C) and businesses (G2B), and internal,
such as employees (G2E) and government organizations (G2G). Studying external e-
government categories is important to increase the adoption to these initiatives, while
the internal categories are more important to understand the implementation process.
Understanding the different relationships of these initiatives is important for their
implementation. However, this implementation still faces many challenges and needs
more theoretical and practical attention. There is a lack of studies in the literature
describing how e-government initiative should be implemented. Holistic frameworks
and frameworks are needed, for both researchers and practitioners, to identify the
internal stakeholders (implementers) and the factors influencing the e-government
initiative implementation at all stages. The following figure describes the e-

government initiative's internal and external stakeholders.

P Government B Tl
el Internal I
II,/ G_G \ \\‘
': Government A Government C ‘}
‘\ /I‘
\\\ G'E ’,
RS \ ///
~~._Employee A Employee B ...... T
Portal
G—B/ External G-C
Suppliers Customers
(Business Partners) (Citizens)

Figure 2.1: E-government Interaction Dimensions (Adapted:(Siau and Long, 2005))
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2.3 Stages of E-government Implementation

Many researchers suggested various models for e-government implementation in the
literature (Layne and Lee, 2001; Andersen and Henriksen, 2006; Bakry, 2004;
Altameem et al., 2006; Ghapanchi et al., 2008). They, the researchers, were divided
on how many stages e-government implementation should go through. This section
reviews the proposed models for e-government implementation stages exist in the
literature to understand the requirements and complexity of e-government initiatives
at each of those stages. All models of the e-government implementation include stages
starting with the first one where the government only offers basic information to the
citizens and businesses, and ending with the stage that all the government services are
offered online (Baum and Di Maio, 2000; Layne and Lee, 2001; Deloitte, 2000;
Howard, 2001). Table 2.3 lists the e-government models’ of implementation stages in

the literature.

Stages
One Two Three Four Five Six
Baum
al\?lii? Presence Interaction Transaction | Transformation
(2000)
Full
Deloitte Clustering of Integration
Information | Official Two-Way | Multi-Purpose Portal -
Research Publishing Transactions Portals Personalization CO”".“O” and Enterprl_se
(2000) Services Transformatio
ns
LEpE Vertical Horizontal
% and Lee Catalogue Transaction Integration Integration
'8 (2001)
S Enable
E-mail Inter-
L Two-way - .
Wescott and organizational Communicat Exchange of Digital Joined-up
(2001) Internal and Public ion Value Democracy | Government
Network Access
to Information
Ronaghan Emerging Enhanced . Transactional
Interactive Seamless
(2001) Presence Presence Government
World
Bank Publish Interact Transact
(2002)
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I—Eg\(l)voalr)d Publish Interact Transact

I(DZ%%T)I Emerging Enhanced Interactive Transactional Seamless
Chandler et | Informatio Interaction Transaction Integration

al.(2002) n

Table 2.3 Models of E-government Growth Stages
An e-government implementation stage is merely the maturity of e-government

initiative sophistication of that stage. Therefore, the shift from one stage to another
depends on how advanced the e-government initiatives are. E-government initiatives
for every category can be seen in every e-government implementation stage (Hiller
and Belanger, 2001). The table (2.4) below explains the four known types of e-
government categories and e-government development stages by giving examples for

each category in every stage.

Stages of E-Government
1 2 3 4
Type Information Communication Transaction Integration
Description of Request and Pay taxes online, | All services
medical services, receive receive election and
G2C benefits, individual benefit | funds entitlement
dates of an election | information, and disbursements
receive
election forms
Regulation outline, | Request Paying taxes
posting requests classification or | online,
for specs receive program
proposals (RFP) funds,
caE agricultural
allotment,
online vouchers,
payments
Pay dates, holiday | Request for Electronic Employment
G2E information employment paychecks applications,
benefit retirement
statements information
Agency filing Request from Electronic funds
G2G | requirement local transfer
government

Table 2.4 Summary of E-government Categories in every Stage (Adapted from
Hiller and Belanger (2001))
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Analysis and description of e-government implementation stages are presented in the

following section.

2.3.1 Models of E-government Implementation Stages

There are many models of e-government implementation stages in the literature
describing how e-government should be implemented. E-government implementation
stages are becoming complex because initiatives are becoming complicated and
sophisticated (Layne and Lee, 2001; Torres et al., 2005; Belanger and Hiller, 2006).
All e-government initiatives together form the e-government project, located in a
single place on the internet (Kaaya, 2004b; Sharma and Gupta, 2003; Wimmer,
2002a). An e-government project is merely a number of e-government initiatives that
are connected together and put on a single website to serve government customers.
Stages of e-government mean that initiatives go from basic to more advanced on-line
services (Layne and Lee, 2001; Davison et al., 2005; Chen, 2002; Ho, 2002a). In the
first stage, governments provide simple information to the public by establishing web
sites, and the final stage is reached when full services are provided to the public on-
line.

Layne and Lee (2001) proposed a widely-known framework for the evolutionary
implementation of e-government, including the implementation stages of cataloguing,
transaction, vertical integration and horizontal integration. The cataloguing stage
requires public agencies to initially create static web sites to gain online presence. In
this stage, public departments present one-way catalogued information services for
citizens. Next, the transaction stage offers interactive services such as paying fines or
renewing licenses. The transactions can be downloadable forms that need little

intervention by government staff. The third stage is vertical integration when
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integration is required between local and central agencies that exist within the same
function. This stage aims to provide a seamless link between local and national
databases that need to share a common information source in order to reduce
redundancies of information stored about each citizen (Fernandes et al., 2001; Gant
and Gant, 2002). The final stage requires horizontal integration across different levels
and integration across different functions of government systems. This stage of
integration will provide the ‘one-stop portal’ that completes the e-government project.
According to Layne and Lee (2001), the benefits of e-government will be gained
when full service integration is accomplished in the horizontal stage (see Figure 2.2).
Adopting this e-government implementation approach will help reduce the challenge

in achieving e-government (Al-Kibsi et al., 2001).
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Figure 2.2 The Evolutionary Model for E-Government, Layne and Lee, (2001)

This model describes the process of e-government initiative implementation that
moves from simple to complex. However, there are more e-government stage models
in the literature describing how e-government development should be implemented

and the following table (2.5) outlines the various stages.
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Stage Perception Reference
Stage 1: Publish Information about activities of government
Stage 2: Interact available online.
Citizens can have simple interactions with
_ . - Howard
Stage 3: Transact governments such as sending and receiving (2001)
e-mail or chat online.
Full services transactions over the Internet.
Stage 1: Publish Government provides information online to
Stage 2: Interact citizens.
Two-way communication between
Stage 3: Transact government and citizens using email or e- World Bank
forms. (2002)
Allowing citizens to obtain services online in
simpler, faster, and cheaper way.
Stage 1: Information Government presents services online as a
Stage 2: Interaction one-way communication.
Stage 3: Transaction Basic and limited interaction between
: . o Chandler et
Stage 4: Integration government and citizens. al
Transactions between citizens and '
. (2002)
government to buy services of value.
Integration of services between government
agencies.
Stage 1: Cataloguing Making government information available
Stage 2: Transaction online through web sites.
Stage 3: Vertical Citizens can interact with government
integration electronically. Layne and
Stage 4: Horizontal Integrating functions at different levels. Lee (2001)
integration
Integrating functions from separate systems.
Stage 1: Presence Presenting web sites and providing basic
Stage 2: Interaction information to public.
Stage 3: Transaction User interacts with agencies by email or by
downloading and filling electronic forms. Baum and
Stage 4: Entire transaction can be completed by users Di Maio
Transformation online (e.g., license application and (2000)
procurement).
Government provides full-scale services to
the customers.
Stage 1: Emerging Online government presence officially
Stage 2: Enhanced established.
Stage 3: Interactive Government increases and updates
information to be more dynamic.
Stage 4: Transactional Provides users with sophisticated levels of Dpepa
Stage 5: Seamless interaction with officials by using e-forms (2001)
and email.
Users have the capability to complete
transactions such as buying licenses and
paying for services online.
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Government provides all kind of services
across single and universal web site (one-
stop).

Stage 1: Information
Stage 2: Two-Way
Communication
Stage 3: Transaction
Stage 4: Integration

Government simply posting information on
its web sites.

Users communicate online with government
(request and response) such as filling in
forms and requesting information and

services. Hiller &
Stage 5: Political All transactions conducted online between Belanger
Participation governments and individuals. (2001)
Users can access all services via single portal
similar to last two stages in Layne and Lee
(2001).
Political participation such as voting on-line
and surveys.
Stage 1: Information Each government department/agency creates
Publishing a web site for one-way communication.
Stage 2: Official Two-
Way Transactions Customers can make electronic transactions
Stage 3: Multi- such as paying taxes and buying TV licenses.
Purpose Portals
Stage 4: Portal
Personalization A single point (web portal) creation to
Stage 5: Clustering of enable customers to access and obtain
Common Services government information and services. Deloitte
Customers can customize portals according Research
Stage 6: Full to their needs. (2000)
Integration and
Enterprise Government departments will disappear

Transformations

when the portals become better to speed up
the process of delivery.

Structures of government departments will
be changed; some departments will
disappear while others become internally
different.

Table 2.5 Stages Models of E-government Implementation

As it can be seen from the models described above that some researchers believe that
e-government stages should be three where others believe they should be four, five,
and even six stages. There is no e-government model that fits all countries due to the
unique combination of circumstances, priorities and resources of each country

(Hachigian, 2002; Basu, 2004; Im and Seo, 2005; Sagheb-Tehrani, 2010). Currently,
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there is no agreed standard stages model among researchers as e-government is a new
phenomenon and still maturing.

Numerous studies in the literature presented e-government stages models that all
describe how the e-government implementation process should be done (Hiller and
Belanger, 2001; Deloitte, 2000; Dpepa, 2001). Authors have divided the
implementation models into stages. All stages begin in the same way, with the
government starting to put basic information to its customers on-line in a one-way
manner. The first stage is very simple, requiring organizations to create a web site to
publish information for customers, such as what they need to bring to complete a
specific service and/or providing an address (Reddick, 2005). This stage does not give
advanced or extensive services to the citizens. However, it is important and gives the
organization an early indication of how successful their services actually are. The
process goes until e-government project implementation reaches its final stage where
one-stop shopping is the goal of the e-government project (West, 2004b; Moon,
2002b; Ebrahim and Irani, 2005). Reaching this stage is not easy because e-
government is a huge project that needs all government stakeholders to work together
when providing any single e-service (Ebrahim and Irani, 2005; Irani et al., 2006). The

entire e-government stakeholders’ responsibilities are explained in the next section.

2.4 The Stakeholder Approach in E-Government

E-government stakeholders are external and internal (Rose and Grant, 2010; Detlor et
al., 2010). It is important in e-government to understand and model stakeholder-to-
stakeholder relationships (Scholl, 2004; Flak and Nordheim, 2006). It also is
important to differentiate between the influence of the external and internal

stakeholders on e-government initiatives. The role of internal stakeholders is very
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important for e-government initiative implementation (Altameem et al., 2006; Sharifi
and Manian, 2010; Rowley, 2011). While internal stakeholders are important for e-
government implementation, numerous studies indicated that external stakeholders
are important for adoption (Shareef et al., 2011; Rowley, 2011; Flak and Rose, 2005).
To have successful e-government implementation, agencies are required to help
employees understand their role and expectations as part of ICT-enabled processes
(Field, 2003).

The definition of stakeholders is “any group or individual who can affect or is
affected by the achievement of the organization’s objectives” (Edward, 1984).
According to Myers (1994) and Walsham (1993), IS implementation in general is
more effective if the stakeholders and politics involved are understood. According to
Tennert and Schroeder (1999), the stakeholder theory is appropriate for public sectors
and also in e-government projects (Scholl, 2001; Pardo and Scholl, 2002). E-
government is a huge IS/IT project, therefore, identifying internal stakeholders and
understanding their role is very important when implementing e-government
initiatives (Rowley, 2011). Many researchers agreed that a stakeholder’s role is
critically important to e-government initiative implementation (Scholl, 2001; Pardo
and Scholl, 2002; Chan et al., 2003b). The study of stakeholder theory presented by
Chan et al. (2003a) to analyse e-government initiative stakeholders highlighted that
stakeholder's relationship is important in reducing conflict and assessing the process
of e-government initiative implementation. Therefore, understanding stakeholder
relationships is important to achieve the organizations objectives.

The implementation of Information Systems in government shows that there are
direct or indirect impact by stakeholders when developing services for public sector

(Perrott, 1996; Savage et al., 1991). There are many challenges faced by governments
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including organisational, technologies and work processes (Al-Kibsi et al., 2001;

Jorgensen and Cable, 2002). The political context as a dimension indicates that

multiple agencies are involved in the implementation of e-government (Chan et al.,

2003b). According to Li and Steveson (2002), the challenges to e-government

implementation are not technical but social and cultural. The stakeholder theory has

been presented to determine stakeholder requirements in e-government projects

(Pardo and Scholl, 2002). In e-government initiative implementation, stakeholders

relations should be managed to avoid risk of implementation process conflict

(Rowley, 2011). Many studies in the literature described the categories of e-

government stakeholders. The following table (2.6) summarise the stakeholders’

General categorizations

categories.
Source Stakeholder categories
Heeks (2006b) NOﬂ-pl’OfItS, other agencies, citizens/customers, businesses, communities,
government

Mintzberg (1996)

Customers, clients, subjects, and citizens (constituents for e-government services)

Orange, Burke,
Elliman, and Kor
(2007)

Politicians, staff, public, project managers, design developers, other government
agencies

UN (2008)

Public administrators, programmers, end-users, politicians

Yildiz (2007)

Government, citizen, business, civil society

Special purpose categorizations

Beynon-Davies
(2005)

Customers, suppliers, partners, employees (general)

Flak and Nordheim
(2006)

Regional council, regional partners, national and international policy makers, systems
vendors, county governor, county municipality, citizens of municipality, municipal
politicians, municipal administration, municipal service production units (for a local
government project in Norway)

Heeks (2003b)

Senior managers of the Epidemiology Service, Ministry of Health, internal users
(managers health specialists, statistical specialists, information systems personnel),
external users (in various ministries, local authorities, research institutions and
international organizations), citizens (computerisation in a national Epidemiology
Service in Central Asia)

Irani et al. (2007)

Informed citizens (academic), elected representatives, local government staff,
regional and central staff, others (VIEGO participants)

Millard (2008)

Policy makers, researchers, practitioners, constituents as citizens and businesses
(stakeholders in impact measurement)

Tan et al. (2007)

Singapore government, IRAS (Inland Revenue Authority of Singapore), tax officials,
taxpayers, employers (e-filing for tax initiative)

Table 2.6 Roles of E-government Stakeholders Identified by Different researchers

(source: Rowley, (2011))
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2.4.1 Centralized/ Decentralized Approaches in E-government

There are two types of e-government management approaches — centralized or
decentralized (King, 1983; Basu, 2004; Aagesen et al., 2011; Janssen, 2005a; Ayyad,
2008). In another study, Seltsikas and van der Heijden (2010) argued that there are
three types of approaches and named them the decentralized, the federal, and the
centralized approach. In fact, every approach has its advantages and disadvantages.
However, choosing an e-government management approach depends on the size,
population and political form of each country (Sahli et al., 2009).

The approaches of e-government all focus on how to manage the stakeholders’
relationships when offering online initiatives to the public (De Jager and van
Reijswoud, 2008; Janssen, 2005b). The e-government relationships among
government and stakeholders such as citizens, businesses, employees, and other
governments are hierarchically transferred to control interactive collaboration
(Seltsikas and van der Heijden, 2010).

Researchers, in literature, are still debating whether to adopt centralize or decentralize
approach for better e-government initiatives management (Farooq et al., 2006;
Janssen, 2005b; Homburg, 2004; Welch et al., 2010). One approach used for a
country is not necessarily applicable to another country (Sahli et al., 2009). Each
country must adopt the best approach that fits that country’s needs and should be
based on its characteristics (Sahli et al., 2009). It is important that all stakeholders
understand centralized and decentralized approaches in order to effectively implement
e-government initiatives (Janssen, 2005a). E-government initiatives require a

significant amount of public funds as they are implemented (Esteves and Joseph,
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2008). Therefore, successful e-government initiatives rely on the selection of the
appropriate management.

According to Aagesen et al. (2011), the selection of decentralized e-government
architecture leads to rapid development and adaptation at the local level, while
centralized architecture leads to more standardization. Jaeger and Thompson (2003)
argued that e-government with centralized management can reduce the cost of
information and shrink communication. Other researchers believe that it can also
increase the productivity, speed, and quality of service delivery (Garson, 2004; Gant
et al., 2002; Wimmer, 2002a).

The adoption of an e-government implementation approach depends on the country’s
economic and political circumstances (Greenberg, 2006). Most of the governments
have no plans or centralized policies to implement e-government initiatives (Pina et
al., 2010). According to Heeks (2006a) and Sarantis et al. (2011), it is essential that a
government chooses an appropriate approach because e-government initiatives
implementation require flexibility and ability. The table below (2.7) shows countries

and their adopted e-government approach.

E-
government | UK | USA Iceland Korea Greece Netherlands | Ireland | Australia
Approach
v
Centralized | v v v v
v
Decentralized v v

Table 2.7 Sample of Countries Adapting E-government Approaches (source:

Mimicopoulos, 2004)
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2.4.2 Front/Back Office in E-government Functioning

E-Government encompasses all activities carried out by public agencies as initiatives
to carry out the tasks of government offered online (Moon, 2002b; Wimmer, 2002b).
E-Government tasks have been divided into ‘back-office’ and ‘front-office’
responsibilities (Homburg and Bekkers, 2002). Indeed, both the front and back-office
are equally important and requires similar attention because the front-office directly
addresses the citizens’ needs, while the back-office influences the front-office (Sahli
et al., 2009; Kunstelj and Vintar, 2004). Hence, the failure to integrate the front and
back-office systems is one of the biggest challenges to e-government (Belanger and
Hiller, 2006).

According to Backus (2001), the two main tasks of the e-government development
process should be understood. First, the internal task, back-office, of e-government is
to focus on internal operations to increase the performance, efficiency and save cost
on activities of government administration (Westholm, 2005; Kunstelj and Vintar,
2004). Interaction between governmental agencies to provide e-government initiatives
is one example of the back-office operations. Hence, back-office tasks are the internal
government-to-government operations. Second, the external task, front-office, of e-
government should focus on satisfying the needs of the public by delivering services
in a more professional and effective way using ICT efficiently (Kunstelj and Vintar,
2004; Schuppan, 2009; Marin et al., 2009). The one-stop shopping portal is the front-
office of any e-government system.

The back-office complexity must be overcome if there is an e-government initiative
that requires inter-agency processes (Sahli et al., 2009; Gottschalk, 2009). Therefore,
while offering shared processes and services online, different public departments

should control their back-office activities (Ferro and Sorrentino, 2010; Belanger and
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Hiller, 2006). According to Field (2003), "Back-office is the internal operations of an
organization that support core processes and are not accessible or visible to the
general public."

Conversely, front-office refers to the interaction between government and both
citizens and businesses (Lau, 2005; Gottschalk, 2009). Typical front-office tasks are
the automation of services directly submitted across the Internet. The success of e-
government front-office depends highly on the back-office processes and readiness
(Kunstelj and Vintar, 2004). Therefore, government agencies are required to provide
real-time responsiveness to the service offered to citizens and businesses in the front-
office (Bekkers, 2005). As a result, for effective e-government initiatives, the gap
between the front and back office must be bridged (Silcock, 2001). As in figure 2.3
the one-stop portal is the point where the government and customers (citizens,
businesses, employees, and government itself) are connected together forming what

we call e-government.

Citizens & businesses Cyber space government Real space government

Front office back office

Citizen 1 Agency 1

Citizen 2 Agency 2
Single Info
Window Sharing
Citizen 3 portal centre Agency 3
Citizen 4 Agency 4

Figure 2.3 Front and Back Office of E-government Single Window (source: (Song,
2002))
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With this in mind, this thesis focuses only on back-office stakeholders, factors and
implementation process of e-government initiative development and the next section

discusses this.

2.5 Factors Influencing E-government Initiative Implementation

The progress of e-government implementation is directly affected if governmental
organizations are unable to successfully complete their e-government initiatives
(Sarantis et al., 2009). According to a number of studies in the literature, many factors
influence the implementation of e-government initiatives (Gichoya, 2005; Dominguez
et al., 2011; Weerakkody et al., 2011a; Ghapanchi et al., 2008), factors which are both
external and internal (Detlor et al., 2010; Shackleton et al., 2004). Due to the
significantly change in size and scope of e-government initiatives, new initiative
success may increase if the yield set of critical issues are considered (Rose and Grant,
2010). From the perspective of many researchers in the literature, there are several e-
government implementation frameworks (Ebrahim and Irani, 2005; Ghapanchi et al.,
2008). These frameworks were divided into themes and then the researchers

appointed many factors for each theme.

As this study is focusing only on internal government stakeholder’s role and
responsibility to provide a successful initiative, it was found that only three internal
stakeholders are responsible which are political, organizational and technical, see
table 2.8. They must understand their responsibilities and duties when implementing a
new e-initiative (De’, 2005; Fedorowicz et al., 2010; Reinwald and Kraemmergaard,

2012; Kamal et al., 2011). There are various stakeholders related to the e-government
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initiative. However, the success of e-government initiative implementation is
dependent upon the political, technological, and organizational stakeholders

(Ghapanchi et al., 2008; Esteves and Joseph, 2008; Altameem et al., 2006).

Stakeholders of E-government Initiative Implementation

Political Organizational Technical
Stakeholders Stakeholders Stakeholders

Table 2.8 E-government Initiative Internal Stakeholders

Understanding their role and responsibilities can lead stakeholders to be in a better
position to implement e-government initiatives (Rowley, 2011; Chan et al., 2003b;
De’, 2005; Fedorowicz et al., 2010; Flak and Nordheim, 2006). As stakeholders are
from different departments and/or government organizations, they all must work as
one team especially on the e-government initiatives development that requires
cooperation across governmental departments (Rose and Grant, 2010; Valdés et al.,
2011). However, managing stakeholders is not easy as they have different roles,
interests, and benefits (Rose and Grant, 2010). According to Ke and Wei (2004),
centralized funding and control is the key to ensure that e-government program
implementation throughout the various governmental organizations is in the right
track.

A summary of the e-government stakeholder’s responsibilities is given in the table

(2.9) below:
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Stakeholders Roles and Responsibilities
Political To lead the project with clear vision and effective
Stakeholders strategy.

Organization

To change to, accept, and manage the new environment.
Stakeholders

Technological

To develop initiatives and technically support them.
Stakeholders

Table 2.9 Roles and Responsibilities of E-government Initiative Stakeholders

2.5.1 Political Factors

From policy perspective, many factors are influencing political stakeholders when
implementing and managing e-government projects to ensure success (Vuksic et al.,
2010). The central government is the top management and leadership of the e-
government project and general supervisor of the initiatives implementation (Rose,
2004; Ma et al., 2005). Also, a responsibility of the government is to disseminate the
sense of importance of the project to all staff, leaders and workers, to create a greater
awareness, and to develop better implementation strategies (Ebrahim and Irani, 2005;
Hoogwout, 2003; Chen et al., 2009). The nomination of a strong political leader with
sufficient knowledge of information technology is one of the most important
responsibilities of the government when implementing e-government project
(Prybutok et al., 2008; Irani et al., 2005; Gil-Garcia et al., 2009).

In addition, the provision of adequate budgets to support the project financially is
critically important through the support of institutions and the provision of technology
infrastructure (Irani et al., 2005; Altameem et al., 2006). According to the literature
(Bertot et al., 2010; Chowdhury et al., 2006), political desire and support lead to the
increased success of an e-government initiative (Schwester, 2009). All stakeholders

need legislations and regulations to organize the use of e-government initiatives
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(Janssen et al., 2009; Melin and Axelsson, 2009); they are essential for e-government
transactions to make them feel safe and trustworthy (Carter, 2008; Gil-Garcia et al.,
2009). The political stakeholders and government management are responsible for
providing legislations and regulations for all e-government transactions (Mnjama and
Wamukoya, 2007; Gil-Garcia et al., 2009).

Factors influencing political stakeholders during e-government initiative
implementation are shown in table 2.10 below. More discussions and details on these

factors are presented in chapter three.

Stakeholder (1) Factors Resources

(Chowdhury et al., 2006; Sang et al.,

Awareness/Strategy 2009; Altameem et al., 2006)

(Chowdhury et al., 2006; Schwester,
2009) (Altameem et al., 2006; Ndou,
2004; Prybutok et al., 2008) (Seifert and
McLoughlin, 2008

Leadership

Political

Stakeholders | Political Desire/Support (Chowdhury et al, 2006; Mnjama and

Wamukoya, 2007; Schwester, 2009)

(Huang and Bwoma, 2003), (Bhatnagar,

Financial/Cost 2004), (Bhuiyan; Altameem et al.,
2006)
Legislations and (Sahli et al., 2009; Altameem et al.,
Regulations 2006; Mnjama and Wamukoya, 2007)

Table 2.10 Factors Influencing Political Stakeholders

2.5.2 Technological Factors

Identifying and understanding technological factors are very important in ensuring the
successful of e-government initiatives implementation (Hussein et al., 2007; Al-Sebie
and Irani, 2005). With this in mind, one of the first responsibilities of the technical
department in any organization is to make sure that those employees and technicians
have the skills and ability to turn the institutional legacy system into a new one and to

train the organization’s employees on how to use the new system (Altameem et al.,
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2006; Al-Sebie et al., 2005). Outsourcing or using the capabilities of the private sector
when in-house employees are unable to complete any of the organization initiatives
are required (Chen and Perry, 2003). Another duty is to ensure that there is enough
efficiency and capability in the IT infrastructure to be able to cope with the transition
to e-government and to give a detailed report to the senior management in the
organization about any imbalance (Gil-Garcia et al., 2009; Al-Sebie and Irani, 2005).
One more important responsibility is to monitor data protection, privacy and system
security within the organization as it limit the growth of e-government if not managed
correctly (Reddick, 2004a; Gil-Garcia et al., 2009; Al-Sebie and Irani, 2005). This can
be done by applying methods of protection such as hardware and software assigned to
deter/stop any external dangers such as viruses and spyware (Al-Sebie and Irani,
2005). The following table (2.11) shows the factors that influence technical
stakeholders during e-government initiative implementation. Moreover, chapter three

discusses these factors in more details.

Stakeholders (2) Factors Resources

(Gichoya, 2005), (Tapscott,

IT Infrastructure 1996; Gil-Garcia et al., 2009)

(Huang and Bwoma, 2003),

IT qualified staff (Altameem et al., 2006)

Technological
Stakeholders Legacy System (Hardware
and Software)

(Lam, 2005), (Huang and
Bwoma, 2003; Prybutok et al.,
2008)

(Huang and Bwoma, 2003; Gil-

Privacy and Security Garcia et al., 2009)

Table 2.11 Factors Influencing Technological Stakeholders
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2.5.3 Organizational Factors

E-government services come through the work provided by public organizations
(Fang, 2002; Ndou, 2004; Melin and Axelsson, 2009). The responsibility of the
organization is to set strategies to change the way services are provided from the
current legacy system to a new system, e-government, and to provide staff training
and to cooperate with other departments in providing services (Al-Sebie et al., 2005;
Gil-Garcia et al., 2009; Reddick, 2004a). Another responsibility is to cooperate with
the initiatives developed by the technical department in giving them adequate time
and information needed to design and implement service to be placed on the Internet
(Sharifi and Manian, 2010; Fedorowicz et al., 2010). In order to kill the corruption
that decreases e-government success, government officials are responsible to fight and
reduce corruption (Ojha et al., 2008; Krishnan and Teo, 2012) by using reward and
punishment system (Igbal; Quah, 2010). The fear that technology replaces them, staff
resistance to e-government is one potential problem to the governmental organizations
during e-government implementation (Schwester, 2009; Shalini, 2009). in later stages
of e-government implementation when all services are centralized in a one-stop
portal, BPR become important (Layne and Lee, 2001). Di Maio (2006) and Joia
(2004) argued that most of e-government initiatives failures have been attributed to
the failure in business processes re-engineering. Factors influencing organizational
stakeholders are listed in table 2.12 below. These factors also discussed in more

details in chapter 3.
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Stakeholder (3) Factors Resources
(Cho and Choi, 2005; Nour et al., 2008;
C . Park, 2005; De’, 2005; Ojha et al., 2008;
orruption

Organizational
Stakeholders

Krishnan and Teo, 2012; Bertot et al.,
2010)

Business Process Re-
engineering

(Weerakkody and Dhillon, 2008; Zarei
and Ghapanchi, 2008; Al Shehry et al.,
2009)

Cooperation

(Altameem et al., 2006; Scholl, 2003;
Aichholzer and Schmutzer, 2000), (Hu et
al., 2006), (Fountain, 2001), (Ke and WEei,

2004), (Cohen and Mankin, 2002)

Resistance to Change

(Ebbers and van Dijk, 2007), (Folger and
Skarlicki, 1999), (Koh et al., 2006),
(Norris, 1999), (Hiatt, 2006)

IT Training

(Lam, 2005), (Huang and Bwoma, 2003),
(Dada, 2006), (Heeks, 1999; Moon,
2002b; Ho, 2002b)

Enforcement/Reward System

(Altameem et al., 2006), (Heeks, 2003b;
Igbal)

Table 2.12 Factors Influencing Organizational Stakeholders

2.6 Implementation Phases of E-government Initiative

Information systems (IS) and information technologies (IT) industries are growing
fast (Hartman and Ashrafi, 2002). In organizations, IS/IT projects are implemented in
phases and require good project management to avoid failure (Hartman and Ashrafi,
2002; Atkinson et al., 2006). In general, information systems are complex and many
projects still fail most of the time (Garg et al., 2010; Pyster and Thayer, 2005;
Hartman and Ashrafi, 2002). This is due to the ignorance of project management
during implementation process, as well as many other factors (Ahuja et al., 2010).
There are no standard methods for the development of IS projects. However, knowing
the general three phases of development is essential to gain a deeper understanding of
the e-government implementation process. The three phases—pre-implementation,
implementation, and post-implementation—are the most commonly used approach in

implementing IS projects (Kuruppuarachchi et al., 2002; Mandal and Gunasekaran,
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2003; She, 2004; Beynon-Davies et al., 2004; Song, 2002; Nour and Mouakket, 2011;
Ronchi et al., 2010). In addition, identifying interrelationship between stakeholders
and project interactions and the critical factors affecting each phase are appropriate to
achieve a successful implementation (Ahuja et al., 2010).

Like any IS project, the complexity of an e-government initiative brings with it high
risks to the implementation process. Despite the different numbers of IS
implementation phases introduced by many researchers, there are three general phases
of IS/IT projects, namely pre-implementation, implementation, and post-
implementation (Hustad and Olsen, 2011; Aloini et al., 2007; Bissessar, 2010). In
order to have a successful e-government initiative implementation, all government
authorities (stakeholders) involved in the project must know and understand their
roles and responsibilities in all the three implementation phases. Currently, there is a
high demand for good project managers because private and public organizations
realized that their future depends on their ability to use the power of IS/IT systems in
order to improve their daily business processes (Schwalbe, 2010).

In many e-government definitions, scholars have argued that e-government is
basically the use of information and communication technology ICT in public
organizations to offer online services to the public (Almarabeh and AbuAli, 2010;
Tohidi, 2011; Rokhman, 2011). According to Dunleavy et al. (2011), “Government
information systems are big business...”, and governments are spending billions on
public sector IT operations. E-government initiatives depend on the use of all aspects
of ICT systems and infrastructures (Jansen, 2005; Gichoya, 2005). An e-government
initiative is also considered an information system project; however, its successful
implementation involves many more issues than a normal IS system (Grimsley and

Meehan, 2007). Hence, managing an e-government initiative implementation is
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difficult and more complex than a traditional information system: it is a complex
socio-technical system (Sarantis et al., 2011). The huge investments on e-government
initiatives around the world (Angelopoulos et al., 2010) enhance the administrative
role of government (Bhuiyan, 2010) and deliver better services to citizens (Verdegem
and Verleye, 2009).

E-Government is becoming a high priority as a tool to offer a range of electronic
government services (Al Nagi and Hamdan, 2009). In addition, it is a promising and
widely used phenomenon (Justice et al., 2006). According to Marchionini et al.
(2003), e-government is an “application of Information Technology to government
service.” Although Information and Communication Technologies (ICT) are the
backbone for e-government, the technology alone is not enough to offer online
government services to the public (Faniran and Olaniyan, 2009). Implementation of e-
government initiatives are affected by many internal issues (Jaeger and Bertot, 2010;
Sarantis et al., 2011). Internal stakeholders managing e-government initiative
implementations are one such element. The roles, responsibilities, and relationships
between internal stakeholders managing the e-government initiative implementation
can affect its process during the design and implementation (Sarantis et al., 2010a).
Moreover, there are factors directly affecting the successful implementation of ICT
projects in e-government and the stakeholders managing and implementing them
(Gichoya, 2005; Grimsley and Meehan, 2007).

Similar to any information system, e-government initiatives are managed and
implemented in three phases. The initial step in any IS implementation process is to
find leadership who has the minimum required technical and management skills.
Then, stakeholders managing the implementation process should discuss all the issues

that face each phase of the e-government initiative implementation. Internal
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stakeholders’ relationships are important, and each one must understand his or her
roles and responsibilities to reduce any conflicts or resistance during the
implementation cycle process (Ahuja et al., 2010). The project team should set up a
plan for the project in the pre-implementation phase (Hustad and Olsen, 2011). An e-
government initiative is an IS project, and its implementation also goes into the same
three phases: pre-implementation, implementation, and post-implementation (Sharifi
and Manian, 2010; Song, 2002; Venkatarayappa, 2004; Kertesz, 2003).

The pre-implementation phase is the first step in implementing an e-government
initiative (Sharifi and Manian, 2010). Sharifi reported that it begins when a
governmental department sends a request for proposal (RFP) to the IT department in
the same organization. The first phase (pre-implementation) consists of some main
aspects, i.e. find leadership for the project, provide an appropriate budget and capable
IT infrastructure, upgrade any legacy systems, and follow the strategy. All
government stakeholders responsible for implementing the e-government initiative
must cooperate with each other to lead the project to its success (Somers and Nelson,
2001). Most of the responsibilities in this phase of implementation fall on the political
stakeholders. Some of these aspects or responsibilities may continue from this phase
to the implementation and/or the post-implementation phase (Forsberg et al., 2005).
For example, the leader should continue to manage the project from the pre-
implementation to the post-implementation phases (Somers and Nelson, 2001).
However, his roles and responsibilities might change from one phase to another.
Besides, any issues that need consideration in the next phase should start in this phase.
In the pre-implementation phase, it is important to address the relationships and
conflicts that might occur between stakeholders to ensure the success of the

implementation process. Moreover, strategies and resources should be clear to the
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stakeholders as well as the relationships between them in the pre-implementation
phase.

Implementation is the second phase of the e-government initiative implementation
cycle process (Sharifi and Manian, 2010). This phase starts right after completing the
pre-implementation phase. This phase is the most critical one. The technological
stakeholders in the public organization department are the most responsible in this
phase(Reich and Benbasat, 2000). In this phase, e-government initiative should be
constructed in the IT department or by their supervision, if outsourcing is involved.
The IT department stakeholders and the business part in the same organization should
work in close cooperation in this phase (Widerstrom, 2011). There are many
important aspects in this phase such as BPR, resistance to change, corruption,
punishment and reward system, and IT qualified staff. This phase ends after placing
the e-government initiative online on the one-stop portal.

The final phase, post-implementation, starts after deploying the project (Sharifi and
Manian, 2010; Widerstrom, 2011). This phase is critical and requires cooperation
between the one-stop portal administration and the project beneficiary, the business
part, to work together for the project success and end-user satisfaction (Yu, 2005).
Important factors in this phase are IT training, privacy and security, and legislation.
Responsibilities in this phase go to the organizational stakeholders, as they should
manage their back-office processes after deploying the initiative online.

This research will try to uncover the interrelationships among the internal government
stakeholders and the critical factors that emerge out of these interrelationships while
managing the e-government initiative implementation. The implementation phases of

IS/IT projects in the e-government development process were analysed to propose a
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framework for the success of e-government initiatives. This framework should be

valid for use in any e-government stage of growth.

2.6 Responsibility and Challenges to Implement E-government Initiative

E-government is a huge project that has to be implemented by the government and its
institutions (Carter and Weerakkody, 2008; Hung et al., 2006). As a new
phenomenon, public organizations are currently discovering how to implement and
control e-government initiatives (Sarantis et al., 2011). Close exploration of the
literature revealed that e-government implementation faces challenges that become
complex and increase stage after stage (Langford and Harrison, 2001; Layne and Lee,
2001). As the goal of this research is to find out why e-government initiatives
implementations are still failing in a large numbers, it is important to identify all
parties responsible to implement e-government initiative together and understand their
roles in every phase of implementation. The lack of capability in governmental
organizations to develop online public initiatives directly reduces the effort to
implement e-government (Sarantis et al., 2011). In general, implementation of IS/IT
systems during organizational change is faced with some key high-level challenges
(Weerakkody and Dhillon, 2008). These challenges include lack of awareness, legacy
system constraints, cultural and political constraints, lack of senior management
commitment, negative employee attitude, and resistance to change (Weerakkody and
Currie, 2003; Weerakkody and Hinton, 1999; Willcocks; Mumford, 1994). In an
organization that is bureaucratic, functionally oriented, and legacy-system driven,
challenges will be more severe (Weerakkody et al., 2007). In fact, e-government
transformation success will only result if we unmistakably understand these key

challenges in detail. The success of e-government project implementation is
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dependent on the internal stakeholders (Rowley, 2011; Sharifi and Manian, 2010).
Many studies in the literature indicated that political role on e-government initiative
implementation is very important (Heeks and Stanforth, 2007; Reddick and Frank,
2007; Bertot et al., 2010). The role of public organizations, owners of e-government
initiatives, is important to successfully implement their online initiatives (Altameem
et al., 2006; Al-Sebie and Irani, 2005; Sharifi and Manian, 2010). The technological
stakeholders who are responsible to technically design, implement, support, and guide
the development process of any e-government initiatives need to work side by side
with the political and organizational stakeholders (Sharifi and Manian, 2010;

Altameem et al., 2006; Rowley, 2011; Pardo et al., 2012).

2.7 The Relationship between Political, Organizational, and Technological
Stakeholders
The relationships among internal stakeholders to implement e-government initiatives
are critically important (Welch, 2012; Detlor et al., 2010; Sharifi and Manian, 2010).
The various stakeholders’ participation in e-government can ensure its long-term
success (Rowley, 2011). Although the ultimate goal of e-government is to provide all
electronic services through a single site on the Internet (Gajendra et al., 2012), the
implementation of e-government does not go as planned for many governments in the
world (Saxena, 2005). There are many failed initiatives because of the many
challenges that paralyze or limit the continuity of the project implementation (Heeks,
2003b; Dada, 2006; Ndou, 2004; Sarantis et al., 2011). In fact, internal stakeholders’
relationship and understanding each other role when implementing e-government
initiative is considered critically important and will encourage commitment and co-

operation (Irani et al., 2005). One such factor is security and privacy that leads to trust

Hajed AlRashidi 58



Chapter 2: Literature Review

among internal stakeholders when implementing e-government initiatives (Irani et al.,
2005; Zhang et al., 2005). Trust is essential among stakeholders to implement e-
government initiatives (Al-Omari and Al-Omari, 2006).

E-government initiative implementation challenges are different in each stage of the
project (Layne and Lee, 2001). In order to reach every government goal, the final step
of the e-government project, all internal stakeholders who are responsible to bring the
e-government project to reality must work together closely with greater cooperation
(Rowley, 2011; Sharifi and Manian, 2010). First, the government must know its role,
which is to manage, support, fund, and guide the e-government project at all levels
and stages. Acquiring a clear vision, the government must plan a precise and coherent
strategy (Alshehri and Drew, 2010; Rabaiah and Vandijck, 2011; Ojo and Janowski,
2010). Second, the organization’s role is to apply the government strategy and
manage change in the new e-government environment (Rose and Grant, 2010;
Obeidat and Abu-Shanab, 2010). Finally, the departments of technology, information
systems or those inter-organizational technical staff who are responsible to design and
implement e-government initiatives are responsible to help other departments re-
engineer their business process (Jain and Kesar, 2011; Chen, 2010). The successful
implementation of any e-government initiative depends on the expertise of the internal
stakeholders (implementers) during the three development phases: pre-
implementation; implementation; and the post-implementation (Sharifi and Manian,
2010). In fact, during the implementation stages of the e-government initiative, the
stakeholders’ roles and importance are changing (De’, 2005). However, clarity of
roles and responsibilities is essential for all government internal stakeholders (staff
and organization) when participating in building initiatives across agencies or sharing

information (Pardo et al., 2009; Lam, 2005). Figure 2.4 below illustrates how the
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process of e-government initiative implementation flows between the internal

stakeholders.

Dept. 01 Dept. 02 Dept.n
E-government Centralised
Model Tl e m olal
SUL BRI B
818 g 8 18 2 88 )
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Administration Agency
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N IT Department
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Figure 2.4 Internal Stakeholders Relationship
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2.8 Absence of Framework to Implement E-government Initiative Internally

The development of e-government has significantly slowed down because of the lack
of formal methods to manage and monitor e-government initiatives (Kunstelj and
Vintar, 2004). Failures in e-government initiatives are more common than success and
the reasons are many and varied (Sarantis et al., 2011). There is an urgent need for
frameworks that guide policymakers and official officers in implementing e-
government initiatives (Sarantis et al., 2010b). Therefore, guiding frameworks are
now essential for both governments and research to avoid current and future
challenges facing e-government implementation (Gronlund, 2010; Sagheb-Tehrani,
2010). There is no doubt that e-government internal initiative implementation is not
easy as it requires full cooperation from the three main stakeholders (a) political
administration, (b) organization departments, and (c) technological departments
(Rowley, 2011; Altameem et al., 2006). It is very important to know what factors
influence e-government initiative implementation internally (Detlor et al., 2010).
Moreover, the phases of e-government initiative implementation are important and
need to be studied within the government (Sharifi and Manian, 2010). Hence,
implementing a complete initiative for specified government organizations requires a
theoretical framework to guide internal stakeholders during phases of e-government
internal initiative implementation (Rowley, 2011; Sharifi and Manian, 2010).

An extensive review of the literature revealed that all theoretical frameworks and
models are presented to implement e-government project from top management
perspective only. There is no complete framework or model for e-government internal
initiative implementation from start to deployment. A management framework for e-
government initiative implementation is a necessary tool for the stakeholders who

plan, manage and work on it (Sarantis et al.,, 2011). Based on the information
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collected from the studies critically analysed in this chapter; this research will build a
new theoretical framework in the next chapter. The conceptual framework will be
divided into three levels (a) the internal stakeholders, (b) the development phases and
(c) the factors influencing the stakeholders in each development phase of the e-
government initiative. This conceptual framework is described in Chapter 3, taking

Chapter 2 information into consideration.

2.9 Conclusions

This chapter reviewed the normative literature to explore and identify research issues.
Literature has shown a relative lack of studies in the internal e-government initiative
implementation. The study found many gaps in the literature and insufficient
information to implement e-government initiatives internally. One example, the
internal stakeholders who were responsible for implementing the initiatives and their
specific roles, was not precisely addressed. Moreover, the factors influencing each of
those stakeholders are mapped in this study. Furthermore, the implementation phases
that an e-government initiative must go through were not mentioned in the literature
either. This research identified a gap in the literature, the absence of holistic
theoretical framework for internal e-government initiative implementation. This
framework clarifies the roles and responsibilities of the official stakeholders when
implementing the e-government initiatives. It can be used in any of the e-government
implementation stage as a guiding tool. As a result, this chapter establishes a
background for the context of e-government implementation that reduces the
confusion surrounding the internal implementation of e-government initiative and,
hence, supports the researcher in developing a conceptual framework for this research.

This research has discussed many issues related to e-government implementation;
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starting by giving a brief history of e-government. Secondly, different definitions of e-
government were presented. In fact, there is no standard definition among scholars
and the definition of e-government is still debatable. The researcher then reviewed the
categories that would benefit from the implementation of e-government. These
categories are classified into four types of electronic interaction, namely government-
to-citizen, government-to-business, government-to-government, and government-to-
employees. The study identified that each category (stakeholder) has its own
requirements, objectives and expectations during e-government initiative
implementation. Fourthly, e-government implementation stages were discussed.
Fifthly, internal stakeholders responsible to implement e-government initiatives were
discussed including internal factors influencing e-government initiative
implementation. The responsibilities of internal stakeholders to implement e-
government initiative were discussed as were the relationships between the internal
stakeholders. As result, some of the arguable issues including factors, stakeholders,
initiative implementation phases were discussed to confirm that a framework for e-
government internal initiative implementation is needed. Finally, the researcher found
that there was no theoretical framework for the implementation of e-government
internal initiative. For this research, the following chapter, Chapter 3, will construct

and describe a conceptual framework in detail.
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Chapter 3: Conceptual Framework for E-
government Initiative Implementation

Summary

It has been made evident by reviewing the literature in the previous chapter that e-
government initiative implementation process is not straightforward. As discussed in
Chapter 2, there are limited studies in the literature analysing e-government initiative
implementation process from the e-government internal stakeholder's perspective.
After reviewing the literature critically, this research identifies that e-government
initiative implementation is an important research issue that needs to be carefully
studied and understood. Therefore, this chapter proposes a theoretical framework for
e-government initiative implementation. The framework consists of three parts: (a) e-
government internal stakeholders, (b) factors influencing initiative implementation,
and (c) development phases of e-government initiative. The proposed framework can
be used by government officials, in any implementation stage of e-government, in
public organizations and administrating agencies when considering implementing an
e-government initiative, and allows all internal stakeholders and researchers to better
analyse and explore the implementation aspect of e-government initiative. The
framework will clarify the roles and responsibilities of internal stakeholders during e-
government initiatives implementation. The proposed framework requires an
empirical validation by the researcher, which will be reported in Chapters 5 and 6 of

this work.
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3.1 Framework Background

This study proposes a framework for implementing e-government initiative
successfully by connecting governmental organizations, political administration and
technology stakeholders together. The framework consists of the identified internal
stakeholders who will create (implement) the e-government initiatives, identified
factors influencing each stakeholder, and identified three phases of development to
implement the e-government initiative. The framework describes the internal
workflow in order to picture the e-government initiative in a well defined, flexible and
reusable way for achieving government interoperability of all involved stakeholders.
The framework can be used for implementing the e-government initiative, in any e-
government implementation stage, as a cost-effective and interoperable solution. The
framework illustrates the roles and responsibilities of the internal stakeholders and the
factors influencing them during the three phases of e-government initiative

development.

3.2 Stakeholders of E-government Initiative Implementation

After the critical analysis to the literature presented in chapter 2, the development of
e-government initiative, implementation cycle, depends on three internal stakeholders.
The three internal stakeholders are the political stakeholders, technical stakeholders,
and the organizational stakeholders. These three stakeholders are responsible for
implementing e-government initiative successfully by working closely together.
Clarity of roles and responsibilities among internal government stakeholders when
implementing e-government initiatives can reduce resistance and lead to success

(Lam, 2005). Also, clarity of roles and responsibilities are essential among
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government stakeholders (staff and organizations) when implementing across-
agencies initiatives or sharing information (Pardo et al., 2009). In order to implement
e-government initiative successfully, internal stakeholders must understand their role
and responsibilities (Rowley, 2011). Each stakeholder group should know and
understand the factors influencing him/her during each phase of the e-government
initiative development and to work accordingly.

Firstly, the political stakeholders, the e-administration agency and top government
politicians, will lead the whole e-government project and build strategies to reach that
goal. They also have to guide and support other governmental agencies to implement
their e-government initiative by offering financial and set requirements for the
initiatives that intended to be published online.

Secondly, the organizational stakeholders are the governmental agencies and
departments that own the initiatives. The role of the public departments is to decide on
which service is to be Business Process Re-engineering and transferred as an online
service. One of the main public department's responsibilities is to re-engineer the
business process of the service selected and to work in cooperation with the developer
in the IT department to implement the initiative. In addition, they should be able to
change the work structure and environment in the organization to be compatible with
the e-government environment. It is also their responsibility to reduce change
resistance and train the employees on the new electronic services.

Thirdly, the role of the technical stakeholders is to engage in a good relationship with
both the political stakeholders and the public department's stakeholders to understand
the workflow of the initiative to be implemented and the requirements for placing that
initiative online. The responsibilities of the technical stakeholders are to implement

the e-government initiatives requested by the public departments and train their
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employees on how to use and manage it. They should also know what legacy systems
need to be upgraded. Finding the IT qualified employees to implement the requested
e-government initiative is one of the responsibilities of the IT department as well. The
three internal stakeholders are the political stakeholders, technical stakeholders, and
the organizational stakeholders. The following figure (3.1) shows the e-government

initiative implementers and their relationship.

Stakeholders of E-government Initiative

! , |
Political Technological Organizational
Stakeholders Stakeholders Stakeholders

Figure 3.1 E-government Initiative Stakeholders

3.3 Factors Influencing E-government Initiative Implementation

After the identification of the internal responsible stakeholders and their role to
implement e-government initiatives, it is important to identify the factors that
influence stakeholders. For example, one of the first responsibilities of the technical
department, in any organization, is to ensure that employees and technicians have the
skills and ability to turn the institutional legacy system into a new one and to train the
organization’s employees on how to use the new system. Outsourcing or using the
capabilities of the private sector when in-house employees are unable to complete any
of the organization initiatives is another responsibility. Moreover, it is their duty to
ensure that there is enough efficiency and capability in the IT infrastructure to be able

to cope with the transition to e-government, and to give a detailed report to the senior
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management in the organization about any imbalance. One more important
responsibility is data protection and system security within the organization. This can
be done by applying methods of protection such as hardware and software assigned to
deter/stop any external dangers such as hackers, viruses and spyware. The factors
influencing the political, organizational, and technical stakeholders will be explained
in the next section and subsections.

Furthermore, this study has identified the factors that influence the implementation of
e-government from previous studies in the literature. Since, this study is focusing only
on the internal government factors that influence e-government initiative
implementation, the research avoided the factors that do not relate to the aim of the
study. The study then grouped the remaining factors and distributed them into the
three identified stakeholders who are the political stakeholders, organizational
stakeholders, and technological stakeholders.

Synthesizing and connecting stakeholders with their related factors gives the
researcher a clear and deep understanding of the problem. It is obvious that there is a
gap in the literature because all factors, internal and external, have been identified and
explained but e-government initiatives are still failing in high numbers during and
after implementation. While reviewing the literature, no study addressing the e-
government initiative development phases was found. Furthermore, internal
stakeholders did not map with their influencing factors during e-government initiative
development. All studies focussed on the implementation stages and readiness of e-
government project in general. Hence, shifting the focus from e-government
implementation stages to initiative development phases and identifying the internal
stakeholders and critical success factors for each phase will lead to more initiative

success. Successful implementation of e-government initiatives lead to e-government
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project success. This is the gap that this study will try to fill, and will be explained in

the following sections and sub-sections.

3.4 Mapping Factors, Stakeholders, and Development Phases for E-government
Initiative Implementation
Smaller projects 'initiatives' of the e-government management also go into phases of
implementation. Internal project management team of e-government (managers)
should work in close relationship to implement their initiatives. This research
identified three implementation phases of the e-government initiative. In the first
phase, the e-government initiative starts as a request from the public department, RFP
(Request for Proposal) (Sharifi and Manian, 2010). The three stakeholders analyse the
initiative and structure it before the technical stakeholders start implementing it. In the
second phase, the technical department stakeholders implement the initiative either in-
house or by seeking the help of outsourcing. In the third phase, the initiative is placed
online in the one-stop portal. The following figure (3.2) illustrates the three phases of

the e-government initiative implementation.

(E-government Initiative Implementation Phases]

' !
( Pre-Implementation Implementation { Post-Implementation ]
(Design Phase) (Development Phase) (Deployment Phase)

Figure 3.2 Implementation Phases of E-government Initiative

Implementing e-government initiative is much more than just identifying factors.

Although factors are very important, initiative implementation process and
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stakeholder's role and responsibility are the key to success. Every e-government
initiative goes through an implementation process. There are three phases to any e-
government initiative implementation. Each phase has its own critical success factors.
It was found necessary to group these factors under the three stakeholders described
above.

According to Baum and Di Maio (2000) it is not necessary to start e-government
projects at the first stage and proceed to the final stage. When implementing e-
government it is possible to skip stages either from its start or as it develops.
However, this is not possible when implementing e-government initiative. E-
government initiative implementation has three sequential phases and no phase can be
skipped. Each phase encounters some factors that impede its progress. These factors
come from the three initiative stakeholders: political, organizational, and
technological.

This study identified the factors affecting each initiative implementation phase from
the factors influencing each stakeholder to provide e-government officials with a clear
view on the requirements of initiative from start to finish. In fact, researchers and
decision-makers should look at the factors of e-government from the implementation
phases not from the stakeholders’ perspective in order to fill the gap relating to the
high number of initiative failures. For example, it is important to know the factors
influencing each e-government initiative development phase. This can reduce the
complexity and shrink entanglements among stakeholders during the initiatives
development. The table (3.1) below gives a summary of the factors influencing
initiative implementation phases from the research perspective with a detailed

explanation in the subsections below.

Hajed AlRashidi 70



Chapter 3: Conceptual Framework

Factors Influencing Stakeholders in each Initiative Implementation

Phase
Pre-implementation Implementation Post-Implementation
(Design) (Development) (Deployment)
Leadership
Political Awareness/Strategy L .
Stakeholders | Political desire/Support Legislations/Regulations
Financial
Resistance to
Change
Organizational BPR
Stgkeholders Cooperation IT Training
Enforcement/Reward
system
Corruption
Technical IT Infrastructure IT qualified staff Privacy and security
Stakeholders | Legacy Systems Upgrade

Table 3.1 Intersection of Stakeholders, Factors and Initiative Implementation

Phases

3.4.1 Factors of Design Phase (Pre-Implementation)

Pre-implementation is the first phase, design, of any e-government initiative
development (Sharifi and Manian, 2010). It starts as an idea or a need to provide an
online service to customers. This phase started when a governmental department send
an RFP (Request of Proposal) to the IT department in the same organization. There
are political, organizational and technical factors critically important in this phase.

The factors influencing this phase are outlined below.

3.4.1.1 Strategy and Awareness
The importance of strategy and awareness to e-government initiative development

were highlighted by many studies in the literature. It is the responsibility of the
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government top management, political stakeholders, to set strategies and spread the
awareness of the e-government project among all the employees. Although both
factors are necessary in all development phases, strategy and awareness are highly
important in the beginning of any e-government initiative development. First of all,
awareness of the benefit of e-government initiative is essential and has to be spread
among employees at all levels in different agencies and departments. Then, a strategy
of e-government goals must be shared at all levels (Lam, 2005). These two factors are
critically important in the first phase, pre-implementation, of the e-government
initiative development to strengthen commitment among all stakeholders and draw a
clear roadmap to follow.

Furthermore, it is very important that all government staff, leaders, and employees
have reasonable awareness of the e-government initiative and understand its benefits
to all stakeholders. Spreading awareness about e-government initiative importance
among all staff leads to a faster and more effective implementation and encourage
collaborations. In fact, e-government implementation should be the goal of every
single employee at all levels. E-government initiative success depends highly on the
awareness of the programme (Dwivedi and Sahu, 2008). This has to be spread to all
staff in the first phase of the development to increase chances of success.

A clear strategy, in the first development phase of the project, is one of the most
important factors that lead to a successful e-government initiative development.
Governmental early clear strategy can lead to smooth implementation of e-
government initiatives. In fact, developing a strategy to achieve goals is very
important in any project that involves change (Altameem et al., 2006). Early e-
government strategy will allow a huge turnover from paperwork to digital means

without change resistance. Strategy is highly important if an initiative require
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collaboration between governmental agencies to successfully present an online service
(Sang et al., 2009). It should continually encourage related public agencies to
cooperate and continue the process of transformation and meet the tasks and time
limit. Hence, a precise strategy to guide the e-government initiative development is
critically important to prevent disparities in the process of development between
government agencies. The strategy is a wider plan to implement e-government
initiatives and has to be set by the government while the tactics are the smart steps of

the implementation process by the organization.

3.4.1.2 Leadership

The complexity and scale of the changes that will take place during the e-government
initiative development made it evident that involvement of a leadership is highly
required. In fact, strong leadership can speed up the process of e-government initiative
development and ensure success. When developing an e-government initiative,
presence of leadership is necessary at all the development phases (Schwester, 2009).
In addition, the role of the leadership varies from development phase to another.
However, the role of the leadership becomes most important especially in the first
phase of the e-government initiative development. Strong political leadership is
critical to the success of e-government initiative implementation (Chowdhury et al.,
2006). Strong leadership must control and support the projects at all levels of e-
government initiative implementation stages from the bottom to the highest level.
Leadership should help in reducing change resistance and enforce applying e-
government strategy.

Effective leadership is one of the major factors contributing to e-government success,

according to many studies in the literature (Altameem et al., 2006; Ndou, 2004;
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Prybutok et al., 2008). One of the top challenges to the government as top
management of the project is to find a strong political leader, with IT and
management skills, who can lead the project to its success.

Strong and competent leadership can positively influence and increase the success of
e-government implementation (Seifert and McLoughlin, 2008). However, e-
government as a long-term project is directly affected by any political instability
(Cayhan, 2008). The political and institutional instability, with frequent changes of
governments, are considered a major challenge to e-government implementation

(Basu, 2004).

3.4.1.3 Political Desire/Support
During the first development phase of an e-government initiative, political desire and

support become essential. Top management must believe in the value of an e-
government initiative, to all stakeholders, in the beginning and support it. Indeed, the
political desire comes only after having awareness on how important is the initiative
to both government and customers. The government's political support and insistence
on transition to electronic government is very important in all stages of e-government
initiative development.

Further, unbalanced political support in financial resources, BPR, and IT training can
affect the initiative development process. Internal political desire and support from
top government officials is necessary for achievement of e-government goals; in
addition, political desire was ranked the most important factor to implement e-
government initiative in Bangladesh (Chowdhury et al., 2006). It is common that
most electronic initiatives were given limited budgets and time which cannot be met

without the political support and guidance.
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3.4.1.4 Financial/Cost
It is the political responsibility to present sufficient budgets for the e-government

Initiative in the per-implementation phase. Lack of funding is a major drawback to the
realization of e-government (Huang and Bwoma, 2003). The lack of financial
resources is considered an evident challenge to e-government initiative
implementation (Bhuiyan; Altameem et al., 2006). According to the scope and scale
of e-government initiative implementation, the cost is very dramatic; and the cost of
e-government initiative implementation depends on building an in-house system,
buying an existing package, or hiring an outsource to create it (Bhatnagar, 2004).

E-government requires spending huge amounts of money to build projects and train
staff. E-government early stages do not need a lot of money; however, this is not true
for the latter stages. Political stakeholders must know that spending on e-government-
related initiatives will continue to grow stage after another. According to Lau et al.
(2008), development in the back-office represents approximately 90% of e-
government initiatives in the final phase of e-government system. However, the
budget for every e-government initiative must be negotiated and agreed by the

technical and political stakeholders before the implementation phase start.

3.4.1.51T Infrastructure

The first priority when implementing e-government initiative is to have a capable and
reliable IT infrastructure (Gil-Garcia et al., 2009). IT infrastructure in particular is the
responsibility of the technical stakeholders to make sure it is ready for the e-
government initiative development prior to the implementation phase. IT

infrastructure is all the hardware, software, and procedures needed to implement an IT
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project. IT infrastructure is the backbone of e-government initiatives and must be
ready by the time the initiative development is ready to start.

In the developing countries, IT infrastructure is considered a big challenge to
implement e-government initiatives (Dada, 2006; Ndou, 2004). One of the major
factors for e-government initiative implementation failure is the poor IT infrastructure
(Gichoya, 2005), and therefore, IT infrastructure plays a key role in the success of e-
government initiative development. Inadequate IT infrastructure is particularly one of
the major challenges and will seriously delay the implementation process of e-
government initiative (Siddiquee, 2008). Consequently, the IT infrastructure
capability is important to address the integration problems and then connect all
governmental bodies. As a result, IT infrastructure has to be built during the pre-

implementation phase of any e-government initiative.

3.4.1.6 Legacy System Upgrade (Hardware and Software)

During the pre-implementation phase, technological stakeholders must identify any
legacy systems and upgrade it. Indeed, inflexible legacy systems are another challenge
to implement e-government initiatives (Lam, 2005). In this phase, pre-
implementation, legacy system upgrade could increase the costs of e-government
initiative development. This is one of the most challenging factors during the initiative
pre-implementation phase. Preparing for e-government and benefiting from new
technology, organizations are aiming to replace legacy systems to improve their back-
office operations (Huang and Bwoma, 2003).

Upgrading legacy systems will help securing government information against
unauthorized access, and is one of the important factors in e-government initiative

implementation (Altameem et al.,, 2006). Therefore, before starting the
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implementation of any initiative all legacy systems must be upgraded in the pre-
implementation phase. Further, the success of collaboration between government
organizations relies on IT standards; incompatible or different hardware and software
systems will lead to e-government initiative implementation failure (Altameem et al.,

2006).

3.4.2 Factors of Development Phase (Implementation)

This is the critical phase where many important factors occur. In this phase, technical
stakeholders are the most important players. Technical staff capability is the most
important factor here as well as the organization management skills during the
business process reengineering. Finance is also very important here to upgrade legacy
systems and pay for any outsourcing involvement. Factors influencing this phase of

the initiative implementation process are described in the following sub-sections.

3.4.2.1 Corruption
During the implementation phase, corruption is one of the factors that interrupted the

speed of e-government initiative development. Corruption refers to all types of
corrupt acts at the work environment. It is widely known that most governments
around the globe are suffering from some level of corruption (Dreher et al., 2007).
Corruption level in the public sector is decreasing sharply in countries where e-
government exists. In April 1999, the Seoul Metropolitan Government launched an
online system called OPEN (Online Procedures ENhancement for Civil Applications)
to control corruption which worked well and reduced corruption as expected (Cho and
Choi, 2005).

It is not right, as it widely believed, to wait for e-government final stage to reduce or

eliminate corruption. Politicians in governmental organizations must fight corruption
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during e-government initiatives development, especially in the implementation phase,
to ensure the implementation success. E-government initiative can be affected by the
leadership decision especially if IT developers need collaboration from the beneficial
department. Hence, the e-government initiative will end up in failure if corrupt
official resist cooperating (De’, 2005). This problem is more severe and likely to
happen if there is a need that two or more public organizations should work together

for the success of one online e-government initiative.

3.4.2.2 Business Process Re-engineering (BPR)

BPR directly affects an initiative during the implementation phase and is the most
important task that organizations should carefully focus on when shifting to e-
government environment. Re-engineering business process for any initiative must be
done in collaboration between the IT department and the beneficiary department. As
developers in the IT department know how to turn traditional services to electronic
services, employees in the beneficiary department know how to manage the business
process. BPR is an important factor in e-government implementation and was
introduced in the 1990s by (Hammer, 1990). He argued that business process
reengineering triggers many changes in the organization such as job designs,
organizational structures, management systems and anything associated with the
process. Not just an important task, it is a complete change in the organization which
requires a tremendous effort. Unsurprisingly, it is very difficult for any organization
to turn off traditional ways of working and shift to a new one especially in
electronically based services.

Reengineering the business process (BPR) for e-government initiative is going to be a

huge turnover in the way governmental organization offers online services to

Hajed AlRashidi 78



Chapter 3: Conceptual Framework

customers. Despite the different positions on BPR in the literature, it is a must and a
major concern to e-government initiative development. One example of the challenges
to BPR is employee resistance. Many people in the organization are afraid of BPR due
to a loss of authority or control (Lam, 2005).

As a result, while implementing an online initiative it is very important to determine
the beginning and end of each e-service, and is the responsibility of each department
in the organization. Such clarification leads to the success of building this e-service
and ease of implementing it by the technical working group. Finally, for BPR to be
successful a strong cooperation with the technology department staff when building

any initiative is critically important.

3.4.2.3 IT qualified staff

This is the most concern of the IT department especially in the implementation phase.
Since they are the responsible group to develop the electronic service, IT qualified
employees are the most important during the implementation phase of e-government
initiative. However, lack of in-house technical skills required to shape initiatives is
considered one major challenge to the e-government initiative implementation (Lam,
2005). Proper and adequate staffing in the IT department is essential and the
responsibility of the organization (Huang and Bwoma, 2003). In general, lack of
qualified technical staff is a problem for every government worldwide (Altameem et
al., 2006).

High amounts paid by the private sector to attract qualified staff causes migration of
these staff which leads to competition and e-government project delays. This

competition, most of the time, perforce the government to seek for outsource
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cooperation. Relying on in-house employees or seeking the outsource assist is the

responsibility of the IT department, and vitally happened in the implementation phase.

3.4.2.4 Cooperation

All stakeholders’ cooperation is important and required in every phase of the e-
government initiative development. However, cooperation is most important in the
implementation phase. Political and organizational stakeholders must cooperate with
the technical stakeholders (IT developers) in order to successfully implement the e-
government initiatives. During the implementation phase commitment of cooperation
between all the stakeholders is critically important.

According to Hu et al. (2006), cross-agency cooperation has a great potential to
transform the way that governments work, share information, and deliver services to
external and internal clients, and is critical to the success of e-government initiative
implementation. An agency’s bureaucratic structure represents a key challenge in e-
government initiative implementation and must be avoided. Therefore, any agency
should effectively engage and interact with other agencies to achieve shared goals
when implementing e-government initiatives. Further, respecting the interests and
expectations of each participating agency and not challenging its existence or
autonomy is also important for successful cross-agency collaboration in e-government
(Fountain, 2001).

In a study to investigate the e-government initiative development in Singapore, Ke
and Wei (2004) argued that agencies must see themselves as one organization that
cooperates, shares information, and provides the general public or particular
constituencies with better and integrated services in order to implement e-government

initiatives in an effective and efficient way. Without developing effective cooperation

Hajed AlRashidi 80



Chapter 3: Conceptual Framework

relationships between significant people from each organization, inter-organizational

cooperation will not be successful (Cohen and Mankin, 2002).

3.4.2.5 Resistance to Change

Many studies in the literature indicated that resisting change among employees from
all levels is common in e-government implementation. However, it is highly
decreasing the process of developing e-government initiative in the implementation
phase in particular. According to Ebbers and van Dijk (2007), the definition of
resistance is the force that hinders or stops. Additionally, Folger and Skarlicki (1999)
define resistance as "employee behaviour that seeks to challenge, disrupt, or invert
prevailing assumptions, discourses, and power relations” (p. 36).

Resistance to change among employees during e-government initiative development
is considered one of the major challenges. The establishment of e-government carries
a lot of changes at the level of organizations, departments, divisions and tasks which
require a change in management leadership and employees. Therefore, there will be
resistance to change and this change applies to all corners of the organization and will
grow steadily if not controlled.

In an empirical study to examine how people interact in an emerging e-government
environment, the authors Koh et al. (2006) argued that e-government efforts will be
less successful if an important group of stakeholders, the employees at all levels, do
not "buy-in." in doing so, it is important to the organization to create an IT strategic e-
government plan and to evaluate how strategic plans are developed, communicated,
and integrated into the workplace environment. Finally, the authors, Koh et al.,
pointed out that employees do not place a high value on e-government initiatives

without proper understanding of the importance of them. Moreover, resisting change
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is the result of inadequate training among government employees who are not very
well involved in using information technologies (Norris, 1999). Consequently,
resistance to change is a result of:

e Fear of the unknown.

e Fear of being replaced by a machine and losing job.

e Not willing to give up some power and/or power loss.

e Disbelief of the benefit of technology and e-government.

e Fear of not using technology correctly or failing to learn.
A resistance model called ADKAR was introduced by Hiatt (2006), listing five
building blocks that must be individually obtained to realize change successfully:
awareness, desire, knowledge, ability, and reinforcement. He stated that it is the
management's job to create an environment for people to go through these stages as

quickly as possible to overcome resistance to change among employees.

3.4.2.6 Enforcement/Reward System

During e-government project implementation a reward system is important to
motivate employees to participate and produce high-level work (Altameem et al.,
2006). This is important particularly in the implementation phase. To guarantee
employees participation, punishment and reward need to be applied by the top
management. Heeks (2003) argues that enforcement on employees to use the system
and participate in the e-government implementation reduces the chances of failure and
leads to success. Hence, one of the biggest responsibilities of the organization is to
give high priority to the project from the beginning to the end and encourage the
employees to work accordingly. Consistently, giving the project a high priority is very

important to ensure the success of the project in the long run. The key to
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accomplishing this is to identify a strong political leader who has full political power
to use the punishment and reward system.

In addition, it is very important to urge customers to use the online service rather than
coming to the organization location. After the completion of the implementation
phase of e-government initiative, the post-implementation phase starts when the

initiative is deployed on the e-government online gate.

3.4.3 Factors of Deployment Phase (Post-Implementation)

This is the last phase of any e-government initiative development. It is a very
important phase and needs to be adopted by employees who should always be
committed to make it successful and act accordingly. It should be the termination of
the traditional services offered. The leaders should give high priority to the online
initiatives and enforce employees to use the new e-initiatives over the traditional one
and to overtake any change resistance. Commitment to stick to the e-initiative being
provided is very crucial at this stage by political, organization and technical
stakeholders. However, organizational stakeholders bear more responsibility at the
post-implementation phase to manage the online e-government initiatives.

Users might resist using the online service at the beginning due to human nature of
not wanting to change or learn new things. However, sticking to the new online
electronic services and encouraging citizens and businesses to use it will eventually
lead to the success of the initiative (Valdés et al., 2011). Factors influencing the post-

implementation phase are listed in the following sub-sections.

3.4.3.1 Legislations and Regulations

The rights of all the stakeholders related to the e-government initiatives can be

identified and organized by legislations and regulations. Stakeholders need the
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legislations to ensure their rights during the development phases of the e-government
initiative. Although, it is important for all the development phases, legislations are
most important in the post-implementation phase to increase adoption and success.
The absence of legislation and regulations when implementing the e-government
initiative is one of the major challenges that hinder the implementation of this vital
project. Therefore, lack of trust among stakeholders is the result of absent or no clear
legislations and regulations (Carter, 2008).

Making the environment to feel safe and trustworthy for e-government transactions
regulations and legislation are essential. As a result, new legislation and regulations
are needed for e-government because it is a new phenomenon (Altameem et al., 2006;
Sahli et al., 2009). For example, digital signature is very important to control e-
government security; therefore, a new law is needed to recognize digital signature as a
tool to identify users. Laws governing the use of electronic services must be provided

to ensure the rights of all parties and encourage them to use these online services.

3.4.3.2 11T Training

After deploying the new e-government initiative online, training the employees on the
IT skills to adopt the new service is necessary. Hence, IT training in the post-
implementation phase is most important and the responsibility of the organization.
The government depends highly on the employees IT skills and their ability to provide
the e-government (Ho, 2002b; Heeks, 1999; Moon, 2002b). According to Huang and
Bwoma (2003), "training leads to job satisfaction." The rates of e-government
projects’ failures are greatly affected by the lack of training, skills, and change

management efforts.
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Moreover, technology must be developed in collaboration with local staff during
project implementation to improve awareness of the project (Dada, 2006). According
to numerous research in the literature (Heeks, 1999; Moon, 2002b; Ho, 2002b), lack
of skills and training are a particularly significant problem in developing countries to
effectively implement the e-government system. The problem is that after years of
training, the leakage of employees to the private sector increase due to the high

competition on the IT skilled staff.

3.4.3.3 Security and Privacy

Privacy and authentication issues are major concerns when implementing e-
government initiative (Huang and Bwoma, 2003). Lack of trust is a significant factor
that can decrease e-government initiative implementation. This is mostly occurred in
the post-implementation phase. Hence, local agencies should employ trust-building
strategies. Securing government information against unauthorised access is one of the
important factors in e-government implementation (Altameem et al., 2006). Exposure
of sensitive information to unauthorized internal and/or external individuals generates
distrust which means external and internal stakeholders refrain from using electronic
services. Security and privacy is the responsibility of the IT department and must be
completed at the post-implementation phase.

With this in hand, distribution of the above factors to the related stakeholders at every
phase of e-government initiative development could be the answer to the research
question, and might lead to better and successful e-government initiative
implementation in the future. The table below gives a complete picture of the e-
government initiative phases, stakeholders, and factors of each stakeholder at every

phase of implementation.
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Finally, identifying the internal stakeholders who are responsible to implement the e-
government initiatives as well as the factors influencing them and distributing these
factors to the three development phases is important to understand the cycle process
of the e-government initiative implementation. As a result, each stakeholder will
know the roles, responsibilities and what factors influencing him/her at each
implementation phase. Therefore, the above factors in each development phase under

each related stakeholder are summarised in the table below.

3.5 Strategy for Validating Conceptual Framework in Fieldwork

The proposed framework needs to be tested and validated empirically. Hence, the next
step of this research was to test and validate the framework in real life organizations.
The detail of testing and validating information is discussed in Chapter 5. The three
parts that need to be empirically tested and validated of the framework are the factors,
the stakeholders’, and the phases of development. Each factor was linked to the
stakeholders that it was influencing. Then factors were again distributed to the three
development phases. The result is that every stakeholder should know what factor
influences him/her in which phase of the e-government initiative development.

The proposed framework (figure 3.3) consists of three steps to manage any e-
government initiative implementation. This framework describes the cycle process
that e-government initiative goes through internally. An e-government initiative starts
when a governmental organization sends an RFP to the IT department in the same
organization and ends when that initiative is deployed online in the government one-
stop portal. As described by the framework below, managing an e-government

initiative implementation should be done in three steps.
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First, the study identified the important factors that influence those stakeholders
during the implementation of the e-government initiative and linked each stakeholder
with the related factors. The factors influencing e-government projects in all phases
must be understood to have a straightforward implementation. Second, the study
identified the internal stakeholders (implementers) and their roles and responsibilities
in three phases of managing the implementation of e-government initiatives. Third,
the study identified the three implementation phases of the e-government initiative
that not have been previously studied in detailed aside from the pre-implementation
phase, which was mentioned by (Sharifi and Manian, 2010). These three phases are
the phases that any e-government initiative undergoes during development.

Next, the factors are distributed again to the three implementation phases of the e-
government initiative. Each factor goes to the implementation phase that it affects the
most. After mapping the factors to the three phases of implementation, each
stakeholder will then know his or her role and responsibility in each development
phase. This will enable the stakeholders to manage the e-government initiative
effectively in all phases of implementation. Following this framework when
implementing e-government initiatives will hopefully reduce the high failure rate of e-
government initiatives.

In the third step, managers should discuss the requirements of the pre-implementation
phase. Most of the responsibilities in this phase lie on the political stakeholders.
Managers should also discuss the requirements of the implementation phase, which
should be the responsibility of the technical stakeholders, mostly. The post-
implementation phase, after posting the initiative on-line, should also be discussed so
that its requirements can be understood. The responsibilities of the post-

implementation phase are mostly on the organization stakeholders to manage their
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online initiative and start serving the public. In all phases of implementation, internal
stakeholders share responsibilities. However, roles and responsibilities change from
phase to another. Stakeholders should be committed to cooperate with each other in
all of the implementation phases (Grimsley and Meehan, 2007). It is important to
know that there is no end for the e-government initiative management, and internal
stakeholders should work as a team even after deploying the initiative.

In addition, this framework can be used by internal stakeholders as a tool to
implement e-government initiatives in any stage. This framework should work in
parallel with the theory of e-government stages of growth. Limitations encountered
during testing, as well as validating this framework, are discussed in Chapter 4. The
following conceptual framework will be empirically tested to justify its correctness,

usability, and benefit.
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Figure 3.3 Conceptual Framework for E-government Initiative Implementation
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3.6 Conclusions

This chapter analyses the e-government literature from the researcher’s perspective to
establish a conceptual framework for e-government initiative implementation.

With the extensive critical analysis to the literature, the study analysed all the factors
influencing the implementation process of the e-government. There were external and
internal factors influencing the e-government implementation. Since the aim of this
study was to find out why most of the e-government initiative implementation fails,
the study then avoided the external factors and focused on the internal ones. After the
identification of all important factors, the study critically analysed the internal
stakeholders and their role in implementing the e-government initiatives. The result
was that there are three important stakeholders responsible to implement e-
government initiative namely the political, organizational and the technological
stakeholders. Each factors was then mapped to the stakeholder that influencing the
most.

With this in mind, the gap identified is the absence of theoretical frameworks for
internal e-government initiative implementation. The research starts in synthesizing
the framework by first analysing the stages of e-government model. Secondly, the
factors that impede e-government implementation were identified and categorized into
three stakeholder categories namely political, organizational, and technical. Thirdly,
the study discovered the, novel (a), model which is the absence of initiative
implementation phases. Finally, the research connected each, novel (b), initiative

implementation phase with its factors and stakeholders.

Next, the research methodology, in Chapter 4 will be set to test and validate the

proposed e-government initiative implementation framework.
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Chapter 4: Research Methodology

Summary

The conceptual framework presented in Chapter 3 for e-government initiative
implementation requires validation by empirical data to become a valid novel
framework. The empirical data has to be collected from the fieldwork successfully.
Hence, in achieving the aim of this research, the methods used for empirical data
collection should be precisely described. To do so, this chapter provides a full
description of the methodology, strategy and protocols selected for this study.

Then, the justification for selecting the interpretive research stance in this thesis is
provided. Moreover, the adoption of a qualitative case study strategy for this study is
also justified. The empirical research design explains the endeavour of this research
from the beginning until drawing a conclusion. In conclusion, this methodology was
translated to a case study protocol for data collection based on the research
characteristics and requirement needs.

Understanding the philosophy behind research is very important as it opens the
researchers mind to other possibilities such as enriching research skills and enhancing
confidence to choose the appropriate methodology (Holden and Lynch, 2004).

Many disciplines use a different research approach. The goal of this chapter is to find
the most appropriate research approach, research strategy and data collection

techniques.
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4.1 Selecting an Appropriate Research Approach
One of the major tasks for the researcher when conducting this research was selecting

an appropriate research approach. Creswell (2009) stated that there are only three
types of research methods: qualitative, quantitative, or a mixture of the two. According
to Stake (1995) cited in Harling (2002), there are three main differences between
quantitative and qualitative research. First, quantitative research is used to explain a
phenomenon while qualitative research is used to understand a phenomenon. Second, in
both research styles, the researcher’s personal and impersonal role is different. Third,
quantitative research is for knowledge discovery while qualitative research is used to
construct knowledge.

Choosing an appropriate research approach is, no doubt, a big challenge to any
researcher in any field, and Information System is no exception. Hence, choosing an
appropriate research approach for an Information System (IS) research is difficult
because it is a multi-disciplinary field. Therefore, the research question being asked
should always be the base to choose the appropriate method (Malterud, 2001). No one
approach is better than the other, but researchers decide based on the nature of their
research. In order to reach any study aims, a researcher can use one research approach
or a mix of two approaches if necessary. Table 4.1 below gives a brief summary of the

guantitative and qualitative research approaches.
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Research Approach References Research Approach References
Quantitative Qualitative
e Use of mathematical and | Kaplan, e Determining what things exist | Bogdan and
statistical techniques to identify | (1964); rather than how many there are. | Taylor,
facts and causal relationships. | Lincoln and Thick description. Less | (1975);
Samples can be larger and | Guba, (2000). structured and more respective | Nissen,
representative. Results can be to needs and nature of research | (1985).
generalised to larger populations situations.
within known limits of error.
Positivist Interpretivist
e Belief that the world conforms to | Hirschheim, ¢ No universal truth. Understand | Bogdan and
fixed laws of causation. | (1985); Klein and interpret from researcher's | Taylor,
Complexity can be tackled by | and Lyytinen, own frame of reference. | (1975).
reductionism.  Emphasis  on | (1991) Uncommitted neutrality.
objectivity, measurement and Realism of context important.
repeatability.
Confirmatory Exploratory
e Concerned  with  hypothesis | Ives and | e Concerned with discovering | Trauth and
testing and theory verification. | Olson, patterns in research data and to | O'Connor,
Tends to follow positivist, | (1984). explain/understand them. Lays | (1991).
quantitative modes of research. basic descriptive foundation.
May lead to generation of
hypothesis.
Deduction Induction
e Uses general results to ascribe | Popper, e Specific instances wused to | Popper,
properties to specific instances. | (1963); arrive at overall | (1963);
Associated with theory | Mintzberg, generalisations. Criticised by | Hirschheim,
verification and  hypothesis | (1979). many philosophers of science | (1985).
testing but plays an important role in
theory/ hypothesis conception.
Laboratory Field
e Precise measurement and control | McGrath, e Emphasis on realism of context | McGrath,
of variables, but as expense of | (1984). in natural situation, but | (1984); Van
naturalness of situation, since precision in control of variables | Horn,
real-world intensity and variation and behaviour measurement | (1973).
may not be achievable. cannot be achieved.

Table 4.1 Differences in Qualitative and Quantitative Approach (source: Missi,

2005)

There is much controversy in the field of scientific research as to which research
approach is the best in various research issues. Many researchers tend to prefer
quantitative research for the accuracy and ease of analysis and global credibility, and
the possibility that any person can do it. On the other hand, other researchers tend to
prefer qualitative research as it deals with various details accurately from different

aspects of research and gives an indication that results are closer to reality than
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numbers and quantities. Research should not be led methodologically; the
methodology should be selected based on the consequences of the philosophical
stance of the researcher and the nature of the phenomenon to be studied (Holden and
Lynch, 2004).

Qualitative research is necessary and useful to explore organizational goals,
processes, and failures in a new phenomenon (Skinner et al., 2000; Broom et al.,
2009). Hence, the study adopted a qualitative approach as the general outline method

for this research.

Qualitative research

A

Influenges/guides

Positivist Interpretive Critical

Figure 4.1 Underlying Philosophical Assumptions (source: Avison and Pries-Heje,
2005)

According to Orlikowski and Baroudi (1991), there are several philosophical
approaches in IS research including: interpretivism, positivism, post-positivism, and
critical. Positivist is a philosophy depends on measurable evidences which are
independent of the observer. Positivist is the most commonly used among researchers.
It is used to test theory by measuring properties to understand phenomena. For
example, researchers use positivist to test hypothesis. On the other hand, critical as a
philosophy use critiqgue to gain knowledge such as focusing on the oppositions,
conflicts and contradictions in contemporary society. Therefore, positivist and critical

approaches are not suitable for this study because of the objectives of this thesis.
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The interpretivism approach is used to understand the phenomena under investigation
from the participants perspective who are involved directly with a particular
phenomenon (Irani et al., 1999). This study seeks understanding of challenges facing
political, organizational, and technological aspects when implementing e-government
initiatives from internal stakeholder’s perspective. Therefore, interpretivism
epistemological stance is considered the most appropriate approach for this research.

The following table 4.2 shows the strengths and weaknesses of using a qualitative

research approach.

Strengths References Weaknesses References
Researcher can study 1S Benbasat et al. Sample size smaller than in | Cornford and
phenomena in their natural (1987) other types of research Smithson (1996)
setting which little is known | Maykut and which reduces Lee (1991)

Morehouse (1994) | generalisability, Maykut and
Silverman (2000) | controllability and Morehouse (1994)

deducibility

Silverman (2000)

Allows researcher to
generate theories from
practice

Benbasat t al.
(1987)
Myers (1997)

Qualitative data
predominantly textual with a
richness that can be lost
when aggregation or
summarisation occurs

Lee (1991) Miles
and Huberman
(1994)

Allows researcher to
investigate meanings given
by specific audiences, and
thus is able to address this
issue to some extent.

Silverman (2000)

Interviews with participants
can place considerable
demands on time, making it
difficult to recruit managers
and others for whom time is
often at a premium

Miles and
Huberman (1994)

Allows barriers between
researcher and user to be
lowered

Benbasat and
Stake (1995)

Collected data unstructured
and unbounded

Lee (1991)

Allows researcher to have
thick and close description
of phenomena in context-

specific setting

Benbasat and
Stake (1995)
Myers (1997)
Silverman (2000)

Time-consuming in that
researcher must spend
lengthy amount of time
involved with research in
terms of data collection
process and data analysis

Lee (1991) Miles
and Huberman
(1994)

Allows researcher to gain
in- depth understanding of
nature and complexities of
processes

Benbasat et al.
(1987) Maykut
and Morehouse
(1994)

Silverman (2000)

Data open to a number of
interpretations which can
reduce accuracy of
interpretation results

Cornford and
Smithson (1996)
Silverman (2000)

Table 4.2 Strengths and Weaknesses of Qualitative Research (Source: Ebrahim,
2005)
The next section will justify the use of qualitative research as a method chosen for

this thesis by providing reasons that lead to make this decision.
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4.2 Justifying the Use of Qualitative Research Methods

Qualitative research emphasizes deeper understanding of contemporary phenomena
through communication with participants, documentation analysis, or observation
(Flick, 2009). The study adopted qualitative research as a method for this study
because of the necessity to gain deeper understanding on why e-government initiative
fails in high numbers and what the causative factors are for the failure.

According to Campbell (1996) and Strauss et al. (1990) cited in Hoepfl (1997), there
are a number of points that should be taken into account and considered when

adopting this kind of research approach. The most important of these points are:

1. Those qualitative research methods that can be used to increase our
understanding of any phenomenon or problem we do not know much about.

2. We can also use this type of research method to get views and opinions of
different things that we do not know much about, or to get in-depth

information which is difficult to gain via a quantitative method.

A qualitative research method is especially important in providing detailed
explanation, interpretation and clear understanding of any problem or new
phenomenon. It helps us to explore and understand problems or phenomenon through
the new views, perspectives and experiences carried out by humans.

A qualitative research approach is interested in answering questions that begin with:
why? how? and what?, while a quantitative method is interested in answering
questions such as how many? and how much? There are significant differences

between the two approaches that are summarized in Table 4.1.
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Therefore, a qualitative approach is selected for this research for the following
reasons:
1. Qualitative approach is concerned with the opinions, views and suggestions
from human experience and inner feeling of individuals.
2. Qualitative approach describes the phenomenon as is, accurately.
3. Qualitative method uses data and information to build and develop concepts
and theories that help us understand the phenomenon. It is an inductive style
of building and developing of theories, while the quantitative approach is
testing theories that already exist and are proposed. Quantitative method is a
deductive style.
4. Data and information collection in a qualitative method are collected
through a direct confrontation with individuals and groups by interviews,
document analysis, or observation. Therefore, collection of data consumes a
long time.
5. Qualitative approach requires us to use smaller but focused samples because
of the nature of data and information collection which takes a long time;

however, received data are accurate, in-depth, and focused.

4.3 Selecting an Appropriate Research Strategy

According to Yin (2009a) a case study is the most appropriate method if the form of
questions being addressed are "how", "why", and "what"?, and the study is focusing
on a contemporary phenomenon within a real-life context. Galliers (1992) outlined the

case study as an attempt to describe the relationship which exists in reality, usually

within a single organisation or a group of organizations. Therefore, it is necessary to
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choose case study for this research as the most appropriate strategy. Justifying the use

of a case study is outlined in the following sub-section.

4.3.1 Justifying Use of Case Study

Case study research investigates a contemporary phenomenon in its natural setting
(Yin, 2009a). In the literature, many researchers indicated that case study research is a
significant research strategy in the IS research area (Klein and Myers, 1999;
Orlikowski and Baroudi, 1991). According to Yin (2009a) and Benbasat et al.
(1987a), case study research is valuable in testing or developing new theory. It also
has been a common research strategy, both deductive or inductive investigation, to
search for in-depth understanding of complex phenomenon using multiple methods of
data collection such as interviews, observation, and questionnaires, written materials
and more (Yin, 2009a; Cavaye, 1996). According to Bryman and Bell (2007), a case
study can be a single organization, a single event, or a single location such as a
factory, production site, or office building etc. Case study is an ideal methodology
when a holistic and in-depth investigation is needed (Tellis, 1997). Case study
research is the most common qualitative method used in IS research (Yin, 2009a;
Myers, 1997), particularly to develop and test new theory (Benbasat et al., 1987b). There
are a number of reasons why the case study was chosen as a strategy for this research.

e E-government is a new phenomenon and case study is the best research

method to explore phenomenon in a natural setting.
e Case study is the most appropriate method selection for studies

addressing questions in the form "why", "how", and "what".
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e Since e-government initiative implementation process is not well
known, the use of case study research gives early exploratory
investigations.

e Case study is advantageous if there is no strong theoretical base for the
research (theory building research project).

e Data is collected by multiple means.

There is no standard definition in the literature for case studies. However, Benbasat et
al. (1987b) generate a good definition from a group of sources (Stone, 1978;
Benbasat, 1984; Yin, 1984; Bonoma, 1985; Kaplan, 1986) that is presented as:

A case study is a holistic inquiry that investigates a phenomenon in its

natural setting, adopting multiple methods to collect information from

single or few entities (people, groups or organizations). The

phenomenon boundaries at the beginning of the research are not

clearly evident and manipulation or experimental control is not

employed.
As a result, because the research questions in this study are of what type such as what
factors, what stakeholders and what implementation phases of e-government
initiative, the case study to follow in this research will be exploratory. In fact,
exploratory case studies are appropriate for theory building as they are useful in
developing theory that still at their early formative stages (Roethlisberger and
Lombard, 1977). The information presented in Chapters 1, 2 and 3 indicated that there
is limited research on e-government initiative implementation. Therefore, qualitative
case study strategy is considered as suitable for investigating issues related to e-
government initiative development.

On the other hand, case study research is obstructed by several challenges such as

time consuming, skilled interviewer required if the interview was the main method,
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small number of cases in which findings cannot be generalized. Generalization from
qualitative research is still a debatable topic among researchers in the literature.
Further, some researchers believe that biases may enter into the design and conduct of
case study (Lubbe, 2004; Bryman and Bell, 2007; Voss et al., 2002). The bias
considered as a risk while using the case study research; however, bias is overcome in
this research by using data triangulation. There are four different types of
generalizations from interpretive case studies: the development of concepts,
development of theory, the drawing of specific implications, and contribution of rich
insights (Walsham, 1995). Hence, the issue regarding generalizations is overcome by
following (Walsham, 1995) suggested four types of generalizations that can be
generated from interpretive case studies.

Based on the questions asked such as what, how, and why case study can be
exploratory, descriptive or explanatory (Yin, 2009a). Case study is a descriptive
examination that can explain complex instances through extensive description and
contextual analysis (Davey et al., 1991). However, exploratory studies are useful to
find out what is happening by searching the literature, interviewing focus group,
observing or discussing employees in the field (Saunders et al., 2012). Case studies
can be single or multiple designs (Yin, 2009a). Single and multiple case designs will

be discussed in detail in the following section.

4.3.1.1 Single or Multiple Case Studies
Case studies can be single (holistic) or embedded (multiple unit of analysis), the

decision is a central one to case study design. In case study research, it is particularly
difficult to select which and how much fieldwork should be undertaken for the study

under investigation. The number of case studies to be conducted depends highly on
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how much is known about the phenomenon and how much information can be
uncovered for including additional cases (Dyer and Wilkins, 1991). According to Yin
(2009b), one to three cases is sufficient, as he argues that as far as an upper limit, the
guiding principle has more to do with diminishing returns rather than expanding
beyond a dozen sites . The empirical research in this thesis employed three case
studies which are within the limits recommended by (Stuart et al., 2002; Yin, 2009b).
The decision to conduct three case studies was because the proposed framework of e-
government initiative implementation, discussed in Chapter 3, has three levels:
factors, stakeholders, and implementation cycle process. A theme in each level of the
framework was distributed to various organizations and departments. Therefore, it is
part of the research question of this thesis to identify the factors that influenced the e-
government initiative implementation, each phase of the development, and
stakeholders. For example, responsible stakeholders are from the IT departments,
beneficiary departments, and the state e-government administration agency. Hence,
multiple cases will provide the study with more understanding to the phenomenon as
the investigation may require moving from one organizational context to another.

Accordingly, the researcher selected three government organizations located in the
State of Kuwait as multiple case studies; the Central Agency for Informatics
Technology (CAIT), the Ministry of Finance (MOF), and the Public Authority for
Applied Education and Training (PAAET). Three case studies will provide sufficient
information and using another case would not contribute further significant data. In
this thesis context, a multiple case study strategy has been adopted to study e-

government initiative implementation.
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4.4 Empirical Research Methodology
The general empirical methodology of this research is presented to accomplish its

aim, objectives and research questions. The empirical research methodology in this
study was based on three stages: (a) Research Design, (b) Data Collection, and (c)

Data Analysis. The three parts will be discussed in the following subsections.

4.4.1 Research Design

After choosing the research method, research design is a specific outline to answer the
research question. It is the detailed plan of the method being chosen to answer the
study question. The first part of the empirical research methodology is the research
design which will be used to guide and focus the research process. The research
design will give the researcher a detailed plan that starts with a review of the literature
about the research area under investigation. According to Yin (2009a), research
design is a logical sequence of an action plan: collecting data, analysing, and
interpreting evidence for getting from the questions to the conclusions. Figure 4.1
illustrates the major stages of research design in this work. The first three parts of the
research: problem definition, research question, and theoretical framework were
explained in Chapters 1, 2, and 3 respectively. This leads to a particular research area
and identifies a research need. Next, a conceptual framework is developed to
represent the intended empirical research which will need to be investigated through
empirical studies. The intended empirical investigation passes through three primary
stages: research strategy, research methods, and analysis techniques. It was found
necessary for this research to use a multi-case study strategy through the employment
of the qualitative research method due to the needs of an empirical study. The

epistemological stance, Interpretivist, is determined and justified based on the data
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required to validate the proposed framework, then the type of research methods is
determined; in this case qualitative. The justification for choosing a multi-case study
strategy is provided in sub-section 4.3.1.1 for the intention of theory building through
the employment of qualitative research methods. The research design was then
transformed into a plan of action or protocol (see Section 4.6). Research action
(protocols) is an essential investigation tool for a number of reasons, including:

e To collect the targeted data by an understandable and manageable format.
e To insure that all the required knowledge was developed.
e To make sure that the research tracks a specific schedule and meets the target
dates.
e To provide a map in which others might follow to accomplish similar
conclusions.
e To place gathered data into a convenient format.
The qualitative research method was developed within the protocol to collect data as
required for the unit of analysis. Open-ended semi-structured interviews are the main
source of data gathering. The justification for using these types of interviews is
detailed in sub-section 4.4.2.1. In addition to the interviews, several sources will be

used to collect data such as documents, observation, reports and organisational

websites.
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4.4.2 Case study Data Collection

Qualitative data will be collected for this research through fieldwork. Data is usually
collected in the form of interviews, documentation, and observation. Triangulation in
data collection was to use different methods to study the same phenomenon which
will provide stronger validation of theory building. According to Yin (2009a), there
are six major sources of evidence commonly used in case studies: documentation,
archival records, interviews, direct observations, participant-observation, and physical
artifacts. Using multiple sources of data collection makes the conclusions and findings
of research more reliable and consistent; The table 4.3 below shows the sources of

evidence with their strengths and weaknesses (Yin, 2009a).
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Sources of
Evidence

Strengths

Weaknesses

Use of Sources
in this
Research

Documentation

¢ Stable—can be
reviewed repeatedly.

e Unobtrusive — not
created as a result of
the case study.

e Exact—contains exact
names, references and
details of the events.

e Broad coverage—long
span of time, many
events and settings.

o Retrievability-can be
low

e Biased selectivity, if
collection is
incomplete.

o Reporting bias-effects
(unknown) bias of
author.

o Access-many be
deliberately blocked.

e E-government
Progress Reports
from each case
organization under
study.

o White Papers.

o Reference material
and other websites.

o Newspaper articles.

e Brochure

e Organization
structure, strategy,

missions etc.
o [Same as above for o [Same as above for ¢ Organizational
Archival documentation] documentation] records
Records ¢ Precise and o Accessibility due to e Project Blueprint
quantitative privacy reasons e Service records
¢ Case organizations
records.
¢ Targeted-focuses o Bias due to poorly o Structured
directly on case study constructed questions. interviews.
Interviews topic. o Response bias. e Semi-Structured
e Insightful-provides e Inaccuracies due to interviews.
perceived casual poor recall. e Unstructured
inferences. o Reflexivity- interviews
interviewee gives what
interviewer wants to
hear.
¢ Reality-covers events e Time consuming. e Formal and informal
in real-time. o Selectivity-unless meetings with the
Direct ¢ Contextual-covers broad coverage. interviewees for

Observation

context of events.

¢ Reflexivity-event may
proceed differently
because it is being
observed.

o Cost-hours needed by
human observers.

additional insight.

Participant
Observation

¢ [Same as above for
direct observation].

e Insightful into
interpersonal
behaviour and motives.

o [Same as above for
direct observation].

e Bias due to
investigator’s

manipulation of events.

o Simple participation.

Physical
Artifacts

e Insightful into cultural
features.

e Insightful into
technical operations.

o Selectivity.
o Availability.

e Infrastructure
components
(Hardware and
software)

Table 4.3 Six Sources of Evidence: Strengths and Weaknesses (Source: Yin, 2009)

and their Use in this Research
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Due to time limitations the researcher will mainly consider two types of data
collection: interviews and documentation. The two types of data collection are

discussed in detail in the following sub-sections.

The selected cases illustrate the development process of e-government initiative.
Immediately, these cases will be analysed from a comparative perspective. In all
cases, the stakeholders, factors, phases of implementation are described. Data for the
cases was collected through semi-structured in-depth interviews with development
experts, conducted over a three-month period in 2011. Data from secondary sources

including documentation and observations was also collected.

4.4.2.1 Interviews

Interviews are commonly used in qualitative research to collect in-depth data.
According to Benbasat et al. (1987b), half of the case studies relied only on
interviews to collect data; the other half collected data by multiple means. Interviews
are one of the most important sources of information in a case study. There are three
main forms of interview such as: structured, semi-structured, or unstructured (Bryman
and Bell, 2007). The three major forms of interviews that have been discussed in the
literature (Denzin and Lincoln, 2011; Miles and Huberman, 1994) are:

1. Structured interview: Questions should be well prepared before starting the
interview and the researcher should ask specific questions that follow the
interview agenda.

2. Semi-structured interview: This one is with predetermined questions asked of
all respondents in the same manner and a sequence not fully specified in

advance, with an open-ended format.
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3. Unstructured interview: Questions have not been prepared previously, which

leads to informal conversation initiated and guided by the researcher.

The researcher interviewed the participants at their office. 31 interviews were tape
recorded and 4 (females) refused to be recorded due to cultural reasons. The
interviews duration was one to two hours approximately. When interviewing
individuals and groups, we can collect data in many different ways such as audio
recording, video recording, or taking notes. The aim of interviews is to collect in-
depth and accurate data about the phenomenon of interest from those interviewed.
Interviews for this thesis will be semi-structured to gain as much information as
possible from the participants being interviewed. Interviews were conducted solely
with mid and high level management, all of whom have been directly involved in the
e-government initiative implementation. In fact, it was considered essential to select a
cross section of roles in the e-government initiative implementation to understand the
views of stakeholders of different departments in the organizations. These
stakeholders had an important role during the decision-making process and know the
whole implementation cycle of the e-government initiative implementation.
Interviewing these stakeholders increases and supports better understanding of the
phenomenon.

Open-ended interview is the main data collection tool used for this research.
According to Fielding and Lee (1991), interview is one of the most important sources
in qualitative data collection. Interview is a method of collecting data in which
selected participants are asked questions to find out what they do, think or feel (Collis
and Hussey, 2009). According to Denzin and Lincoln (2011), interviews are

considered as the primary tool of qualitative research for data collection process with
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Yin (2009Db) stating that interview is the most important source of data gathering in a
case study.

Interviews were conducted with relevant staff from the research site identified as
having an effect on the e-government initiatives implementation: managers in agency
departments, IS/IT managers, development teams and staff that had a direct
involvement in the development of e-government initiatives at the research site. The
researcher determined the number of staff to be interviewed. According to Sarantis et
al. (2010a), "Project managers, decision-makers and public administration employees
are all too familiar with implementation and management...” and "....as the
complexity and importance of e-Government applications increase.” Therefore, the
targeted sample of population has to be accurate and with the ones who can give the
best answers to the questions being asked. According to Creswell (2012), the samples
for grounded theory methodology should be 20-30 interviews and for phenomenology
5-25; Morse (1994) suggested 30-50 interviews for grounded theory methodology and
at least six for phenomenology. Moreover, fifteen is the smallest acceptable sample
for all qualitative research suggested by Bertaux and Bertaux-Wiame (1981). After
studying 560 PhD theses, Mason (2010) came to the conclusion that the mean size for
the “Sample Size and Saturation in PhD Studies Using Qualitative Interviews” was
31. As a result, interviews for this study were conducted with more than ten staff
members, only managers and above levels, from many departments including the IT
department in each case study. The total number asked to participate in this research
was 41. Six refused to participate. Four out of thirty five refused tape recording only.
Hence, the total numbers of participants in this study were 35 from three case studies.

All the interviewed interviewees were involved (political, organizational and IT

stakeholders) in e-government initiative implementation either currently or
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previously. All the semi-structured interviews took place at the interviewees’ offices.

Interview questions are located in Appendix B.

4.4.2.2 Documentation

Documents could be letters, memoranda, agendas, administrative documents,
newspaper, web-site information, email or any written document that is related to the
study. Documents are not always accurate; however, documents are very important
when collecting case study data "because of their overall values™ (Yin, 2009a).
Document analysis means to review or evaluate documents in order to develop more
understanding and knowledge (Bowen, 2009). Documents are very important data
collection sources when undertaking case studies, thus searches for relevant
documents are important in any data collection strategy (Yin, 2009b). In this research,
document analysis will be used in combination with the other qualitative research
methods, interviewing and observation, to support and augment evidence from other
resources.

Moreover, this study collected blueprint and reports that addressed the
implementation of e-government initiatives which were prepared by the beneficiary
departments, IT departments, and the e-administration agency "CAIT". These
documents were used to verify the data gathered from other sources and reduced the

interview time with managers by raising important points derived from documents.

4.4.3 Data Analysis

The final part of the empirical research methodology is the data analysis. There are
many different qualitative data analysis methods and approaches (Gibbs, 2002). Data

analysis is a complex task especially with qualitative data that is usually in a narrative
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or textual form. Data analysis is not only a complex task but also time consuming and
requires a researcher to be able to identify patterns and themes in the collected data.
Empirical data derived from the case studies were triangulated and then analysed to
draw empirical conclusions. The data collected in this research is qualitative in nature;
and often the analysis methods are often not well formulated (Lubbe, 2004; Miles and
Huberman, 1994). Although it may take many forms, the process of qualitative data
analysis is non-mathematical in nature. In order to find and discover what is
important, qualitative data should be divided into manageable units for synthesising
and searching for patterns (Bogdan and Biklen, 2003).

The data analysis involved examining the meaning of people's words and actions
because the interviews are the main data collection method in this study. Interviews
were tape-recorded, transcribed in Arabic, and then translated into English prior to
analysis. The same process was done by two private translation offices to avoid bias.
On average, 70 pages of interview transcripts were collected from each case. Software
called NVIVO version 8.0 for qualitative data analysis was used to help manage and
analyse the data collected from the three case study organizations. Stakeholders were
classified and coded to identify important role and relationship. Factors were analysed
and coded to find influencing factor and its importance in each implementation phase.
Each factor was given an important, less important or non important in each
implementation phase based on the number calculated from the interviewees’
opinions. Each interviewee was asked how important each factor in each
implementation phase based on (1) highly important, (2) important, and (3) less
important. The numbers were then calculated and each factor was identified as highly
important, important or less important in each implementation phase based on the

number given for the factor in that phase. The level of importance of each factor in
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each implementation phase was given based on the 50% or over. Implementation
phases were analysed to group and map stakeholders and their influencing factors
during the implementation process. Empirical findings and evidence were then used to
draw conclusions which then resulted in the formulation of the framework for e-

government initiative implementation.

4.5 Data Triangulation

Case study is known as a triangulated research strategy. Data triangulation is used in
this research to overcome the danger of bias that is usually linked to a qualitative
research approach. The importance of triangulation arises from the ethical need to
confirm the validity of the processes and overcome the potential bias by using
multiple sources of data in case studies (Yin, 2009a). Triangulation is a method used
by qualitative researchers to check and increase the validity and reliability concerns of
the results (Shulman, 1994).

There are five types of triangulation namely: (a) data, (b) investigator, (c) theories, (d)
methodologies, (e) and interdisciplinary triangulation (Flick, 2009; Janesick, 1999).
Data triangulation involves the use of different sources of data (Denzin and Lincoln,
2011). Investigator triangulation is the use of several different researchers or
evaluators (Janesick, 1999). Theory triangulation is to use multiple theoretical
perspectives to interpret a single set of data (Denzin, 2009).

Methodological triangulation means the use of multiple methods, one approach is
followed by another, to study a single problem and increase confidence in the
interpretation (Denzin and Lincoln, 2011). The fifth triangulation is the
interdisciplinary which is associated with the investigation of issues related with more

than one disciplines (Janesick, 1999). From these definitions, Table 4.4 summarises
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the implementation of triangulation used in terms of data, methodological,

interviewee level and interdisciplinary to confirm the validity of the findings in this

research.

Case Studies

Type of Triangulation

Sources

MoF

Data

Interviews
Observations
Face-to-face Interviews
Website materials
Booklets

Newspaper

Methodological

Documentation analysis
Archival records
Interviews
Observations

website evaluation

Interviewee Level

Undersecretary Assistant
Departments Managers
IT Director

IT Managers

BPR Manager

Interdisciplinary

Management
Organization Departments
IT Department

PAAET

Data

Reports
White papers
Interviews
Newspaper

Methodological

Documentation analysis
Interviews
website evaluation

Interviewee Level

Departments Managers
IT Director
IT Managers

Interdisciplinary

Organization Departments
IT Department

CAIT

Data

Blue Print
Reports
White papers
Interviews
Pamphlets
Newspaper

Methodological

Documentation analysis
Archival records
Interviews
Observations
One-stop portal evaluation

Hajed AlRashidi

113




Chapter 4: Research Methodology

Management

Agency Departments
IT Department

Group Working Teams

Interdisciplinary

General Manager (Undersecretary Assistant)
Deputies Undersecretary

Web Portal Manager

Network Manager

Security Manager

e Projects Managers

Interviewee Level

Table 4.4 Types of Triangulation Used in this Research
The greatest advantage of using different sources of evidence in case studies is the

development of converging lines of inquiry which makes any result or conclusion
more convincing and accurate, and gives the investigator a wider range of
understanding of the problem under study (Yin, 2009b).

In addition, face-to-face interview questions relating to the role of individuals,
organizational background and general facts about the research question were asked.
In order to obtain in-depth information and better understand the phenomena, these
questions were open-ended to allow interviewees to report issues that had not been

taken into consideration by the researcher during the design of the interview-agenda.

4.6 Case Study Protocol
A case study protocol is a tool that contains more than the survey instrument; it should

contain procedures and general regulations that should be followed when using the
instrument (Tellis, 1997). It should be created prior to the data collection phase, and is
essential in a multiple-case study. As such, the case study protocol documentation will
allow other investigators to repeat the same case study to reach the same results and
conclusions. The set of questions to be used in interviews is considered the core of the
case study protocol. It outlines the subject to be covered, states the questions to be

asked, and specifies the required data during an interview (Yin, 2009b; Lubbe, 2004).
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According to Yin (2009b), the protocol is a major component in asserting the
reliability of the case study research, he also said that a typical protocol should have

the following sections:

e An overview of the case study research (investigated: objectives, issues,
topics).

o Fieldwork procedures of research (credentials and access to sites, sources of
information).

o Case study research questions (questions that the researcher must keep in mind
during data collection).

e A case study report (outline, format).

In this dissertation, the study followed the protocol outline suggested by (Yin, 2009b).
This outline directed the empirical research in mapping the data collection in an
efficient and reliable way. It helped the research, in field, to map the major tasks and

procedures that would take place during the case studies in this research.

4.6.1 Case Study Overview
The case study overview should cover the background information and the substantive

issues being investigated in order to assist the researcher focusing on the research
topic, objectives and questions, being studied. It describes the perspectives of a case
study that can help anyone who may want to know about the research (Yin, 2009a).
This overview gives details of this research which leads the researcher to collect only
the required data to study the e-government initiative implementation in the public
sector, and help concentrate on the main questions during the interviews. These issues

are the following:
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e To identify the implementation process of e-government initiative that takes
place in the case study organizations.

e To identify the internal stakeholders for the implementation of e-government
initiative.

e To identify the political, technical, and organizational factors which influence
the implementation of e-government initiative, and identify their validity with
the conceptual framework (see Chapter 3).

e To identify the implementation phases of e-government initiative, e-service
cycle process.

e To prioritise the importance of development factors on different phases of the

implementation cycle process.

4.6.2 Fieldwork Research Procedures

After justifying the use of a case study approach (section 4.3.1) the researcher should
examine the phenomenon in its natural setting and cope with real world situations
during the data collection. According to Yin (2009b), since the researcher will be
collecting data from people and organizations in their everyday situations, the
fieldwork research procedures should be properly designed to avoid challenges such
as the possibility of a respondent dropping out of the interview, organization
documents may not always be accessible etc. However, these situations should not
stop the researcher from collecting the required data.

This fieldwork research procedure of data collection leads the researcher to have
explicit and well-planned multi-case study investigation, encompassing guidelines for
coping with some unexpected events. This section of the case study protocol will
focus on the procedures that will be employed during the multiple-case study of this
research. They are as follows:

. To identify the appropriate case organizations.

. To select who should be interviewed.
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o To identify appropriate data gathering research methods.
o To have adequate resources while in fieldwork including the tape recorder and
note taking stationery.

. To create the interviews timetable.

4.6.3 Questions Addressed by Research
It is an important part of the case study protocol to develop and maintain a set of

questions reflecting the research data collection (Yin, 2009b). The questions were
developed, for the researcher not the interviewees, to remind the researcher and to
allow concentration on the data that needed to be collected from the government
officials. It is essential to collect this data to identify the internal stakeholders, factors
and phases of the e-government initiative. It is important to understand the cycle
process of the e-government initiative and the role of each stakeholder as well as the
factors influencing them. These protocol questions are the key questions used by the
researcher to focus on what the interview should address generally (Yin, 2009b;
Lubbe, 2004). However, the question agenda (Appendix B) contains all questions
needed to be asked during the interviews in all case studies for all the e-government
officials. Table 4.5 summarises the research issues and their relevant key questions

developed by the researcher.

Questions for Further Investigation by the Empirical Study

Research Issues Questions

Internal
implementation
stakeholders
Implementation | « What are the different implementation phases of the e-

« Who are the internal stakeholders responsible to implement
the e-government initiatives?

Phases government initiative cycle process?
Mapping of o What factors influence the e-government initiative at each
Factors phase of the implementation cycle process?

Table 4.5 Research Issues and Questions Addressed by the Empirical Study
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4.6.4 Research Output Format

Creating a case study report is considered one of the most important and challenging
parts within the case study protocol (Lubbe, 2004; Yin, 2009b). It is very important to
identify the audience and compose the case study report before collecting and
analyzing data (Yin, 2009b). With this in mind, the researcher designed Chapter 5 to
present the empirical data analysis and report the output of the case studies empirical
inquiry. Usually, case studies produced large amounts of data and documentation
gathered during each case study visit. Therefore, in order to improve the quality of
presenting the research output format, the researcher aligned each question within the
interview agenda. The presentation of the case studies' findings in Chapter 5
contributed to the quality of the research output, as it focused on the development of

an effective interview agenda to investigate the research issues.

4.7 Ethics in the Research
Ethics in empirical research is very important. Researchers should protect the rights

of participants and inform them about the research procedure and risks before
gathering data. The participants should know that the gathered data is going to be
used for the benefit of the research and will remain confidential. They should be
informed that their identity will remain anonymous throughout the research. The
participants should accept to participate in the research and no data should be used
without their agreement.

There are standards in ethics that must be met to keep the participants privacy
protected. The rights of the participants should not be harmed in any way during the
research. Also, the participants should be informed that they can end the interview at

any time or not answer any question. In this research, approval to collect data in the
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three case studies was received from top management before collecting the data and
interviewing the participants. Since interview is the main method to collect data in
this research, all the participants already know and accepted the steps below.
e Interviewee accepts to participate in the research understanding that the data
will be used in the research.
e Interviewee was informed that his/her identity will always remain anonymous.
e Interviewee understands his/her right to end the interview at any time or not to

answer any question.

4.8 Conclusions

The aim of this chapter was to justify the use of an appropriate methodology for this
thesis. This chapter presented the research methodology to be applied.

This thesis has employed a research strategy for the intention of theory building. The
researcher has justified the use of an interpretive epistemological stance selected for
this research, and data collected through qualitative research methods. A justification
for the adoption of qualitative research methods was also presented in this chapter.
The reasons behind this decision are based on the aim and objectives of this research
that deals with building a conceptual framework for e-government initiative
implementation. Qualitative research approach is more appropriate for the reasons
explained in Section 4.2, qualitative research is a useful method to investigate little
known phenomena like e-government initiative implementation, examine in depth
complex processes of e-government initiative implementation by identifying
development phases, factors, and stakeholders, and examine the phenomenon in its

natural setting.
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The research strategy that has been used in this research was discussed and justified
in Section 4.3. The strategy was a case study to investigate the e-government
initiative implementation process; it provides the researcher with the opportunity to
investigate the phenomenon. Thus, the justification to use the case study as a strategy
was explained in Section 4.3.1. In fact, multiple case studies are used within this
research to increase the understanding of the e-government initiative implementation.
The researcher selected three government organizations located in the State of Kuwait
namely: the Central Agency of Informatics Technology (CAIT), the Ministry of
Finance (MOF), and the Public Authority for Applied Education and Training
(PAAET). Three case studies are enough since they provided sufficient information
for this research.

Moreover, the use of research methods was outlined and discussed and the
appropriateness of use of particular methods was provided. Consequently, choices of
methods for data collection are used for this research including: interviews,
documentation, observation, archival records and physical artifacts. After that,
Sections 4.4 and 4.5 reported the: (a) empirical research methodology followed in this
research and, (b) data triangulation respectively. Finally, Section 4.6 in this research
presents the case study protocol.

Based on this protocol the researcher will use case study perspectives to allow others
to relate their experience to the outcome of this research. Thus, the work presented in
this thesis will provide a broader understanding of the phenomenon of e-government
initiative implementation. This protocol can be used as an essential tool that acts as an

action plan for the empirical inquiry.
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Chapter 5: Case Studies and Empirical Data
Analysis

Summary

This chapter aim is to validate and test the proposed conceptual framework for the
implementation of e-government initiative. Empirical data collected from different
case studies are described and analysed into two stages. Stage one is to understand the
implementation phases of e-government initiative and the role and relationship of its
stakeholders during implementation. Stage two is to identify critical factors of each
implementation phase of the e-government initiative from the perspective of those
stakeholders responsible for building it. The aims of this chapter are to identify who
are responsible for e-government initiative and to identify the phases that e-
government initiative goes through; next goal is to find out which factors are
important in each implementation phase from the perspective of the three
stakeholders: e-government project administrative, organization departments, and IT
department.

As discussed in Chapters 2 and 3 of this dissertation, there is an absence of theoretical
frameworks that focus on e-government initiative implementation. Contributing to
knowledge in this area, the researcher selected three government case studies to be
analysed empirically and to investigate the implementation process of e-government

initiative. The researcher then proposed a novel framework that consists of
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stakeholders, development phases, and critical factors that influence e-government
initiative development. Although, there are differences between developed and
developing countries in many aspects, this framework can be used by both.

The chapter begins with a discussion to identify the stakeholders responsible to build
the e-government initiative. Phases that e-government initiative goes through have
also been discussed. Then, identifying critical factors of each phase is the main aim of
this study. Stakeholders, phases of development and critical factors of e-government
initiative were identified in the conceptual framework proposed by the researcher in
Chapter 3.

The three cases selected by the researcher in the state of Kuwait are sufficient to
provide enough information for this research providing enough data to understand and

reach the aims of this research.

5.1 Background to the E-government Initiative Implementation in the State of
Kuwait

The evolution of Information Technology has had an impact on all countries
throughout the world. Therefore, to improve citizen services and reduce cost, many
governments decided to utilize the advance of ICT by creating new policies, standards
and sophisticated IT infrastructure. Countries ambitions are to decrease bureaucracy,
time and effort by transforming societies into “digital societies” where all transactions
are performed online. Countries intend to achieve this goal by adopting the new
promising phenomena called e-government. In Kuwait, the e-government initiatives
are managed under the umbrella of CAIT, a state agency e-government project
administration.

Turning a “Bureaucratic Government®into an “Electronic Government".

Kuwait WS-portal
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Kuwait is one of the first countries that decided to enter the era of e-government.
Therefore, a decree issued by the Cabinet of Ministers forming the Kuwait e-
government Committee was established and headed by the Prime Minister in the year
2000. Since that time, Kuwait has developed many e-government projects and
cooperated with other countries. Kuwait signed two Memorandums of Understanding
(MOU) on e-government cooperation with the government of the Republic of
Singapore. The first MOU was signed in September, 2004, and the second was signed
in 2005. The return benefit of the two MOU was the “E-government Blueprint” for
the State of Kuwait. For two years Singapore served as an advisor to Kuwait on e-
government matters.

The author of this thesis selected the State of Kuwait to collect empirical data from
three case studies. Kuwait adopted a centralized e-government approach. Thus, the e-
government administration agency was selected. Another two case studies were also
selected to gain in-depth understanding to the e-government initiative development

process.
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5.2 Case Study One — Ministry of Finance (MoF)
5.2.1 Background to MoF

This case study was selected because they have already implemented e-government
initiatives that are widely known and heavily used in the country. One important e-
service that is used daily by citizens, businesses, and government organizations is
called "TASDEED." TASDEED is an e-payment system that allows citizens and
business to pay power and water bills, traffic, immigration, phone bills, legal fees and
civil identification cards via the internet. This organization was also chosen because it
is a leading government organization in e-government.

The Ministry of Finance is a government organization that is responsible for
supervising the public treasury and state property (public and private), and on the
areas of international economic cooperation, and monetary investment, projects and
compensation packages, and also provides important services to:

e The hospitality of the public.

e Housing staff of the State.

e Services and financial systems.
e Integrated storage systems.

e Public procurement.

e And other systems mechanism of development of all financial sectors with the
state.

The Ministry of Finance is also responsible for preparing a draft public budget and the
preparation of the final accounts of the State and development of rules,
implementation and follow-up monitoring and supervision of state revenues,

including tax and stamp duties and expenses.
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5.2.2 Stakeholders of E-government Initiative Implementation

This section aims to identify the stakeholders who are involved in the e-government
Initiative implementation process. According to the framework of this research (see
Chapter.3), there are three government internal stakeholders responsible to implement
any e-government initiative. These stakeholders must work together in order to
provide a successful e-government initiative. From the first interview with an assistant
undersecretary in the Ministry of Finance, stakeholders that are responsible to build
the e-government initiative became clear as he reported:

“When working on the development of an online service, we work

directly with the Department of Information Technology in our

agency and they in turn contact the Central Agency for Information

Technology. ” (Interviewee-Al-1)
As stated in the proposed framework, in support of the above Assistant
Undersecretary in the Ministry of Finance, the General Systems Development and
Maintenance Manager agreed that there are three stakeholders responsible to build
any type of e-government initiative in the country. He described the process from the
design phase to the deployment phase of the e-government initiative. The researcher
summarizes the interviewee saying:

“If one of the departments in the ministry asks us to develop an e-

service, we study the possibility of implementing that initiative with

them and with the Central Agency for Information Technology.”

(Interviewee-A2-1)
First, if one of the public agency departments asks for and initiative development, the
IT department implements that initiative and then gives it to the Central Agency for
Information Technology for deployment. The Department of Information Technology

develops the requested initiative in cooperation with the beneficiary department and

the Central Agency for Information Technology. A manager in the IT department
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agreed also that there are three stakeholders involved in the e-government initiative

implementation process.

The Assistant Undersecretary of Expropriation for Public Welfare Department in this
Ministry clarifies the process on how they build a new e-service and who they contact.
He said that there is no direct contact between his department and CAIT. Also, he
mentioned that they only contact the IT department before, during and after
implementing an e-service. However, he agreed that relationships between the three
stakeholders are essential. His comment was:

“If we want to convert one of our services to an e-service, first we

send a request to the IT department. They contact the Central

Agency for Information Technology to put the e-service on their

one-stop portal.” (Interviewee-A6-1)
As described in the framework, the above interviewees from the MoF confirmed that
there are three implementers, stakeholders, to any e-government initiative, and they
are: CAIT, IT Department and the owner department of the e-service. Each
stakeholder, implementer, has rights and duties in the e-government initiative

implementation process. Stakeholders must work together and have close

relationships in order to build and manage e-government initiatives.

5.2.2.1 Stakeholders Relationships
The relationship between all the three stakeholders, implementers, is very important

to eventually have a successful e-government initiative. They must understand their
roles and responsibilities from the beginning until it is deployed online. In fact, the
relationship among all stakeholders is important before, during and after
implementing an e-service. Stable stakeholder relationships during the three e-

government initiative implementation phases lead to effective and better initiatives.
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An assistant undersecretary in the MoF during the interview emphasized the
stakeholders’ responsibilities and how the relationship is important to construct any e-
government initiative by saying:

“Any e-government initiative will never be successful if there is no

full cooperation between the government responsible stakeholders

at all times. ” (Interviewee-Al-2)
The General Systems Development and Maintenance Manager in the IT department
believe that stakeholder’s relationships are important for the success of any initiative.
The Director of the IT department also agreed that stakeholder’s relationship is very
important not just when designing and implementing an initiative but also after
deploying those initiatives online. His comment was:

“There must be a close relationship and cooperation between all

parties for the success of any e-government initiative. The Central

Agency for Information Technology always cooperates with us.

However, there is discrepancy of cooperation with departments in

our agency and other government agencies.” (Interviewee-A3-2)
It appears that all interviewees have the same perceptions that stakeholder’s
relationship is very important, and close relationships between all parties is essential
for the success of any electronic initiative. To understand these relationships in more
detail, the researcher asked the interviewees to answer questions about the

relationship of each stakeholder across agencies. The next sections describe these

relationships.

5.2.2.1.1 Relationships between Organization Departments and IT Department

This subsection explores the relationship between other departments and the IT
department in the same organization. According to this study proposed framework
presented in Chapter 3, all departments in the agency must work closely with the

department of IT to transfer their traditional service to online services. In interpreting
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empirical data of this case study, both documentation and interviews, it appears that
there are close relationships and cooperation between other departments and the IT
department to implement e-government initiatives. The existence of a relationship was
confirmed by the interviews below. At first, an Assistant Undersecretary said:

“Well, there is close cooperation between us. They build our e-

services and they are the initiators in most cases.” (Interviewee-Al-

8)
Through the interview with the Assistant Undersecretary of Expropriation for Public
Welfare Department, the researcher read a provided document from the top
management in the organization that emphasised communication and cooperation in
this aspect between departments, encouraging them to send their experts to assist in
the rapid transition to electronic government.
From the researcher observation, there is a good cooperative relationship between
stakeholders in the organization that led to the successful development of e-
government initiatives. However, there is a slight delay due to bureaucracy at work.
Relationships between other departments and the department of IT work well with
continuous cooperation with regard to building e-government initiatives. This has led
the organization to develop more initiatives efficiently. In an interview with two
managers from the Expropriation for Public Welfare Department, they said that:

“Yes, there is a good cooperative relationship between us, and this

led to the successful development of e-government initiatives. But,

there is a slight delay due to bureaucracy at work.” (Interviewee-
AT7-8)

The above interviews showed that there are strong relationships between the IT
department and the other departments in the agency. The first step departments take to

develop an e-service is to contact the department of IT. The department of IT is
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responsible for helping other departments in their agency to transfer services from

paper services to online services.

Internal Stakeholders Relationship

IT Department Departments

Department Strong weak

Table 5.1 Stakeholders Relationship in the MoF

5.2.2.1.2 Relationship between Agencies and CAIT
This sub-section explores the relationship between the public agencies and the e-
government administration agency. Relationship between CAIT and other public
agencies is very important. CAIT gives instructions and regulations that agencies
must follow when developing online services. After deploying the initiative online,
CAIT works as the front-office while agencies works as back-offices. Therefore,
relationships between agencies and CAIT are very important all the time. It is of
paramount importance for public organizations to cooperate with the CAIT because it
Is the entity responsible for all e-government initiatives offered through the web site
portal of the state. A supportive comment came from the Director of the IT
department as he said:
“Yes, there is a strong relationship between us. In fact, they are
urging all agencies to speed up their work to shift to electronic
delivery of services and to cooperate with them for that purpose.”
(Interviewee-A3-9)
Close researcher observation revealed that here is a close collaborative relationship
between IT department and the Central Agency for Information Technology because

they are responsible for the one-stop portal. In fact, the IT department need to deal

with CAIT constantly to publish their e-government initiatives. A negative comment
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came from the Assistant Undersecretary of Expropriation for Public Welfare
Department as he said:

“There is no cooperation between us and the Central Agency for

Information Technology. Collaboration with CAIT can only be made

through the Department of Information Technology.” (Interviewee-

A6-9)
The lack of direct cooperation between organization departments and the Central Agency
for Information Technology negatively affects the speed of e-government initiative
implementation. A manager from the IT department believes that:

“We deal with CAIT closely because they are the agency that sets

public policies and standards for the e-government projects. We

coordinate with them to provide e-services. We are participating in

their teams who are also asking our help in their work, which helps
a lot in the success of e-government.” (Interviewee-A10-9)

From the above interviews, it appears that there are no direct relationships between
public agencies department and CAIT. However, only IT departments in the public
agencies have direct a relationship with CAIT. The public departments contact only
CAIT through the department of IT in their agencies. According to the interviewees
from public departments other than IT departments, the lack of a direct relationship

with CAIT would greatly affect the e-service development and management.

MoF

IT Department Departments

CAIT Strong weak

Table 5.2 Relationship between MoF and CAIT

5.2.3 Phases of E-government Initiative Implementation
The researcher developed questions about the phases of any e-government initiative

development phases. Questions were asked of the interviewees to validate the
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proposed conceptual framework presented in Chapter 3. According to the framework
of this study, there are three development phases of any e-government initiative: pre-
implementation (design phase), implementation (development phase), and post-
implementation (deployment phase). In order to understand the phases of e-initiative
development in depth, the “How many phases” question was asked to managers in
different departments in the MoF. Below are the answers of the question by the
interviewees. The General Systems Development and Maintenance Manager in the IT
department stated that:

“The first stage, after receiving the proposal of request, is to study

our ability and possibility of implementing the initiative. Then, we

build it in cooperation with the department that asked for that

initiative.  After building the initiative we give it to the central

information technology to publish it on the state one-stop portal.”

(Interviewee-A2-3)
In support of the three implementation phases presented in the proposed framework,
the Assistant Undersecretary of Expropriation for Public Welfare Department in the
MoF described the phases of e-government development as:

“There are three phases. the request Phase to perform the initiative,

the implementation phase and the phase of putting the initiative on
the state one-stop portal. ” (Interviewee-A6-3)

Hence, when thinking of building a new online initiative, public organizations
departments contact the Department of Information Technology at the same
organization to ascertain their opinions on the possibility of building the initiative.
After that, IT department contact the Central Agency for Information Technology to
discuss the technical requirements for developing and putting the initiative on the one-
stop portal. If needed, the beneficiary department asks for a budget to accomplish this

initiative. The Department of IT, after receiving the budget, will then start
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implementation and construction of this initiative. Finally, the initiative is placed on

the portal site.

E-government Initiative Phases

! !
[ Pre-Implementation Implementation [ Post-Implementation ]
(Design Phase) (Development Phase) (Deployment Phase)

Figure 5.1 Development Phases of E-government Initiative

For more understanding of the e-initiative phases and who/how the e-initiative starts,
a question was asked to the interviewees to define the starting point of the initiative.
The answers to this question gives more clarification on where and who is the first
initiator. It also gave good information on the first relationship between the
stakeholders of e-government initiative. It seems that all the interviewees have the
same answers. The Director of the IT department also agreed that:

“The first phase of the implementation of any e-service is when one

of departments in the ministry asks us to convert one of their

services to an e-service. ” (Interviewee-A3-5)
In support of the IT Director, the Assistant Undersecretary of Expropriation for Public
Welfare Department in the MoF described the phases of e-government development
as:

“The first phase of developing an e-government initiative is when

we send a request to the Department of Information Technology
asking them to build a new e-service.” (Interviewee-AB)
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The stakeholders believe that e-government implementation process should start from
the organization department owning the initiative and move upwards to the IT
department in the same organization, and then to CAIT. When asked about the most
complex phase, the interviewees provided different answers. Some said the first phase
while others said the second one is the most complex. Each interviewee answered the
question from his department perspective, and to prove their answer the interviewees
identified and explained the major factors that made the phase most complex. An
Assistant Undersecretary believes that the most complex phase when developing an e-service
is:

“First phase of e-initiative is the most complicated because it

requires re-engineering and to obtain the appropriate budget.”

(Interviewee-A1-6)
The analysis of the empirical data revealed that most of the stakeholders’ hard work is
in the first and second development phases. A manager in the IT department believes
that most complex phase in the development process of an e-government initiative is:

“The most complex phase is the phase of implementation due to the

lack of cooperation and the presence of errors in almost every

business process re-engineering procedures and lack of
technological skills among staff.” (Interviewee-A4-6)

Phases of E-government Initiative Implementation

Pre-implementation | Implementation Post-implementation

o ° o)
Difficulty

Table 5.3 Difficulty Phases of E-government Initiative Development in MOF

It seems that first and second e-government initiative development phases are both
difficult. Managers from the Department of IT have the same perceptions that the

second implementation phase is the most complex and important. However, the
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managers from other departments argue that the first, pre-implementation phase is the

most important and complex in the e-government initiative development process.

5.2.4 Implementation Cycle: Factors Influencing E-government Initiative
Implementation

The three implementation phases are the implementation cycle to any e-government
initiative development. In the next sub-sections, the researcher will identify the major

influencing factors to each implementation phase.

5.2.4.1 Pre-implementation Factors: Design Phase

This is the first phase of the e-government initiative development. There are important
factors to be considered in this phase and carefully accomplished. Factors of this
phase must be met before entering the second phase. This phase is very important in
the development process to build an e-government initiative. This phase starts after a
public department, initiative owner, makes a decision to convert a service from

manual to e-service. The factors of this phase are discussed in the following sections.

5.2.4.1.1 Leadership
The analysis results (table 5.5) derived from the interviews have shown that
leadership is one of the most important factors at this phase to successfully develop
the e-government initiative. Table 5.4 reveals that almost all of the interviewees
agreed that the role of leadership is most important during all e-government initiative
implementation phases and directly affect the implementation of the initiative
especially at the design phase. The Assistance Undersecretary in the MoF reported:
“Of course, a strong leader is one of the most important factors that
lead to a successful e-government initiative implementation. Without

a good leader, at all levels, it would be very difficult if not
impossible to do the job.” (Interviewee-Al-16)

Hajed AlRashidi 134



Chapter 5: Case Studies

The General Systems Development and Maintenance Manager in the IT department
believe that a strong leader will guide the implementation of an e-government
initiative to its success in less time. His comment was:

“Strong leader can ensure the success of e-government and make
initiatives implementation faster.” (Interviewee-A2-16)

The Director of the IT department in support to the above manager said:

“The presence of a strong leadership can lead to rapid

transformation and successful implementation of e-government and

to overcome all the obstacles it might encounter.” (Interviewee-A3-

16)
In agreeing with the framework, the above interviewees believe that a leader is very
important for the success of the electronic projects. In fact, there are severe shortages
in finding leaders to manage projects. There are too many projects, dispersed and
overlapping requiring the presence of effective leaders for the success of projects and
to reduce risks. A strong leader has direct impact on the success of e-government
projects. Public organizations need leaders who are capable of managing the
development process of e-initiatives. There are lacks of leaders who are able to ensure
the success of electronic government initiatives in most government organizations.

Strong leaders can successfully lead the transition to the e-government fast and with

less loss.

5.24.1.2 IT Infrastructure

Based on table 5.5, interviewees share the same perception that IT infrastructure is
most important during implementation and post-implementation of e-government
initiatives. The e-government administration agency is responsible for building an IT

infrastructure at the country level. The government organizations are responsible for
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any software and hardware upgrade in their departments. They are also responsible for
building the IT infrastructure on the agency level. IT infrastructure is considered the
backbone of the e-government project. All public agencies are responsible for
establishing or updating capable IT infrastructure that can handle transformation to e-
government in their agencies. Although, IT infrastructure in this organization is
advanced, rapid development of high technology always requires IT infrastructure to
be updated. It is necessary to have a capable IT infrastructure to insure that e-
initiatives are secured and reliable. The framework emphasized that IT infrastructure
Is important to implement e-government initiative; this is supported by the IT Director
who said that:

“IT infrastructure is essential for the success of any electronic
initiative at all levels of development. ” (Interviewee-A3-12)

Another manager from the same department argues that:

“We have an IT infrastructure that can host all current and future e-
services. But, there is a discrepancy between the state agencies.
Some of them are IT infrastructure ready while some still needs to
be updated. The lack of IT infrastructure leads to delays in the e-
services implementation. Technology is no longer a problem at the
present as it was in the eighties, but the problem is in the human
Side.” (Interviewee-A5-12)

A manager from the IT department indicated that:
“IT infrastructure is, no doubt, essential to the success of e-
government. Hence, we are still working hard to complete the
construction of the IT infrastructure.” (Interviewee-A10-12)

IT infrastructure in this case study is up-to-date and capable of turning the agency to

an online agency. In terms of IT infrastructure, most of the departments in this agency

are ready to shift completely to the e-government environment.
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5.2.4.1.3 Financial/Cost/Budget
Table 5.5 show that financial is most important element in the per-implementation and
implementation phases and less important in the post-implementation phase of e-
government initiative development process. All interviewees agreed that this factor is
very important to develop an e-government initiative. Almost all the interviewed
managers agreed that they always receive any budget they require for any e-initiative
intended to develop. However, all also reported that the delay of developing e-
initiative in time is because of the bureaucracy in paper work that usually takes more
than a year to receive the money for the e-service. The Assistant Undersecretary for
general accounting in the MoF reported:

“The financial aspect is not an obstacle and we get all the required

budgets to develop and delivery our e-government initiative.

However, the problem lies in the long bureaucratic workflow which

takes longer time to get the budget for any project. The workflow to

get a budget for any e-project can take more than a year.”

(Interviewee-A1-15)
The Director of the IT department reported that:

“In this respect, there are no problems because we get any budget

we needed. But, there is a big problem in getting the budget in time

because of the bureaucratic procedure which takes approximately

up to a year.” (Interviewee-A5-15)
5.2.4.1.4 Strategy/Awareness
In interpreting the empirical data (table 5.5), it appears that interviewees all agreed to
the importance of the strategy plan and awareness. However, they do not share the
same perceptions regarding the way it should be implemented. For example, the
Assistant Undersecretary for general accounting in the MoF reported:

“Yes, there are plans developed by the Central Agency for

Information Technology to implement e-government. The strategy is
clear and there is awareness of the importance of it among agencies
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which led to a remarkable improvement in the field of e-
government.” (Interviewee-Al-17)

Further confirmation came from the Director of the IT department who added:

Of course there is awareness and interest in this regard not only

have senior management, but the Amir, Head of the State, himself

who urges cooperation and speed up in this aspect, which has the

greatest impact on the success of the project. There is a big shift to

e-government because of CAIT strategies. (Interviewee-A3-17)
An opposing opinion came from the Assistant Undersecretary of Expropriation for
Public Welfare Department in the Ministry of Finance who said:

“Strategy is important and already exists. But the problem lies in

the management that should manage the project and create interest

or a spirit of competition between the agencies. The administration

is (planning, directing and control) and control does not exist

here.” (Interviewee-A6-17)
Strategies and awareness at the highest levels are always required for e-government
implementation to increase efforts which would speed up the work considerably. In
Kuwait, there is a clear strategy and considerable awareness of e-government
implementation. This is observed at the state level, especially after the formation of

the Central Agency for Information Technology which should be an independent body

with more powers and support.

5.2.4.1.5 Political desire/support

The political desire and support is a factor influencing the development of e-
government initiatives. As shown in table 5.5, the interviewees agreed that this factor
is very important and will greatly speed up shifting to e-government in less time, but
only if it truly exists. Although, they were all united in the importance of this factor;
they were divided as to its existence. Some of the interviewees did not refute its

existence, but were expecting more from the top political leaders. Below, there are the
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interviewee’s opinions regarding the political desire and support to the e-government
initiative development. In support of the framework on the importance of the political
desire/support, an Assistant Undersecretary in the MoF said:
“There is a true political will and unlimited support which helped
public agencies to rapidly convert to e-government.” (Interviewee-
Al-18)
It seems that all stakeholders in this organization have the same perceptions regarding
the political desire and support. Stakeholders agreed that top management in the
organization were always urging the middle management to speed the process in
implementing e-government initiatives. In addition, the stakeholders in the middle
management (managers) reported that they are fully supported by the top
management. The Director of the IT department said:
“In fact, there is a political will and full support to implement the e-
government. The success of e-government depends entirely on the
political awareness and full support for the implementation of e-
government.” (Interviewee-A3-18)
One more manager from the department of IT believes that:
“Political support is very important and should help us overcome
problems. The presence of a top management support is very
necessary for the success of e-government.” (Interviewee-A10-18)
5.2.4.1.6 Legacy Systems Upgrade
There are no legacy systems to upgrade in this organization departments; all hardware
and software are new and capable to develop e-government initiatives. As shown in
table 5.5, the interviewees agreed that this factor does not exist. In fact, they were all
happy with their systems. Some of the interviewees said that they might need to
upgrade systems, but not at the present time. An Assistant Undersecretary in the MoF
said:

“There is no need to upgrade our systems. We have systems that
ready for e-government initiatives at this time. ” (Interviewee-A1-18)
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It seems that all interviewees in this organization have the same perceptions regarding
the legacy systems upgrade. Interviewees agreed that their systems are new and less
than ten years old. In addition, they reported that IT department regularly check the
reliability of the existing systems. The Director of the IT department said:

“In fact, there are advanced systems ready for implementing e-

government initiatives. The systems are new and need not to be
upgraded. ” (Interviewee-A3-18)

5.2.4.2 Implementation Factors: Development Phase

This phase is the second in the e-government initiative development. The
implementation phase started immediately after successfully completing the first
phase, explained above. Factors of implementation phase that influence the e-

government initiative development were analysed in the subsections below.

52421 BPR

As shown in table 5.5, interviewees agreed that BPR is most important during the
implementation phase of e-government initiative. This factor, in particular, is one of
the most important factors that stakeholders face. In fact, this organization (MoF)
realized the importance of this factor during the implementation of e-government
initiative and established a new department responsible for re-engineering all business
processes in the agency. The main responsibility of the newly established department
is to make the re-engineered business process ready for implementation and to avoid
any mistake in the process. The researcher already interviewed the manager of the
BPR department. The General Systems Development and Maintenance Manager in

the IT department:
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“Business process re-engineering is very important before starting
the implementation of an e-government initiative and we face a lot
of problems because of it.” (Interviewee-A2-10)
Business process re-engineering is a difficult task. An observation indicates that there
IS an authority responsible to re-engineer business process in this organization. They
are doing their job properly, and this is very important to facilitate the implementation
process of the e-services, quality and, therefore, success. In fact, there are problems in
re-engineering the business process because of the lack of IT expertise among those
who do the re-engineering in departments of this organization, leading to delays in the
implementation of initiatives. As indicated in the framework, the business process of
re-engineering is one of the most important factors that must be accurately set. Its
importance can be seen when implementing an electronic service starts. The Head of
First Public Systems Development and Maintenance, Head of Business Process Re-
engineering and Auditing said that:
“We have a department specialized in busineSS pProcess re-
engineering. They work side by side with other departments to
complete the work as soon as possible and everything is going as
planned.” (Interviewee-A5-10)
The Assistant Undersecretary of Expropriation for Public Welfare Department
Reported that:
“We care about this aspect significantly. We are cooperating with
the IT department to re-engineering our business process. BPR
requires a lot of time and direct cooperation with the Department of
Information Technology.” (Interviewee-A6-10)
5.2.4.2.2 IT qualified staff
According to the empirical data analysis (table 5.5), interviewees believe that this

factor is important at the pre-implementation phase, most important at the

implementation phase, and less important at the post-implementation phase.
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Measuring IT qualification of government officials came from the same question that
was given to all interviewees in all agency departments. Interviewees answered the
question from their point of view. The author used the data collected to measure the
level of IT skills in the IT department and other agency departments.
There are differences in technological capabilities between the staff in various
departments in this organization. It becomes clear to the researcher in the field study
that new the generation of employees is more familiar with the technology than senior
employees. Therefore, there is always a lack of technologically expert employees.
This is due to the intensity of competition with private sectors that acquire technology
talented employees. In agreeing with the framework, a manager from the IT
department reported that:

“In fact the number of employees is important but more important is

the efficiency of the employee's and his ability to complete the

required job. We always suffer from a lack of local talent in the field

of information technology.” (Interviewee-A2-19)
The department of IT is managing institutional resources planning systems which
were implemented last year in cooperation with the private sector. So, they need new
staff and need training and rehabilitation of their current employees before they can
do their job. The largest project that the IT department is now working on is the
business process re-engineering. The first phase has been completed already, and they
are currently working on the second phase. This project is one of five projects that the
IT department are developing now at the level of the ministry. Also, they are now
developing two projects at the state level; one of which is a central e-payment. This
project can be accessed through the one-stop portal, but the database is located in the

Ministry of Finance. These huge e-government initiatives need IT qualified

employees. A manger from the department of IT claimed that:
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“Yes, we have a sufficient number of staff, but 1T qualified staff is

always needed. There is a lack of IT qualified at the state level. We

always seek help from the private sector. We fully depend on our

staff to implement all our e-government initiatives. But, we use

consultants from the private sector sometimes.” (Interviewee-Al10-

19)
5.2.4.2.3 Resistance to change
After analyzing the empirical data (table 5.5), it appears that all interviewees agreed
that resistance to change is a challenging factor when developing an e-government
initiative especially among officials who try to keep their powers. This factor is
especially important in the implementation phase. The interviews below showed the
effect of resistance to change on the e-government initiative development. An
Assistant Undersecretary in the MoF said:

“In this contrary, | see that all the officials and staff are demanding

the state to speed up the implementation of electronic services

because it is more useful and convenient for them in their work and

they are happy with.” (Interviewee-Al-11)
By observation, the researcher found that newly employed staff adopts e-government
initiatives and accepts change faster than senior staff who resist change. In addition, a
document provided by a manager during an interview shows that there are 37 causes
of resistance to change, he said that they examine the reasons for the resistance and
try seriously to ensure to override them for the quality of work and the success of the
project. However, they are trying gradually because of the fear of staff transferring to
the private sector. The Assistant Undersecretary of Expropriation for Public Welfare
Department reported that:

“There are no problems so far because we are doing the transition

gradually and with more training to avoid the big shock of rejection,

or the slow in adoption. With the knowledge that most of our staff is

young, this helps to smooth transition to the e-government.”
(Interviewee-A6-11)
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Two managers from the Expropriation for Public Welfare Department said:

“Our employees are all collaborative and attuned to work and there

is no rejection of the real e-government adoption. They are

demanding to speed on this side and eager to see it happening.

Understanding of the technology has become widespread among all

classes of people because of the iphone. Faith in technology has

become much larger than the previous.” (Interviewee-A8-11)
However, at the time of implementation the e-government initiative, the initiative
developers from the IT department face some resistance. Most of the resistance came
from the top official of the beneficiary department. As an important factor mentioned
in the framework, a manger from the department of IT claimed that:

“Yes, there is some resistance among some officials during

implementation of e-government initiatives. The reason behind their

resistance was either that they are trying to keep their powers, or

fear for data security and privacy.” (Interviewee-A10-11)
5.2.4.2.4 Cooperation
Table 5.5 shows that interviewees agreed that cooperation at all phases of e-
government initiative implementation are most important. Cooperation is very
important and essential when developing an e-government initiative. The author asked
questions to different interviewees from different departments to measure the level of
cooperation among departments in the same agency including the IT department as
well as departments in other agencies. Some e-government initiatives might require
inter-agency, cross-agency or maybe no cooperation at all. From the following
interviewees’ answers, knowledge is gained in relation to understanding cooperation
and points of strengths and weaknesses among public departments are identified.

Commenting on how important is the cooperation came from an Assistant

Undersecretary in the MoF, he said:
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“True, the cooperation between institutions to provide e- services is
critical to the success of any online service and we have a team
works directly with the Central Agency for Information Technology
to ensure proper functioning and to overcome any problems quickly.
We also work closely with all institutions in the country. E-initiative
would not be successful without full strong relationship and

cooperation among all.” (Interviewee-Al-T7)

Cooperation

MOF Strong | Acceptable | Weak
Department to IT department v
IT department to CAIT v
Department to CAIT v
Department to Department v
v

Department to other Agency Department

Table 5.4 MoF Stakeholders Cooperation

5.2.4.2.4.1 Cooperation between Agency and other Agency

First, the researcher asked the interviewees about cross-agency cooperation regarding

e-government projects. This is important to highlight and measure cooperation

between public organizations when implementing an e-government initiative. Truly,

the cooperation between government organizations to provide e- services is critical to

the success of any initiative. A team works directly with the Central Agency for

Information Technology to ensure proper functioning and to overcome any problems

quickly. E-government initiatives would not be successful without full strong

relationship and cooperation among all government bodies. One comment given by a

manager in this ministry, as:

“We have a problem that every government institution considered
itself as a stand-alone state and not caring with what others do. This
is improper because the cooperation is very important for the
success of e-government initiative implementation. But, when
building an e-service that depends on cooperation of two
organizations, it is clear that everyone should be committed to
cooperate to assure the success of the e-initiative. ” (Interviewee-A2-
7)
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A different opinion was reported from a manager from the IT department, he
stated that:
“Cooperation is weak, and not at the standard required. There is a
discrepancy between state institutions in this aspect. Lack of
cooperation between agencies can cause some delay and perhaps
sometimes initiative failure. Here, the role of the central agency for
information technology that must have a political power to control
work and communicate with everyone must come.” (Interviewee-A4-
7)
The Assistant Undersecretary of Expropriation for Public Welfare
Department in the ministry reported that they already have their e-service
ready to be used. Unfortunately, they cannot use it because of the lack of
cooperation they need from a department in another agency and also due to
the lack of e-signature. His comment was:
“At present, there is no cooperation with other departments
regarding e-services. We are in the process of developing our e-
services. There will be a direct cooperation with other departments
in some ministries, such as municipal and Kuwait savings Bank, but
will be immediately after obtaining legal cover for the online E-
Government transactions.” (Interviewee-A6-T)
By observation, current agency-agency cooperation is not at the required level.
Cooperation between departments with respect to some e-initiatives is essential for the
success of that initiative. Central Agency for Information Technology must get
involved if there is refusal from departments to persuade them to cooperate. For
example, the Civil ID Agency once stopped their sign-in system, which is the system

used in the one-stop portal, to test the PKI system without notifying CAIT or any

government organization linked to their system such as the MoF.

5.2.4.2.4.2 Cooperation between Department and other Department
Another type of cooperation is the cooperation between various departments in the

same agency. This type of cooperation happened when information is needed to be
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exchanged between two departments for an e-government initiative to be completed.
Below are the interviewees’ interpreted comments. The first comments came from an
Assistant Undersecretary in the MoF, who reported that:

“Cooperation is weak and falls short to the required level for the

success of e-government initiatives. There is always a problem we

encounter. They do not understand the workflow of their services

and where it should starts and end, "cycle process of any service”

(Interviewee-Al1-22)
Cooperation between organization departments to converting a traditional service to
an e-service is very important and helps in the rapid and successful transformation to
achieve the desired goal. Cooperation exists but sometimes other priorities in a
department prevent them from full cooperation with other departments. For example,
if they have other works that are more important than an e-service to be linked, this
will lead to delays in cooperation and then a delay in implementing the initiative in
time. In fact, all departments cooperate with one another only because of the strong
leadership in this agency. According to the documentation offered to the researcher,
the organization is currently working to shift to an electronic Ministry, and
departments must transform all the internal transactions in the ministry to be
electronic. The project is called ECM 'Enterprise Content Management'. This project
is among the projects that are on the e-government agenda for the current year
2011/2012. An opinion regarding department to department cooperation was reported

by a manager from the IT department, he stated that:

“Yes, there is cooperation between us and it is very important to the
success of e-initiatives and its continuity.” (Interviewee-A4-22)

A supportive argument came from a manager in the same department:

“Yes, there is significant cooperation between our department and
other public agencies. However, there are differences with regard to
cooperation of the officials because some of them are bureaucratic
under the pretext of keeping rights. There is a disparity between the
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agencies in terms of responding to our request of cooperation due to
the complexity of official's rights to the extent that it could take more
than two months to respond officially.” (Interviewee-A5-22)
The Assistant Undersecretary of Expropriation for Public Welfare
Department in the ministry reported that they already have their e-service
ready to be used. However, they cannot use it because of the lack of
cooperation they needed from another department in this agency. His

comment was:

“There is no cooperation between us and any other department so
far.” (Interviewee-A6-22)

5.2.4.2.5 Enforcement/Reward system

According to the interviewees (table 5.5), this factor is important and used to control
and manage the work. They agreed that this factor is applied widely in their
departments. An Assistant Undersecretary in the MoF said:

“Yes, this is the tool that helps ensure the success of electronic
services and development.” (Interviewee-Al-14)

A manager from the IT department reported that:
“Yes, the use of this principle will lead to increase productivity
significantly; it should be applied to everyone without distinction.”
(Interviewee-A2-14)
The principle of reward and punishment is very important. However, managers in this
organization apply it with caution and fear that the IT skilled staff could transfer to the
private sector. The importance of this system is that it helps ensure the success of e-
government initiatives. It is important to give the employees incentives that create
motivation to accept change and transformation to the new work environment. In
Kuwait, it is commonly known to the employees that there is reward after reward but

punishment does not exist. An Assistant Undersecretary told me that he could not

transfer one employee from one place to another because of the favouritism. Attention
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must be paid to this aspect to implement e-government successfully. He said, in the
past, we were involved in choosing our employees. Currently, employees are imposed
on the department and cannot be held accountable. A manger from the department of
IT reported that:
“We encourage everyone to cooperate and get them involved when
implementing e-services to maintain adaptation. At the same time,
punishment and reward system is very important and essential to the
success of e-government. It must be applied because it leads to help
the progress of work.” (Interviewee-A10-14)
5.2.4.2.6 Corruption
After analyzing the empirical data (table 5.5), it appears that all interviewees agreed
that there is no corruption. This factor does not affecting the implementation of e-
government initiatives. The interviews below showed that there is no corruption in the
government developments. An Assistant Undersecretary in the MoF said:
“In this regard, | see that there is no corruption in all the
departments in this organization the process to implement e-
government initiative is rapidly increasing. ” (Interviewee-Al1-11)
By observation, the researcher believes that corruption does not exist in this
organization a view supported by managers in their interviews. The Assistant

Undersecretary of Expropriation for Public Welfare Department reported that:

“There is no corruption.” (Interviewee-A6-11)

5.2.4.3 Post-Implementation Factors: Deployment Phase

This is the final phase of the e-government initiative cycle process. This phase starts
when the e-government initiative is deployed into the state one-stop portal. The one-
stop portal is managed by CAIT, and the initiative owner department will be given
access to operate their online service. There are important factors influencing this

phase. In the next subsections the major factors for this phase are outlined.

Hajed AlRashidi 149



Chapter 5: Case Studies

5.2.4.3.1 Security and privacy

As shown in table 5.5 it appears that all interviewees have the same perceptions that
security and privacy is a less important factor at the first and second phases of e-
government initiative implementation. However, according to the collected empirical
data, interviewees confirmed that security and privacy is most important at the
deployment phase. Security and privacy is important for both service provider and
citizens. Both users will not adopt an e-service that lacks security and privacy. Below
are the answers of interviewees. First, the Assistant Undersecretary said:

“Yes indeed, Security is very important for us and is a major
concern at all times. ” (Interviewee-Al1-21)

The responsible government entity of giving permission to access the online e-
government initiatives are the Public Authority for Civil Information at the state level
for all e-services provided through the one-stop portal. This system was supposed to
be provided by the Central Agency for Information Technology but they didn't, and it
has been accomplished by the public Authority for Civil information. The system was
used to avoid conflict of project development and to save time especially when
knowing that this system is consistent and effective. Before activating the security
system, the use of online e-services was very weak and almost every institution
provided their own security system individually. A manager from the IT department
reported that:

“Security and privacy of data has always been our main concern.

We care about the security and confidentiality of the data

significantly. it is the most important factors when implementing the

e-services” (Interviewee-A2-21)

A manger from the department of IT also claimed that:
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“Data security is very important after putting the e-service online
and there must be strong security and privacy systems.”

(Interviewee-A10-21)
5.2.4.3.2 IT Training
It appears from analysing the empirical data (table 5.5), both documentation and
interviews, that IT training is most important at the post-implementation phase.
Interviewees believe that all employees and also officials must take some training
courses in IT skills. The importance of this factor can be seen at the e-service post-
implementation phase. An Assistant Undersecretary in the MoF said:

“Yes, we are training our staff on any new e-initiative. Training is

very important and lead to the successful adoption of e-government

initiatives. ” (Interviewee-A1-20)
There is a big change in the work environment as there are new systems being
implemented. This leads to the need for employees to be trained continually. This task
takes considerable time due to not being able to take in the experience quickly and
due to the lack of user's seriousness. Lack of interest and follow-up from officials is
another problem. It was seen that sometimes some of the staff are incompetent which
leads to the need of doubling the efforts to prepare them for the new environment of
e-government. The Assistant Undersecretary of Expropriation for Public Welfare
Department reported that:

“IT skilled staff is essential and helps to speed the transition to

electronic initiative when implemented. So we are interested to

continue training for our staff on everything that is new in the field

of technology.” (Interviewee-A6-20)
Two managers from the same department said:

“Staff training on the IT skills is very important and helps in the

success of e-services. We have training courses throughout the
year.” (Interviewee-A8-20)
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Rehabilitation and training is very important. There must be plans of training to

ensure the success of transformation.

5.2.4.3.3 Legislations/Regulations
According to the interviewees (table 5.5), this factor is most important after deploying
the e-service. Interviewees emphasise that security and privacy are directly linked to
the legislations. Therefore, the absence of legislations that organize online
transactions will lead to distrust of the online services. According to interviewees,
legislation is not needed during the per-implementation and implementation phases. It
does not hinder the development process in the first and the second phases. It is only
important when exchanging data and to legalize online transactions. An Assistant
Undersecretary in the MoF said:

“Of course, everyone is keen to be protected with laws and

regulations that control the use of electronic services. Issuing laws

and legislations is to protect clients and preserve their rights. What

is lacking now is the existence of e-signature law to legitimize all

the services provided through the one-stop portal.” (Interviewee-

A1-13)
Lack of legislation governing the use of e-services leads to fear of use and, therefore,
failure. The most important factor that prevents using e-government initiative after
deploying is the absence of laws governing and handling the use of e-services. The
most important of these laws is the law of electronic signature and electronic crimes.
Lack of these laws does not hinder the work to implement e-services. However, lack
of legislation is preventing the use of e-services after implementation because of the
lack of legal cover. Legislation regulating electronic transactions is very important

and will help to accept use of e-services by both providers and end-users. The use of

e-services needs to be protected by legislation and, unfortunately, these legislations

Hajed AlRashidi 152



Chapter 5: Case Studies

have not yet been issued. The Assistant Undersecretary of Expropriation for Public
Welfare Department reported that:
“Our e-services are ready. However, we cannot use it completely
because of the absence of laws governing the online transactions.
Most important of these laws is the law of electronic signature that
was not out yet.” (Interviewee-A6-13)
There is a direct impact of lack of legislation on the success of e-government
initiatives. The government should speed up passing the laws governing electronic
transactions. A manger from the department of IT reported that:
“We have e-initiatives that cannot be published due to the absence
of laws regulating e-services. The most important law is the
electronic signature which doesn't exist yet. Legislations will help in
speeding up implementation and quick adoption of e-initiatives.”
(Interviewee-A10-13)
5.2.4.3.4 Initiative priority
As shown in table 5.5, all interviewees believe that it is most important to give
priority to the e-service over the paper service after deploying it. Interviewees
reported that if the e-service is not given priority, employees will not adopt it. This
will result in e-service failure. All interviewees agreed that this factor is very
important in the post-implementation phase of the e-government initiative. An
Assistant Undersecretary in the MoF said:
“In fact, a large proportion of the public tend to use the e-service
when launched and those of course are the young people. We keep
working on both manual and e-service to give opportunity to those
who did not want or know how to use e-services to avoid any
prejudice at work. But the priority is given to the online services. ”
(Interviewee-Al1-23)
Some interviewees said that priority must be given to e-services and always

encourage using them to help increase e-services successful. The Director of the IT

department claimed that:
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“Yes, the e-service is more important when deployed and will be
given more priority.” (Interviewee-A3-23)

In an opposing opinion, another department manager reported that:

“We are working on both, but the priority is given to the manual
because the e-service is still experimental.” (Interviewee-A9-23)

The researcher asked the interviewees about the importance of factors at each

implementation phase of e-government initiative. Using Miles and Huberman’s

(1994) scale of less important (O), important (®) and most important (@) Table 5.5

below provides the analysis of the factors in the three initiative implementation phases

based on the views from the interviewees.

Case Study One — Ministry
of Finance (MoF)

Per-
implementation

Implementation

Post-
Implementation

Factors

Leadership

IT Infrastructure

Financial/Cost/Budget

Strategy/Awareness

Political desire/support

Legacy Systems Upgrade

BPR

IT qualified staff

Resistance to change

Cooperation

Enforcement/Reward system

Corruption

Security and privacy

IT Training

Legislations/Regulations

Political Power

Scope

Documentary Cycle

Initiative priority

Ole|® e 0|00 eeeeleeeee

Oleee0®00eeeeeololeee

00000000 e 000eewoee

Table 5.5 Validation of the Factors Influencing Development Phases of E-

government Initiative in MoF
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5.3 Case Study Two — Public Authority for Applied Education and Training
(PAAET)

5.3.1 Background to Public Authority for Applied Education and Training
(PAAET)

This case study organization was selected because it has many e-government
initiatives. One of the large e-services is the system offered online to students to
apply for PAAET colleges and register for courses as well as to check their grades
online. Also, there is another e-service offered to the faculty staff to use all the
facilities offered for the researchers and their students. Although this government
organization is only recently offering e-services; it is very active in implementing e-
government initiatives.

The Public Authority for Applied Education and Training (PAAET) was established
on December 28, 1982, by law number (63). Through its two sectors, Education and
Training, the goal of PAAET was to develop the national technical manpower and to
meet human resource needs of the country. According to the PAAET web portal,

there are Colleges & Institutes as well as special training courses.

= The applied education sector includes five Colleges, which offer several
specializations:

College of Basic Education
College of Business Studies
College of Technological Studies
College of Health Sciences.

The College of Nursing

akrwdE

= Besides the four colleges , there are 12 of training Institutes and centers such as:

The Higher Institute of Energy

The Higher Institute of Telecommunication and Navigation
Industrial Training Institute

Nursing Institute

Constructional Training Institute

Vocational Training Institute

IS
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PAAET is a government organization which offers education and training to students of
different educational backgrounds. According to the UNESCO web site, PAAET has:

e Currently more than 39,000 students enrolled at the PAAET colleges and
institutes.
e Number of faculty members in the college: 2,082

e Number of training staff in the institutes: 1,141

PAAET has a significant role in ensuring that the next generation of Kuwaitis have
the capacity in terms of technical skills with the objective of developing and
upgrading manpower to meet the challenge of the shortfall in technical manpower

created by industrial and economic development of the country.

5.3.2 Stakeholders of E-government Initiative Implementation

Similar to case study one, this section aims to identify the internal stakeholders
responsible and their role to implement e-government initiatives. The researcher met
with managers from different departments in this case study. When asked about the
stakeholders, implementers, of the e-government initiative, the manager from the
Department of Scholarship and Cultural Relations said:

“I think that department of Information Technologies and the
Central Agency for Information Technology are the builders of any
e-service.......yes public agencies departments are responsible too.”
(Interviewee-B1-1)

In another interview with the Director of the IT Department the answer was accurate
and satisfies the framework presented in Chapter 3, as he said:
“They are three: Central agency for Information Technology,
beneficiary department and the Department of Information
Technology.” (Interviewee-B2-1)
To have another opinion the researcher also met with the Dean of admissions and
registration and he reported that:
“Our department, department of computer or the private sector and

the Central Agency for Information Technology.” (Interviewee-B5-
1)
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After identifying the internal stakeholders responsible to implement e-government
initiatives, it is necessary now to see how important the relationship between the

stakeholders is which is outlined in the next section.

5.3.2.1 Stakeholders Relationships
The Director of the IT department told the researcher that millions has been spent by

the country on e-government projects that ended in failure or did not satisfy the
customers’ needs. He complained that each government organization is working
individually unaware of what others are doing. This, he said, led to duplications in
projects. One example was the projects of e-government authentication PIN that have
been done twice by Public Authority for Civil Information (PACI) and Central
Agency for Information Technology (CAIT). Interviewees agreed that the role of
government internal stakeholders to implement e-government initiative is the key for
successful. The manager from the department of scholarship and Cultural Relations
said:

“The ongoing relationship and cooperation between stakeholders is

very important to the success of any e-government initiative.”

(Interviewee-B1-2)

The Director of the Department of Measurement and Evaluation and Professional
Development said that:

“The success of any e-Services depends on the strong relationship
between all parties that have responsibility on online service.”
(Interviewee-B6-2)
Stakeholders’ relationship is very important to be strong and always close for the
success of e-government initiatives. However, in this organization as the researcher

observed, stakeholders’ relationship is not as it should be. This is confirmed by many

interviews with managers. The Director of the Department of Faculty members and
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Training reported that relationships among internal stakeholders are still weak and
ineffective, he said:

“The relationship is weak and there is no cooperation
significantly.” (Interviewee-B9-2)

There are two types of stakeholders’ relationship. First, is the relationship between the
stakeholders in the same organization departments. The second is the agency to
agency stakeholders’ relationships. The researcher discussed the two types of

relationships with the interviewees in the next subsections.

5.3.2.1.1 Relationship between Organization Departments and IT Department

Most of the interviewees in this organization said that they have no e-government
services, or have online services not under the e-government project. This gave the
researcher an indication that e-government initiatives in this organization are very few
or do not exist. However, the interviewees agreed that stakeholders’ relationship is
important to implement e-government initiatives. Almost all of the interviewees said
that there is no department to department relationship in regard to the e-government
initiative. On the other hand, most of them reported that they have a relationship with
the IT department. The manager of the Department of Scholarship and Cultural
Relations said:

“Cooperation between our department and the IT department is

very necessary because they are doing the biggest work of the

transition to electronic environment.” (Interviewee-B1-8)

This organization is currently working on one big e-government project to be offered
on the one-stop portal. The Dean of Admission and Registration reported that:

“Close relationship with the IT department is very important for the
construction of e-initiatives. Therefore, we fully cooperate with
them.” (Interviewee-B5-8)

The Director of the Department of Measurement and Evaluation and Professional

Development said that:
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“It is very important to cooperate with the IT department. However,

our relationship is weak and cooperation between us is not as

expected.” (Interviewee-B6-8)
The stakeholders’ relationship (table 5.6) between this organization and the e-
government administration agency (CAIT) is indeed important. Government
organizations need to have a close relationship with CAIT to implement and manage

their initiatives. This kind of relationship was reviewed with the stakeholders

(interviewees) and will be discussed in the next section.

Internal Stakeholders Relationship

IT Department Departments

Department Weak weak

Table 5.6 Stakeholders Relationship in the PAAET

5.3.2.1.2 Relationship between Agencies and CAIT
CAIT is the e-government project leading agency in Kuwait. Although it was
established in 2006, it is actively working to make e-government projects successful.
However, there is no government organization that has a responsible team managing
its e-government initiative. In fact, all government organizations contact CAIT
through their IT departments. In an interview with the manager of the Department of
Scholarship and Cultural Relations, the manager reported that they work directly with
the department of IT, and do not have direct cooperation between them and CAIT, he
said:

“There is no direct contact between our department and CAIT. We

only communicate with the IT department in our agency then IT

department communicate with CAIT.” (Interviewee-B1-9)

The Director of the IT Department’s answer was:

“The relationship between us is very important and must be
continuing directly and continuously.” (Interviewee-B2-9)
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Due to the very limited e-government initiatives in this organization, the MOF
departments to CAIT stakeholders’ relationship is weak and ineffective. However, IT

department relationship with CAIT is strong.

MoF

IT Department Departments

CAIT Strong weak

Table 5.7 Relationship between PAAET and CAIT

5.3.3 Phases of E-government Initiative Implementation
It appears that the interviewees almost all share the same perceptions regarding the e-
government initiative implementation phases. They all agreed that there are three
implementation cycle processes for the e-government initiative. The Director of the IT
Department when interviewed said that e-government initiative implementation
process must go through three phases before it can be placed online, he reported:

“The design phase, the implementation phase and then the

deployment phase to put the e-service on the state web portal ”

(Interviewee-B2-3)
The Dean of Admission and Registration supported that and he reported that:

“....yes there are three phases: Request phase from our department

to the department of IT (construction phase), then the operation

phase on CAIT e-gate. ” (Interviewee-B5-3)
Electronic government initiative starts from the moment an agency department sends
a request to the department of IT to build an online service for them, and then placed
on the web portal of the State, which has to be supervised by the e-government
administration agency. According to the framework proposed in this thesis, e-
government initiative implementation passes in three phases: design or pre-

implementation phase, and implementation phase and the deployment phase.

Interviewees have agreed and validated this part of the framework.
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During the interview with the Director of the IT Department, he said that the first
phase is when an organization department asks to develop an electronic service for
them. This was supported by the manager from the Department of Coordination of
Special Courses when he said that it starts when they send a request to the department
of Information Technology to build an e-service. Also, a manager from the
Department of Measurement and Evaluation and Professional Development added
that the first step in building an e-government initiative is to send a request from the
department to the Department of Information Technology asking them to build an
online e-service.
While discussing the complexity of the e-government initiative implementation
phases, the manager of the Department of Scholarship and Cultural Relations said that
the last phase of e-service development is the most difficult because of the problems
in adopting and managing it. This is usually due to difficulty of use, non-existence of
legislation or the lack of security and privacy. However, the Director of the IT
Department believed that the implementation phase is the hardest because they are
facing a shortage of IT qualified staff and also lack of cooperation between
departments and us. Another manager from the IT Department said that:

“I think that implementation stage is the most complex and difficult,

this is due to poor cooperation between government departments

and department of IT and also many mistakes in the BPR.”
(Interviewee-B4-6)

Phases of E-government Initiative Implementation

Pre-implementation Implementation Post-implementation

o o ([
Difficulty

Table 5.8 Difficulty Phases of E-government Initiative Development in PAAET
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The critical analysis of the literature review in Chapter 2 revealed that there are
factors influencing the e-government initiative stakeholders. The author of this thesis
identified the factors and mapped each internal stakeholder with the influencing
factors during the e-government initiative implementation process. In this study, the
researcher discovered that there are three implementation phases to the e-government
initiative. In the following section and subsections, the researcher remapped each
factor according to its importance in each implementation phase of the e-government

initiative.

5.3.4 Implementation Cycle: Factors Influencing E-government Initiative
Implementation

All internal e-government initiative implementation goes through three development
phases (see Chapter 3). These implementation phases are the process cycle to any e-
government initiative implementation. The above sub-sections proved that any e-
government initiative development must go through three phases: per-implementation
(design phase), implementation (development phase), and post-implementation

(deployment phase).

5.3.4.1 Pre-implementation Factors: Design Phase

This phase of e-government initiative implementation is the first phase. It usually
starts when a department decides to transfer one of its traditional services to be an e-
government online service. After the department decision to build a new initiative, the
department sends a request to the IT department asking for their assistance. This
phase is affected by many factors that influence the role of the stakeholders that have

a responsibility to carry out the job. These factors are discussed and listed below.
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5.3.4.1.1 Leadership

According to table 5.10, it appears that interviewees agreed that leadership is most
important in the three e-government initiative implementation. The Director of the IT
Department’s answer was:

“Successful leader will help directly on the success of e-government
initiatives, always.” (Interviewee-B2-16)

There is a severe shortage of qualified leaders and this is clear because there is no
good progress in this organization. Leadership is the first factor that has a great effect
on the success or failure of initiating e-government initiative, and it is clear that there
is a lack of leadership now. The Dean of Admission and Registration reported that:

“True, leader is the key to a successful transition to successful e-
government initiative implementation. ” (Interviewee-B5-16)

A manager from the Department of Measurement and Evaluation and Professional
Development added that:

“Quite simply, no successful leader, no successful project.”
(Interviewee-B7-16)

Leadership is the primary factor for the success or failure of e-government initiative

implementation.

5.3.4.1.2 IT Infrastructure

Table (5.10) shows that interviewees share the same perception that IT infrastructure
iIs most important in all e-government initiative implementation phases.
Documentation and researcher observations revealed that departments in this
organization including the department of IT need to upgrade its IT infrastructure. The

Director of IT Department answer was:
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“Constant change and rapid development in technology lead to the
importance to keep up with the evolution in IT.” (Interviewee-B2-
12)
During the interview with the Dean of Admission and Registration, he said that
PAAET has already signed a contract with the private sector to build a student
registration online system for its colleges. The contract consists of building an
advanced IT infrastructure needed for the system. He added, the technological
infrastructure is of the most important elements for the construction of e-services and
must be developed continuously. The Dean of Admission and Registration reported
that:
“We are currently implementing a high technological
infrastructure, and we constantly upgrading them due to their
importance in the success of e-government initiatives.”
(Interviewee-B5-12)
According to the Director of Research Department in PAAET, IT Infrastructure is
very important for building e-services. She said that the more advanced IT
infrastructure and development are the greater the chances of success in e-government
initiatives implementation, she added that:
“Advanced IT infrastructure is necessary to the success of e-
initiatives. We have plans to update our IT infrastructure in
cooperation with the department of Information Technology in our
agency.” (Interviewee-B10-12)
5.3.4.1.3 Financial/Cost/Budget
The interpreted empirical data (table 5.10) revealed that interviewees indicated that
financial is most important in the pre-implementation phase and important in the
implementation phase. The manager of the Department of Scholarship and Cultural
Relations said:
“Budget is not an obstacle, we get what we want, but the delay in

getting the budget is the only problem especially when there is an
urgent initiative.” (Interviewee-B1-15)
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The Director of the IT Department said that the upper management always offer the
budget we need for our e-government initiative. However, the problem is in the
amount of time that the documentation cycle takes before the budget is received, he
reported that:

“Full budgets are always provided. But, the problem is in the

bureaucracy that delays obtaining budget quickly which leads to a

delay in the implementation of government e-initiatives.”

(Interviewee-B2-15)
The slow governmental procedures to provide budgets adversely affect the speed of
implementing e-initiatives. For example, a budget request for a specific project takes
nearly a year to approve. According to a document provided to the researcher, there is
now an attempt by the government to speed up the procedures for obtaining the
budgets in shorter time and will be applied soon. According to the Director of
Research Department in PAAET:

“Yes, the delay in disbursement of budgets required to complete e-

services lead to delays or failure in delivery. ” (Interviewee-B10-15)
5.3.4.1.4 Strategy/Awareness
Strategy and awareness for e-government initiative implementation are most
important. Interviewees believe that awareness of the importance of the e-government
initiative is important and this must be shown in a long term strategy. Table 5.10
indicates that interviewees agreed that strategy and awareness are most important to
implement e-government initiative. The Director of IT Department answer was:

“There are no full awareness and understanding of e-government

among leaderships at the top e-government project management

level. Also, CAIT has no clear strategy to be employed.”

(Interviewee-B2-17)

A manager from the IT Department said that:
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“Yes, there is a clear strategy to be applied and there is
consciousness too, but there are no permanent follow-up to all e-
projects.” (Interviewee-B4-17 April, 2011)
By researcher observation, in this institution, work on e-government program is very
weak and has no attention. Frankly, there is nothing clear about the work on the
project of e-government at all levels of this government institution. According to the
Director of Research Department in PAAET:
“I do not know about the work of e-government at the state level.
But at the level of our agency, the strategy and awareness of the
importance of e-government is very weak.” (Interviewee-B10-17)
5.3.4.1.5 Political desire/support
It appears from table 5.10 that interviewees share the same perception that political
will and support is most important for the e-government initiative in the first and last
phases of the implementation. They reported that there is political desire and support
all the time. The Director of the IT Department’s answer was:

“Yes, there is desire and support, the government has spent
millions on electronic government projects and is still continuing.”
(Interviewee-B2-18)

The Head of Operation and Technical Support reported that:

“Political leaderships have the will and provide full support for all
needs of e-government projects, but following-up this program is
weak.” (Interviewee-B8-18)

Political desire and support is essential; however, the middle management should be
ready and able to implement e-government initiatives. The Director of the
Department Faculty members and Training reported that:

“We hear that there is a desire and support from the top political

leaderships to implement e-government initiatives, but the problem

is in the middle management leaders responsible for the
implementation.” (Interviewee-B9-18)
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5.3.4.1.6 Legacy Systems Upgrade

It appears from table 5.10 that interviewees share the same perception that legacy
systems upgrade is not needed for the e-government initiative implementation. They
reported that there are few e-government initiatives implemented and the current
maturity level of systems can hold more. The Director of the IT Department said:

“Yes, there are capable systems that need no upgrade to start
implementing e-government initiatives. We have no legacy systems. ”
(Interviewee-B2-18)

The Head of Operation and Technical Support reported that:

“The Political leadership’s support us for all needs to implement e-
government projects, but we currently have new and reliable
systems. ” (Interviewee-B8-18)

According to the interviewees, upgrading the systems is not essential. The systems are
ready and capable for e-government initiatives. The Director of the
Department Faculty members and Training reported that:
“Our systems are regularly updated and upgraded if necessary. But,
currently, we have systems capable to hold any e-government
initiatives intended to be implemented. ” (Interviewee-B9-18)
5.3.4.2 Implementation Factors: Development Phase
This is the second phase to implement e-government initiative. This phase starts after
the completion and successful end of the first one, pre-implementation. The most
responsibilities in this phase lay on the initiative developers in the IT department
and/or the outsourcing. This phase is also affected by some factors that influence the

stakeholders during implementation. These factors are discussed in the following

sections.
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53421 BPR

According to the empirical data interpreted (table 5.10), BPR is especially most

important at the implementation phase. All interviewees agreed that BPR has to be

accurate and suitable for the e-government initiative intended to be implemented.

Also, they reported that BPR must not be built on existing manual workflow steps.

The Director of IT Department stated that:

“Process re-engineering incorrectly lead to the lack of success of the
initiative. There are always mistakes in the process re-engineering.”
(Interviewee-B2-10)

A manager from the Department of Coordination of special courses reported that:
“Yes, the lack of properly re-engineering procedures can affect the
implementation of e-service successfully and correctly.”
(Interviewee-B3-10)

BPR procedures must be done properly. It is necessary not to build e-service on the

same previous system steps. For example, if there are seven steps in the workflow

process it should not be programmed as is, but should reduce and eliminate
unnecessary steps when building any online service. Procedures must be improved
before starting implementation. Automation of procedures and quality in business
process re-engineering is the basis for the success of any e-initiative implementation.

In addition, lack of cooperation and lack of staff experience can lead to many

mistakes in the business process re-engineering. A manager from the Department of

Measurement and Evaluation and Professional Development added that:

“There were some difficulties, but our cooperation with the

Department of Information Technology closely helped to overcome
these problems.” (Interviewee-B7-10)
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5.3.4.2.2 IT qualified staff
Most of the IT employees (table 5.10) in the IT department in this organization are
only familiar with the mainframe systems. Also, there is competition between
government and private sector over IT qualified individuals. This led to a severe
shortage of IT employees in government organizations which caused delay in e-
government initiative implementation. This also forced government departments to
depend on private sector especially larger e-government initiatives. The Director of
IT Department stated:
“There are varying levels, and we suffer from leakage of
competencies which affects the work and make imbalances occur

consistently.” (Interviewee-B2-19)

In the other departments, interviewees said that their employees IT skills are good
enough to adopt e-government initiatives. The Director of the Department of
Measurement and Evaluation and Professional Development said that:

“Our employees have the technological capabilities and ready for
switching to e-government directly.” (Interviewee-B6-19)

A manager from the Department of Measurement and Evaluation and Professional
Development added that:

“We have familiar staff with the information technology which
greatly helps to adopt e-initiatives faster.” (Interviewee-B7-19)

5.3.4.2.3 Resistance to change
Resistance (table 5.10) to change is a common challenging factor when implementing
e-government initiatives. Although there are limited e-government initiatives offered
by this organization, interviewees reported that resistance to change is not an
obsession except that few officials might resist in order to maintain power. The Dean
of Admission and Registration reported that:

“We overcome this problem gradually to avoid the shock of change

through getting them involved in implementation as well as
providing financial benefits.” (Interviewee-B5-11)

Hajed AlRashidi 169



Chapter 5: Case Studies

A manager from the Department of Measurement and Evaluation and Professional
Development added that:

“We put our staff at the status quo and tell them that this is the work

from now on and we must accept the new situation. In fact, we do

not have resistance to the contrary; there is happiness to convert to

the electronic environment among our employees.” (Interviewee-

B7-11)
On the other hand, many interviewees said that everybody is looking forward to
seeing e-government initiatives implemented as soon as possible. Employees already
know and are aware of the benefits that e-government initiative will bring to the work
environment. The Director of the Department Faculty members and Training reported

that:

“No resistance, everyone demand and wants to use e-service.”
(Interviewee-B9-11)

5.3.4.2.4 Cooperation

Cooperation (5.9) between all stakeholders with regard to implementing e-
government initiative is very important especially at the implementation phase. There
are three kinds of cooperation, agency to agency, department to department, and
agency to CAIT. In the following subsections, the researcher will investigate the

cooperation among stakeholders.

Cooperation

PAAET Strong | Acceptable | Weak
Department to IT department v
IT department to CAIT v

Department to CAIT

Department to Department

NENAN

Department to other Agency Department

Table 5.9 PAAET Stakeholders Cooperation
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5.3.4.2.4.1 Cooperation between Agency and other Agency
Cooperation is a critical factor when developing an e-government initiative.
Stakeholders must cooperate with each other to bring any initiative to reality. There
are two types of cooperation; in this section agency to agency cooperation will be
discussed. The Director of IT Department answer was:
“There is cooperation which is very important, but we look forward
to more cooperation and transparency cross-agency to increase the
work efficiency with regards to e-government initiative
implementation. ” (Interviewee-B2-7)
Currently, no agency to agency cooperation exists in this organization because there is
no e-government initiative that requires such cooperation. However, some of the
departments are in the process of planning to implement their e-government initiative
that needs other organizations cooperation. The Director of the Department of
Measurement and Evaluation and Professional Development said that:
“So far, we do not need cooperation between us. We have no e-
services that require cooperation with other departments.”
(Interviewee-B6-7)
The Head of Operation and Technical Support reported that:
“Currently, there is no cooperation due to the lack of e-services
which require this. But if any, cooperation becomes very necessary
in order to have successful online services.” (Interviewee-B8-7)
5.3.4.2.4.2 Cooperation between Department and other Department
This is an academic organization that has many professional people in various
disciplines. However, there is no cooperation or relationships among the departments
to implement e-government initiatives. The Director of the Department of

Measurement and Evaluation and Professional Development said that:

“Cooperation is weak and does not rise to the level of our
ambitions.” (Interviewee-B6-22)
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According to the interviewees in the IT departments, departments are not willing to
even think about e-government initiatives. Although the IT department offers their
help in this regard, most of the departments refuse to cooperate. One reason that
departments are not cooperating could be the frequent change of the departments’
leaders. The Head of Operation and Technical Support reported that:
“Cooperation is very weak because of the reluctance of other
departments and their unwillingness to build e-services.”
(Interviewee-B8-22)

The Director of the Department faculty members and training reported that:

“There is currently no cooperation because there are no e-Services
require that.” (Interviewee-B9-22)

5.3.4.2.5 Enforcement/Reward system
According to table 5.10, interviewees agreed that this system is most important in the
post-implementation phase. This system can be used to increasing workers
participation and productivity. In observations, this system is not applied in most
departments. Therefore, employees and also leaders are unwilling to take
responsibilities and participate in new e-government initiative development. The
manager from the Department of Scholarship and Cultural Relations said:

“Yes, this principle is important and we use it. It helps to succeed at

work. There are excellent rewards for those who do not miss work

and work hard.” (Interviewee-B1-14)
Until this system is applied truly, e-government initiatives will not be implemented
the way they should be and progress will also be slow. The Director of IT Department
stated:

“Yes, in my opinion, this is a very important principle which made

the private sector is better than the public sector significantly.”

(Interviewee-B2-14)

A manager from the IT Department said that:
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“Yes, this system will greatly help in the successful implementation

of e-government initiatives. However, we cannot apply it because of

the widely spread nepotism in Kuwait” (Interviewee-B4-14)
This principle is very important and helps maintain success in the work, but difficult
to apply in Kuwait because of nepotism. This principle is not applied and will not be

effective even if it is applied because of nepotism and cronyism that prevalent in all

the state institutions.

5.3.4.2.6 Corruption

Most of the interviewees (table 5.10) in this organization reported that there is no
corruption. Interviewees denied that there is corruption because all organizations
activities are monitored by many governmental authorities and there is transparency in
their work. This led to an increase in the e-government initiative implementation. The
Director of IT Department stated:

“There is no corruption and the work on e-government initiative
implementation was not affected. ” (Interviewee-B2-19)

In addition, interviewees said that although there is less awareness of the importance
of e-government initiatives, there is no proof of corruption in this organization. The
Director of the Department of Measurement and Evaluation and Professional
Development said that:

“l did not see any corruption in the departments of this
organization. ” (Interviewee-B6-19)

5.3.4.3 Post-Implementation Factors: Deployment Phase

This is the e-government initiative post-implementation phase. It is the phase when
the initiatives are offered to the public online. In this phase, there are factors that
directly affect the e-government initiative development. These factors are discussed in

the following sections.

Hajed AlRashidi 173



Chapter 5: Case Studies

5.3.4.3.1 Security and privacy

According to table 5.10, interviewees believe that security and privacy are most
important only at the post-implementation phase. The manager from the Department
of Scholarship and Cultural Relations said:

“Of course, we care so much. | refuse to work on any online service
that is not safe and confidential to be used. ” (Interviewee-B1-21)

A manager from the IT Department said that:

“Security and confidentiality must be provided during the
development of electronic services.” (Interviewee-B4-21)

In this aspect, security and privacy are the most important factors that lead to the
failure of e-government initiatives if not securely provided because government
departments and citizens will not use insecure e-services. After putting the e-service
on the state website portal, its adoption and success depends greatly on the degree of
security and privacy to data. The Director of the Department Faculty members and
Training reported that:

“The security and privacy of data is essential. We will not use any

online service if it is not highly secure.” (Interviewee-B9-21)
5.3.4.3.2 IT Training
IT Training on e-government initiatives skills is becoming apparently important for
employees and leaders involved in the work. Table 5.10 reveals that IT training is
most important at the post-implementation phase. The Director of the IT
Department’s answer was:

“There is of paramount importance for the technological skills

training not only at the level of employees, but managers must be
trained as well.” (Interviewee-B2-20)
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Training will help create awareness among employees and increase participation in e-
government initiatives. Training can lead to quick adoption and reduce resistance. The
Director of the Department of Measurement and Evaluation and Professional
Development said that:

“Attention must be paid to training because it is the secret and the
key to success when providing e-services.” (Interviewee-B6-20)

In another supportive opinion, a manager from the Department of Measurement and
Evaluation and Professional Development added that:
“Staff training is ongoing which is necessary because the work is
constantly evolving, especially with the use of the latest technology
and also our new entry into the environment of e-government.”
(Interviewee-B7-20)
5.3.4.3.3 Legislations/Regulations
Interviewees (see table 5.10) reported that legislations are most important in the post-
implementation phase. Many departments stakeholders are not willing to risk their
rights and data privacy to use e-government initiatives that not protected by
legislation. The manager from the Department of Scholarship and Cultural Relations
said:
“Legislations and regulations are very important and help to speed
building electronic initiatives and use them. Absence of laws means
that we will reject e-service and will not use it.” (Interviewee-B1-
13)
The Director of IT Department answer was:
“Legislations are very important because some departments refuse
to use e-government initiatives because of the lack of legal cover.
This is the role of CAIT to rush in working on this side.”
(Interviewee-B2-13)
According to most of the interviewees, legislations are not important for the pre-

implementation and implementation phases of the e-government initiative. The Head

of Operation and Technical Support reported that:
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“Laws and regulations governing online electronic transactions are
not important to the design and implementation phases. But it is the
most important factor of success after the deployment of the e-
services.” (Interviewee-B8-13)
5.3.4.3.4 Initiative priority
Empirical data interpretation (table 5.10) stated that e-government initiative is most
important in the post-implementation phase. Interviewees reported that giving priority
to the online e-government initiative will increase its credibility and success. The

Director of IT Department stated:

“We always give priority for e-government initiatives and insist on
using it.” (Interviewee-B2-23)

Some interviewees said that they would continue working with the two systems in
parallel for some time. However, the e-government initiative will be given the
priority. The Director of the Department of Measurement and Evaluation and
Professional Development said that:

“E-service has been completely adopted after giving an opportunity

to work on the two systems for a period of 6 months.” (Interviewee-

B6-23)
A different opinion suggests that e-government initiative must be given the priority
immediately to help make it successful and force both employees and customers using
it. A manager from the Department of Measurement and Evaluation and Professional
Development added that:

“After placing the e-service on the website portal, it should be given

the priority to help in its success. We are now using our electronic
service only, and with 100% success.” (Interviewee-B7-23)

Before starting to map the factors on the initiative implementation cycle, the

interviewees were asked how important the factor were to them and in what phase is
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it important the most. The table (5.10) below provides the analysis of the factors in

the three initiative implementation phases based on the views from the interviewees.

Case Study Two — Public
Authority for Applied Per- Implementation Post-
Education and Training implementation Implementation
(PAAET)
Leadership o [ ] [
IT Infrastructure o o [ ]
Financial/Cost/Budget o ® O
Strategy/Awareness o ® [
Political desire/support o O [
Legacy Systems Upgrade O O O
BPR ® o O
IT qualified staff ® o O
g Resistance to change O o ®
t’cé Cooperation o o [
LL | Enforcement/Reward system O ® [
Corruption O O O
Security and privacy O ® [
IT Training O O) o
Legislations/Regulations O O [
Political Power o ® [
Scope o o [
Documentary Cycle o ® O
Initiative priority O ® [

Table 5.10 Validation of the Factors Influencing Development Phases of E-

government Initiative in PAAET
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5.4 Case Study Three — Central Agency for Information Technology (CAIT)

5.4.1 Background to CAIT

The Central Agency for Information Technology, CAIT was selected as a case study
because it is the Kuwait e-government administration agency. CAIT’s
Responsibilities - Decree 266 of 2006: the establishment of The Central Agency for
Information Technology, with the following objectives and responsibilities:

e The development of plans and policies for Information Technology at a
National Level.

e The supervision of the activities in executing the plans and projects for the
Electronic Government in coordination with Ministries and Government
establishments.

e The laying of the required standards and methodologies for information
technology systems and equipment.

e The founding and management of the Kuwait Government online portal.

e The training of technical personnel working in Information Technology fields
and developing their capabilities.

e Developing the public awareness of Information Technology and its uses in
many aspects of the community.

In 2004, Kuwait signed a "Memorandum of Understanding™ with the Government of
the Republic of Singapore for the purpose of coordination in E-Government Project
Implementation in the State of Kuwait. Singapore recommends that the State of
Kuwait should adopt the centralized e-government approach because of the small size
of the State and its political system. The first and immediate suggestion was to

establish a central agency for information technology responsible of the e-government
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project in general, and to be given full support and power from the government. The
blueprint also suggests that Kuwait e-government has to be administratively
centralized and e-initiative development decentralized. A centralized approach means
the e-government project is managed by one public agency that should establish and
control a one-stop portal. The Central Agency for Information Technology is the
agency controlling Kuwait e-government project. All other agencies must work with
CAIT to publish their e-service on the state one-stop portal.

In the centralized approach there are three government entities, stakeholders, who
must work together to develop any e-government initiative. These stakeholders are
the e-government project administration, IT department and other departments in

organizations.

5.4.2 Stakeholders of E-government Initiative Implementation

In order to identify the e-government initiative implementers, the author of this thesis
asked the interviewees to identify all those who are responsible to implement e-
government initiatives in the State.
CAIT is responsible for the e-service after putting them on the one-stop portal, and
various government departments are responsible for the transfer of services to
electronic services with IT departments in their organizations. The manager of e-
government web portal added that:

“The government organizations departments, their information

centres and the Centre for Information Technology.” (Interviewee-

C4-1)
The Manager of National e-projects and Planning Department reported that:

“CAIT, and the beneficiary department, and the IT centre in that
agency.” (Interviewee-C7-1 April, 2011)

The Director General of CAIT said that:
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“Departments in state institutions, and IT departments in the same
institutions, and CAIT.” (Interviewee-C8-1)

5.4.2.1 Stakeholders Relationships

This section aims to measure the relationship among the stakeholders responsible for
implementing e-government initiatives. All interviewees believe that stakeholders’
relationship is important for implementing e-government initiatives successfully and
efficiently. The Deputy Director General for Information Technology said that:
“There is a strong and continuous relationship, and this helps the
success of the e-government initiatives implementation.”
(Interviewee-C1-2)
Relationships between stakeholders are very important in all stages of e-government
initiative development. The Team Leader of Technical Emergency in the IT
department said that:
“If there are no cooperation and presence of a strong and
continuous relationship between the three parties then we will not
see any success to any online service.” (Interviewee-C3-2)

The Director General of CAIT said that:

“No success to any online service without an existence of a close
collaborative relationship between all parties.” (Interviewee-C8-2)

It is very important to maintain a close relationship between all parties responsible for
the construction of e-services from the beginning and even after placing the e-service
on the one-stop portal. Cooperation and relationships must continue as long as the e-

service exists.

5.4.3 Phases of E-government Initiative Implementation

Understanding the phases that e-government initiative implementation goes through is
critically important for the success of the initiative. The manager of e-government

web portal added that:
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“First, a request to develop an e-service is sent to the information
technology department from the beneficiary department at the same
organization, and then the IT department in the same agency
implements that e-service using our standards and specifications.
We then place the e-service on the one-stop portal.” (Interviewee-
C4-3)
The Operation Manager of Kuwait Information Network (KIN) said that:
“First, agencies departments send a request to their IT department
in the institution itself to develop an online service. Second, the IT
department then implements the e-service. Finally, IT department
communicate with the Central Agency for Information Technology
to put the e-service on the one-stop portal.” (Interviewee-C6-3)
It is important that each stakeholder knows their role and responsibilities during the
implementation process of the e-government initiative. Stakeholders’ relationship and
cooperation is essential for any e-government initiative. The Director General of
CAIT said that:
“We initially put the standards and specifications. Agencies follow
our instructions to implement their e-services, and then we put them
on the one-stop portal.” (Interviewee-C8-3)
The interviewees in this agency identified the implementation phases of the e-
government initiative implementation. They reported that the first phase is when one
government department asks the IT department in the ministry to implement an online

service. After the IT department builds that e-service they should give it to the Central

Agency for Information Technology to place it on the one-stop portal and manage it.

e The Starting Point of E-government Initiative Implementation Process

To understand the implementation phases of e-government initiative, the researcher
asked the interviewees a question about the starting point of e-government initiative
implementation process. The Manager of National e-projects and Planning

Department reported that:
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“It should be started from the beneficiary department first.”
(Interviewee-C7-5)

It seems that all the interviewees agreed that most of the e-government initiatives
should be started from the department that own the initiative. This means that
awareness of the importance of the e-government initiatives must be spread among
government organizations. A consultant of the higher management team said:
“It begins when departments of government agencies contact the
department of information technology to request a construction of e-
services.” (Interviewee-C9-5)
A Consultant from the Database Management Department reported that:
“It begins when one of the government departments sends a request

to the IT department in the same organization asking for an online
service development.” (Interviewee-C10-5)

e The Hardest E-government Implementation Phase.

For more understanding, the author of this thesis asked another question about the
hardest phase of e-government initiative implementation. Each interviewee answered
from his/her perspective. The interviewees answered the question differently. The
Team Leader of Technical Emergency in the IT department said that:

“The final phase is the hardest and most important to the success of
the e-initiative because of its sensitivity at the beginning and the
need for continued cooperation between us and the beneficiary
department.” (Interviewee-C3-6)

The Manager of Kuwait Information Network (KIN) said that:
“Implementation stage is the most difficult because it is long and
you need the cooperation of all parties with the developers
especially when testing the BPR.” (Interviewee-C5-6)

The Manager of National e-projects and Planning Department reported that:

“The first phase is the most difficult because public agencies must
contact us first to take the standards and specifications to construct
any e-service, and then to determine the appropriate budget and
building the IT infrastructure.” (Interviewee-C7-6)
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The differences in the interviewees’ answers indicate that e-government initiative

phases of implementation are all important. It has become clear that stakeholders must

treat all phases of implementation equally. The Director General of CAIT said that:
“The implementation phase may be the most difficult because of the
importance of the cooperation of all parties with the e-service
developers.” (Interviewee-C8-6)

A Consultant from the Database Management Department reported that:
“Implementation phase is the most important because of the
difficulty in finding IT skilled staff, and the importance of

cooperation between government departments and those who are
building e-services.” (Interviewee-C10-6)

54.4 Cycle Process: Factors Influencing E-government Initiative
Implementation

The internal e-government initiative implementation goes through three development
phases (see Chapter 3). The implementation phases are the cycle process to any e-
government initiative implementation. The above sub-sections proved that any e-
government initiative development must go through three phases: per-implementation
(design phase), implementation (development phase), and post-implementation
(deployment phase). In the next sub-sections, the researcher will identify the major

influencing factors to each development phase.

5.4.4.1 Pre-implementation Factors: Design Phase

As described in the framework of this thesis, e-government goes through three
development phases. Stakeholders are influenced by group of factors during e-
government initiative implementation. According to the framework, these factors

were distributed to the development phases according to their importance in that
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phase. This phase is the first e-government initiative development phase. The factors

of this phase discussed in the following sections.

5.4.4.1.1 Leadership
In interpreting the empirical data (see table 5.12) it appears that the interviewees
almost all shared the same perceptions regarding the importance of leadership as the
first and most important factor that influences internal stakeholders during all
implementation phases of e-government initiative. In this agency, interviewees agreed
that leadership is most important in all phases of initiative implementation. The
Deputy Director General for Information Technology said that:

“Of course, the successful leader is a key factor for the success of

any e-government project and at all implementation phases, and

there is a strong need for electronic project leaders who are few in

the world.” (Interviewee-C1-16)
The Manager of Kuwait Information Network (KIN) said that:

“Frankly, there is a severe shortage in the leadership of electronic

projects at all levels in the country. Many of the current leaders lack

the technological efficiency, which disrupts or lead to project failure

or delay.” (Interviewee-C5-16)
Interviewees in this agency believe that many leaders lack technological skills and
expertise in managing electronic projects. Leaders are needed at all phases of e-
government initiative implementation. There is a severe shortage in the number of IT
leaders, and this greatly affects the speed of the transition to electronic government.
E-government projects in particular need leaders who are familiar with management
skills as well as IT skills. In fact, there is serious shortage of leaders to manage e-
government projects. The Director General of CAIT said that:

“Strong and successful leader is very important to the success of

electronic projects, and we are offering annual sessions in London,
Singapore etc for the top leaders in ministries to increase their
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awareness to accept transition to electronic government.”
(Interviewee-C8-16)
54.4.1.2 IT Infrastructure
One of CAIT’s major roles is to supply an advanced infrastructure that is secure and
reliable to connect the government organizations and departments to exchange
information. According to CAIT documentation, in the last three years Kuwait spent
millions on the Kuwait Information Network (Fig 5.2) which is now ready for use.
Currently, all government organizations can access the KIN to offer their initiative
and communicate securely. The Deputy Director General for Information Technology
said that:
“IT infrastructure is the most important factor for building e-
government. We have full uptime and the latest technological
structure developed to link all the state institutions by the latest
technology, but some government agencies IT infrastructure need to
be updated.” (Interviewee-C1-12)
CAIT have come to the readiness to link all the state institutions in an internal
network fully secured (KIN). However, some of the institutions are still developing
their technological infrastructure. The real e-government initiative implementation
starts with a capable and advanced IT infrastructure (table 5.12). IT infrastructure is
the backbone to the success of e-government initiative implementation. The Manager
of Kuwait Information Network (KIN) said that:
“IT infrastructure is the backbone to implement e-government
initiatives, it is in a sustained improvement at the state level.”
(Interviewee-C5-12)
The Director General of CAIT said that KIN provide a secure network infrastructure
for the government entities and will improve the delivery of information and services.

KIN will bring cost savings to the participating agencies and will bring more efficient

methods of communication among agencies.
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Figure 5.2 Kuwait Information Network (KIN)

As a new network, Kuwait Information Network (KIN) will enable Government
Agencies (GA) to share information through a capable centralized secure voice and
data network. In addition, it makes technical guidelines in areas that are relatively
inarguable. KIN will also enable government agencies to share information securely
at higher speeds and more cost efficiency. The shared network will improve the
delivery of information and services to the State of Kuwait. KIN will be the Backbone
network for the E-Government in Kuwait. It will also connect all the country
networks to be the online G2G, G2C, and G2B services infrastructure. KIN
infrastructure will allow applications distributed among GA computer networks to
share and exchange information resources. In addition, whenever a new service is
made available to any network that is connected to KIN, it can be made available to

all other Government organizations.
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5.4.4.1.3 Financial/Cost/Budget
As shown in table 5.12, all the interviewees believe that the finance for the e-
government initiative implementation is most important in the first phase, less
important in the second, and not important in the last phase. All interviewees
including the interviewees in the previous case organizations agreed that the budget is
eventually offered in full. However, the documentary cycle lasts longer than a year
before it is received. All the interviewees have the same perception that this leads to a
delay in implementing e-government initiatives in time. The Deputy Director General
for Information Technology said that:

“Budgets are fully provided for any of the e-government projects,

but the problem is in the long delay of the documentary cycle that

might last for a year to get the budget.” (Interviewee-C1-15)
The Manager of the advisory services and technical support reported that:

“Yes, we had to postpone the building of some e-government

projects due to the long delay in receiving budgets.” (Interviewee-

C2-15)
The Director Manager said that there is a promise from the political leaders in the
country to speed up the process of getting the budget needed in a shorter period of
time. In addition, he claimed that failure to provide the required budgets in time
especially for the state level projects would lead to delays in the implementation of e-
government smaller projects. The Team Leader of Technical Emergency in the IT
department said that:

“Eventually budgets are provided fully but the procedures for

obtaining them, which extend to more than a year is leading to a

delay in implementing e-government initiatives.” (Interviewee-C3-
15)
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5.4.4.1.4 Strategy/Awareness

According to the interviewees (table 5.12), awareness of the e-government initiative

implementation is high in this agency. This agency was established to lead and

administrate the e-government project at State level. Therefore, there are strategies

already formulated to lead the e-government project to its successful conclusion. The

Manager of Kuwait Information Network (KIN) said that:

“There is a clear strategy at the state level, but strategies are
missing on the level of many government institutions, as well as
awareness.” (Interviewee-C5-17)

The Manager of National e-projects and Planning Department reported that:
“Yes, there is awareness and a strategy on which we work; but work

is slow because of the difficulty of dealing with other governmental
entities.” (Interviewee-C7-17)

According to CAIT documentation, there is memorandum of cooperation between the

Sate of Kuwait and Singapore to set strategies for implementing the e-government

project in Kuwait. Singapore was elected because it is a world leading country in the

area of e-government. The Director General of CAIT said that:

“We have a clear strategy in which we developed in collaboration
with Singapore. There is awareness of the importance of our work
on this basis, but there is lack of awareness at other institutions in
the state.” (Interviewee-C8-17)

5.4.4.1.5 Political desire/support

Interviewees agreed that political desire and support (table 5.12) are highly important

for the implementation of e-government initiatives. However, interviewees do not

share the same perceptions regarding this factor in particular. The Manager of E-

government Web Portal added that:

“No encouragement or support, frankly, by the government, but on
the level of our leaderships there are full desire and support to
implement the e-government initiatives. ” (Interviewee-C4-18)
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The Manager of Kuwait Information Network (KIN) said that:
“Yes, at the level of political leadership, there is a desire and full
support to speed up work on the implementation of e-government.”
(Interviewee-C5-18)
Other interviewees such as the Director General of CAIT believe that there is political
desire and support. However, he thinks that political desire and support by the

government should be greater, he said that:

“There is true political will and full support for the projects of e-
government, but we need greater support.” (Interviewee-C8-18)

54416 Legacy Systems Upgrade
In interpreting the empirical data (see Table 5.12), it appears that the interviewees all
shared the same perceptions regarding the legacy systems upgrade as a non-existing
factor that affects e-government initiative implementation. In this agency,
interviewees agreed that there are no legacy systems to upgrade. The Deputy Director
General for Information Technology said that:
“This is not a concern factor for the success of any e-government
initiative since all our systems are new and complete.” (Interviewee-
C1-16)
The Manager of Kuwait Information Network (KIN) said that:
“Frankly, all our systems are technically advanced and ready for
any e-government initiative implementation. We have the most
advanced IT systems in the region.” (Interviewee-C5-16)
Interviewees in this agency believe that systems are advanced to hold all e-
government initiative implementation at State level. This agency was established in
2006. Since then E-government IT infrastructure has developed rapidly at State level.
Now, the IT infrastructure is complete and ready. In fact, there are many e-

government initiatives online. The Director General of CAIT said that:

“All our systems are new and advanced, there are no legacy
systems.” (Interviewee-C8-16)
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5.4.4.2 Implementation Factors: Development Phase

This is the second phase of e-government initiative development and is the phase

where e-government initiatives are implemented.

54421 BPR
Table 5.12 revealed that BPR is important in the pre-implementation phase and most
important in the implementation phase. According to the interviewees, it is very
important to do the business process re-engineering properly, and this therefore helps
to successfully implement e-initiatives. BPR is the responsibility of the department
requesting e-service in cooperation with the department of IT in the same ministry.
The Team Leader of Technical Emergency in the IT department said that:
“Yes, there are problems in having precise business process re-
engineering because of the lack of cooperation by government
agencies or the inability to convert it to procedures that can be
converted to e-services.” (Interviewee-C3-10)

The Manager of E-government Web Portal added that:

“BPR is one of the most prominent problems in the development of
e-services.” (Interviewee-C4-10)

Business process re-engineering is very important and one cause of its failure is the
exceptions which is not true with electronic services. Some officials want to make e-
services by employing exactly the same steps as traditional paper work. BPR is one of
the most important factors for building e-services. It is not applied properly in Kuwait
because of overlapping functions among the various departments and institutions in
the country. This has been confirmed by the report from Singapore. This issue has
become political. A consultant of higher management team said:
“Yes, there are always problems in the business process re-

engineering which can be seen as soon as the implementation of e-
services begins.” (Interviewee-C9-10)
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There are many problems because of failure to produce BPR procedures correctly
which leads to delay in completion of e-initiatives or sometimes failure. BPR is one of
the major factors for building an e-service correctly and successfully. But

unfortunately, this factor receives a lot less attention and always has a lot of problems.

5.4.4.2.2 IT qualified staff

Interpreted empirical data (table 5.12) indicated that IT qualified staff are most
important in the pre-implementation and implementation phases. By observation,
most of the employees at CAIT are newly employed and lack IT professionalism. The
Deputy Director General for Information Technology said that:

“We have IT staff, but there is unending lack of qualified staff due to
severe competition with the private sector.” (Interviewee-C1-19)

Similar to other case organizations, this agency has a shortage of staff with the
technological efficiency, but not in the numbers of staff. This is a permanent problem.
The reason is that they do not choose their newly employed staff, rather they are
imposed on them by the civil service commission agency. The problem is that projects
are increasing more quickly and they cannot be kept up with by current staff. The
Director General of CAIT said that:

“We suffer from the lack of sufficient IT specialists at the level of the

State, such as specialists in data security and networks, etc.”

(Interviewee-C8-19)
From researcher observation, IT qualified employees in all institutions need a lot of
attention, even at CAIT. The Manager of National e-projects and Planning
Department reported that:

“Frankly, the skills level of staff in terms of information technology

is weak and does not rise to the possibility of switching to e-
government.” (Interviewee-C7-19)
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5.4.4.2.3 Resistance to change
All interviewees agreed, as shown in table 5.12 that this factor affects e-government
initiative implementation in all its development phases. Interviewees described
resistance to change as an important factor to deal with in the three initiative
development phases. According to the interviewees, resistance to change comes from
both employees and officials. The Deputy Director General for Information
Technology said that:

“Rejection is often by some officials because they try to retain

power and authority. But, the rapid development in technology

makes the resistance lower.” (Interviewee-C1-11)
The Manager of Kuwait Information Network (KIN) said that:

“Yes, this is a problem we face when dealing with government

agencies. They often refuse to cooperate with us, especially top

officials.” (Interviewee-C5-11)
Interviewees share the same perception that resistance to change is considered one of
the challenging factors to implement e-government initiatives. The Director General
of CAIT said that:

“Yes, however we try to clarify the importance of the shift to e-

government by alerting officials and also with continuous training

as well as involving them in electronic projects.” (Interviewee-C8-

11)
5.4.4.2.4 Cooperation
It appears from table 5.12 that all interviewees believe that cooperation among all
stakeholders is most important. The cooperation between CAIT and other government
organizations is essential. Government organizations should cooperate with CAIT for
their initiative implementation and online management. Cooperation is most

important at all initiative development phases. The Manager of E-government Web

Portal reported that:
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“Cooperation is very important and we are facing some difficulty in
dealing with some departments in the country because of the lack of
understanding of how e-service work. One of the main problems is
changing in the e-services on the sites of the institutions without
updating it on the one-stop portal.” (Interviewee-C4-T7)
Complaining about poor cooperation from his agency and other government agencies,
the Director General of CAIT added that:

“There is cooperation, but not easily. There are cooperative
departments and other mostly uncooperative.” (Interviewee-C8-7)

Because CAIT is the administration agency of the e-government project, the
departments in CAIT need to work in close relationship more often. The stakeholders
in CAIT departments cooperate with each other all the time for the success of e-
government initiatives. The Deputy Director General for Information Technology said
that:
“Yes, we are working as a team to overcome any obstacles facing e-
government program. This has led to significant development in e-
government project in Kuwait.” (Interviewee-C1-22)
In supporting to the Deputy Director General, the operation manager of Kuwait

Information Network (KIN) said that:

“Yes, we are working as one team and that helps a lot to do the
work quickly and avoid many of the obstacles.” (Interviewee-C6-22)

Cooperation
CAIT Strong | Acceptable | Weak
Department to IT department v
Department to Department v
Department to other Agency Department 4

Table 5.11 CAIT Stakeholders Cooperation

5.4.4.25 Enforcement/Reward system
In interpreting the empirical data (table 5.12), it appears that the interviewees agreed

that enforcement/reward system is important in the first and second phase and most
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important in the last phase. The Director General believes that this system is
important, but does not need to be applied currently because the e-government project
Is improving at a good pace. The Director General of CAIT said that:

“This principle is not applied currently, and not needed now

because of the commitment of all employees to do their jobs.”

(Interviewee-C8-14)
The Team Leader of Technical Emergency in the IT department said that:

“This principle is very important to secure the acceptance and the

shift of staff to the new electronic environment. But, unfortunately, it

is not implemented in our organization.” (Interviewee-C3-14)
In fact, one of the biggest reasons this system is not applied is probably because the
leaders fear that their employees might move to another organization or to the private
sector. This was supported by a leader in the KGO Portal Team, as he said that:

“This principle is poorly applied because of the many reasons that

prevent using it. One of those reasons is that we fear that applying it
could leads to staff loss to the private sector or other ministries.”

(Interviewee-C11-14)
5.4.42.6 Corruption
All interviewees agreed, as shown in table 5.12, that this factor doesn’t affect e-
government initiative implementation because it doesn’t exist. Interviewees reported
that the government is monitoring the work in the organizations to detect and prevent
any corruption. The Deputy Director General for Information Technology said that:
“Rejection is often by some officials because they try to retain
power and authority. But, the rapid development in technology
makes the resistance lower.” (Interviewee-C1-11)
The Director General of CAIT said that:
“Yes, however we try to clarify the importance of the shift to e-
government by alerting officials and also with continuous training

as well as involving them in electronic projects.” (Interviewee-C8-
11)
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5.4.4.3 Post-Implementation Factors: Deployment Phase

5.4.4.3.1 Security and privacy

Table 5.12 reveals that the interviewees share the same perceptions regarding the
importance of the security and privacy only at the post-implementation phase of the e-
government initiative. All interviewees agreed that security and privacy is a very
important factor. The Deputy Director General for Information Technology said that:

“Security aspect is very important to accept and use e-Services at
the level of government, business and individual.” (Interviewee-C1-

21)
Security and privacy of data is very important for government agencies, businesses
and citizens. Security and confidentiality of data is essential to the success of e-
initiatives and helps to persuade the various departments in the institutions of the State
that all e-services are protected and secure. CAIT have full security of the electronic
services offered online through the national network of information (KIN) that has
three layers of protection. A consultant of higher management team said:

“Security and data privacy are important to the successful of e-

services and that happens after the implementation of e-initiatives.”

(Interviewee-C9-21)

A consultant from the Database Management Department reported that:

“This aspect is very important, especially after the placing the e-
service on the web portal.” (Interviewee-C10-21)

Lack of security and data confidentiality are the main causes for success or failure of

e-government initiative after placing it on the state one-stop portal.

5.4.43.2 IT Training
It appears (see table 5.12) that training employees to gain IT skills is less important in
the per-implementation phase. However, it becomes important in the implementation

phase as it takes longer to train employees on IT skills. All interviewees agreed that
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IT training is most important in the post-implementation phase for the success of the
e-government initiative. One important challenging factor after training the employees
on IT skills is the transfer of staff to the private sector. We have plans and training
programs at State level to train officials and employees in all sectors of the State as
well as citizens. They do this in cooperation with international companies in the field
of IT such as Microsoft. The Manager of advisory services and technical support
reported that:

“We train our staff continuously with assistance of international

companies, and this takes a lot of time. The problem is in the

leakage of significant number of them to the private sector after they

gain experience.” (Interviewee-C2-20)
During the interview, the Manager of National e-projects and Planning Department
said that IT should not be limited to employees only but also their leaders in work. It
is important that employees and their leaders know how to perform the job and deal
with the e-government initiatives. He reported that:

“Staff must be trained on the latest technology, especially the

leaders, to keep pace with the rapid development and to ensure the

best implementation of the e-services.” (Interviewee-C7-20)
5.4.4.3.3 Legislations/Regulations
As shown in table 5.12, legislation and regulations are only important in the post-
implementation phase. Laws and legislation governing online transactions is one of
the biggest challenges that face e-government initiative implementation. E-services
must have the legal foundations for reliable use and to protect all parties. Delay in
having laws will lead to a delay in the use of e-services, but not building them. During

e-government initiative implementation, stakeholders need legislation that protects

their rights when cooperating with each other. A delay in the development of laws is
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because the legislative session in Kuwait takes a long cycle. The Manager of advisory
services and technical support reported that:
“Delay in development of laws and legislation regulating online
services leads to a delay in implementation or lack of desire to use
e-services.” (Interviewee-C2-13)
A leader in the KGO Portal Team said that legislations are not needed in the pre-
implementation and implementation phases of e-government initiative. However, it is
most important for the post-implementation phase, especially the digital signature
law, as organizational departments will not cooperate with each other in exchanging
information in back office without legislations that assure rights and organize
communications. He reported that:
“Laws and legislations on online transactions do not affect the
construction of e-services. However, it has a direct impact on the
adoption and wuse of those e-services after deployment.”
(Interviewee-C11-13)
The CAIT legislation team has already completed a draft law on online transactions
especially the digital signature that is required for the G2G transactions. According to

CAIT documentation, the draft law was completed in 2005. However, it was not

passed by the government or the parliament at the time of writing this thesis.

5.4.4.3.4 Initiative Priority

This factor was raised by most of the interviewees as an important factor at the post-
implementation phase as it appears in table 5.12. They all believe that if the
department owning the e-government initiative did not give priority to the initiative
after deploying, then it will fail. The Team Leader of Technical Emergency in the IT
department said that:

“To avoid failure, e-service should take priority immediately after
deployment.” (Interviewee-C3-23)
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The Manager of Kuwait e-government one-stop Portal, Kuwait Government Online
(KGO), reported that in the past few years many of the initiatives ended in failure
after deploying because they were given less priority. However, currently we see that
most of the recent e-government initiatives are successful because government
organizations are starting to give more priority to their online initiatives. She said that:

“Most of the beneficiaries' agencies give priority to electronic
services immediately.” (Interviewee-C4-23)

To help make e-government initiatives successful after deploying it to the country
web portal, she added that organizational departments should do the following:

e Give priority to e-government initiatives immediately.

e Inform customers (e.g. citizens).

e Encourage customers to use online e-service.

e Increase confidence by using online service in front of customers during visit.
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In summary, the table 5.12 provides the analysis of the factors in the three initiative

implementation phases based on the views from the interviewees.

Case Study Three — Central
Agency for Information
Technology (CAIT)

Post-
Implementation

Per-

implementationImplement"jltlon

Leadership

IT Infrastructure

Financial/Cost/Budget

Strategy/Awareness

Political desire/support

Legacy Systems Upgrade

BPR

IT qualified staff

Resistance to change

Cooperation

Factors
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Corruption

Security and privacy

IT Training

Legislations/Regulations

Political Power

Scope

Documentary Cycle
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Initiative priority

Table 5.12 Validation of the Factors Influencing Development Phases of E-

government Initiative in CAIT

5.4.5 Summary of Findings from All Case Studies

The analysis of empirical data collected, interviews and documentation in this case
study confirmed the accuracy architecture of the proposed conceptual framework of
the e-government initiative development that the researcher synthesized from the

literature. The key findings are illustrated below.
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e Stakeholders of e-government initiative implementation:
The empirical data gathered from the case study revealed that there are three main
stakeholders responsible to implement any e-government initiative. The three
stakeholders are:
o The political stakeholders:
The role of the political stakeholders is to draw the strategy of the e-
government project, and supervise the development process by
providing the instructions and restrictions to the other stakeholders.
o The Organizational stakeholders:
The role of organizational stakeholders, agency departments, is to draw
a plan for transferring their services into e-service. Each department
should decide what services they want to transfer in collaboration with
the IT department in their agency.
o The Technical stakeholders:
The role of the Technical stakeholders, represented by the IT
department, is to help the departments turning their services into e-
service by offering their expertise and guidance.
o Stakeholders Relationships are important
o Relationship between Departments and IT Department
o Relationship between Agencies and CAIT

e Phases of e-government initiative implementation:
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The information derived from the empirical data revealed that there are three
phases of any e-government initiative development. The development phases
of the e-government initiative are:
o Pre-implementation: The Design Phase
This is the first phase of e-government initiative development. In this
phase, stakeholders study the requirements and ability to build the e-
service. It starts when a department sends a request to the IT
department asking for an e-service to be built. There are five major
factors influencing this phase. These factors are: leadership, IT
infrastructure, Financial, Strategy, and Political desire and support.
o Implementation: The Development Phase
This is the second phase of e-government initiative development. It
starts after the successful end of the first phase. Although all
stakeholders must work together, the IT department are the most
responsible in this phase. This phases major factors are: BPR, IT
qualified staff, resistance to change, cooperation, and enforcement/
reward system.
o Post-Implementation: The Deployment Phase
This is the third and final phase. This phase starts when the e-service is
deployed on the state one-stop portal. The beneficiary department
operates its e-services in close collaboration with the one-stop
administration agency. The major factors influencing this phase are:

security/privacy, IT training, legislations, and initiative priority.
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In all phases, stakeholders must work in close relationship 24/7 in order to maintain a

successful e-service.

5.5 Conclusion

This chapter has analysed the role of internal stakeholders, factors and the
implementation process of e-government initiative development in three government
case studies in the State of Kuwait, namely the CAIT, MoF, and PAAET. CAIT is the
e-government project administration agency in Kuwait. MoF and PAAET are public
organizations that are actively developing e-government initiatives. For this study,
empirical data were derived from various sources such as interviews, documentation
and observation from these case organizations.
The empirical data collected from the three case study organizations proved that the
proposed conceptual framework which consisted of the stakeholders, factors and the
development phases were appropriate for the research context. As a result, the case
study findings showed that the factors proposed in the conceptual framework have
influenced the stakeholders during the e-government initiative implementation phases
since these factors were precisely identified by the researcher as influencing the
process of e-government initiative implementation in all case organizations.
However, the full assessment and the modification of the proposed framework and
the associated factors will be elaborated on in Chapter 6. The conclusions of the
empirical data presented in this chapter are summarised below:
» The factors investigated in the three case studies were divided into strong, weak,
and new factors. Legacy system upgrade was considered weak factor in the three
case studies except few interviewees from PAAET only. Cooperation was

considered a strong factor in all case studies. All interviewees in the three case
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studies agreed that privacy/security and legislation/regulations factors were
considered strong factors only at the post-implementation phase. The scope of the
e-government project and each initiative is a new strong factor discovered in the
research. All the factors will be discussed in Chapter 6.
. The empirical findings revealed that e-government initiative implementation
process has gone through three phases. As a result, the implementation phases need
support and closer collaboration from various internal stakeholders. In fact, the case
organizations faced cooperation problems and lack of stakeholder's relationship while
working with other government bodies.
. The findings from the empirical study illustrate that there are factors
influencing e-government initiative implementation. New factors facing e-government
initiative implementation that were not included in the conceptual framework
proposed in Chapter 3 were identified by the empirical data presented and explored in
this chapter and will be considered in the revised conceptual framework in Chapter 6.
. The findings from the case study organizations confirm that the role of internal
various stakeholders are important to implement e-government initiatives. The
stakeholders must understand their role and responsibilities. A close relationship
among the stakeholders is important for any e-government initiative implementation.
The interviewees in all case organizations agreed that stakeholder's relationship is
important; however, the relationships among stakeholders are weak during initiative
implementation.
. The findings from the case study organizations indicate that government
organizations have continued to develop e-government initiatives with lack of
relationships among responsible stakeholders. The result is highly complex and

disaggregated e-government initiative architecture and implementation processes.
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. Empirical evidence extracted from the case organizations suggest that
mapping factors and stakeholders in each initiative implementation phase to present a
new theoretical framework is important for stakeholders to understand their roles and
responsibilities.

Modifications to the e-government initiative implementation framework based on the

empirical findings presented in this chapter are carried out in Chapter 6.
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Chapter 6: Revision and Validation of Concept
Framework for E-government Initiative

Implementation

Summary

This chapter will describe and discuss the data collected from the empirical study,
mainly interviews, to understand the factors influencing the e-government initiative
implementation and the relationships, roles and responsibilities of the internal
stakeholders during the pre-implementation, implementation and post-implementation
phases. This study presented and discussed the conceptual framework proposed in
Chapter 3 for e-government initiative implementation. The framework consisted of
three parts: the factors, stakeholders, and the cycle process of the e-government
initiative implementation phases. For that purpose, empirical data collected from three
case study organizations were presented and analysed in Chapter 5. To meet the aim
of this thesis, this chapter aim is to validate the proposed conceptual framework to
provide a frame of reference that can be used as a guiding tool for government
officials and a research background for researchers in the e-government area.
Evidence revealed from the empirical study will be taken into consideration in this
chapter to revise the conceptual framework presented in Chapter 3. Details about the

revision of the framework are discussed in the following subsections.
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6.1 Introduction
Chapter 1 highlighted the problem facing the e-government initiative implementation,

and the necessity to investigate this area. It became clear to the researcher when
reviewing the literature that a theoretical framework for internal e-government
initiative implementation is missing and should be developed to guide the internal
government stakeholders in implementing their initiative successfully. Chapter 2
suggested focusing on the factors, stakeholders, and the implementation phases to
understand the cycle process of implementing an e-government initiative. Since e-
government initiatives are haphazardly implemented, factors, stakeholders and
implementation phases should be mapped together to form a new holistic framework
that guides the internal government stakeholders to develop e-government initiatives
to the public. These research issues were addressed in Chapter 3 and a conceptual
framework presented to explain how the e-government initiative should be managed
and implemented.

The three main parts of the conceptual framework proposed for empirical
investigation are: (i) the factors influencing the implementation of e-government
initiative, (ii) the stakeholders’ roles and responsibilities to successfully build the e-
government initiative, (iii) the implementation phases that the initiative goes through.
Finally, these three parts have to be connected together to form a new framework for
e-government initiative implementation. Chapter 4 then justified the research
methodology that was selected to test the proposed conceptual framework. As a result,
the research methodology was applied in Chapter 5 to assess the conceptual
framework presented in Chapter 3.

To meet the aim of this thesis this chapter seeks only to validate and revise the

conceptual framework for e-government initiative implementation based on the
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empirical data collected and analysed in Chapter 5. This chapter will then present a

novel conceptual framework for e-government initiative implementation.

6.2 Lessons Learned from Case Studies

This section aims to provide a summary of the main findings presented in Chapter 5.
The researcher studied the area of e-government initiative implementation in the case
studies to: (1) test and validate the factors influencing e-government initiative during
implementation, (2) test and validate internal e-government initiative stakeholders, (3)
test and validate implementation cycle process phases, (4) mapping the factors to their
related stakeholders on each different phase of the implementation process cycle. As a
result, few changes of the conceptual framework proposed in Chapter 3 will consider
adding and removing factors influencing the e-government initiative implementation
derived from empirical data presented in Chapter 5. Hence, this thesis offers a broader
understanding of the phenomenon of e-government initiative implementation. These
lessons might be helpful to researchers and internal e-government stakeholders.
The lessons regarding e-government initiative implementation derived from the
empirical data are summarized as follows:
e Due to the absence of a framework to guide internal stakeholders when
implementing e-government initiatives, the implementation process in case
study organizations varies. Empirical data in Chapter 5 indicated that e-
government initiatives implemented in each case organization are different.
e In all cases, interviewees agreed that it is essential for all internal stakeholders
to work in close relationship with each other in order to have a successful e-
government initiative during the implementation phases, and eventually a

successful e-government implementation.
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Empirical analysis of cases indicated that complexity of the e-government
initiative implementation process is increasing gradually, one initiative after
another. This leads to the necessity of a new internal e-government initiative
implementation framework that guides stakeholders for efficient and
straightforward work.

Empirical data supported the fact that three implementation phases were
sufficient and consistent for the process of internal e-government initiative
implementation. Internal identified stakeholders and factors influencing each
stakeholder at each development phase were also supported by the empirical
data with few changes.

There is a severe lack of IT qualified staff in all cases that mean organizations
seek support from external entities (outsource). In fact, there are enough
numbers of IT staff, but they are not IT qualified to build e-government
initiative in-house. This is a high risk that costs the organizations high
investments for initiative implementation. In order to avoid this risk, the
organizations must train their IT staff or employ new practitioners with IT
skills.

The mapping of factors on implementation phases can support better
understanding of the factors influencing e-government initiative
implementation. This is important as it can make the internal stakeholder's
roles and responsibilities clear and straightforward during the process of
implementation.

Emphasizing the importance of factors and stakeholders at e-government
initiative implementation phases can further enhance the implementation

process. Previously, in literature, the importance of mapping stakeholders and
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factors was not recognized during the implementation of e-government
initiative. This mapping can assist internal stakeholders in realizing and
understanding the factors influencing e-government initiative during the
implementation process.

e Empirical analysis revealed that each interviewee from each case organization
has a relatively different conception while mapping the factors and the
important roles of stakeholders at each implementation phase. These
differences in views illustrate that the interviewees’ look to the factors
influencing each stakeholder in each implementation phase differently. This
gives validation and indication that the holistic framework presented in

Chapter 3 was essential for e-government initiative implementation.

6.3 Findings and Revised Conceptual Framework for E-government Initiative
Implementation

After completing the empirical data analysis that was presented in Chapter 5, the
process to review and improve the proposed conceptual framework has become
possible with those findings. In the following sections, this chapter will review the
identified internal factors influencing e-government initiative implementation, then
the role of internal stakeholders, and the suggested implementation cycle process
phases. Finally, the review takes an overview of the three case study organizations

and the process of the e-government initiative implementation.

6.3.1 Findings and Revised E-government Initiative Factors

In this section, the study presents the findings of e-government initiative
implementation factors derived from the case studies conducted in three organizations

during interview discussions. These findings confirm the validation of the identified
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factors including the new factors that are derived from the empirical data, and factors
not affecting e-government initiative implementation process. As reported in Chapter
5, analysis of the empirical data illustrate that the factors proposed for internal e-
government initiative implementation have been validated in the fieldwork. The
researcher also derived new influential factors from the empirical research. These
new factors also played an important role in the implementation process in the case
organizations. All factors influencing e-government initiative implementation that

will be in the revised framework are discussed and listed below.

e Leadership

All of the interviewees agreed that leaders who are capable of managing the
development process of e-government initiatives are needed. There are lacks of
leaders who are able to ensure the success of electronic government initiatives in most
of the public agencies. This was supported by Norris et al. (2001) and Chan et al.
(2011) who argued that lack of strong leadership is considered a major challenge to e-
government initiative. Interviewees reported that there is lack of leaders capable to
lead e-government initiatives in most of the government organizations. This
challenging factor can be seen especially in the PAAET case organization. PAAET
does not only lack capable leaders, but also frequent changes in leader’s positions in
departments made the implementation process move slowly.

All interviewees, see table 6.1, agreed that political leader role is most important in
the first phase of the e-government initiative development and gradually decrease in
the following phases of implementation. On the other hand, leaders in government

departments become most important in the last phase when the initiative deployed
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online. The IT departments’ leaders’ role is most important in the implementation

phase to supervise the cycle process of the initiative implementation.

Initiative Implementation Phases
Case Organisation i Implementation OEL
Implementation Implementation

MoF ® [ [
Q.
2
o PAAET ® o o
IS
3

CAIT o ® [

Table 6.1 Importance of Leadership Factor in Case Organizations

e IT infrastructure

According to the empirical study analysis, IT infrastructure is an important factor for
e-government initiative implementation at the three implementation phases. Sang et
al. (2009) and Alshehri et al. (2012) reported that IT infrastructure is considered a
major important factor that influences the success of e-government initiative
implementation. The study of case organizations as mentioned in Chapter 5 indicated
that IT infrastructure is an important factor for e-government initiative
implementation. All stakeholders agreed that they need a reliable IT infrastructure
especially in the implementation and post-implementation phases of e-government
initiative implementation. Capable and reliable IT infrastructure can lead to a
successful e-government initiative implementation (Al Nagi and Hamdan, 2009).
Although there are much incompatible hardware and software in government
organizations, the advanced newly established Kuwait Information Network (KIN)
has made all departments integration possible. KIN provide a high speed and secure
network to connect organizations departments with CAIT.

The Ministry of Finance has a capable IT infrastructure that can host all current and

future e-government initiative. However, there is a discrepancy between State
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agencies. Some of them are IT infrastructure ready while some still need to be
updated. Lack of IT infrastructure can lead to delays in the e-government initiative
implementation (Sarantis et al., 2011). Technology is no longer a problem as it was in
the eighties, but the problem is on the human side (Luo, 2009). IT skilled employees
are considered to be part of IT infrastructure. IT infrastructure is, no doubt, essential
to the success of e-government initiative implementation. Hence, public agencies are
still working hard to complete the construction of the IT infrastructure. Table 6.2
below illustrates the importance of IT infrastructure at the three case organizations in

each initiative implementation phase.

Initiative Implementation Phases

L Pre- . Post-
Case Organisation . Implementation .
Implementation Implementation
(5]
= MoF O o o
o
(&)
2
1 PAAET O ] [
£
=
- CAIT ® ] [

Table 6.2 Importance of IT Infrastructure Factor in Case Organizations

e Financial/Budget

Although the three case study organizations vary in the number of e-government
initiatives implemented, the analysis of empirical data indicated that all interviewees
agreed that finance is an important factor for e-government initiative development
especially in the pre-implementation. This view is supported by (Norris et al., 2001;
Eddowes, 2003; Lee et al., 2011; Dwivedi et al., 2012) who argued that lack of
finance is considered a barrier to develop e-government initiative. Although it takes
longer time, most of the interviewees reported that they get the budget needed for any
project eventually. However, the problem is in the long documentation cycle that

sometimes takes more than a year before receiving the budget. The interviewees from
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the three case organizations said that finance is important in or before the
implementation phase.

Interviewees, table 6.3, complain about the delay in process to approve budgets for e-
government initiative. They claim that providing financial support in time could lead
to faster implementation and increase the number of e-government initiatives in less

time. Interviewees suggested that bureaucracy in this routine must be changed.

Initiative Implementation Phases

Pre- Post-

Case Organisation Implementation Implementation Implementation

MoF ° O O
<
- PAAET ° ° e
=
=

CAIT ° ® O

Table 6.3 Importance of Financial Factor in Case Organizations

e Strategy/Awareness

The interpreted empirical data outlined in Chapter 5 indicated that implementation of
e-government initiatives depends on awareness and clear strategy which depends on
plans with adequate political support at the highest level to ensure the implementation
of these strategies. Strategy and awareness are important for e-government initiative
implementation. This was supported by literature studies such as the researchers Park
(2008) and Alhomod et al. (2012) who reported that strategy and awareness are
important factors to implement e-government initiatives. E-government
implementation is faced with many obstacles, noting that any major project is not free
of constraints, especially the issue of implementing an initiative that needs clear
implementation strategies.

Also, e-government initiatives may be doubly implemented by government

organizations unintentionally (Kifle et al., 2009). Stakeholders from the case study

Hajed AlRashidi 213




Chapter 6: Revision and Validation

organizations reported that strategy is important almost in all phases of the e-
government initiative implementation, see table 6.4. In general, e-government
initiatives need clear implementation strategies (Pardo et al., 2012; Sarantis et al.,
2011). Finally, e-government strategies must be spread to all government

organizations to work according to them.

Initiative Implementation Phases

Post-
Implementation

Pre-

Case Organisation .
Implementation

Implementation
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Table 6.4 Importance of Strategy/Awareness Factor in Case Organizations

e Political desire/support

Political desire is important to support e-government initiative implementation (Kifle
et al., 2009). The empirical evidence derived from the empirical data indicates that
this factor is important for the e-government initiative implementation in the three
case study organizations. This factor is in accordance with the literature (Hanna,
2011; Hassan et al., 2011) who reported that political desire is an important factor for
e-government initiative implementation.

The interviewees in the three case study organizations, table 6.5, reported that there is
political desire and support. However, there is no follow up to the e-government
initiative implementation. This factor can be more effective if there is a clear strategy.
Political desire and support has to be confirmed by routinely monitoring the

implementation process of e-government initiative. Interviewees in CAIT suggest that
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they should be given more political power over the government organizations to push

them to speed up their e-government initiatives implementation.

Initiative Implementation Phases
Case Organisation i Implementation OEL
Implementation Implementation
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Table 6.5 Importance of Political desire/support Factor in Case Organizations

e Legacy Systems Upgrade

Although this factor was discussed as an important factor by many researchers in the
literature (Bannister, 2005), legacy systems were non-existent in the case study
organizations. Hence, it is not an influencing factor when implementing e-government
initiatives. The empirical data indicated that systems are new and do not need
upgrade. This is because all the public organizations in the State of Kuwait had
established new IT infrastructure after the gulf war in 1990.

When interviewing the interviewees, it become clear to the researcher that the IT
infrastructure in all the case studies are up to date and capable in offering e-
government initiatives. This is because most if not all the government organizations
have built new IT infrastructures after the Gulf war. Therefore, legacy system upgrade
is not considered an influencing factor in Kuwait during the e-government initiative
implementation.

Table 6.6 indicates that legacy system upgrade is not influencing e-government

initiative implementation in the three case studies.
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Initiative Implementation Phases

Pre- Post-
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Table 6.6 Importance of Legacy Systems Upgrade Factor in Case Organizations

e BPR
E-government initiative implementation success depends highly on the BPR
(Alghamdi et al., 2011; Weerakkody et al., 2011b). According to empirical data
derived from the case study organization, BPR is the one of the most important factors
for e-government initiative implementation. This is in accordance of the literature
(Anthopoulos, 2011; Reinwald and Kreemmergaard, 2011) who reported that BPR is
an important factor for e-government initiative implementation. It can be seen from
the interpreted empirical data in Chapter 5 that BPR is most important particularly in
the implementation phase, see table 6.7. To achieve a successful BPR, there are
important points to be considered such as:

1. BPR must be supported by top management.

2. IT department must supervise and be involved in every step of the project.

3. The working team must include the manager and employees who perform

the actual work.
4. BPR must focus on beneficiaries (business part) needs.

In addition, BPR should go through the following steps:

. Identify Service

. Analyse Service

. Redesign Service (eliminate unnecessary steps)
. Re-engineering Approval

. Re-engineering Implementation
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Initiative Implementation Phases

Pre- Post-
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Table 6.7 Importance of BPR Factor in Case Organizations

e IT qualified staff

Empirical findings indicated that the availability of IT qualified staff in the case study
organizations is an important factor that may constrain or facilitate the introduction of
new e-government initiative. This is supported in the literature as researchers reported
that IT qualified staff is an important factor for implementing e-government initiative
(Dias, 2011; Al-wazir and Zheng, 2012). According to the empirical data, IT qualified
employees are important in the implementation and post-implementation phases. The
interpreted empirical data (Chapter 5) indicated that government institutions and the
private sector are always in competition to attract and dominate IT professionals.
However, government organizations resources are limited and cannot compete with
the private sector (Ebrahim and Irani, 2005). The empirical data revealed that IT
qualified employees leakage to the private sector is considered one of the challenging
factors. According to the interviewees (table 6.8) in the case study organizations, this

can be solved by introducing/applying a reward system in government organizations.

Initiative Implementation Phases

Pre- Post-

Case Organisation Implementation Implementation Implementation
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Table 6.8 Importance of IT qualified staff Factor in Case Organizations
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¢ Resistance to change

In Chapter 5 the empirical data revealed that resistance to change is a factor that
influences the e-government initiative implementation. This is in accordance with the
work of (Ahn and Bretschneider, 2011; Bigdeli and Cesare, 2011) who said that
resistance to change is an important factor that can hinder the implementation of e-
government initiative. Resisting change by employees or officials is usually because
of lack of desire to learn new methods in performing daily work or because of privacy
and data security reasons. Officials and employees always put obstacles forward when
they are surprised by a new system that may change the work environment (Alshehri
and Drew, 2010). However, this is not the case in the case study organizations in this
study as many interviewees reported that there are only slight resistance by some
officials at the beginning but most of the employees are willing to adopt e-government
initiatives, see table 6.9. In addition, interviewees said that most of the resistance
happened in the pre-implementation phase because stakeholders are worried about the
security and privacy of data in their departments. Interviewees agreed that factors
such as legislation and IT training can guarantee the smooth implementation of e-
government initiatives without any resistance from managers or employees. In fact,
stakeholders’ cooperation and government policies in the implementation of e-
government initiatives will also help to overcome the difficulties of resistance to

change.

Initiative Implementation Phases
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Table 6.9 Importance of Resistance to change Factor in Case Organizations
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e Cooperation

Empirical data analysis outlined in Chapter 5 shows that cooperation is an important
factor for e-government initiative implementation. Literature supported this as Li et al.
(2011) and GascO (2012) reported that cooperation between stakeholders when
implementing e-government initiative is essential for its success. Interpreted empirical
data pointed out that cooperation must run through the government organizations for
the implementation of e-government initiatives. The Memorandum of Understanding
between the State of Kuwait and the Republic of Singapore emphasized on
cooperation among stakeholders to implement e-government initiatives. This factor, in
particular, is important for the three phases of e-government initiative
implementation. Interviewees reported that relationship and cooperation between
stakeholders are always necessary.

According to the empirical data, there are four types of cooperation. First, the
cooperation between a government department and the IT department in the same
organization, this is the initialization and the first step in the process of e-government
initiative implementation. Second, the cooperation between an IT department and
CAIT, in this step both stakeholders discuss the requirements for implementing the e-
government initiative. Third, various government departments should cooperate with
each other if cooperation is required for implementing an initiative (Almarabeh and
AbuAli, 2010). Finally, a government department cooperate with CAIT after
deploying the initiative on the Kuwait Online Government gate (KGO). In table 6.10,
empirical data from the three case study organizations revealed that cooperation is

important in the three phases of the e-government initiative implementation.
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Initiative Implementation Phases

. Pre- . Post-
Case Organisation . Implementation .
Implementation Implementation
= MoF o o o
.
©
5 PAAET o o o
o
o
o
© CAIT o ° °

Enforcement/Reward system

Table 6.10 Importance of Cooperation Factor in Case Organizations

Enforcement and reward system is a factor that can help improve the implementation

process of e-government initiatives. Studies in literature (Al-Salti and Hackney, 2011;

Vigoda-Gadot and Beeri, 2011) supported this as an important factor for e-government

initiative implementation. Empirical data revealed that although this factor is

important for implementing e-government initiatives, it is not applied in most of the

government organizations. One of the reasons, as interviewees said, is the fear of

employee’s leakage to other organizations or to the private sector. Also, interviewees

reported that this system is not effective in Kuwait due to nepotism in the government

organizations. However, this factor is important especially in the implementation and

post-implementation phases, see table 6.11.

Initiative Implementation Phases

Case Organisation

Pre-
Implementation

Implementation
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Table 6.11 Importance of Enforcement/Reward System Factor in Case
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e Corruption
Because interviewees believed that corruption doesn’t exist, this factor does not affect
the implementation of e-government initiatives. The empirical data, table 6.12,

revealed that this factor did not exist in the case study organizations.

Initiative Implementation Phases
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Table 6.12 Importance of Corruption Factor in Case Organizations

e Security and privacy

E-government initiative implementation success depends on the level of data security
and privacy. Interpreted empirical data identified this factor as an important factor
during e-government initiative implementation also studies identified this factor as an
important factor (Aladwani, 2011; Palanisamy and Mukerji, 2011). CAIT claim that
this is not an issue to be concerned with any more because they have just launched a
secure network (KIN) that can be used by all government organizations. Since this is a
new network, many of the interviewees had not heard about it. According to all
interviewees, table 6.13, this factor is most important in the post-implementation
phase. Analysed empirical data revealed that stakeholders will never adopt an e-
government initiative that lacks security and privacy. Security and privacy can
increase trust among stakeholders during e-government initiative implementation

process (Almarabeh and AbuAli, 2010).
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Initiative Implementation Phases
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Table 6.13 Importance of Security and Privacy Factor in Case Organizations

e IT Training

Training on technology leads to better understanding of e-government and helps
prevent resistance. Empirical data, table 6.14, revealed that IT training is an important
factor for e-government initiative implementation not only for employees but also
officials such as managers (Alshehri and Drew, 2010). This is in accordance with the
literature (Abdallah and Fan, 2012; Manoharan, 2012) which identified this as an
important factor. CAIT claim that they have trained many citizens and government
employees. Also, they said that they are cooperating with world leading companies in
the field of technology such as Microsoft to offer courses of training on technology
knowledge. IT training should be intensive for the employees of the department that is
implementing an e-government initiative. Although most of the employees already
have basic IT skills, as shown from empirical data in Chapter 5, stakeholders believe

that more training is required.
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Table 6.14 Importance of IT Training Factor in Case Organizations
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e Legislations/Regulations

E-government initiative implementation requires legislation to protect both
implementers and users. This factor was supported in the literature (Dwivedi et al.,
2012; Wangwe et al., 2012) which reported that legislation is an important factor for
e-government initiative implementation. Empirical data, table 6.15, indicated that
legislation such as digital signature is especially important for the success of post-
implementation phase; however, it does not affect the implementation process.
Legislation leads to initiative adoption and ensure provider and user rights (Lee et al.,
2011). According to the empirical data, legislations are not needed during the pre-
implementation and implementation phases. Interpreted empirical data suggest that
there are two important laws for e-government, the law of electronic transactions and
computer crimes law.

The first law is the law of electronic transactions to be offered for the first time in the
history of governments which equalize the ordinary paper work with online
transactions.

In fact, it makes all electronic transactions such as government services provided to
citizens online, contracts for buying and selling and is legal across the Internet
(Gajendra et al., 2012). The second law is the Informatics Crimes Act which is
intended to protect electronic transactions and bring privacy and confidentiality to the
exchange of online information. This law is intended to punish those who penetrate,
or attempt to penetrate networks, and punish any attempt at privacy violation, and
protects the computerized information, whether government information or private

information.
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Table 6.15 Importance of Legislations/Regulations Factor in Case Organizations

6.3.2 Findings and Revised E-government Initiative Stakeholders

o Organization Departmental:

According to the empirical findings from MoF and PAAET, the stakeholders in the
two organizations departments reported that they only contact the IT department
stakeholders in their organizations to request a new e-government initiative. In
addition, the role of the department's stakeholders is to identify the service that they
want to transfer to be an online service, and also to reengineer the business process of
that service. The organization departments’ stakeholders’ relationship is only limited

to the IT department stakeholders.

o IT Department: According to the empirical findings, the IT members in IT
departments are responsible to implement e-government initiatives in the case study
organizations. The IT department stakeholders are the coordinators between the
various organization departments' stakeholders and the e-government administration
agency stakeholders to get the information and the agreement for implementing the

initiative. The main role of the IT department stakeholders is to develop the initiatives
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for the organizations departments. The IT department stakeholders’” main

responsibility is to develop the initiatives in-house or seek to outsource for help.

o Administration Agency: According to the empirical findings, since there are
no e-government leading teams in the case study organizations, the administration
agency stakeholder's relationship is limited to the IT departments in the public
organizations. The role of the administration agency stakeholders is to agree on the
budget requested for implementing an initiative and also to help the developers, IT
department stakeholders, by offering some guidelines and initiative requirements in
order to be posted online. They are also responsible for privacy/security and to lead

the whole e-government system.

The relationship of the stakeholders during e-government initiative implementation is

illustrated in figure 6.1 below.

Public Organization

E-government
Administration Agency IT Department

Departments

A
y

Figure 6.1 E-government Initiative Stakeholders Relationship

According to the empirical findings in the three case study organizations, there is a

group of factors influencing each stakeholder, and are presented in the figure 6.2.
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Political Organizational Technical

Stakeholders Stakeholders Stakeholders
Leadership
Financial/Cost BPR IT Qualified Staff
Strategy/Awareness Resistance to Change Privacy and Security
Political Desire/Support Cooperation IT Infrastructure
Political Power Enforcement/Reward System IT Training
Scope Initiative Priority
Documentary Lifecycle
Legislations/Regulations

e The Level of E-government Initiative Stakeholders and Factors

Figure 6.2 E-government Initiative Stakeholders and Influencing Factors

6.3.3 Empirically Revised Stakeholders and Influencing Factors

The empirical data analysis proved that there are three phases of implementation to e-
government initiative. Stakeholders reported that the first phase (pre-implementation)
has to be started by the beneficiary department. After the decision has been made by a
department to convert a paper work service to an electronic one, this department
contact the IT department in the same organization to discuss the ability and
requirements for implementing that service. The IT departments then contact CAIT to
ask for a budget and also discuss the specifications and standards to be applied on
initiative implementation (implementation phase). The IT department implements the
e-government initiative in-house or by outsourcing. After the initiative is implemented
and tested successfully, the IT department sends it to CAIT to place it online. The
third phase (post-implementation) is when the CAIT put the initiative on the country
e-gate.

In addition, the factors influencing stakeholders were also distributed to the three
phases of implementation. The researcher placed each factor in the phase where it

affected the most with the result that each stakeholder will know what factor is
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affecting him/her and in which implementation phase of e-government initiative. Each

implementation phase with its related factors is shown in figure 6.3 below.

Pre-Implementation

Implementation Phase

Phase (Design)

Leadership

IT Infrastructure
Financial/Cost
Strategy/Awareness

(Development)

BPR

Resistance to Change
IT Qualified Staff
Cooperation

Post-lmplementation
(Deployment)

Privacy and Security

IT Training
Legislations/Regulations
Initiative Priority

Enforcement/Reward
System

Political Desire/Support
Political Power

Scope

Documentary Lifecycle

e The Level of E-government Initiative Implementation Phases (Process cycle) and Factors

Figure 6.3 E-government Initiative Development Phases and Influencing Factors

6.3.3.1 Revising Existing E-government Initiative Development Factors from the
Case Studies

In this section, the researcher revises the existing factors in Chapter 3 based on the
empirical research conducted in the case study organizations. The table below shows
the degree of the factors importance in each implementation phase and the

stakeholders relationship needed for that phase.

During the interviews with the stakeholders in the three case studies, the researcher
asked each interviewee to identify the relationships between the stakeholders during
each implementation phase. Also, the researcher asked the interviewees to weigh the

importance of factors in each implementation phase, see table 6.16.
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Phases Top Factors AT Least Factors Stake_holde_rs
Factors Relationship
IT Infrastructure BPR IT Training
Cost IT qualified staff Legislates/ Departments —
Leadership Resistance to Regulations P
A L IT departments
Pre- Awareness/Strategy | change Initiative priority
Imblementation Political Enforcement/Rewar | Security and And
P Phase Desire/Support d system Privacy
Scope
. IT Departments
Cooperation _CAIT
Political Power
Documentary Cycle
BPR Resistance to Awareness/Strategy

Leadership change Initiative priority
Implementation | IT qualified staff Political IT Department -
Phase IT Infrastructure Desire/Support Department
Scope IT Training
Cooperation Cost
IT Infrastructure Leadership Cost
Data Security and Political BPR
Post- Privacy _ Desire/Su_pport Documentary Cycle
Implementation IT T_ram_mg Cooperation Department -
Phase Le_g_lsl_atlons_ _ Awareness/Strategy CAIT
Initiative priority Scope
Enforcement/Rewar
d system

Table 6.16 Classification of Factors Based on their Importance on the Initiative

Implementation Phases

In the first phase, relationship of department to IT department and then IT department
to CAIT is essential. In the implementation phase, the stakeholder’s relationship is
limited between the IT department and the business part department in the same
organization. In the final phase of the e-government initiative implementation (post-
implementation), the relationship should be stronger between the beneficiary

department and CAIT.

6.3.3.2 New Factors Influencing E-government Initiative Implementation from the
Case Studies

In this section, the study discusses the new factors identified by conducting empirical
research in the three case study organizations.
E-government scope can be seen in the government one-stop web site portal and every

single initiative. All government entities provide their e-services on that single web
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site. E-government is a huge project that goes through development stages and
initiatives. It is necessary to understand that there should be a scope of the
government online electronic gate, the one-stop shopping portal, and a scope to every
initiative and to work accordingly. E-government is a new phenomenon where many
fields such as politics, management and technology look at it from their perspective.
The Director General of CAIT said that:
..... and there is another problem. We don’t have a clear scope for

the e-government projects. In fact, there should be a scope of e-

government initiatives for each government organization and its

departments. In addition, each e-government initiative scope must

be identified before implementing it.” (Interviewee-C8-14 April,

2011)
The scope of the one-stop portal is the responsibility of top management. The
government should have clear strategies and plans of the whole e-government project.
They should create roadmaps for these projects and lead public agencies in the correct
direction. The scope of e-government means taking into account all of the government
activities in the real world, both in relation to public organizations and in relation to
citizens and businesses, internal and external. It is important to examine the global
scope of e-government, because the scope of government responsibilities typically
increases with time (Evans and Yen, 2005).
The scope of individual initiatives is the responsibility of individual organizations.
Organizations must give clear workflows to the developers who build the initiatives.
Failing to clearly define an initiative’s scope, from the start to end of business
workflow, will lead to the project’s failure. E-government services are offered to
external and internal clients (Bhatnagar, 2004). External clients are citizens and

businesses, while internal clients are government entities. The scope of e-government

should be built gradually through the phases of implementation.
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In summary, there are four types of scope in e-government implementation that must
be identified and acknowledged during the per-implementation phase. These four
types are scope of e-government e-gate, scope of online organization, scope of
department, and scope of each initiative. It is the responsibility of stakeholders to
identify these scopes for presenting better e-government. Hence, each scope must
match the higher scope when implementing e-government initiatives. In this study, we
identified this as a new factor and named it “nested scope.”

Nested Scope: Nested Scope in e-government implementation is a new important
factor empirically discovered by this research. For the level of e-government project
administration, there should be a clear scope to the government itself and that should
be represented in the one-stop portal of the country. Also, there should be a scope to
each agency web site and its departments. Finally, any e-government initiative must
have its clear scope of workflow process. Scope means the beginning to end process

of workflow to any initiative and also the stakeholder's role in that initiative.

Initiative Implementation Phases

N Pre- - Post-
Case Organisation 8 Implementation .
Implementation Implementation
MoF L L [
5]
g PAAET ° ° o
w
CAIT ] o o

Table 6.17 Importance of Nested Scope Factor in Case Organizations

Political Power: The first new factor came from the case study on CAIT was
“political power.” The important of this factor came only from CAIT, see table 6.18.
As an agency leading and administrating the e-government project on the level of the

country, stakeholders in this agency emphasized that they need more political power
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to enforce their strategy and the initiatives requirements needed to be met by public

agencies when they start developing their initiative.

Initiative Implementation Phases
Case Organisation i Implementation OEL
Implementation Implementation
o MoF ® @) ®
3
o
= PAAET ® ) ®
(&)
g CAIT ® ® [

Table 6.18 Importance of Political Power Factor in Case Organizations

Documentary Cycle: This is one of the new derived factors. The financial factor by
itself is not a problem in case study organizations for the e-government initiative
implementers. In Kuwait, they get the budget requested for any initiative. However,
the bureaucracy in "documentary cycle" that lasts more than a year causes a long
delay to implement e-government initiatives. Hence, documentary cycle is a new
factor empirically discovered directly affecting the implementation process of e-
government initiative in case study organizations which is most important in the pre-
implementation phase table 6.19. This factor is different than bureaucracy mentioned
in the literature. In Kuwait, there is one agency or higher committee that must
approved the projects on the country level. According to the interviewees in the three

cases, see table 6.19, this is not right and cause unnecessary delay.

Initiative Implementation Phases
Case Organisation Pre-Implementation | Implementation | Post-Implementation
[<5)
S MoF o O @)
O
2
I PAAET o O O
S
S
g CAIT ° O O
o)

Table 6.19 Importance of Documentary Cycle Factor in Case Organizations
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Initiative priority: This is one of the new derived factors. It became clear from the
empirical analysis in Chapter 5 that initiative priority is important. At the final phase
of an e-government initiative implementation, it is important that stakeholders give
priority to the new electronic initiative over the traditional one in order to support it

and increase its success. It is most important in the post-implementation phase.

Initiative Implementation Phases
Case Organisation e Implementation PeEl
Implementation Implementation
>
= MoF ©) O L
2
1
(S
© PAAET O O o
g
*é' CAIT O O [ ]

Table 6.20 Importance of Initiative priority Factor in Case Organizations

6.4 Revised Conceptual Framework for E-government Initiative Implementation

As discussed in Chapter 3, the proposed conceptual framework consisted of three
parts, namely the factors part, the role of stakeholder's part, and the part of
implementation phases, which represents the central part of the proposed framework.
In Chapter 5, the empirical findings illustrate that the role of internal stakeholders,
influencing factors, implementation phases, mapping of factors and stakeholders in
each implementation phase had high importance during e-government initiative
implementation process in the three case study organizations. Consequently, the
researcher proposes that while exploring e-government initiative implementation
process: (a) identification of influencing factors, (b) identification of internal
stakeholders, (d) identification of implementation phases, (c) and mapping of factors
and stakeholders on implementation phases provides a deeper understanding of e-
government initiative implementation process. In doing so, the revised proposed e-
government initiative implementation framework (Figure 6.4) will lead internal

stakeholders to successfully implement e-government initiatives. This framework will
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also help in reducing the high number of e-government initiative implementation
failures.

After analyzing the empirical data, many changes were made to the framework.

On the other hand, two factors were considered less important or not exist
empirically. These factors were the corruption and legacy system upgrade.
Interviewees in the three case studies were certain that corruption does not exist in
their organizations. In addition, legacy system in the case studies were up to date and
ready for e-government except one new project, in PAAET, which is still in
development; however, the manager said it will be completed in few months.

All the factors were mapped to the related different stakeholders according to the
interviewees’ perspective in the political, organizational and technical positions.
Then, the factors redistributed to the three implementation phases of the e-
government initiative as suggested by the interviewees. Each factor were positioned
in one of the implementation phases were it becomes most important.

The framework should be used by all the government internal stakeholders from
political, organization and technical levels who are responsible or have direct role to
implement e-government initiative. First, they should list all the factors and
understand each one. Second, every stakeholder should know what factors influence
him/her. Thirdly, stakeholders should also know in what implementation phase their
role is important and needed. Following this proposed framework, e-government
initiative implementation process will be straightforward and successful.

As shown in the framework, when starting a new e-government initiative, factors
influencing the initiative implementation are political, organizational, and

technological. These factors were distributed to the implementation phases. Each
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factor mapped to the phase that it affect. By looking at the framework, each

stakeholder should know his/her responsibilities and when his/her role is important.
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Starting New E-government Initiative

Y

List of Factors influencing E-government Implementation Internally

Political Factors ‘

‘ Technical Factors

Organizational Factors

Leadership
Finance/Cost
Strategy/Awareness
Political Desire/Support
Legislations/Regulations
Political Power

Scope

Documentary Lifecycle

IT Qualified Staff
Privacy/Security
IT Infrastructure
IT Training

BPR

Resistance to Change
Enforcement/Reward System
Cooperation

Initiative Priority

Mapping Factors to
Related Stakeholders

Stakeholders and Influencing Factors

Political Stakeholders

Leadership
Finance/Cost
Strategy/Awareness
Political Desire/Support
Legislations/Regulations
Political Power

Scope

Documentary Lifecycle

Technological Stakeholders

IT Qualified Staff
Privacy/Security
IT Infrastructure
IT Training

Organizational Stakeholders

BPR

. Resistance to Change
Enforcement/Reward
System
Cooperation

. Initiative Priority

Distributing Roles and
Factors to
Implementation Phases

_—

Initiative Implementation Phases:
Stakeholders Roles and Factors

Stakeholders Role in Pre-Implementation

Leadership
Finance/Cost
Strategy/Awareness
Political Desire/Support
IT Infrastructure
Documentary Lifecycle
Scope

Political Power

A

Stakeholders Role in Implementation

BPR

Resistance to Change
Enforcement/Reward System
Cooperation

IT Qualified Staff

v

Stakeholders Role in Post-Implementation

IT Training
Privacy/Security
Legislations/Regulations
Initiative Priority

Successful E-government Initiative

Figure 6.4 Factors, Stakeholders and Phases of E-government Initiative
Implementation Framework (Revised Conceptual Framework)
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6.5 Conclusion

This chapter presented a comprehensive discussion of key findings in this study. It has
focused on the validation and revision of the proposed conceptual framework for e-
government initiative implementation. Based on the empirical findings presented in
Chapter 5, each part of the proposed conceptual framework discussed in this chapter
has been tested and validated. All parts of the framework have been, analysed and
justified in Chapter 5, and discussed in this chapter.

Empirical evidence derived from the analysis of three case study organizations, the
CAIT, MOF, and PAAET, confirmed the importance of the framework as a guiding
tool for the e-government internal stakeholders while implementing initiatives.
However, empirical evidence revealed that there are additional new factors which
should also be considered while implementing e-government initiatives and added to
the conceptual framework proposed in Chapter 3. There are four new factors
identified during empirical research that related to internal stakeholders in all three
case study organizations. Instead, two factors in the proposed framework identified in
the literature have been empirically shown as not important to the e-government
initiative implementation. Stakeholder’s role is important in all three case study
organizations.

In the case of e-government initiative implementation, empirical evidence suggested
that new implementation phases should also be considered while implementing e-
government initiatives. Three phases were identified: pre-implementation (Design)
phase, implementation (Development) phase, and post-implementation (Deployment)
phase. In addition, implementation decision phase was also termed as investment
phase. In support of this evidence a validated conceptual framework has been

proposed in this chapter. The framework proposes that factors are linked to those
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influencing stakeholders at each implementation phase. These factors are categorised
as: (a) political factors; (b) organizational factors; (c) technological factors. In
contrast, the validated and revised e-government initiative implementation framework
is outlined as the following:
e E-government Internal Stakeholders (political stakeholders, organizational
stakeholders, and technological stakeholders).
e Factors Influencing Stakeholders (political factors, organizational factors, and
technological factors).
e Implementation Phases  (pre-implementation,  implementation, post-
implementation).
For each implementation phase, there are specific factors influencing each of the
stakeholders in the public organizations during the implementation of e-government
initiatives.
Following the objectives in this research such as reviewing the literature and
conducting an empirical work were successful and resulted in reaching the aim of this
study. The aim of this research was to build and validate a framework to guide
stakeholders implementing the e-government initiatives successfully. The framework
that consisted of stakeholders, factors, and implementation phases was fund to be
valid and reliable. All these parts of the framework lead to better understanding of
how e-government initiative implementation should be carried out in public
organizations. Thus, they contribute to better implementing e-government initiatives
during implementation phases. The conceptual framework presented in Figure 6.1

focuses on the following:
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This framework is the first to explore and understand the role of most internal
e-government stakeholders who are responsible to implement any e-
government initiative.

E-government internal stakeholders can use the conceptual framework as a
process guiding tool to manage e-government initiatives implementation. In
addition, researchers can use the revised conceptual framework to understand
and analyses e-government initiative implementation.

The framework incorporates three implementation phases. Empirical findings
illustrate that the internal stakeholder's relationship during these phases are
critically important for its success.

New influential factors, such as political power, documentary lifecycle,

initiative priority, and nested scope have been identified empirically.

Each interviewee was asked how important each factor in each implementation phase

based on (1) highly important, (2) important, and (3) less important. The numbers

were then calculated and each factor was identified as highly important, important or

less important in each implementation phase based on the high number given for the

factor in that phase. The level of importance to each factor in each implementation

phase was given based on the 50% or over. As an illustration, the results are provided

in the tables 6.21, 6.22, 6.23.
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CAIT: 11 INTERVIEWEES

PRE-

POST-

IMPLEMENTATION IMPLEMENTATION IMPLEMENTATION RESULTS
A E
® © 0o @ | ® |0 | @®@| ®| 0 LDy mmng
Factors PSA2<R =G
SEEE
IEE
Leadership 11 0 0 10 1 0 8 2 1 ©® @ e
Strategy/Awareness 11 1 0 3 9 0 4 7 1 @ ® | @®
Political desire/support| 10 2 0 1 2 9 2 10 0 @ 0| ®
Financial/Cost 11 1 0 3 9 0 0 2 10 @@ O
Legislations/Regulations 0 2 10 1 4 7 11 1 0 1 O|0| @
Scope 11 1 0 10 2 0 11 1 (O BN NN J
Political Power 12 0 0 3 9 0 8 4 0 @O @
Documentary Cycle 10 2 0 1 11 0 0 2 10 @@ O
IT Infrastructure 12 0 0 12 0 0 12 0 (OO BN NN )
IT qualified staff 10 2 0 12 0 0 1 10 1 ©® 0 ®
Security and privacy 0 2 10 0 4 8 12 0 0 | O|0| @
Legacy System Upgrade| 2 1 9 1 1 10 1 0 11 (OO | O
Resistance to change 1 9 2 1 11 0 4 8 0 | ©® ®@| @
BPR 2 10 0 12 0 0 0 0 12 © | @ | O
Cooperation 11 1 0 12 0 0 10 2 OO BN NN J
Initiative priority 0 2 10 0 4 8 10 2 0 | O|0| @
IT Training 1 3 8 2 9 1 11 1 0 O|l@®| @
Enforcement/Reward
system 2 10 0 3 9 0 10 2 0 ©®@ @ @
Corruption 0 3 9 0 2 10 1 1 10 | O|O|O
Table 6.21 Level of Factors importance in Case Study CAIT
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MOF: 12 INTERVIEWEES

PRE-

POST-

IMPLEMENTATION IMPLEMENTATION IMPLEMENTATION RESULTS
S| 5|3
® ®©|O0|@|® | 0| @] ®| 0o moLD3
Factors PSJ2SR =G
SEES
5| 3 =
Leadership 12 0 0 10 2 0 8 3 1 L BN NN )
Strategy/Awareness 10 2 0 4 1 7 4 7 1 @O0 ®
Political desire/support| 10 1 1 3 3 6 2 9 1 @O0 ®
Financial/Cost 12 0 0 7 5 0 1 1 10 @ @O
Legislations/Regulations, 1 0 11 0 4 8 11 1 0 O|0| @
Scope 3 9 0 7 3 2 10 1 1 © 00
Political Power 8 4 0 2 8 2 10 2 0 ® © 0
Documentary Cycle 10 2 0 2 9 1 0 2 10 @@ O
IT Infrastructure 11 1 0 12 0 0 12 0 (OO BN NN )
IT qualified staff 2 9 1 12 0 0 0 3 9 | © @O
Security and privacy 0 3 9 0 4 8 11 1 0 O|0O| @
Legacy System Upgrade| 0 2 10 0 2 10 0 1 11 (OO0 | O
Resistance to change 3 9 0 11 1 0 1 4 7 © @O
BPR 3 8 1 12 0 0 1 2 9 © @] O
Cooperation 9 1 2 10 2 0 11 1 OO BN NN J
Initiative priority 2 0 10 0 4 8 10 1 1 (OO0 @
IT Training 1 3 8 3 7 2 11 1 0 O|l@®| @
Enforcement/Reward
system 1 7 4 4 8 0 2 9 1 | ©@ ©@| @
Corruption 1 3 8 1 2 9 2 0 10 |O|O|O
Table 6.22 Level of Factors importance in Case Study MOF
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PAAET: 12 INTERVIEWEES

PRE-

POST-

IMPLEMENTATION IMPLEMENTATION IMPLEMENTATION RESULTS
S| 5|3

® ®©|O0|@|® | 0| @] ®| 0o moLD3

Factors PSJ2SR =G

SEES
5| 3 =
Leadership 12 0 0 11 1 0 11 0 1 [ BN BN
Strategy/Awareness 11 1 0 2 9 1 10 2 (N BNONN )
Political desire/support| 10 1 1 0 4 8 8 3 1 @O0 @
Financial/Cost 10 2 0 1 10 1 0 2 10 @/ ® O
Legislations/Regulations 2 1 9 1 1 10 11 1 0 O|0| @
Scope 8 3 1 8 4 0 9 3 0 ® 0 o
Political Power 7 4 1 3 8 1 8 3 1 ® © 0
Documentary Cycle 10 2 0 0 4 8 0 1 11 @O | O
IT Infrastructure 11 1 0 12 0 0 11 1 0 [ BN NN
IT qualified staff 0 10 2 11 1 0 0 3 9 | © @O
Security and privacy 3 2 7 2 9 1 12 0 0 Ol @ @
Legacy System Upgrade| 0 3 9 1 10 1 0 1 11 |O|® | O
Resistance to change 2 1 9 10 2 0 2 10 0 O\ @ ®
BPR 2 10 0 12 0 0 0 1 11 © @O
Cooperation 1 11 0 11 1 0 10 2 0 ©@ @ e
Initiative priority 0 1 11 0 4 8 10 1 1 (OO0 @
IT Training 3 1 8 2 10 0 9 3 0 O|l@®| @

Enforcement/Reward

system 0 2 10 1 9 2 9 1 2 O|l@®| @
Corruption 0 1 11 0 1 11 0 1 11 |O|O | O

Table 6.23 Level of Factors importance in Case Study PAAET
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Table 6.24 illustrates the importance of factors in each e-government initiative

implementation phase.

Stakeholders
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Table 6.24 Summary of Importance Factors Influencing Stakeholders in

Implementation Phases at Case Organizations

In the following chapter, the researcher presents the conclusions, contribution,

limitation, recommendations for future research of this study.
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Chapter 7: Conclusion, Contribution, Limitatic
and Recommendations for Future Research

Summary

This chapter gives a summary of the thesis and draws conclusions derived from the
literature and empirical findings. Afterwards, the novelty claimed in this dissertation
will be summarised. Finally, this chapter concludes with the recommendations for

future research in the area of e-government initiative implementation.
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7.1 Introduction

To conclude this study, this chapter summarizes the findings of this research and
discusses the implications and limitations, then gives directions for future research.
The emergence of e-government research has developed in the Information System
(IS) literature over the last two decades. An e-government project is more complex
than any typical IS project (Seifert et al., 2002). In fact e-government is a large and
forked project. Despite two decades of work on e-government, initiatives are still
failing in huge numbers in both developed and developing countries (Dada, 2006).
The normative literature has mostly focused on fundamental issues such as
definitions, benefits, and implementation of e-government system in general. As a
result, the implementation of e-government internal initiative has not been given
adequate attention in the research literature leading to a number of voids and failures.
It was obvious when reviewing the literature that governments worldwide are trying
to implement e-service to the public; however, literature indicates that 60% to 80% of
the e-government projects have failed in some way (UNDESA, 2003; Symonds,
2000). To date, the implementation of e-government initiatives has become an
important strategic action plan for governments. However, there is a lack of studies
focusing on e-government internal initiative implementation. There are many internal
areas that affect the implementation of e-government initiatives such as factors,
stakeholders, and the phases of initiative implementation process. This thesis started
with an overview to the research problem in Chapter 1 aiming to develop a frame of
references that outlines the implementation process of e-government initiative that
identifies phases of implementation, stakeholders and influential factors that can be

used to support the decision process in government administration and organizations.
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Chapter 1 states the aim of this research which is to create a framework for e-
government internal initiative implementation. In doing so, resulting in the
development of a framework that will assist the government internal stakeholders in
their decision making process for initiative implementation. Thereafter, the objectives
are highlighted, then a general overview to the thesis outline provided.

In working to meet the aim and objectives of this thesis, Chapter 2 (background
theory) started by reviewing the literature on e-government initiative implementation.
The motivation was to understand and analyses the implementation of e-government
initiative in the literature. In this chapter, the critical analysis of literature led the
researcher to identify several limitations in the study of e-government initiative
implementation. These limitations were the causes of the high rate of e-government
initiative failure. The history, definitions and advantages of e-government have been
addressed. Subsequently, an explanation of e-government categories was provided. In
an attempt to understand the e-government implementation stakeholders, the author
critically analysed the models of e-government implementation in the literature.
Focusing on e-government internal initiative implementation, the internal stakeholder
approach in e-government was discussed. The role of internal stakeholders, political,
organizational and technological to implement e-government initiative has been
explored. The factors influencing e-government internal initiative implementation has
also identified from the perspective of each stakeholder.

Based on the literature review, the critical analysis of e-government initiative
implementation was presented in Chapter 2. This analysis addressed the confusion
and misconstruction of e-government internal initiative in government administration,
organizations and technical issues by providing a better understating of the internal

initiative implementation process. The significance of these factors is also that they
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are part of a proposed framework that influences the implementation of e-government
internal initiative. This chapter also addressed the relationship between the internal
stakeholders: political, organizational and technological. In order to make a further
contribution to the e-government literature, the researcher proposed different
stakeholders and factors and categorized them into different phases of initiative
implementation cycle process. This taxonomy can be used to help and support
government stakeholders in better analysis and evaluation of e-government projects
before, during and after the implementation process.

The aim of this research was to create a holistic framework for the e-government
initiative implementation. In order to reach this goal, the researcher divided the study
into three steps:

1. Step One (Factors): to identify the factors that influences the
implementation of e-government initiative.

2. Step Two (Stakeholders): to identify the stakeholders who are responsible to
build and manage the e-government initiative implementation and
understand their roles.

3. Step Three (Implementation Cycle): to identify the e-government initiative
implementation phases and understand its implementation cycle process.

Taking these three steps into consideration, in Chapter 3 the author constructed a
conceptual framework to guide the e-government internal stakeholders implementing
initiatives successfully.

In Chapter 3 (Focal Theory), the researcher analysed the normative literature to
establish a conceptual framework for e-government internal initiative implementation
by focusing on the investigation of the research issues that derived from Chapter 2.

Chapter 2 indicated that there is a lack of studies regarding this issue, and the author
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identified a gap in the literature which was the absence of holistic theoretical
framework for e-government internal initiative implementation. To meet the aim of
this thesis, the researcher concentrated on the e-government internal initiative
implementation. Initially in Chapter 3 the researcher highlighted several previous
studies illustrating different stakeholders and factors on e-government
implementation.

The researcher investigated the role of internal stakeholders during e-government
initiative implementation. An extensive literature analysis indicated that there is no
literature study addressing e-government initiative, phases or implementation cycle
process internally. Therefore, this indicates a gap in the normative literature. Then, the
empirical researcher revealed that in some e-government initiative implementation
phases some factors are related to one stakeholder and are not important to others,
thus cannot influence other stakeholders during e-government internal initiative
implementation process. As a result, factors and stakeholders need to be grouped in
the context of e-government initiative implementation. In addition, the study
classified the stakeholder’s factors under each implementation phase of e-government
internal initiative development. Based on the factors presented in Chapter 3, the
researcher proposed the factors influencing e-government internal initiative
implementation. These classified internal factors make a novel contribution at the
conceptual level. Moreover, determining the role of internal stakeholders during e-
government initiative implementation is considered another contribution to
knowledge.

The researcher reported that none of the previous studies outlined in the literature on
e-government initiative implementation attempted to investigate how the factors

influence e-government internal initiative implementation on different phases of the
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implementation cycle process. Moreover, there is no literature evidence that reports
prioritising the importance of e-government initiative factors on different phases of
the implementation cycle process. Thus, this indicates a gap in the normative
literature. On further investigating the literature gap and enhancing the current
research area, the researcher presented the implementation phases in Chapter 3. The
author mapped all the factors identified on different phases of the implementation
with the related stakeholders. The notion was to assist the e-government internal
decision-makers to identify which factors may influence them while implementing e-
government initiatives at different phases. The actual mapping of factors was carried
out through empirical research in Chapter 5. In connecting the factors, implementation
phases, and stakeholders together, the researcher proposed a holistic conceptual
framework for e-government internal initiative implementation. These models
collectively result in a novel comprehensive framework for the implementation of e-
government initiative inside government organizations. This can help e-government
internal stakeholders understand the implementation process and provide guidance on
how to implement e-government initiatives. All of the above issues presented a
contribution to the area of e-government implementation by expansion of knowledge
needed for researchers and decision-makers regarding the e-government initiative
implementation. The value of the provided conceptual framework is in providing an
empirical guide for the stakeholders understanding the process of e-government
internal initiative implementation. Finally, the conceptual framework proposed in
Chapter 3 satisfies the aim of this dissertation reported in Chapter 1. The proposed
conceptual framework was then empirically validated and revised in Chapters 5 and 6.
The research methods used in this study were addressed in Chapter 4 (Data Theory) to

empirically examine the development of e-government initiatives. The underlying
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research assumptions that guide Information Systems research were extensively
examined. Before selecting an appropriate research approach, many related issues
were also discussed. The interpretive research approach was selected within a
qualitative methodology as appropriate for this research, based on the issues discussed
in the previous chapters.

This approach is useful for understanding emerging phenomena within their context
because this study is exploratory in nature. Qualitative research can help IS
researchers to understand human behaviour and action in social and organizational
contexts to produce in-depth insights into information systems phenomena.
Qualitative research was discussed, including the steps followed and their relevance to
this research as well as to discuss research design in this study. A group of methods
for empirical data collection were discussed with particular focus on those used within
this research. Also, the selected data analysis method was discussed.

Chapter 5 (Data theory) uses a case study protocol to investigate the research issues
identified in previous chapters, and reports the empirical evidence derived from three
case study organizations. Three case study organizations were selected in the State of
Kuwait, namely the Central Agency for Information Technology (CAIT), Ministry of
Finance (MOF), and the Public Authority for Applied Education and Training
(PAAET) to present in-depth empirical data. In Chapter 5, the research methodology
outlined in Chapter 4 was used to test the conceptual framework. The chapter began
with investigations of the e-government initiative factors and stakeholders, and
reported that internal stakeholders played a key role in the implementation of e-
government initiative through phases of implementation. Therefore, the researcher
attempted to measure the process of internal e-government initiative implementation

across the three government organizations. Empirical evidence derived from CAIT,
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MOF and PAAET led to measure and validate the proposed conceptual framework.
The researcher demonstrated the role of stakeholders and the importance of factors
influencing stakeholders on different phases of the initiative implementation in each
case study.

This enhanced the quality of the implementation process and placed factors in their
specific factor categories. In fact, this provided all stakeholders with better
understanding of the e-government internal initiative implementation process. The
stakeholders and factors of each initiative implementation phase were identified and
then categorized based on levels of importance. ldentifying the importance of
categorization of stakeholders and factors of e-government internal initiative can
therefore be used as a frame of reference when government organizations attempt to
implement a new e-government initiative. In doing so, the researcher has achieved the
aim of this thesis as identified in Chapters 2 and 3.

Then, in Chapter 6 the empirical data derived from these case studies was used to
demonstrate the lessons learnt from this research. Moreover, the proposed conceptual
framework which consisted of the stakeholder's part, the factors part, and the
implementation phase’s part, was appropriate for the research context, the State of
Kuwait, since these frameworks components were precisely identified by the
researcher as influencing the process of e-government initiative implementation in all
case studies. However, empirical evidence has indicated a number of new
modifications to the proposed conceptual framework. These findings were discussed
in Chapter 6 and used to revise and confirm the conceptual framework. The e-
government internal stakeholders can use this framework as a decision-making and
guiding tool during the initiative implementation process. The empirical research

outcomes are explained in the following section.
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Finally, this study has developed and empirically tested a theoretical framework for e-
government initiative implementation in the context of the State of Kuwait. It presents
a comprehensive discussion of the key findings in this research. The study provides a
complete discussion of the analysis and findings based on the empirical evidence
presented in previous chapters. This thesis contributed to the body of knowledge in
both theoretical and practical.

e Theoretically, this thesis provided a framework that can be used by
government organizations stakeholders when attempting to develop e-
government initiatives, enabling them to better manage and implement these
initiatives.

e This thesis provided a critical analysis of literature in stakeholders, influencing
factors, and the e-government initiative implementation phases.

e Practically, this thesis conducted three empirical case studies in the State of
Kuwait. These case studies describe how the e-government initiatives are
implemented.

e Policy makers can use this study and the framework as a guiding tool to
implement e-government initiatives.

e Managers can use the offered framework to guide them through the
implementation phases that identify the roles and responsibilities of each
stakeholder, influencing factors in each implementation phase.

e This framework is suitable for the managers and implementers in Kuwait.

e This framework can be used in the GCC countries similar to Kuwait) culture,
size, population, political structure).

e In fact, this framework might be useful for countries adopting centralized

approach in e-government.
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7.2 Research Findings
The main outcomes derived from this research are summarized below:

e The literature review in the e-government implementation area revealed that
there is an absence of theoretical framework addressing the implementation
process of e-government internal initiative. The reason behind this is that e-
government is still a relatively new research area. Therefore, there is a need to
propose a conceptual framework for e-government internal initiative
implementation.

e In addition, the critical analysis of the normative literature revealed that e-
government initiative implementation is not straightforward. This led the
researcher to identify several limitations in the area of e-government internal
initiative implementation.

e One important finding identified by the researcher from the critical analysis of
the normative literature is the lack of studies regarding the role of internal
stakeholders during e-government initiative implementation. Many internal
stakeholders at all levels in public organizations do not understand their role
while implementing e-government initiatives.

e The relationship among the internal stakeholders is another important issue for
the implementation of e-government initiative. Moreover, the literature
indicates that each internal stakeholder is influenced by specific factors during
the implementation.

e The practitioners should the framework proposed here which will prevent
struggling to implement e-government initiative successfully and will make

the process straightforward.
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e There is a lack of e-government internal initiative implementation
understanding among internal government stakeholders at all levels in public
organizations. This has been confirmed while conducting empirical research
in three case studies in the State of Kuwait.

e In an attempt to address these voids; the author analysed the normative
literature in combination with empirical data in Chapter 5 to propose a
theoretical framework for e-government internal initiative implementation.
This framework was then examined and revised based on empirical data

analysis.

7.3 Contributions and Research Novelty

The individual elements of the contributions provided by this work led the researcher
to propose novel contributions in the area of e-government. From the contextual
information presented in Chapters 1, 2 and 3, to the research methods presented in
Chapter 4, through the design and conduct of case studies reported in Chapters 4 and
5 and, finally, to the presentation and analysis of empirical data in Chapters 5 and 6 it
can be said that the work offered in this thesis has made a novel contribution to the
area of the e-government initiative implementation, and has expanded the boundaries
of knowledge. Hence, in addressing the gap in the literature regarding e-government
initiative implementation, and developing an empirical framework that outlines the
internal implementation process, the researcher proposed and then empirically

confirmed the following particular novel contributions.
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o Novelty in investigating, validating and identifying various groups of internal
stakeholders involved in the e-government initiative implementation, with emphasis
on their roles and responsibilities.

o Novelty in investigating, validating and identifying factors that influence the

internal stakeholders during the implementation of e-government initiative.

o Novelty in investigating, validating and identifying new e-government
initiative implementation phases.

o Novelty in mapping factors and stakeholders on the implementation phases.

o A Novel Framework for e-government initiative implementation. This
framework is the central contribution of this research based on empirical work that
provides a comprehensive roadmap for e-government initiative implementation. This
framework integrated a set of parts, namely the factors that influence the e-
government initiative implementation process, internal stakeholder's part, and the
implementation phase’s part. In addition, the proposed framework provides the internal
stakeholders with a clear guideline while implementing e-government initiative.

o All integrated parts of this framework have been empirically tested, validated
and modified to contribute a novel conceptual framework for the implementation of e-
government initiative (e. g. internal stakeholders, factors, and initiative
implementation phases). The researcher suggests that factors of each implementation
phase can be used by stakeholders to build an understanding before implementing e-
government initiative. Finally, this conceptual framework can be used as an

implementation tool for e-government initiative implementation.
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The contribution and research novelty of this thesis is summarised in Table 7.1.

Research area

Existing research

Contribution of this research

E-government E-government The identification of the e-
Stakeholders external/internal government internal  stakeholders
Stakeholders in | groups, their roles and views
general regarding e-government initiative

implementation.
E-government Factors affecting e-| The identification of  factors
Factors government project in | influencing each internal stakeholder
general. who is responsible during e-
government initiative

implementation.

Factors distributed and mapped to
each  stakeholder, then  each
stakeholder with his influencing
factors linked to each e-government
initiative implementation phase.

E-government
implementation
Stages

Models of e-
government
implementation stages

Proposing an internal implementation
framework for e-government
initiative implementation.

Mapping factors and
stakeholders

Identified factors and
stakeholders in
general, no mapping.

Mapping internal stakeholders with
their influencing factors at each
initiative implementation phase.

Table 7.1 Research contributions

7.4 Research Limitations

Every research that deals with new phenomenon has some limitations and this

research is no different.

e The first limitation for this study has been the time factor and difficulty of

data collection. This study adopted the qualitative research method. In

order to obtain in-depth and accurate data about the phenomenon, the

researcher interviewed only managers and above levels in three case

studies. Therefore, since a PhD research had to be completed within 3 — 4
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years, the level of detail obtained particularly from the case studies would
have been greater if more time was allocated for the empirical work. This
would have added further value to the study.

As reported in Chapter 4, this research adopted only qualitative methods
for collecting the data for this study which might be affected by some
degree of bias. Besides, these methods do have inherent limitations, such
as being time consuming because the researchers time management was
affected by the process of data collection and analysis.

Although rich contextual data is possible to be generalized if qualitative
research methods were used, limitations are still exist because of the small
sample of the selected population case studies, individuals and/or groups
being studied.

Another limitation in this research was the restricted access to the sensitive
data regarding budgets, top management policies, and future strategies.
Also, there were difficulties of meeting with the managers because many

appointments were repeatedly cancelled.

7.5 Recommendations for Future Research

The following recommendations are made for further research:

The presented framework for internal e-government initiative implementation
was based on three case study organizations located in the State of Kuwait.
Since Kuwait is a relatively small country with a low population, and single
centralized government level, with no multiple levels of government such as
city, or local (decentralized), this research was conducted for the first time

because the framework did not previously exist. Therefore, in order to extend
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the generalization and contribution of this framework, the researcher
recommends validating this framework in different contexts such as in
multiple government levels (decentralized).

Due to the limitation of time and resources, the researcher was unable to test
all available factors in the literature that could influence the implementation
process of e-government initiative. Therefore, it would be an important
proposition to further study uncovered implementation factors, and to classify
these factors into two categories, critical success factors or critical failure
factors.

This research has found the e-government initiative implementation is an
important issue. Thus, it is recommended that a large-scale survey
questionnaire is conducted in future study on employees in lower levels,
instead of using interpretive epistemology.

Another important recommendation is to validate the revised holistic e-
government internal initiative implementation framework. This will provide
support to internal stakeholders in understanding the e-government initiative

implementation process.
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Appendix A: Acronyms

MOU : memorandum of Understanding
IT . Information Technology
IS . Information System

E-government:  Electronic Government

WS : Web Site

BPR . Business Process Re-engineering

CAIT . Central Agency for Information Technology
MoF . Ministry of Finance

PAAET . Public Authority for Applied Education and Training
PACI . Public Authority for Civil Information

CSC : Civil Service Commission

KGO : Kuwait Government Online

ICT . Information and Communication Technology
KIN . Kuwait Information Network

RFP . Request for Proposal
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Appendix B: Interview Agenda

The interview questionnaire is divided into 3 sections. The questionnaire aims to address the

following sections:

QUESTIONS
A: To identify stakeholders of E-government Initiative Implementers.
B: To understand E-government Initiative Implementation Phases.
C: To identify the factors influencing e-government initiative implementation.
D: To mapping Stakeholders and Factors to Each Related Initiative Lifecycle Phases.

Case A: “Name of Agency” - Q&A
Interviewee 01 “Name”

When implementing a new e- | 3l 4l b L5 Al ik A L | Q1
government initiative, Who is | s 4k sl dasd yehi o Jaal) dic
involved in the implementation
process?

Al
How do you rate the il Y gan (G ABMaY) ol S | Q2
relationship with each
stakeholder?

A2
How many phases do an e- | 4agsall 5yl o i Al Jalsall & L[ Q3
government initiative TP
implementation goes through?

A3
What are the major critical | JS (o 555l g 4agall ualindl aal A L | Q4
factors for each phase? dagSall @iyl sl dalpe e Alaa

43 g A

A4
How do you start the first phase | 5,3 sl Jal e ¢ s o Jg) Jasi @S | Q5
of  e-government initiative 04 9 Sy da gsal)
implementation?

A5
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What is the most complex | i) Guhi die ladad ¥ dajddl AL | Q6
phase of e-government initiative 9)alal g #4055 N da gSal) il jalsa
implementation?

A6
How important is the | clgal cmy a8y Ggbdll Laal A L | Q7
cooperation between your | dagSall cijdbe zladY g AY) A gsall
organization and other public 04 g )
organization when
implementing new e-
government initiative?

A7
How would you value the | 43 )il gasijlal cp A8l dsan) ol i | Q8
relationship between  your fla plaal)
department and the department
of IT?

A8

How do vyou value the | 4l oms aSiy Al Laa) adi S| Q9

relationship  between  your fla plaall L o1 43S (5 S yall
agency and the Central Agency
for Information Technology?

A9
Have you encountered | <lsl Yl dwia sals) xie JSlda algaly Ja | Q10
problems to re-engineer 04 g ShY) ciland ) Ly gatd
business process? In which
phase is it important?

A10
How do you deal with resistant | dis sl ¢pdl sal) daglia aa ¢ slalai CiS | Q11
to change among your staff 0d g SIS Aa gSal) ) jalaa (ol
when implementing e-
government initiative?

All
How would you describe the | &saill daglsill 40 Ll il s | Q12
importance of IT infrastructure 04 9 Y da gSal) il jala sl
to implement e-government
initiatives?

Al2
How do legislations and | guki o cladilly ouildl 6 s | Q13
regulations affect the e gSal) il yaluall
implementation of e-
government initiatives?

Al13
Do you depend on the principle | a3 <liall 5 il jae geaaiad Ja | Q14
of reward and punishment to | 4asSall @i il Ldi o Jiii o cpdli gal)
require staff implement and 04 g Y
adopt e-government initiative?

Al4
Do you face problems in | & ale Gile ey <l jall ydei Ja | Q15
obtaining the required budget to 041 9 SN cilaadl)
implement e-government
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initiatives?

Al5
How important is leadership to | (& *lw gal a8 3585 o) (e B | Q16
implement e-government | glaiy g AN dagSall ) Jgadll (laa
initiatives? Ll e

Al6
Are there a clear strategy and | g8 Sy 4aaly 4ol iu) dia o | Q17
awareness to implement e- 043 9 S da gSal) Jlas) Ao (padldl
government initiatives?

Al7
How would you rate the support | asall g sl 330EN o 48 ) alual Ja | Q18
level from top management $43 9SS da gSal) (gradail Jalsl)
toward e-government
implementation?

Al8
How would you describe the | aghisls g cniligall o gima diai o) &l Ja | Q19
qualification level of your staff fila glaall L ol 9385 & < jail) Aali (e
in terms of IT skill?

Al19
How would you describe the IT | ¢piligall cuti ddee I diuai o) & Ja | Q20
training in your organization? pllsa (2 Claghall Laglels o

9455 5 ASY) dagSal) bt B lgar) g

A20
Does security and privacy | sl age clibad) 4w 5 A Gilall Ja | Q21
aspect important for you? In fas
which phase?

A21
What is the cooperation level | g ¥ @i iy al G Golad AWy Ja | Q22
between your department and | 4asSall Guhi Gady lad aSiuuse B
other departments in your 94 g SV
organization with respect to e-
government initiative
implementation?

A22
After the deployment of a new e- | 4 gl gga Ao Ay AN dardl) puag 2 | Q23
service, do you give it priority | 4l Lglg¥  Jai g Ay s
over the traditional one? andill (5 gl Al laan Ao Ay g 5SHY)

A23
Do you have a special team | Jus) bbby daliay paidy @8 2 b | Q24
leading e-government ¢ 43 g ) dagSal)
implementation?

A24
Any Comments? fla_S3 a g8 clilal ) hal Ja | Q25

A25
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