0esCl

Founded by UN ICT Task Force

African Leadership in ICT

E-GOVERNMENT

Unit 2 Module 5

Roxana Bassi in collaboration with Fergal Marrinan & Susana Finquelievich
29/5/2012

Copyright notice

SOME RIEHTS

This document is provided under a Creative Commons License of Attrib-
ution-NonCommercial-ShareAlike. For more information on this license,
please visit the Creative Commons website at

http://creativecommons.org/licenses/by-nc-sa/3.0/
www.gesci.org

http://www.gesci.org/african-leadership-in-ict-alict.html



http://creativecommons.org/licenses/by-nc-sa/3.0/
http://www.gesci.org/
http://www.gesci.org/african-leadership-in-ict-alict.html

. \anovatio,
@, .
e S C ‘ O\O
c
L
(9]
)
2
Founded by UN ICT Task Force

Contents
Unit 2 - E-Government

1. Introduction to E-Government

E-Government Readiness
Critical Points for Implementation
10

2. Types of Government Initiatives
Government to Citizens (G2C)

E-Government Services to Business
16

Government-to-Government (G2G)
16

3. Planning of E-Government Initiatives

E-Government Frameworks

Barriers to E-Government
Recommendations for E-Government Planning
25

E-Government Impact on Government
26

4. A Practical Tool

Readings and References




<

Techng /

0esc

Founded by UN ICT Task Force

Module 5 - ICT applications and the Role of Government in a Knowledge Socie-

ty

Unit 2 - E-Government

Introduction

“If you want to go fast, go alone. If you want to go far, go together.”

- African Proverb

Information and Communication Technologies (ICT) in use internally in governments have
significant scope in improving the services available for citizens and businesses in the
country. Given that public services are pervasive in society and economy, their positive im-
pacts do not stop at public administration (efficiency, transparency, etc.), but they have
wider consequences and results in many socio economic sectors. This unit focuses on some
public services with e-Government potential that can have a positive impact on African
countries.

The unit starts by presenting the definition and basic related concepts of e-government. We
will then specifically discuss e-government and e-democracy applications, with up-to-date,
relevant examples. Lastly we will analyse e-government frameworks, the main barriers
faced by governments implementing e-gov projects, and the ways to overcome them.

Objectives

Upon completion of this unit the participants will be able to:

1. Understand e-Government models and applications and how e-government can help
their countries to achieve economic and social benefits

2. Set realistic goals for e-government policies and strategies according to the social, eco-
nomic, and technological contexts of each country

3. Develop an appreciation for ICT’s wide impact on economy and society
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1. Introduction to E-Government

Among the many promises of the digital revolution is its potential to strengthen democracy
and make governments more responsive to citizens’ needs. Randeep Sudan, former e-
Government architect for the Indian state of Andhra Pradesh, defines e-Government as “the
use of ICTs by government to enhance the range and quality of government information and
services provided to clients in an efficient, cost-effective and convenient manner, while making
government processes more accountable, responsive and transparent.” In Sudan’s definition,
clients can be interpreted broadly as citizens, businesses, civil society organisations, and
other government agencies. Similarly, the European Commission defines e-Government as
the “use of ICT in public administrations combined with organisational change and
new skills in order to improve public services and democratic processes”.

E-Government can be broadly defined as
the application of Information and Com-
munication Technologies (ICTs) to en-
hance the performance of traditional
government functions and services. More
specifically, e-Government is the use of digi-
tal technologies to transform government
operations in order to improve effective-
ness, efficiency and service delivery.
(source). Generally, the more services are
available online and the more widespread the use of these services, the greater will be the
impact of e-government. Thus, e-Government requires a critical mass of e-citizens and
e-businesses to generate sustainable impact beyond internal efficiency and trans-
parency of government.

It is important, therefore, to recognise that e-Government is not an end; it is an enabler.
Indeed, as Randeep Sudan notes, e-Government should eventually disappear as a distinct
concept, because government rather than technology is at the core of e-Government and
technology will eventually pervade all governmental operations. Key questions are what
interests the integration of government and what technology will serve and what values
will guide its progress. These definitions make it clear that the goal of e-Government is not
merely to computerise governmental records; to the contrary, the emphasis on concepts of
efficiency, accountability and transparency indicate that the ultimate goal of e-
Government is to transform government.
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E-Government has numerous facets. At the simplest level, e-Government may provide bet-
ter access to government information, offering official forms and documents online (Gov-
ernment -to-Citizen). In its Government-to-Government aspect it focuses on the administra-
tive sphere and may involve vast databases of information and complex processes, accessi-
ble to varied levels of Government. In a third sense the term e-Government means e-
Democracy, which aims to open up public discourse, stimulate participation in the political
process, and build civic engagement (Government-to-Citizen-to-Government). These as-
pects may interrelate since administrative reforms may yield not only more efficient gov-
ernment but also greater transparency and accountability, thereby deepening democracy.

E-Government is not limited to the richer countries. Indeed, in this unit we will demon-
strate that some of the most innovative uses of the Internet in governance are emerging in
the developing world, as ICTs are being used to streamline government and connect it
more closely with the people it is supposed to serve.

Mandatory reading: As an introduction to this section please access and read E -
Government for Developing Countries: Opportunities and Challenges, by Val-
entina (Dardha) Ndou (24 pages).

E-Government Readiness

The track record for e-Government implementations to date, like that of development in
general, has been short, complex and difficult to measure. Difficulties in measuring pro-
gress include the potential time lag between project implementation and the moment when
benefits are realised. Given the opportunity cost of investing in ICT-based projects, rigor-
ous evidence on impact and good practices is urgently required to guide future initiatives.

The UN has developed a series of studies to measure readiness and implementation of e-
government initiatives around the world. E-Readiness can be defined as the ability to use
Information and Communication Technologies (ICT) to develop a country’s economy and to
foster its citizens’ welfare. E-readiness is also, as defined by the Economist Intelligence
Unit, the measure of a country’s ability to leverage digital channels for communication,
commerce and government in order to further economic and social development.
Implied in this measure is the extent to which the usage of communications devices and
Internet services creates efficiencies for business and citizens, and the extent to which this
usage is leveraged in the development of information and communications technology
(ICT) industries.
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The latest source of compared country information on e-government is the United Nations
e-Government Survey 2012 with older versions published for 2010, 2008 and 2005. The
previous 2008 edition was a composition of indexes to measure web, telecommunication
infrastructure and human capital. The 2010 report focused on the same indexes and in-
cluded a supplementary e-Participation Index. The general comment for Africa in the 2012
report is that “With an almost flat curve for the period 2003-2012, e-government offerings in
Africa advanced minimally, with the region as a whole still remaining least e-ready”. The rat-
ing of African against a global average is set out below:

Figure 14 Regional averages
in e-government development
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The report indicates that “The key challenge for the e-government development of Africa re-
mains the widespread lack of infrastructure and functional literacy. Despite recent expansion
in mobile telephony, most countries in Africa remain at the tail end of the digital divide. These
challenges have translated into a lower than world average e-government development for all
sub-regions. Southern Africa consistently outpaces all other sub-regions. Though there has
been some improvement in all sub-regions, except for Northern Africa and Middle Africa, it
has been minimal, with the least e-ready sub-region being Western Africa”. The African sub-
regions rate as follows:
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Figure 1.6 Trends in e-government
development in Africa 2008-2012
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Finally, the following graphs show the positioning of selected countries in accordance to
the recent survey in its five sub-indexes:
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The overall framework for how data is being collected in this domain is being refocused
and there should be more relevant data in the future. The World Summit for the Infor-
mation Society set out a very strong framework for measurement of e-Government
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against long term planning goals. However, there have been few examples of countries
adopting this framework as a system of benchmarking and none we are yet aware of in Af-
rica.

ITU has in 2011 defined a Framework for a set of e-Government core indicators. Also
in 2011, coordinated by the United Nations Economic Commission for Africa (ECA), a
Framework Document proposed a set of globally comparative e-government core indica-
tors to support the efforts of countries worldwide in the collection of data to measure the
use of ICT in Government service delivery. This framework has already been adopted in
Mauritius.

Additional reading: What about the e-readiness of an organisation to implement e-
government? e-Government Capability Maturity Model, UNAPICT, 2010. An As-
sessment Methodology that provides a tool and methodology to assess the maturity
(in itself immaterial) of an organisation across a number of criteria at pre-sent time
(i.e., As-Is). The maturity represents the capability of an organisation to implement
and sustainably operate an e-Government portfolio.

Practical Exercise - E-Government maturity reflection: Compare your country’s
ratings in the e-Government index with other countries (data tables start on page 127
of United Nations eGovernment Survey 2012): e-gov development (the main index),
online services, telecommunications infrastructure, human capital, e-participation and
environment. Compare with other countries in the region, or a similar developed coun-
try in another region. Think about the individual factors that produce this index, and
how the rating could be improved. Please post your reflection in the Unit 2 Discussion
Topic.

Critical Points for Implementation

A Workshop organised by OECD in 1996 dealt with Governments’ Responses to the
Emerging Information Society from two viewpoints: realising change in government using
information and communications technologies; and the governance issues facing govern-
ment arising from the universal emergence of activities in cyberspace. Though this meeting
took place many years ago, the following list of the critical key points made by participants
during the sessions which have implications for government policy and actions are still
very valid.

7
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Participants said that the critical points for e-government implementation were:

Long-term planning and commitment, with a systematic approach for ICT usage.

Adequate internationally consistent performance measures should be devel-
oped. Government needs to be able to measure the benefits or improvements
obtained through ICT investment, as well as being able to measure the input or
utilisation of ICT. We will identify the available data here later in this unit.

Training and education [of public servants] plays an important role in the effec-
tive adoption of ICT in government.

Political will and government commitment are necessary for effective use of
new technologies to gather and disseminate information. Currently ICT use is
mainly confined to service delivery and not for improvement of the information
policy process or quality of democracy.

Technology should be used to increase the dialogue between stakeholders and
to restructure the administration.

User involvement is the most important element for the successful implementa-
tion of electronic service delivery systems in government. Internet could beused
more as a means of service delivery as well as a platform for building, maintain-
ing and updating of information databases.

For effective dissemination of public information and services, a mix of delivery
methods can overcome technological barriers. A shared service model across a
range of services operating on behalf of a number of Government Agencies is in-
creasingly becoming an adopted model.

Outsourcing of elements of delivery and service can be considered a means to
overcome organisational barriers to change.

Paper-based transactions, especially between government and the private en-
terprise and household sectors, should be systematically reduced.

Legal institutions and practices should be reviewed in order to accept electronic
documents: for example their verification and authentication.

Government should exercise great care when choosing technology and services.
A comprehensive strategy of generating the right mix of competition for lower
costs, and partnership-building for the critical elements should be established.
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2. Types of Government Initiatives

To achieve the set objectives of e-Government at the federal, state -
and local level, a series of different applications must be built.
There are three major types of applications: y

é

o’/

N\ 2

1. Government to Citizens (G2C) innovating citizen services:
refers to services offered to individuals related to obtain-
ing information or starting bureaucratic processes. Exam-
ples of applications are obtaining national IDs, paying tax-
es, initiating processes or requests.

2. E-government services to business (G2B) innovating
business services: includes interactions between an admin-
istration and the private sector, like customs, tax and rev-
enues, procurement and company registration.

3. Interagency e-government services (G2G) innovating the way government works:
are services that public institutions offer to other public institutions. This mostly re-
lates to digital exchanges and data exchanges that are internal to government pro-
cesses.

And within these large categories we can identify applications whose main objec-
tive is:
e Publishing Information: like websites providing contact data (location of offices,
personnel name and contact data, office times), information and forms, in order
to save time.

e Interacting with citizens: from simple information messages or sms, manual or
automatic, to participation in debate forums. M-government is a recent imple-
mentation of online services through mobile phones.

e Automation or semi-automation of processes: that can be started online and
continued in an office, or be done completely online

e Online transactions: are completely digital processes that can be done online,
like submitting tax documentation.
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In the following sections we will discuss the three categories of government initiatives and
some of its practical applications in more detail.

Government to Citizens (G2C)

Traditionally the interaction between citizens or businesses and government agencies took
place at government offices. This was a challenge for busy people and those living in re-
mote areas. With ICTs it is possible to locate service centers at any Internet connected de-
vice by providing a one-stop shop portal. G2C services usually offer bundled online services
to provide value to specific groups of citizens who find themselves in prototypical life situa-
tions, like persons who have just moved to a new city, families having a baby or unem-
ployed people receiving government compensation, or according to their age group like
this example:

? Singapore Government

Integrity » Service * Excellence

W}[ BUSINESSES | NON-RESIDENTS |
Family & Community =i
Development @ eCitizen

eCitizen Home | Contact Info | Feedback | SiteMa

Community Development::

Other portals are groups by specific needs: education, housing, taxes, like this example
from India:

india.govn s

Skip to main content | S|

Citizens

You are here: Home > Citizens

R A

3]
g\

ploy Housing Senior
Citizen Corner

® ‘B
9
&y

Law & Order Travel Banking Taxes Agriculture
& Tourism & Insurance

&
@

®

Rural Indian The Eco Warriors/The Co-operatives Job Seekers Differently Abled
Green Corner
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Advantages:

e Possible financial gain resulting from savings in staff and resources

e Increased quality of service, increased transparency, improved participation, in-
creased accountability

e Indirect result of better and service information to citizens, especially those in re-
mote areas

There are several ways to implement G2C projects like for example:
e A one-stop-shop for citizens to obtain information and forms, contact civil servants
or performing transactions using a website. Examples: Citizen portal Mauritius,
Kenya e-gov portal

e Electronic voting systems, e-voting, es-

pecially useful for citizens abroad or in KENYA

remote areas, it promises to make vot- .
ing easier, faster and more transparent e-GovernInent
using voting machines. It is in the test-
ing stages in many countries of the
world.

e Digital participation of citizens for poli-
cy discussion, like interaction in discus-
sion forums or public opinion collecting
for policy documents. This can be used for decision making processes like new
buildings or roads, changes in laws, etc. using social media and web 2.0 tools.

Projects of this type can be unidirectional (online information is provided to citizens) or bi
directional (Citizens can initiate online processes). Since the entire population of a country,
and even those citizens living abroad, is regarded as a potential target group for projects
like these, these services require the most extensive national and departmental infrastruc-
ture and their implementation will provide the biggest challenges to less developed coun-

tries.

A World Bank study of the importance of making more online services accessible to e-
citizens and e-businesses, for example, found that many countries that pioneered e-
Government programmes 5-10 years ago soon realised that the level of public participation
in and usage of e-Government services remained quite low despite substantial public in-
vestment on the supply side, which succeeded in making government services available
11
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online. That is why in many cases implementation on G2C projects are related to digital di-
vide reduction strategies like public telecenter projects, so that citizens can use the shared
access centers to communicate with their governments.

E-participation remains in a nascent state in many countries, a finding that is related to the
disconnection between government and citizens described above. Many governments in-
clude polls and feedback forms on their web-sites, but few sponsor discussion forums or
blogs or post information to social networking sites. This is especially true for developing
countries. Governments may need to be more creative about the ways in which they inter-
act with the public; perhaps by creating integrated “one-stop shop” portals or actively solic-
iting views that can be used to design public services or to shape public policy.

When online transactions are enabled
there is a need for a method to guarantee
the identity of the parts involved (both
the government office and the citizen) and
protect the data from theft. According to
the UN e-gov Survey 2012, in these types
of applications the implementation of
trusted security and privacy measures
constitutes a major challenge to one-stop-
shops, which many governments have yet
to tackle if they want to move to the

Please click here for online registration.

Application for Learner's Licence: This sect
registered applicant needs to fill in the anlin
Traffic Branch Section of the Police Foarce fo

Application for vacancies at PSC/P&DFSC: 1
—=| Mauritius Public Service Commission [P5C]
= | which is then electronically submitted to the

Application for Specific Registration Mark :
The registered applicant needs to fill in the
to the Mational Transport Authority for proci

transactional stages of e-government development.

In recent years services offered via cellular phones have shown very promising results in
regions with a low number of fixed phones. Mobile technology requires less investment in
infrastructure and its cost models, including cheap prepaid cards, have made telephony
and data transfer via SMS affordable for people with lower income. Mobile-based e-
government interaction (m-government) is becoming a very relevant topic. Look for exam-
ple the interesting tools available to citizens from Singapore mGov@SG.

More examples and case studies of e-government initiatives will be presented in Unit 3.

12
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Additional reading: ITUs M-Government : Mobile Technologies for Responsive
Governments and Connected Societies (2011). This report aims to foster a better
understanding of how to leverage the economic and social impacts of the use of mo-
bile technologies and applications to enable ubiquitous governments, sustain public
sector innovation and transform public service delivery. The report is a joint-
product of the collaboration between the International Telecommunication Union
(ITU), the Organisation for Economic Co-operation and Development (OECD) and
the United Nations Department of Economic and Social Affairs (UNDESA).

1 1
| |
I 1
I 1
1 1
| 1
1 1
| |
I 1
I 1
1 1
| 1
1 1
| |
I 1
I 1
1 1
| 1
1 1
| |
| Case studies: Open Government, which way Africa? By CIPESA 2011 (4 pages). |
E The Kenya government scored what many billed a first in Sub- Saharan Africa, when :

|
| it launched an open data website in July 2011. To put it plainly, the government '
| opened itself to greater scrutiny from citizens and oversight institutions by provid- |
| ing them better access to information in its hands, including on expenditure and |
| |
' procurement. Increasingly, other African governments will be put to task to follow !
| suit, as progressive governments the world over move to embrace the concept of |
| open government, of which open data is a crucial element. South Africa seems to be |
I 1
' leading the pack in Africa in embracing open government, a benchmark against !
! which governments should increasingly be evaluated in terms of their accountabil- |
| ity to citizens. In fact, South Africa is the only African country that is part of what is |
i set to become a powerful and popular global movement to place openness at the i
| centre of governance and development. |
1 1

E-Government Services to Business

In a similar manner to that of the citizen, G2B services cover all service interactions be-
tween the administration and the private sector. Typical areas include customs, tax and
revenues, procurement and company registration, administrative processes.

Some models for G2B projects are:

¢ Information website for businesses. Organised by topics (hiring, training, laws and
regulation, government tenders) or by industry, or by stage (start-up, existing, ex-
panding)

13
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e Transactional websites that can include information exchange, initiating processes
or requests to full online transactions, like Electronic Customs (e-Customs), e-
Procurement /e-Payment, Electronic Banking (e-Banking)

e Participation forums: similar to individuals but for businesses in a specific segment
to contribute to changes in policy.

Welcome to the Business Portal Republic of
Mauritius
CITIZEN GOVERNMENT NON-CITIZEN =

Feedback Quick Tips/Help Portal H
- e T ‘- —_— e 2=k,
Home About the Sub-Portal FAQs Useful Links First Time Visitor Tuesday, May 15, 2012 11:44:2
# Quick Links The Business Sub-Portal provides tailor-mads information and services to the business community, vith the aim of aliminating Eaz
administrative bottlenecks and reducing processing time.

b Government Tenders b Business Links

} Permits and Clearances Doing Business in Mourith Audience G ¥ Busi

V Tomtion ing Business in Mauritius udience Groups '

3 ws and Regulati 4

b Investment Opportunities = Company Incorporation = Investing in Mauritius =

b Dovmload Forms = Parmits and Clearances = Exporting to Mauritius v

» ® Business Opportunities = Small and Medium Businesses »

: " Setting up your Business >

»

14 3

3 o 3

b Stock Exchangs of Mauritius Related Subject Areas Business Assistance >

»

= S = Laws and Regulstions

£ Institutional Support - »

= = Accreditation and Standards N ;::i’e‘h

} Nationsl Computer Board ® Lsbour and Employment . »

» Enterprise Mauritius & Sarvice Broviders Export Support Schemes »

» = Export Directory = Fiscal Incentives ¥ Parmits and Clearances

' . .

Mse » Business Statistics : ima\l & r;a;m;n EEtntEr rises
»» Mars = Taxation [ e 9 &P t"
» More

Enl-.tu—.iﬁ.s | I 1_-

= wuw. €FeguiaTiONS.mu § % News and Events

# Government Directory
‘ = | P ONE Integrateet Form for Apphcaton of Business Livencas fram =3 b Mauritius Hosts Asia/Africa

= the comfort of your home & office 85 from 15t June 2010 International Fiscal Association
[£5earch | Confarenca

Besides the advantages already listed for G2C services, like more transparency and ac-
countability, we can also consider others like the indirect income that can result in im-
proved competitiveness that companies could get which ends up reflected in an increase in
tax revenue.

For lower income countries, these services might be easier to implement than G2C services
because the private sector tends to have more access to technological infrastructure than
the average citizen, and most businesses are located in cities. Providing G2B services can
also help in motivating foreign companies to invest or install local organisations by making
processes faster and simpler.

Government-to-Government (G2G)

G2G services are those that a public institution offers to other public institutions. Though
the use of data networks some of the data exchange processes can be partially or totally
automated. A good example is the General Auditor’s office, which has regular process in-
teractions with other departments. Some of these processes, such as the compilation of fi-
nancial reports on spending, budgeting and revenues collected could be supported by or
executed through online systems.

14
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These applications could also include less interactive processes, such as the provision of
information to other public entities or public employees, like contact details for staff in
other agencies, human resource matters concerning civil servants, union activities or other
topics of common interest, could be shared through G2G services in intranet (protected)
sites. Other example applications include Electronic Document Management Systems
(EDMS) and Archiving, Electronic Recruitment (e-Recruitment), e-tenders, etc.

Advantages:

e Optimised processes

e Increasesin employee’s and agency’s productivity

e Reduction in waste, increases and better management of internal information

Because of the sensitive data involved, most G2G transactions take place through internal,
secure government networks, not on the public Internet. A critical step for the develop-
ment of online processes is the agreement on interoperability standards we have already
mentioned in Unit 1, as well as digital identity systems to allow digital signatures and
traceability of electronic documents.

15
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3. Planning of E-Government
Initiatives

In their efforts to increase e-

government usage and citizen sat- y

isfaction, policy makers are faced "Em - “
with multifaceted policy challeng- 1 l 1
es, issues and opportunities un- ’
derlying e-government usage.

Without a doubt, there is increas-

ing policy emphasis on the take-

up of e-services.

Notwithstanding the many efforts

made in this direction, there is

still a general lack of a clear strategy to facilitate e-government service usage as well as
evaluation frameworks to assess citizens’ and business’s needs, expectations and satisfac-
tion. To effectively increase the usage of e-services, particularly in the context of sustaina-
ble development, more effective policies and strategies need to be implemented to help
overcome usage differences and divides, increase awareness and promotional activities,
focus on user needs, further explore and exploit the potentials of social media and open da-
ta, and provide additional incentives for e-service usage.

Governments have adopted different strategies to build e-Government. Some have created
comprehensive long-term plans. Others have opted to identify just a few key areas as the
focus of early projects. In all cases, however, the countries identified as most successful
have begun with smaller projects in phases on which to build a structure. But E-
Government is not a single event in a short period of time but a long-term evolution-
ary process of transforming government to focus on citizen services. Thus, it is neces-
sary to establish a high-level e-Government roadmap (top-down design) with a bottom-up
detailed implementation plan.

E-Government Frameworks

Countries need to set out an e-government master plan or framework to align with Gov-
ernment planning. This will set out the drivers from an economic, government, and cus-
tomer context and establish the high level strategic goals. Projects are collectively organ-
ised in programmes, which in turn are organised in a master plan adopting a whole of gov-
ernment approach.

16
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ITU in the e-Government Implementation ToolKit proposes a generic framework for ac-
tion and priorities. African regional organisations have also worked on guidelines like
COMESA’s Guidelines for the formulation of e-Government Strategies and EAC Re-

gional e-Government Framework. Please access and read both documents!

According to Deloitte in E-transform Africa: Modernizing government through ICT
(2012), although there is no single institutional framework or model, there are common

models seen across many countries:

Model 1 - Shared Responsibilities: There is a shift towards a direct and institutional-
ised engagement of the president, prime minister, a powerful coordinating ministry
like finance or economy, or a mix of ministries (including ICT) that lend authority.

Model 2 - Policy Coordination Model under Head of State: Countries are moving
from temporary relationships to institutionalised structures to respond to the chal-
lenges of the knowledge economy and ICT-enabled development.

Model 3 - Lead Ministries: Institutional leadership for e-Government has been shift-
ing from Ministries of ICT to other ministries, such as Finance and Interior, reflecting a
shift in focus from technology management to institutional change. Example: South Af-
rica.

Model 4 - Executive ICT Agency: Many countries are opting for a strong national ICT
agency that focuses on policy development, governance mechanisms like whole of gov-
ernment’, enterprise architecture and strategic investments that cut across many agen-
cies. They often operate under a special act that allows them to provide competitive
compensation and attractive career structures and to operate in a business-like man-
ner while enjoying the legitimacy and authority of top political leadership. Example:
Rwanda

Model 5 - ICT Agency as a PPP Model: Central agencies have changed from imple-
menting top-down solutions to playing roles as catalysts and leading scale-up pro-
grammes. They aim to institutionalise innovation and process reengineering, promote
collaboration, engage more stakeholders and disseminate best practices.

Do you know which model your country is using and where is it evolving to?
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http://www.itu.int/ITU-D/cyb/app/docs/eGovernment%20toolkitFINAL.pdf
http://egov.comesa.int/index.php/fr/e-government-toolkit/30
http://elearning.gesci.org/pluginfile.php/1323/mod_resource/content/1/EAC_e-Govt_Strategy_Summary_Ver_6June05.pdf?forcedownload=1
http://elearning.gesci.org/pluginfile.php/1323/mod_resource/content/1/EAC_e-Govt_Strategy_Summary_Ver_6June05.pdf?forcedownload=1
http://www.etransformafrica.org/sites/default/files/Complete-Report-Public-Services_0.pdf
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Case studies:

1. As an example we will consider Uganda’s National Electronic Government (e-
Government) Framework (2010) whose vision is to “Ensure online accessibility of
all government services and opportunities for community participation in a friendly,
transparent and efficient manner for all sections of the society.”

2. In Kenya a National e-Government Framework was developed in 2004 and a
Directorate of e-Government was set up under the Cabinet Office within the Office of
the President to coordinate and spearhead the implementation of the e-Government
programme in Kenya. It includes deployment of villa information centers in rural
areas, re-engineering of business processes, development of website standards.

3. In Rwanda a comprehensive integrated ICT-led socio-economic development pol-
icy and plan (NICI-2010) set within the wider context of the developmental objec-
tives of the country is in place. It includes actions for e-government.

4. In Mauritius in the year 2000 the Government announced that it would bring its
services closer to the citizens by implementing an ambitious e-Government pro-
gramme. It includes the development of a vision for e-Government to develop the
country into a Cyber Island and create an information based society. The base is a
National ICT Strategic Plan (NICTP) 2011 - 2014. Several key e-government pro-
jects have been implemented and completed, including e-Parliament, e-Archive, e-
Project Management Solution, and e-Business Plans for Health and Prisons. Fur-
thermore, flagship projects such as the Crime Occurrence Tracking System and the
Mauritius National Identity Card project have been initiated. There is also an e-
Government Master Plan for Civil servants.

Barriers to E-Government

Techng /

<

-

While the benefits of e-Government can be significant, achieving the goals of e-Government
is not easy. The lack of crucial pre-requisites, including affordable and accessible infra-
structure -that we have discussed in Module 4 - a conducive legal framework discussed in
Unit 1 - and strong government and market institutions, can derail even well-designed
projects.

In an overview to the World Bank’s e-Development report, Robert Schware points out that
there can be no access to e-Government without infrastructure. “For most developing coun-
tries, lack of adequate infrastructure remains the major obstacle to the uptake of ICT. Conse-
quently, e-Government cannot be addressed in isolation from other ICT development efforts”.
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http://www.nita.go.ug/uploads/Final%20Draft%20E-govt_framework_June%202010.pdf
http://www.nita.go.ug/uploads/Final%20Draft%20E-govt_framework_June%202010.pdf
http://www.e-government.go.ke/index.php?option=com_docman&task=doc_download&gid=1&Itemid=50
http://www.ist-africa.org/home/files/Rwanda_NICI2010.pdf
http://www.gov.mu/portal/goc/telecomit/file/ICTplan.pdf
http://www.ppforum.ca/sites/default/files/mauritius.pdf
http://www.ppforum.ca/sites/default/files/mauritius.pdf
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Among the challenges facing those who seek to apply new technologies to the realities of
governance in developing countries are the reluctance of civil servants to change. We can-
not forget that ICTs change the way things are done and in many cases this might mean less
power, influence or money for those in public service that are involved in some of the old
non-digital processes. Change in government organisations is not easy and we must make
sure that political and cultural barriers are recognised and taken care of.

Other concerns include the digital divide (making sure everyone can have access to gov-
ernment services) and privacy and security (providing mechanisms to recognise the identi-
fy of individuals and organisations online).

For example Uganda listed the main con-
cerns in the e-gov framework itself, and they
are: Cyber crime and cyber terrorism; unde-
fined cross-border jurisdiction for cyber liti-
gation; reliance on imported hardware and
software; reliance on foreign funding; un-
harmonised ICT Policies and Strategies; in-
adequate infrastructure; adverse cultural be-
liefs and languages; inadequate funding; in- =
adequate human resources and inadequate /
Public Private Partnerships (PPPs) frameworks.

E-Government will only be successful if there is strong demand and support for it
from the majority of the population. Some of this demand will come from better aware-
ness of the opportunities offered by better and faster government service delivery. Citizens
and businesses also need to be motivated to use e-Government services through the provi-
sion of compelling, relevant and accessible digital content. In particular, the following must
be implemented to increase demand and support for e-Government services:

e Develop a multi-channel single-window common service delivery infrastructure, in-
cluding physical citizen service centers that can be combined with other public ac-
cess points such as telecentres, call centers, Digital Inclusion Centers, Web portals
and mobile portals;

e Support development of open data standards that allow interoperability among the
different government structures;
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e Implement measures that will enhance public trust in ICT-enabled transactions and
all other interactions in the digital environment (digital certificates and digital sig-
nature);

e Encourage the development of relevant, compelling, user-friendly online and mobile
content, including so-called “killer applications”; and

e Implement programmes aimed at improved accessibility and affordability of on-line
and mobile content and ICT

i Additional reading: Given all of the barriers to successful implementation of e-
! Government, monitoring and evaluation should be built into project from the design
| phase onward. In order to facilitate on-going assessments of e-Strategies, the GICT
: Department of the World Bank issued the E-Strategies Monitoring and Evaluation
i Toolkit, using a simple logical framework to identify, track, monitor, and evaluate
| the policy goals, strategic priorities, key initiatives, and actions that should comprise
E any e-strategy.

________________________________________________________________

Recommendations for E-Government Planning

In Deloitte document E-transform Africa: Modernizing government through ICT
(2012), the following high level action recommendations are made.

For policy makers:

1. A coherent approach to public service delivery requires close inter-ministry coor-
dination, suitable legislation and a national e-Government plan.

2. Careful planning and design, supported by legislation, must precede implementa-
tion of national identification systems so that they benefit all sectors of the popula-
tion.

3. Widen access to e-Government through mobile applications and community ICT
centres.

4. Encourage e-Participation using social media and respond carefully.

Exploit economies of scale.

o
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http://siteresources.worldbank.org/INTEDEVELOPMENT/Resources/estrategiesToolkit_Jan2005.pdf
http://www.etransformafrica.org/sites/default/files/Complete-Report-Public-Services_0.pdf
http://www.etransformafrica.org/sites/default/files/Complete-Report-Public-Services_0.pdf
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Expand support for citizen-centric initiatives using Web 2.0 and social media tech-
nologies.

For the donor community:
6.

Pilot cloud computing for support of independent election monitoring organisa-
tions.

Support development of technology platforms for completely anonymous whistle-
blowing for exposing corruption in the public sector.

Create collaborative incubation spaces for development of innovative technical so-
lutions for application in the public service sector.

10.Initiate capacity building programmes for Open Data projects [Open data is non-
personally identifiable data produced in the course of an organisation’s ordinary
business].

9.

11.Empower public sector workers in rural areas through promotion of adoption and
use of mobile resources.

Successful implementation of e-Government requires careful planning, consultation with
end users (citizens, business people, and civil servants), and the development of profes-
sional skills in a range of disciplines: systems design, project management, policy, and con-
tent creation. Since it is the rare individual who is competent in all of these areas, the suc-
cessful implementation of e-Government projects is dependent on the formation and man-
agement of interdisciplinary teams. Also, experience has shown that support from top
leadership is very important.
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. Additional reading: :
I
' 1. Deloittes E-transform Africa: Modernizing government through ICT (2012). :
|
, The main objective of the study is to take stock of emerging uses of ICT across sec- '
. tors and of good practices in Africa and in other countries, including how ICTs are |
i changing business models in the strategic public service sector. :
|
: :
I 1
I 1
I 1
I 1
I 1
| |
1 1

2. United Nations E-Government Survey 2012 - Expanding usage to realise the
full benefits of e-government (pages 101 to 115). Pay special attention to 6.3 Policy
conclusions.

E-Government Impact on Government

The reorganisation of the public administrations prompted by the adoption of ICT promis-
es to increase the production and diffusion of information, making public administrations
more transparent and responsible towards the citizens and policymakers, reducing the
scope for corruption and enhancing opportunities for all citizens and firms.

From a strictly economic point of view, no less potential is shown by the e-Government ini-
tiatives: indeed, e-Government represents an opportunity for radical transformation of
Public Administrations, both in terms of goods and services supplied to the citizens and of
capacity to satisfy needs not adequately met by the market or the informal sector (public
sector efficacy), as well as in terms of efficiency in the supply of these services and in sup-
port of the services supplied by the market and the family (where the public sector consti-
tutes a factor of production).

Focussing on the impact of e-Government on
public sector productivity and defining the re-
sults in terms of GDP growth, our analysis ap-
pears to yield some encouraging preliminary
findings. In many OECD countries invest-
ments in ICT have contributed positively to
productivity growth in the public sector, more
effectively and significantly than have public
investments as a whole. As one would have ex-

pected, both forms of investment show more
importance in the dynamics of the medium-to-
long run than in the short run.
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http://www.etransformafrica.org/sites/default/files/Complete-Report-Public-Services_0.pdf
http://www.epractice.eu/files/The%20United%20Nations%20E-Government%20Survey%202012%20-%20E-Government%20for%20the%20People-Part%20II_0.pdf
http://mpra.ub.uni-muenchen.de/21051/1/MPRA_paper_21051.pdf
http://mpra.ub.uni-muenchen.de/21051/1/MPRA_paper_21051.pdf
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One might ask why do e-Government projects fail? A survey Analysing e-Government Pro-
ject Failure: Comparing Factoral, Systems and Interpretive Approaches by Carolyne
Stanforth, 2010, found that 35 percent of e-government initiatives were total failures in
developing and transitional countries, 50 percent were partial failures and only 15 percent
were successes. A leading cause of failure was the gap between current political,
technological and other realities and the design of the e-Government project. Simply
put, designers of failed projects had not taken into account the realities of government pro-
cesses and the capabilities or needs of intended users.

Accordingly, to improve the chances of success,
an e-Government strategy should be based on a
realistic assessment of a nation’s e-Readiness
and should respond to local needs. This is not to
say that a country must reach a high state of e-
Readiness before launching any e-Government
initiatives. To the contrary, e-Government can be
appropriate to almost any stage of development.
However, there is a growing consensus behind
modularity (automating one function at a time) and incrementalism (taking a stepped ap-
proach to functionality). Stakeholder consultation can identify user needs and guide the

design of developmentally appropriate e-Government projects.

At the same time, an emerging concept in e-Government planning is the whole government
approach. As Robert Schware indicated in the introduction to the World Bank report E-
Development - From Excitement to Effectiveness “Governments are typically organized
as a series of vertical silos in the shape of individual ministries, departments and directorates.
Citizens and businesses consequently must deal with a daunting array of government entities,
each with its own hierarchy, procedures and processes. ICTs potentially offer the possibility of
dealing with government as a single entity by cutting across diverse organizational bounda-
ries”.

To achieve such integration, a whole government perspective must be kept in view when
developing e-Government applications. It is also important to have a cross-cutting ap-
proach to economise on investments in services, infrastructure and applications develop-
ment. Executed well, e-Government should be inclusive of not just enabling existing ser-
vices, but transforming them around value for society and the economy. There is often an
opportunity for major reconfiguration of how the public service is structured and re-
sourced.
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http://www.sed.manchester.ac.uk/idpm/research/publications/wp/igovernment/documents/iGovWkPpr20.pdf
http://www.sed.manchester.ac.uk/idpm/research/publications/wp/igovernment/documents/iGovWkPpr20.pdf
http://www-wds.worldbank.org/servlet/WDSContentServer/WDSP/IB/2005/11/08/000090341_20051108163202/Rendered/PDF/341470EDevelopment.pdf
http://www-wds.worldbank.org/servlet/WDSContentServer/WDSP/IB/2005/11/08/000090341_20051108163202/Rendered/PDF/341470EDevelopment.pdf
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The changes that can be realised through adoption of ICTs will not be realised overnight.
Moreover, while citizens and businesses may realise cost savings, evidence to date suggests
that governments in LDCs should not expect to significantly reduce their own costs through
e-Government initiatives.

Enhancing Transparency and Strengthening Democracy is one of the most commonly cited
goals of e-Government in promoting open processes that improve the transparency of gov-
ernment. There is anecdotal evidence that a number of e-Government projects have re-
duced the opportunities for corruption by opening government activities to broader scruti-
ny and by bypassing bureaucratic barriers, for example. While paper-based systems that
are accessible to only a few employees enable corruption in the delivery of government
services by shielding transactions from observation, digital technology can provide a
means of opening government processes to oversight from appropriate authorities and
members of the public.

With the myriad practical applications that African countries are developing and putting
into practice these days, it remains to be seen what the final impact of e-government in the
region will be. Stay tuned!

Mandatory reading:
1. The State of e-Governance/e-Government in Africa, 2011, a blog entry, (2

I
I
:
| pages)
I
I
I

2. UNDESA, “Guiding Principles for Successful e-Government” (3 pages)

-
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http://afrinnovator.com/blog/2011/07/05/the-state-of-e-governancee-government-in-africa/
http://unpan1.un.org/intradoc/groups/public/documents/un/unpan008627.pdf
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4. A Practical Tool

While researching for this unit we have found a very interesting online tool you might want
to try. METER is an online, interactive tool to assist governments and decision makers at
any level throughout the world to develop, monitor, refine and improve the context within
which information and communication technologies are used to transform government; in
a sense in creating the context for e-government. Transforming government through an e-
government strategy is not an easy endeavour. Realising this transformation requires a
fundamental change in how a government delivers public services and in how the public
interacts with the government. E-Government plays a central role in this transformation. E-
Government however, cannot materialise by simply imposing new technologies onto exist-
ing operations of government; new capabilities must be created through commitment, le-
gal, policy related, organisational and technological changes. E-Government requires policy
shifts as well as operational changes. If governments are to be effective in creating an ena-
bling environment for e-government, leaders must commit to the changes regardless of the
level or complexity of these changes. METER consists of five main pillars, or building
blocks, considered as key to the establishment of a supportive enabling environment for e-
government. The pillars are: commitment, legal, vision and policy, organisation, and
technology. Within each pillar there are a number of sub-themes and related statements
identifying essential factors, choices and challenges likely to influence a government’s ca-
pability to effectively harness technology as an enabling force for government transfor-
mation.

METER helps to determine and monitor a country’s current state of affairs with regard to
the establishment of an environment that enables e-government development. In this way,
it guides policy makers and government officials in their e-government development initia-
tives by raising their awareness and by drawing their attention to key issues that need to
be tackled and properly addressed. It is essential that a government takes stock of and as-
sesses its national enabling environment before embarking on the preparation and realisa-
tion of an e-government strategy and development plan and before deciding to invest in
new e-government programmes so as to ensure the success of these initiatives.

Its interactive nature allows for feedback from users based on policy and implementation
issues related to e-government. Users are encouraged to provide their views, comments
and suggestions on the scope, depth, and usefulness, as well as the user-friendliness of the
tool. This will help UNDESA further enhance and fine-tune this tool to better meet the
needs and requirements of its users.

Access Meter and Meter help manual (PDF).
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http://unpan3.un.org/tlm40/tlmcourses/meter/Launch.html
http://unpan3.un.org/tlm40/tlmcourses/meter/media/content/METER_446127.pdf

Readings and References

Mandatory Reading
1. E - Government for Developing Countries: Opportunities and Challenges, by Valen-
tina (Dardha) Ndou (24 pages)

2. The State of e-Governance/e-Government in Africa, 2011, a blog entry,(2 pages)
3. UNDESA, “Guiding Principles for Successful e-Government” (3 pages)

4. COMESA’s Guidelines for the formulation of e-Government Strategies (2 pages)
5. EAC Regional e-Government Framework (2005)

Extended Reading

E-government readiness:

1. United Nations eGovernment Survey UN, 2012, UN eGovernment Survey 2010 UN,
2010 and UN eGovernment Survey 2008 - “From eGovernment to Connected Governance”
UN, 2009

2.1TU, FRAMEWORK FOR A SET OF EGOVERNMENT CORE INDICATORS, Dec 2011

3. World Telecommunication/ICT Development Report 2010 - Monitoring the WSIS tar-
gets, 9th Edition, 2010

4. “E-Development - From Excitement to Effectiveness” by World bank, 2005

E-government guidelines:
1. eTransform Africa: Modernising Government through ICTs, eTransform Africa
Deloitte, 2012

2. e-Government Implementation Toolkit, ITU, 2009

3. The Economics of e-Government: A bird’s eye view by International Journal of Com-
munications Law and Policy, 2003. The question addressed in this paper is to what extent
the introduction of information and communication technologies (ICT) in the public sector
can solve some of its efficiency and quality problems.

4. e-Government for Better Government, by OECD, 2005

5. The handbook on egov for developing countries, Infodev 2002
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http://unpan1.un.org/intradoc/groups/public/documents/untc/unpan018634.pdf
http://afrinnovator.com/blog/2011/07/05/the-state-of-e-governancee-government-in-africa/
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http://www.itu.int/pub/D-IND-WTDR-2010
http://www.itu.int/pub/D-IND-WTDR-2010
http://www-wds.worldbank.org/servlet/WDSContentServer/WDSP/IB/2005/11/08/000090341_20051108163202/Rendered/PDF/341470EDevelopment.pdf
http://www.etransformafrica.org/sites/default/files/Complete-Report-Public-Services_0.pdf
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http://www.oecd-ilibrary.org/governance/e-government-for-better-government_9789264018341-en
http://unpan1.un.org/intradoc/groups/public/documents/apcity/unpan007462.pdf
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Case studies and best practices:
1. The Hidden Threat to E-Government - Avoiding large government IT failures by
OECD, 2001

2. World Bank “Designing and Implementing an e-Government Strategy” Deepak Bhatia
3. eGovernment in Africa: Promise and Practice, IDRC, 2002

4. Information and Communication Technologies (ICTs) as Tools for Improving Local
Governance in Africa, UNESCO 2002

5. The productivity of the public sector in OECD countries: eGovernment as driver of
efficiency and efficacy, Corsi, Marcella and D'Ippoliti, Carlo Sapienza University of Rome,
2010
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http://idrc.org/uploads/user-S/10404163860igov_wp13.pdf
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http://mpra.ub.uni-muenchen.de/21051/1/MPRA_paper_21051.pdf
http://mpra.ub.uni-muenchen.de/21051/1/MPRA_paper_21051.pdf

