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ABSTRACT

The assessment of eGovernment capability has often focused on assessing website functions
and their use, whereas relatively little attention has been given to other aspects of local authority
operations, particularly back-office processes. The study provides a literature review, from
which a model for the assessment of eGovernment at individual process level is derived. The
study provides a maturity stage model for analysing eGovernment based on technology
deployment, organisational capability and process efficiency dimensions. For each of these
three dimensions, a number of key change factors are identified and assessed to allow a
positioning of the organisation in the stage model; and this is applied at individual process level

within the organisation, as well as for the organisation as a whole.

This research reports on the use of the model in two case studies - Sabratha local authority and
Rujban local authority in Libya. The study illustrates the potential of the model in assessing
eGovernment readiness and identifying opportunities for investment and change. It highlights
the need for process improvement to accompany technology deployment, and the key role of

organisational factors in bringing about the necessary change for the move to e-Government.

The potential of the three-dimensional maturity model for developing appropriate strategies
and plans for a transition to eGovernment is evidenced in the case studies. At Sabratha and
Rujban local authorities, processes are generally not well developed, although in terms of
technology deployment and organisational capability, there are some processes which have a
reasonable basis from which to move forward. It is clear, however, that process maturity is
generally weak in the local authorities studied, and this area needs appropriate focus and
investment to allow the authorities to transition to an eGovernment in a planned and effective

manner.
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A New Model for eGovernment in Local Level Administrations

Chapter one: Introduction

1.1 Background

eGovernment has rapidly emerged in developing countries over the past decade. This is due to
the benefits it can bring as an enabling mechanism to increase efficiency and enhance
transparency within government organisations. eGovernment is a concept that is widely
accepted by researchers, academics and practitioners in the information and communication
technology (ICT) environment. For instance, the United Nation recognised the World Summit
of the Information Society (WSIS), which encourages governments around the world to
establish e-services (UN, 2014). According to the Information and Telecommunication Union
(ITU, 2009), countries in all regions of the world and at all levels of development continue to
make significant investments in the public sector, making eGovernment a priority to reform
government organisations. Sweisi and Adams (2008) argue that governments have realised
that ICTs help to interact and communicate with the citizens, businesses and others government
agencies; and the availability of the internet, 24 hours a day, allows government information
and services to be more available to more stockholders, at greater convenience and with
increased satisfaction. They also pointed out that the rapid development in information
technology (IT) made the adoption of eGovernment no longer an option for governments
around the world, but rather an important necessity due to the needs of people and new demands

of the information age (Sweisi and Adams, 2007).

Furthermore, in the current information age, ICT has a profound effect on most socio-
economic, political and cultural aspects of society and is a necessary tool for the
implementation of national development plans in many countries. However, inadequate
infrastructure and poor standards in public sectors in most developing countries is impeding
progress towards the realisation of a digital society. Therefore, eGovernment is now attracting
significant research interest and it is expected to become one of the most investigated
applications of ICT in the coming years (UN, 2016). Research already conducted highlights
the benefits that eGovernment offers to citizens, businesses and governments. In fact, the

promise of efficiency in the provision of governmental services, reduction in paper work and
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corruption alleviation has inspired many researchers to examine eGovernment adoption and

implementation in public sector organisations.

The existing literature suggests that many eGovernment initiatives have not been completed
successfully, especially in the developing world. 60%-80% of eGovernment projects fail or do
not achieve their goals (Abdalla, 2012). Many researchers found that eGovernment initiatives
must take into account the diversity of government systems, technological infrastructure,
culture, and political and economic conditions. They argue that the adopted values have to
match the context within which eGovernment is carried out. Some suggest that the
incompatibility between the context and the targeted goals and values (whether political,
economic or even technical) can easily lead to failure. There is an inadequate context-based
framework developed for the purpose of better adopting eGovernment and identifying the key

issues and factors affecting the adoption process, in a developing country context.

eGovernment services provide many benefits to a country like Libya, which is very large and
has long distances between cities. For instance, citizens who need to conduct many government
transactions and activities must travel to local authorities or even to the capital which often
requires making a journey of hundreds or thousands of kilometres which takes considerable
time and money. However, eGovernment services provide the promise of removing the need

to travel long distances. The basic needs for government information can be met via the web.

The context for this research is Local Authorities (LAS) in Libya because these constitute the
public sector entities which provide services that directly affect the citizens. In the year of
2010, the Libyan Government mandated the Ministry of Communications and Informatics
(MCI) to develop an eGovernment strategy to modernize government services. This initiative,
known as ‘E-Libya’, aims at putting technology at the centre of government operations to
enhance the services provided to all residents and businesses of Libya wherever they are and
at all times, using modern communication networks and systems. Figure 1.1 illustrates the

objectives of E-Libya.
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Figure 1. 1 e-Libya objectives

Libya National Strategic Directions

The e-Libya Initiative

Use of 2 Increased 3 Develop Libya ‘s

Knowledge Economy and

Technology to Efficiency and Effectiveness
Private Sector Participation

Deliver Services of Government Services

e ICT Capability building

programs for

Modernization of
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Government ICT Government processes

Infrastructure that and services government employees,

business and citizen

supports reliable delivery Participate in enhancing

of government services and developing the community
for e-Government, e- applicable legislation e Foster participation of
Commerce, e-Health, e  Providing electronic ICT private sector to
and e-Education services across multiple oulle) aine) efEver e

e Decentralization of channels creating a open data services
government services, participative * Institutionalize
accessible from environment between Sttt ey
everywhere citizens, businesses, and ST Eli

e Increase transparency government collaboration with

education institutions

Source (e-Libya newsletter, 2012)

Although the e-Libya initiative is viewed as a major milestone for Libya to bridge the digital
divide and to convert to an information-based society, the project was suspended in 2015 due
to the unstable political situation. Late in 2017, the government started to resurrect the initiative
by starting negotiations with PricewaterhouseCoopers to commence and provide a

comprehensive eGovernment plan as previously agreed in 2012.

1.2 Statement of the Problem
Although the eGovernment phenomenon can be witnessed widely in the public sector, many
problems still surround its diffusion and adoption. The research problem in this study is

identified through two main sources:

The literature examined in order to build the research background of eGovernment, understand

the problems facing developing countries and identify the literature gap.
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The preliminary study conducted in LAs. The researcher conducted eighteen interviews with
key executives to understand LAs’ motivations to adopt eGovernment and what issues,

challenges and factors influence the adoption process.

The findings from the literature review and the analysed data from the primary study

highlighted several issues which led to the identification of the following problems:

e eGovernment is more than a technological dimension. It is a reengineering process
affecting organizations’ capabilities and process efficacy, which are thus fundamental in
effecting this massive change. These change dimensions have received less attention when
setting the strategic agenda, although they have greater impact in developing countries and
in particular, Arab and African countries. In Libya as the focus of this research, these
dimensions have a significant role in the decision making process. Therefore, better
adoption can be achieved by directing the efforts and decisions to make the right choices

and actions.

e The problem in using existing models is that they might not be applicable for developing
countries, due to their different context and hence their different set of requirements.
Therefore, there is a strong need for developing a conceptual framework that maps out a
clearer picture of the specific needs and requirements in developing countries.

1.3 Research Motivation and Objectives

1.3.1 Motivation

The demand for eGovernment has increased in both developed and developing countries
(Ahmed and As-Saber, 2018). Consequently, there has been an increasing interest in the
eGovernment topic over the past decade and this interest is growing at a rapid rate. Many
research studies, academic papers and conferences stress the need to further study
eGovernment from different perspectives and in different contexts, using different approaches
(Ahmed and As-Saber, 2018; Fatonah et al, 2018). In most of the developing countries,
eGovernment is recognised as a main priority in their government organisations, and set as an
important objective. Likewise, the decision makers in the Libyan government as mentioned
earlier recognised the need to take advantage of the recent advances in ICT. Stakeholders’
expectations of the government are getting higher, requiring a need for government to be
competent, transparent, accessible and efficient. For this reason, the government encouraged

and offered many scholarships for researchers who want to investigate eGovernment and e-
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services. This study is one of those research studies partially supported by the Libyan

government.

A number of models have been developed to conceptualize the challenges involved in the
adoption of eGovernment. These models often include the definition of stages that determine
the maturity level of eGovernment services in a particular administration (Hu et al, 2018). They
focus on the evolution of eGovernment using sequential steps - for instance, from immature to
mature eGovernment with improved quality levels, as the organization advances through these
steps (Abdallah and Fan, 2012).

From an academic perspective, the United Nation’s model is the most referenced maturity
model (Wirths and Peter, 2015; Hassan, 2011). It identifies four stages of eGovernment
evolution, and has been used for assessing eGovernment at national level in different
countries. In 2014, the model was used to assess 179 out of 192 UN members (United Nation,

2014). Libya was categorized in the “enhanced presence” stage (see Table 1.1).

Table 1. 1 eGovernment Ranking in Africa 2016

Country Region Sub-Region Online EGovernment EGovernment 2016
Service Index | Development Index | Development Index | World
EGDI Level Rank
Mauritius Africa Eastern 0.7029 0.6231 High 58
Africa
Tunisia Africa Northern 0.7174 0.5682 High 72
Africa
South Africa Africa Southern 0.5580 0.5546 High 76
Africa
Morocco Africa Northern 0.7391 0.5186 High 85
Africa
Seychelles Africa Eastern 0.4058 0.5181 High 86
Africa
Cape Verde Africa West Africa 0.4565 0.4742 Medium 103
Egypt Africa Northern 0.4710 0.4594 Medium 108
Africa
Botswana Africa Southern 0.2826 0.4531 Medium 113
Africa
Libyan Africa Northern 0.1087 0.4322 Medium 118
Africa
Kenya Africa Eastern 0.5580 0.4186 Medium 119
Africa

Source: United Nations (2016)
The adoption of eGovernment is more than a technological issue, as it is influenced by many

factors (Ciarniene and Stankeviciute, 2015; Ebrahim et al., 2004). For instance, organizational
structure and human capabilities are important factors which are related to the nature of the
government in a particular country, and its overall role and responsibilities in society (Lessa,

2017; Andersen and Henriksen, 2006). However, in spite of its growing deployment, there is
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increased concern about the failure rate of eGovernment projects. Heeks (2006) indicated that
the failure rate of eGovernment projects in developing countries was high, almost 35% of

projects being total failures, 50% partial failures, with only 15% being successful.

1.3.2 Research Objectives

This research project investigates the factors influencing eGovernment implementation and
makes a contribution to knowledge in three regards. First, it provides a model that can be used
by local level administrations; second, it analyses the administration at process level; and third,
it develops metrics for assessing a number of different dimensions of eGovernment, these
provisionally focusing on technology deployment, organisational capability, and process

efficiency. The research addresses the following research objectives (ROs):

1. To critically analyse the extant literature and current practice regarding eGovernment in
both the developed and developing worlds.

2. Toexplore and analyse the issues, factors and challenges faced by Libyan local government
(at individual process level within the organization) with respect to the provision of
eGovernment services.

3. To develop a new maturity model for the assessment and management of eGovernment
services in Libyan local government

4. To apply and evaluate the model using two Libyan local government administrations as

case studies.

1.4 Significance of the Research

This research investigates the adoption of eGovernment in LAs in Libya as a developing
country. It is an important theme for researchers, professionals, politicians and decision makers
in developing countries, which are characterized by low levels of diffusion and adoption. The
findings and conclusions of this study will be useful for policy makers at both the national and
organisational level; to guide them towards taking correct decisions, enhance their
environments and prepare the public sector for the process of change. The significance of this

research can be seen at different levels:
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1.4.1 It provides a deeper understanding of contextual factors

In previous eGovernment studies, much of conducted research, surveys, assessments and even
training programmes focussed on technical factors. This research takes a holistic view by
addressing the contextual issues, both technical and non-technical, that contribute to

eGovernment adoption.

1.4.2 1t complements research on Africa and the Arab World
Many governments in the Arab World and in Africa are embracing the digital era, but there
needs to be significantly more examination, testing and knowledge development. However,

there is relatively little research related to eGovernment in either region.

1.4.3 It adds to research in Libya

This research highlights the importance of eGovernment adoption in LAs in Libya as a
significant issue for academics and professionals. There has been very little research examining
this topic regarding Libya. The importance of this research is to help identify the challenges
facing, and opportunities for assisting, the adoption process. Further, the analysis and findings
from this research are expected to provide valuable information and guidelines for use in

decision-making, regarding the adoption of eGovernment in LAs at process level.

1.5 Research Structure and Content

This study presents a detailed discussion related to the purpose, background, literature review,
methodology, data collection and analysis, discussion of the findings and limitations, and
recommendations for successful implementation of e-government projects in the LA in Libya.
Accordingly, the thesis is divided into eight chapters. An illustration of the thesis structure is

shown below. The description of the chapters is as follows:

Chapter one provides the background to the research with a clear statement of the importance

and originality of the research objectives.

Chapter two provides an extensive literature review to better understand the area of
eGovernment. It covers the current situation of eGovernment around the world and the critical
factors influencing its adoption within the context of developing countries. Further, a research
gap is identified in existing knowledge and a list of the challenges and barriers have been

created and categorized into three dimensions.
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Chapter three provides a deep review of factors and sub-factors for each dimension and later

in this chapter the proposed model was introduced.

Chapter four provides a description of the research strategy and the outline of the research
methodology that has been followed to ensure that its design is appropriate to provide the
answer to the objectives.

Chapters five sets out the major findings and outcomes resulting from the interpretation of all
interviews from two case studies (Sabratha and Rujban local authorities)

Chapter six provides model refinement and assesses the maturity levels of each process within
the SLA and RLA.

Chapter seven discusses the validation procedures adopted to ensure the quality and rigor of

this research’s findings as a qualitative research and the usefulness of the developed model.

Chapter eight shows how the research findings achieved the objectives of the research. The
chapter also provide a summary of the entire work, including: the novelty of the developed
model and the identified dimensions; and the contribution to knowledge in research and
practice. In addition, the chapter presents the limitations of the research, the recommendations
that help to make eGovernment successfully adopted and details future work that can guide
research into areas where there is potential for practical and academic development.

1.6 Chapter Summary

The purpose of this chapter was to outline the fundamental research issues. The researcher
has provided the rationale for the study, having presented the problems that are the motivation
for this research. This was followed by background on Libya and its initiative of eGovernment
(e-Libya). The importance of the research and the way it is adding to knowledge was also
discussed. Accordingly, the research objectives were also set out.

The next chapter covers the review of existing literature of relevance to the field of
eGovernment implementation. This allows a critical review of the existing literature to
identify the research gap and generate and develop a new provisional model for analysis in
chapter 3.
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Chapter Two: Literature Review

2.1 Introduction

The aim of this chapter is to review a range of literature in relation to eGovernment. In order
to achieve this aim, the literature presented in this chapter is divided into a number of sections.
Section 2.2 explores how eGovernment has been defined and explained in existing literature.
Section 2.3 discusses eGovernment benefits. Section 2.4 provides a global perspective of
eGovernment Section 2.5 provides models of eGovernment where a number of models and
frameworks of eGovernment are discussed. In Section 2.6, a critical analysis of eGovernment
models is introduced. Section 2.7 discusses elements of the proposed conceptual model of the
study. Section 2.8 provides a summary of the chapter as a whole.

2.2 eGovernment: An Overview and Definition

Governments have been searching for better ways to operate and provide improved services to
the public since the 1980s (Abdallh, 2012). It is widely acknowledged that eGovernment has
been a response to the need to improve local and national government operations (Jadi and Jie,
2017). In the 1990s, the emergence of network-based IT represented a turning point in the
strategic route for government agencies, which now had the opportunity to exploit the
technology of IT to achieve their goals. eGovernment came to the fore during the 1990s and
since then it has been in a constant state of development; however, public sector organisations
in developed and developing countries have realised the importance of making their services
more effective, efficient and accessible by revolutionising governments’ interactions with their
stakeholders (Rammea and Grobbelaar, 2017; Affisco and Soliman, 2006).

In the last decade, there has been pressure and demand from citizens to provide government
services online, due to growing technological maturity lowering the risk of adopting new
technologies. There is also international pressure to participate in the eEconomy and be part of
the global economic network (Hatsu and Ngassam, 2017). This pressure forced policy and
decision makers, including those in poor and less developed countries, to facilitate the move to
eGovernment systems. Unfortunately, the transformation has often been associated with
complexity and difficulty due to the multiple dimensions and perspectives involved (Veenstra

et al., 2011). It is evident that eGovernment is surrounded by political, economic, cultural,
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technological and organizational factors; and these factors greatly influence the various sectors
and stages of eGovernment progress (Sunassee et al, 2017; Nguyen, 2014; Edington and Shin,
2006; AL-Shehry et al., 2006). The socio-technical nature of eGovernment suggests that these
issues will need to be addressed as the contextual nature of a country can lead to eGovernment
difficulties. Therefore, the complexity of eGovernment as a socio-technical system (Hafizi et
al, 2014) challenges the transformation in many developing countries such as Libya. It is clear
that eGovernment offers great opportunities for governments to enhance efficiency and
increase productivity, but it also raises many challenges.

There is no standard definition of eGovernment as academicians and practitioners have
attempted to define this concept based on notion, context and application. Whilst Budd and
Harris (2004) explained that the emergence of eGovernment was as a result of a shift from
technology to management as well as the development of scope, performance and policy
intentions. Backus (2001) defines eGovernment as a form of e-business in governance and
refers to the processes and structures needed to deliver electronic services to the public (citizens
and businesses), collaborate with business partners and to conduct electronic transactions
within an organisational entity. It has become an explicit component of public sector reform,
as an instrument to increase efficiency, strengthen competitiveness and enhance modernisation.
On the other hand, Van Der Molen and Wubbe (2007) described eGovernment as the use of
ICT to improve the activities of public sector organisations. They believed that eGovernment

had become an issue in all fields of public administration.

Otubu (2017) defines eGovernment as the process whereby the use of ICT, is deployed and
employed by the government in the delivery of services to members of the public, and in the
internal running and linkages among different governmental agencies. Heeks (2006) also
describe the concept of eGovernment as combination of the key characteristics of a
technological department and public administration, and it concentrates on customer service —

front office, and organisational structure — back office.

Scholars and practitioners have attempted to define eGovernment based on different
dimensions as shown in Table 2.1, which illustrates a range of different definitions of

eGovernment based on exiting literature.
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Table 2. 1 eGovernment Definitions

Sources Definition

The use of information and communication technologies (ICT) in order
to deliver public services to citizens and businesses and entails the
Gunter (2006) transformation of public services available to citizens using new

organisational processes as well as new technological trends.

eGovernment is information technology to enable and improve the
Bélanger and Carter efficiency with which government services are provided to citizens,

(2008) employees, businesses and agencies.

“eGovernment refers to the use by government agencies of information
and communication technologies (such as Wide Area Networks, the

Khan et al. (2010, p200) ) ) N
Internet, and mobile computing) that have the ability to transform

relations with citizens, businesses, and other arms of government”

eGovernment refers to government agencies’ use of information
technologies (such as Wide Area Networks, the Internet, and mobile
computing) that have the ability to transform relations with citizens,
businesses, and other arms of government. These technologies can serve
a variety of different ends: better delivery of government services to
World Bank (2015)
citizens, improved interactions with business and industry, citizen
empowerment through access to information, or more efficient
government management. The resulting benefits can be less corruption,
increased transparency, greater convenience, revenue growth and/or cost

reductions.

There are many definitions of eGovernment that reflect different perspectives of experts and
researchers in the field; there is no one definition that has broad acceptance. Lowery (2001)
suggests that eGovernment is more than websites, e-mails or processing transactions via the
internet, and that it differs depending on government perspectives as well as the community’s
goals and values. Ashaye and Irani (2012) inferred that eGovernment has no agreed definition
due to reasons of its different dimensions, which can be viewed from different perspectives;
for example, those of business, politics, and society. These dimensions also include the
categories of interaction; for example, government to citizens (G2C), government to business
(G2B), and government to government (G2G). Means and Schneider (2000) concentrated on
the relationship between government and its stakeholders; they mentioned that eGovernment
is the way that government uses technology, such as the internet, to deliver services and

information to its citizens, businesses, and other agencies, to improve relations among them.
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The United Nations eGovernment Survey (2002) defines eGovernment as the use of ICT to
facilitate the daily services of government. Moreover, InfoDev (2002) defines eGovernment
through the benefits attained, such as providing greater access to government information;
promoting civic engagement by enabling the public to interact with government officials;
making government more accountable by making its operations more transparent, and thus
reducing the opportunities for corruption and providing development opportunities, especially
benefiting rural and traditionally underserved communities. Napitupulu et al. (2017) consider
that eGovernment improves the relationship between the government and stakeholders by
means of ICT. Sensuse et al. (2017) considers eGovernment to be a social, economic and
political phenomenon without specific definition that delivers government services in an

alternative way.

eGovernment encompasses different views from different perspectives, and this has produced
a range of different eGovernment frameworks to be used in practice. Some scholars describe
eGovernment as internet-based technology providing services, others restrict it to being a
relationship between government and its customers, whilst others describe it as a new
phenomenon changing the social, economic and political life. There are definitions that
concentrate on ICT to deliver services such as those of the United Nations eGovernment
Survey (2002), Fountain (2001), Duffy (2000), Heeks (2004) and others, which concentrate on
the process of eGovernment services transformation, and what the benefits of delivering
electronic government services are (Gunter, 2006; Means and Schneider, 2000; InfoDev,
2002); and those whose definitions describe eGovernment as a social, political or even
economic phenomenon who include Sheridan and Riley (2006) and Riley (2001).

Despite the short history of research on eGovernment, it has been strongly characterised by its
multi-disciplinary nature; the definition of eGovernment remains a vague and debatable issue
among many eGovernment scholars. Heeks and Bailur (2007) suggest eGovernment can be
viewed within a number of disciplines such as IT, public administration and political science.
Sweisi and Adams (2016) pointed out that the meaning of eGovernment varies across the globe,

and the definition of eGovernment depends upon the particular author’s views.

For the purposes of this research, the researcher defines eGovernment as the intensive use of
IT for the provision of public services, the improvement of managerial effectiveness and the

promotion of democratic values and mechanisms. The term eGovernment denotes the use of
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IT to change the structures and processes of government organisations. This definition is in
line with Gunter (2006) definition.

2.3  Benefits of eGovernment

eGovernment promises the potential to facilitate the use of IT systems in government
comprising both operational and strategic uses (Cervena and Romanova, 2016). Anderson
(2006) articulate that, the quest to implement eGovernment is motivated by policy goals of
increased efficiency, effectiveness, and information quality, improved interaction mechanisms,
and in turn better governance tools. Further, Askounis and Sarantis (2010) pointed that
eGovernment uses ICT to promote more efficient government and enables more convenient
services. Most importantly, it allows greater access to information and makes government more

responsible to their citizens, businesses and other government bodies.

The adoption of eGovernment is also recognized as a tool to reduce corruption, increasing
transparency, increasing revenue and cost reduction. Therefore, it will reduce discretion and
flexibility of civil servants and alters accountability. Ashaye and Irani (2014) pointed out that
eGovernment forces information sharing since services would be available online for all to
access and provides easier and quicker access to organisational knowledge to all employees,
thereby flattening hierarchy.

Gharibi and Khan (2014), in their study of the Arabic world, supported the need for exploring

eGovernment services when they summarise the opportunities as:

e Raise the level of performance: increase the speed and accuracy of information
transmission between the various governmental departments which reduces the duplication
of data entry and facilitate the access to information from the commercial sectors and
citizens.

e Increase the accuracy of data: The mutual confidence in validity of data is high and the
errors of manual entry are reduced.

e Reduced the administrative procedures: the availability of information with the digital
format, reduces the paperwork and mobilization of data manually and the availability of
electronic submission.

e The optimal use of human energies: the digital information can be easily move, manipulate,
disseminate and reused.

e Recognized public services: It increases the capacity of networking and connectivity with

emphasis on the access of services to all regions and sectors effectively.
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Ndou (2004) also suggests the following points are benefits of eGovernment implementation:
e Cost reduction and efficiency gains

e Quality of service delivery to business and customers

e Transparency, anti-corruption and accountability

e Increase the capacity of government

e Network and community creation

e Improve the quality of decision making

e Promote the use of ICT in other sectors of the society

As far as most developing countries are concern, emphases are laid on opportunities such as
transparency, anti-corruption accountability, cost reduction and efficiency gains and promoting
the use of ICT. Despite the benefits, it is imperative to classify them into elements and these
would enable researcher to formulate conceptual model that could be tested and validated

through data analysis.

2.3.1 Classification of eGovernment Benefits

Review of literature suggests that eGovernment benefits could be classified under the following
concepts:

2.3.1.1  Technical:

The technical benefits have been widely discussed in existing literature, some of which include
the ability to transform the existing services and expanding the new service delivery;
encouraging stakeholder’s participation in government operations and changing the way of
working within the public sector. Implementing electronic government will be to improve the
efficiency of the current system (Paper based system). That would in return save money and
time. The introduction would also facilitate better communications between governments and
its stakeholders. For example: E-procurement facilitates G2G and B2B communication; this
will permit smaller business to compete for government contracts as well as larger business.
hence the advantage of creating an open market and stronger economy. Business and citizens
can obtain information at a faster speed and it is possible at any time of the day. The society is
moving towards the mobile connections and the ability of an eGovernment service to be
accessible to citizens irrespective of location throughout the country brings the next and
potentially biggest benefit of an eGovernment service as we live in what is now termed as the
Knowledge era. The anticipated benefits of eGovernment include efficiency, improved

services, better accessibility of public services, and more transparency and accountability.
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Ashaye and Irani (2014) explored other benefits such as provision of portability between
systems and applications to encourage one-stop shop and self-service; building trust and
increasing reliability and accuracy of data sharing; reducing data collection, process and
storage; and encouraging intra- and inter- organisational networking through enhancement of

ICT infrastructure.

2.3.1.2  Organisational/Operational

The effectiveness of government is measured by the quality of its interactions with citizens.
The processing of paperwork in a traditional government system is a difficult task which
consumes a lot of resources; time spent on paperwork does not create much value for citizens.
This issue becomes even more relevant when consider the fact that citizens and businesses are
demanding more from government and public services. Therefore, the establishment of a
centralised point of communication through eGovernment, governments can achieve high
operational efficiency (Ashaye and Irani 2014). Chandler and Emanuels, (2012) also assure
that eGovernment improve the organisation's policy effectiveness and reduces the time
required to complete transactions within minutes, which would otherwise have taken days.
They also argue that eGovernment enables restructuring of administrative functions and
processes, and monitoring government performance. Which will ease the pressure that could
occur in the organisation as a result of queuing in waiting rows and because of its flexibility, it

improves efficiency of operations and the growth in public esteem for government.

Furthermore, United Nation eGovernment Survey (2016), identifies eGovernment benefits as
follows:

e Reduction of customers’ and organisations’ time, effort and costs

e Improvement of service delivery and citizens’ satisfaction

e Increase in users’ ICT skills, internet knowledge and computer usage

e Creation of new business and work opportunities

In addition, the Organisation for Economic Cooperation and Development (OECD, 2001)

identified many advantages of eGovernment implementation such as:

e Improves efficiency of government agencies in processing of data
e Improves services through better understanding of users’ requirements, thus aiming
for seamless online services

e Shares information and ideas between all government agencies and department
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to build one mega database
e Assists a government’s economic policy objectives by promoting productivity gains
inherent in ICT and e-commerce
e Improving transparency, accuracy and facilitating information transforming between
government and customers
e Helps in building trust between governments and citizens, an essential factor in good
governance by using internet-based strategies to involve citizens in the policy

e Process, illustrating government transparency and accountability.

The above pointes classify the eGovernment benefits for government sector organisations
based on a fundamental categorisation that identified through a review of relevant literature
(OECD, 2003; Ndou, 2004; UN, 2016; Ashaye and Irani, 2014)

2.4 A Global Perspective of eGovernment

The success of e-commerce in the private sector has encouraged the public sector to use web
technology for non-profit applications (Kigwana et al., 2017). Consequently, there has been an
increase in research activity in eGovernment in the last decade. The United Nations has been
producing an annual eGovernment survey since 2001 to measure the progress in online services
delivery. According to a survey by the UN (2018), most countries around the world are
continuing to progress and develop eGovernment services. The survey found that many have
put in place eGovernment initiatives and ICT applications to increase public sector efficiencies

and streamline governance systems to support sustainable development.

The United Nations Department of Economic and Social Affairs developed an eGovernment
Development Index (EGDI) survey, which is a composite index based on the weighted average
of three normalized indices. One-third is derived from a Telecommunications Infrastructure
Index (TII) based on data provided by the International Telecommunications Union (ITU), one-
third from a Human Capital Index (HCI) based on data provided by the United Nations
Educational, Scientific and Cultural Organization (UNESCO), and one-third from the Online
Service Index (OSI) based on data collected from an independent survey questionnaire.

The survey assesses the national online presence of all 193 United Nations Member States. The
results are tabulated and presented as a set of standardized index values on a scale from zero to

one; one corresponding to the highest rated online services and zero to the lowest. The survey
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highlights a persistent positive global trend towards higher levels of eGovernment development
and indicates that 40 countries in 2018 scored very-highly, with EGDI values in the range of
0.75 to 1.00, and 29 countries in 2016 as compared to only 10 countries in 2003. The survey
also indicated that since 2014, all 193 member have been delivering some form of online
presence and the average world EGDI has been increasing from 0.47 in 2014 to 0.55 in 2018
due to the continuous improvement of its subcomponents indices. This suggests that
internationally, there has been steady progress in improving eGovernment and public services
provision online. (See Figure 2.1)

Figure 2. 1 eGovernment Development Index (EGDI) in 2016 and 2018
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Source: United Nations eGovernment Survey (2018)

2.4.1 eGovernment in Developing Countries

Implementation of eGovernment in developing countries has always been a challenging
problem due to technical, infrastructural, cultural, social, and political issues. United Nations
surveys (United Nations eGovernment Survey, 2014; United Nations eGovernment Survey,
2016; United Nations eGovernment Survey, 2018) indicate that most African countries are
considered as the least developed in terms of eGovernment. Hassan (2011) explains that the
reasons why many countries in Africa lag in eGovernment development are the high deficiency
in leadership, corrupt officials, and ambiguous ICT and eGovernment policies that are
insufficient to address the contemporary role of ICT in government. As shown in Figure 2.2,
some developing countries from the MENA region are also considered as the least developed
in terms of eGovernment. Kim (2007) pointed out that the rich and developed westernised
countries are more likely to have advanced technology, which allows them to have mature
eGovernment services, whereas developing countries remain behind, and limited technology

hinders the adoption of eGovernment.
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Nonetheless, it is important to realise that eGovernment applications around the world are not
usually successful. Heeks (2006) estimated that 35% of all eGovernment initiatives are a total
failure and only 15% can be considered as a success. Moreover, only 17 countries have reached
advanced levels of maturity according to UNPAN (2014). It is argued that eGovernment
initiatives are failing due to a lack of understanding regarding effective planning, development
and deployment (Sharma et al., 2003), while others assert that the project goals are too
ambitious given existing capacity. Heeks (2003) argues that the problem in developing
countries often arises due to dissimilarities in technology, culture, economics, organisation,
and various contextual factors. Nevertheless, this is not always the case, for example in the
MENA region, eGovernment project in Emirates and Bahrain are ranked close behind the
leading countries, whereas Libya and Algeria are ranked at the bottom of the EGDI list. There
are similarities in the MENA region countries in social, political and cultural life as well as
public administration, which is characterized by a surfeit of bureaucracy, centralised
government and complex legislation. Nonetheless, each country has a different level of
economic development, political stability and ICT infrastructure and this makes eGovernment

practices unique in each country (see Table 2.4).

Table 2. 2 eGovernment Development in the Middle East and North Africa (MENA)

Country Region 2016 EGDI 2016 Rank 2018 Rank
Bahrain Middle East 0.7734 24 26
UAE Middle East 0.8295 29 21
Tunisia North Africa 0.6254 72 80
Saudi Arabia Middle East 0.7119 44 52
Egypt North Africa 0.4880 108 114
Libya North Africa 0.3833 118 140
Algeria North Africa 0.4227 129 130

Source: United Nations eGovernment Survey (2018)

2.4.1.1  eGovernment Challenges for Developing Countries

While there is increasing adoption of electronic services by governments in developing
countries, the level of implementation differs from country to country. However, the pace with
which electronic services are made available and adopted is lower than planned in developing
countries and governments tend to be slow in releasing new e-services. Citizens often prefer to
conduct transactions with the government through paper forms and physical presence rather

than using online methods (Hassan et al., 2011).
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Much literatures takes into consideration the differences between developing and developed
countries, and they pay attention to the factors behind these differences concerning e-service
development (Hamner and Al-Qahtani, 2009). The differences indicate that eGovernment in
developing countries faces slower progress or even stagnation because it encounters multiple
and complex barriers and challenges. Although some of these barriers are also faced by
developed countries, the ability of these countries to recover and overcome challenges is far

ahead of the developing countries’ abilities.

Busoud and Zivkovic (2016) in study regarding Libya identified challenges that affect the
adoption of process of eGovernment, they mentioned that numerous challenges were
encountered in political, economic, social and technological aspects. Regarding social aspects,
they argue that Libya suffer of lack of IT experts despite high literacy rate that places Libya in
the 18th place on the world list. Regarding political aspect, they mentioned that political
weakness for establishing good eGovernment practice is in poor legislation framework for IT
sector that is departing potential investments in development of this sector and re-building
infrastructure. Another problem is in great number of employees in public sector, which has no
motivation to accepting e-Governance, because this advanced system brings considerable
savings and greatly reduces the need for many employees. In term of technology aspect, they
pointed out that validity of digital signature, cyber protection and acceptance of information

from Internet source by government officials are also the problems that need to be solved.

Identifying and overcoming these barriers for Libya or any other developing countries is not
always easy, given that most currently published e-service strategies are based on experiences
from developed countries, which may not be directly applicable to developing countries. It
takes several research disciplines to identify and understand these challenges. Moreover,
planning for eGovernment requires deep comprehension and crucial recognition of the barriers

that might stand in the way.

Schuppan (2009) articulates in his study the different challenges which must be considered
when implementing eGovernment in African countries. The study provides some information
concerning the general state of development of eGovernment in Sub-Saharan Africa. Three
different cases are examined: Ghana, Uganda, and Kenya. As an orientation aid for
understanding the case, the environmental conditions, the institutional and cultural
administrative situation, as well as the potentials and risk of eGovernment have been

summarized in the following.
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Figure 2. 2 Potential and risks of eGovernment in sub-Saharan Africa
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2.4.2 eGovernment in Developing versus Developed Countries

eGovernment in developing countries is still in its infancy and requires more effort to catch up
with counterparts in developed countries. Developed countries such as Denmark, Australia,
South Korea, Sweden, UK and others use the internet to deliver services, distribute information
and enable dialogue between citizens and their government. Thus, they continue to launch
multi-year programs to create and enhance more effective and efficient electronic services.
Despite the fact that developed and developing countries have launched eGovernment projects,
the challenges in ICT infrastructure, practices and usage remined a significant barrier to
developing countries (Lutui et al., 2018). Furthermore, developing countries suffer from a lack
of sufficient capital to build up the expensive national information infrastructures on which
eGovernment is based; they also lack sufficient knowledge, skills and capacities to develop
suitable eGovernment projects. Hence, successful implementation can be more challenging for
developing countries. For example, governments of developing countries may face other

obstacles, such as the digital divide, from which developed countries with sufficient resources
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would not suffer as much. These obstacles can be very critical issues, particularly for decision-
makers within developing countries, and can be the cause of eGovernment projects being

abandoned.

According to the UN (2016), developing countries were reported to have relatively limited
technological and human resources and less efficient management of these resources; those
countries were categorized based on their Gross Domestic Product (GDP) per capita, their weak
human assets and their high degree of economic vulnerability (UN, 2016). It was found that
many developing countries have been investing in streamlining their national and ministry
portals and websites to offer more electronic services and more actively engage citizens in
dialogues with government; nonetheless, they may have to take more risks compared to

developed countries in implementing their eGovernment initiatives. Table 2.5 compares

developed and developing countries on five different categories.

Table 2. 3 Developing and Developed Countries: Aspects of eGovernment

Category Developed Countries Developing Countries
Government and economy developed early, Government usually not specifically defined;
immediately after independence economy not increasing in productivity
History and Economy growing at a constant rate, productivity Economy not growing or increasing productivity;
Culture increasing, high standard of living low standard of living
Relatively long history of democracy and more Relatively short history of democracy and less
transparent government policy and rule transparent government policy and rule
Has a current staff, needs to increase technical Do not have a staff, or have very limited in house
) abilities and hire younger professionals Staff
Technical ) o ) ) ) o
Staff Has outsourcing abilities and financial resources to Do not have local outsourcing abilities and rarely
outsource; current staff would be able to define have the financial ability to outsource; current staff
requirements for development may be unable to define specific requirements
Good current infrastructure Bad current infrastructure
Infrastructure . o o
High Internet access for employees and citizens Low Internet access for employees and citizens
o . . Low internet access and citizens are reluctant to
High internet access and computer literacy; still has . . N
o . . trust online services; few citizens know how to
digital divide and privacy issues
] ) ) ) operate computers
. Relatively more experienced in democratic system . . . .
Citizens . o . Relatively less experienced in democratic system
and more actively participate in governmental . o .
. . and less active participation in governmental policy-
policy-making process .
making process
Decent computer literacy and dedication of Low computer literacy and dedication of resources;
Government . . -
i resources; many place eGovernment at a high many do not place eGovernment at a high priority
officers
priority due to lack of knowledge on the issue

Source: Adapted from Chen et al. (2006)
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The comparison is built on five different aspects: History and Culture, Technical staff,
Infrastructure, Citizens, and Government Officers. Ashaye (2012) argue that in many cases,
eGovernment strategies and implementation in developing countries have been based on
theories and experiences of developed countries. Thus, implementation and experiences from
developed countries may not be directly applicable to developing countries due to these
differences, and thus eGovernment projects in developing countries are either never
implemented or abandoned immediately after implementation or partially fail in their major
goals, causing significant undesirable outcomes. To understand the issues related to developing
countries, more studies and research need to be done in preparation for the implementation

process.

2421

eGovernment experts around the world take the view that implementing a robust eGovernment
infrastructure needs a staged approach, which transfers from immature to mature stages, and
where full integration with public services is offered. Irani et al. (2006) suggest that having a
staged approach when implementing eGovernment will create momentum that can be then
reviewed and allow government agencies to attract more citizens to use e-services, until it
becomes the norm and secure, so that citizens and businesses trust to deal with government
portals as part of their standard services. There is a range of models and frameworks suggesting
critical factors, useful from a variety of perspectives. The models are intended to provide a
better understanding and visualisation of eGovernment adoption. However, the challenge of
identifying the individual factors and their optimal combination remains an issue for
researchers (Edington and Shin, 2006). Despite the fact that many studies have sought to
identify the factors that contribute to eGovernment adoption (Moon, 2002), Edington and Shin
(2006) argue that “there is a gap when it comes to integrating these factors into a holistic

model”.

An effective eGovernment with higher levels of diffusion and adoption requires an enabling
context. This highlights a key issue - that of a comprehensive understanding of the real context
of the state or organization in which the initiative is taking place (Bwalya and Healy, 2010). In
the general area of technology adoption, much of the literature has focused on IT adoption in
the public sector and how this helps to enhance its efficiency and effectiveness. Some other
scholars argue that eGovernment needs to focus on a different collection of attitudes and values

along with social, organisational and cultural factors (Lutui et al., 2018).
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In this context, different eGovernment models have been developed by individual researchers
and they are discussed in this section, which contributes to the development of the model for

this research.

2.4.3 Sustainability Framework for eGovernment Success

Lessa (2019) propose a framework for understanding success and sustainability of
eGovernment initiatives, by uncovering the relationship between enablers of eGovernment
success and sustainability, considering the role of IT-enabled administrative processes as a
potential trajectory between these two concepts. The researchers examined the problem of
sustaining eGovernment projects through interpretivist exploratory case study, to explore
potential relationship between eGovernment success and sustainability in four different
districts in Ethiopia, that already adopted G2G project called WoredaNet. Figure 2.3 maps the
relationships between the enablers of the two concepts. Noticeable findings of the multiple case

study can be summarized as follows:

e Lack of awareness about ICTs among top management

e Leadership commitment at district level significantly affected the implementation and
operation of WoredaNet services through provision of political support, availing
required resources, recognizing ICT services, and making periodic monitoring and
evaluation of ICT related activities

e Need-based and hands-on short-term trainings impacted the management and civil
servants to be aware and competent to use the technology

e Infrastructure challenges hampered implementation of WoredaNet among districts

e Limited knowledge, experience, and skill of ICT professionals at district level

e Good change management culture brought difference in the adoption of technology

e Auvailability of motivated and capable ICT staff is vital in performing activities of the

WoredaNet centres.

Dimensions of Evaluations Dimensions of Evaluations
(Economic, Social, Political, (Economic, Social, Political,
Institutional, Cultural, Technological) Institutional, Cultural, Technological)
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Figure 2. 3 Sustainability Framework for eGovernment Success
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2.4.4 eGovernment Implementation Benefits, Barriers and Risks

Ashaye and Irani (2014) developed a framework for eGovernment implementation which can
support the execution process within the context of developing countries (specifically in
Nigeria). Ashaye and Irani (2014) identified four parts in the framework: implementation
factors (external and internal); implementation characteristics (benefits, barriers and risks); key
actors (government, technologically-advanced countries, companies and users) and main
activities; and the development (pre-implementation, implementation and post-
implementation) stages.

Implementation factors — Identifying the external and internal factors and it was noted that
some factors apparent in some developed countries have not yet appeared in many developed
countries, Thus the model suggest that some drivers in developed countries might even appear

as barriers in some of the developing countries.
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Implementation Characteristics: identifying benefits, barriers and risks of implementing
eGovernment.

Identifying eGovernment implementation: key actors, main activities and good practice
guidelines.

Development Life cycle: these comprises pre-implementation, during implementation and

post-implementation phases.

Ashaye and Irani (2014) highlights the importance of the factors that influence eGovernment
implementation, both within and outside the organisation and linking that to eGovernment
implementation concepts in respect of the benefits, barriers and risks. The framework was
applied to Federal Ministry of Housing, Land and Urban Development, and National

Environmental Standards and Regulations Enforcement Agency in Nigeria.

Based on the research findings, the researcher was able to identify the benefits, barriers and
risks influencing eGovernment implementation in Nigeria public sector context and additional
factors were identified some of which are specific to the case studies context. Figure 2.4

illustrate the framework.
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Figure 2. 3 eGovernment Implementation Benefits, Barriers and Risks
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2.4.5 eGovernment Architecture Framework

Ebrahim and Irani (2005) argue that the eGovernment architecture framework helps IT
practitioners in the public sector to learn how to use and manage information technologies to
revitalise business processes, improve business decision-making, and gain competitive
advantage from the adoption of eGovernment. The architecture framework defines standards
identifies the infrastructure components, applications and technologies that are the guidelines
for eGovernment adoption. Since it could be viewed in various perspectives, the authors have
highlighted the importance of integrating the existing information systems and applications in
public sector organisations in order to establish an efficient framework for eGovernment

architecture. The authors emphases that the architecture framework is to reduce any confusion
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surrounding the eGovernment infrastructure in the public sector, by understanding the
implementation process, identifying the requirements of ICT tools, highlighting the importance
of the organisational management resources and the impact of barriers. The authors suggest
that the architecture of eGovernment can be divided into four layers:

e Access layer: The access layer involves the channels that government users can access the
various services.

e eGovernment layer: eGovernment layer discusses the approaches to improve these
channels through integrating the digital data of different public-sector organisations
into a single government web-portal.

e e-Business layer: Focuses on integration, coordination and interaction within and between
individual systems in public sector organisations. It integrates front-end eGovernment layer
applications with back-end activities to support the relationship and interaction of G-to-G
and G-to-E.

e Infrastructure layer: provides a reliable foundation for the rest of layers, such as access

layer, eGovernment layer, and e-business layer

The authors identify and analyse significant barriers to the adoption of eGovernment. Some
of these barriers would appear to stand directly in the way of movement toward the various
stages of eGovernment infrastructure maturity. Then, the authors classify these barriers into

dimensions with practical examples as shown in Table 2.6.

The researcher therefore attempts to adopt some of the elements of the framework in structuring
the perceived barriers in order to develop a conceptual model for eGovernment
implementation. The proposed framework therefore considers only the factors that hinder

implementation in eGovernment projects, in particular and IS/IT in general.
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Table 2. 4 Classification of eGovernment barriers.

Dimension

Examples

IT infrastructure

Shortage of reliable networks and communication -

Inadequate network capacity or bandwidth

Lack resources standards and common architecture policies and definitions
Existing systems are incompatible and complex

Existing internal systems have restrictions regarding their integrating capabilities
Lack of integration across government systems

Integration technologies of heterogeneous databases are confusing

Lack of knowledge regarding eGovernment interoperability

High complexity in understanding the processes and systems in order to redesign and integrate them
Lack of enterprise architecture

Availability and compatibility of software, systems and applications

Lack of documentation

Security and privacy

Threats from hackers and intruders

Threats from viruses, worms and Trojans

Absence of privacy of personal data

High cost of security applications and solutions

Unauthorised external and internal access to systems and information

Lack of knowledge for security risks and consequences

Assurance that transaction is legally valid

Lack of security rules, policies and privacy laws Inadequate security of government hardware and
software infrastructure

Lack of risk management security program

Unsecured physical access to building or computers rooms

IT skills

Lack of IT training programmes in government
Shortage of well-trained IT staff in market

Lack of employees with integration skill
Developing web site by unskilled staff
Unqualified project manager

Shortage of salaries and benefits in public sector

Flow of IT specialist staff

Organisational

Lack of coordination and cooperation between departments

Lack of effective leadership support and commitment amongst senior public officials
Unclear vision and management strategy

Complex of business processes

Politics and political impact

Cultural issues

Resistance to change by high-level management

Time consuming for reengineering business process in public organisations

Operational cost

Main supply comes from central government

Shortage of financial recourses in public sector organisations

High cost of IT professionals and consultancies

IT cost is high in developing countries

Cost of installation, operation and maintenance of eGovernment systems

Cost of training and system development

Source: Ebrahim and Irani (2005)
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2.4.6 Layne and Lee Model

Layne and Lee (2001) proposed four stages model to illustrate a possible integrated approach
for a One-Stop eGovernment. The model has been quoted frequently by various research
communities and is one of few examples of studies within eGovernment where one can identify
a linkage and additive value (Grant and Chau, 2005; Reddick, 2004; Yang, 2003). According
to this model, eGovernment evolves through several stages. These stages are presented as the
guidelines to follow in order to develop a successful integrated eGovernment project. The
proposed model encompasses four stages of growth as follow: a) Cataloguing, b) Transaction,
c) Vertical Integration, and d) Horizontal integration. The model entails an increasing level of

complexity (see Figure 2.5).
Figure 2. 4 Four Staged Model
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Source: Layne and Lee Model (2001)

a) Cataloguing: Creating websites and making government information and services

available online.

b) Transaction: Enables citizens to interact with their governments electronically. The
functionality of the transaction stage encompasses government moving from providing
only facts to becoming an active respondent, i.e. two-way communication, forms are filled
out and government responds with confirmation and receipts, citizens move from passive

to active role and can participate in online forums.
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c) Vertical Integration: focuses on the automation of more government workflows and also
transformation of government services; it includes integrating government functions at

different levels such as these of local and states governments.

d) Horizontal integration: Focuses on integration of government services for different
functions horizontally. The functionality of horizontal integration encompasses databases
across functional areas to communicate and share information; information obtained by one

agency will propagate throughout all government functions.

2.4.7 United Nations Model

The UN model identifies four stages of eGovernment evolution (see Figure 2.6) and has been
used for assessing eGovernment at national level in different countries. In 2018, the model was
used to assess 179 out of 192 UN members (United Nation, 2018).

Figure 2. 6 Stages of the UN model of eGovernment Development.
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The UN model is a composite measure of three important dimensions of eGovernment (see
Figure 2.7) namely: provision of online services, telecommunication connectivity and human
capability. Each one of these sets of indices is in itself a composite measure that can be
extracted and analysed independently. The global eGovernment ranking, as derived from the
EGDI, is not designed to capture eGovernment development in an absolute sense, rather it aims

to give a performance rating of national governments relative to one another.
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Figure 2. 7 Dimensions of eGovernment, Online Services

Telecommunication EGDI Human Capacity

Source: United Nations eGovernment Survey (2018)

2.4.8 Capability Maturity Modelling

Maturity modelling for management and control over IT processes is based on a method of
evaluating the organisation, so it can be rated from a maturity level of, typically, initial (one)
to optimised (five). This approach is derived from the maturity model that the Software
Engineering Institute (SEI) defined for the maturity of software development capability. The
maturity levels are designed as profiles of IT processes that an enterprise would recognise as
descriptions of possible current and future states. They are not designed for use as a threshold
model, where it is not possible to move to the next higher level without having fulfilled all
conditions of the lower level. The popular models are those belonging to the Capability
Maturity Model (CMM) and Capability Maturity Model Integration (CMMI) family (see
Figure 2.8) developed by Software Engineering Institute (SEI). They are typically used to
describe best practices and support process improvement by providing evolutionary scales
(defined for the maturity of software development capability) that describe improvement
roadmaps. The original CMM has a specific focus on the evaluation of software development
processes, this model has been varied and extended in a number of approaches and is now
applied to the evaluation of IT infrastructure management, enterprise architecture management
and knowledge management. The CMM model is a useful tool to assess the maturity level of
the eGovernment at different stages and the CMM model could also be used to assess other
dimensions apart from IT once stages of the model are defined.

Figure 2. 5 Capability Maturity Model. Continuously
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The Connect-Publish-Interact-Transform (CPIT) model analyses e-Business adoption at
individual process level within organisation, allowing a more in-depth assessment of the impact
of e-Business on organisational operations (Wynn et al., 2013). In this model, ‘Connect’
indicates the basic use of ICT applications such as e-mails for messaging, and internet tools for
information gathering. ‘Publish’ refers to the publishing of electronic information, generally
via an organisation’s website. ‘Interact’ indicates some interaction between customers,
employees or business partners with the host organization via their website, which could be,
for example, the placement of an order by a customer or end consumer (see Figure 2.9).

Figure 2. 9 The Connect-Publish-Interact-Transform (CPIT) Model.
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2.5 Critical Analysis of eGovernment Models

The adoption of eGovernment is more than a technology issue, as it is influenced by many
other factors (Heeks, 2006; Ebrahim et al., 2004). For instance, organizational structure and
human capabilities are important factors which are related to the nature of the government in a
particular country, and its overall role and responsibilities in society (Gupta et al., 2008;
Andersen and Henriksen, 2007). The researcher categorized the aforementioned models into
two categories: Critical Succus Factors models and Stage Level Approach:

Sustainability Framework for eGovernment Success model is of paramount importance for
governments of developing countries. The model, thus, tries to explore the potential
relationship between two concepts (eGovernment success and sustainability) in an integrated
manner. The model indicated that sustainability aspect of eGovernment initiatives is a

neglected topic and calls to extend eGovernment research beyond success. The model is
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however applicable to beyond eGovernment adoption and tires to understand the aspect that
makes eGovernment project sustainable and not this study where the researcher’s focus is on

assessment of an organisation prior eGovernment adoption.

eGovernment Implementation Benefits, Barriers and Risks model is framework that
incorporates environmental factors as well as implementation benefits, barriers, and risks
influencing eGovernment implementation within institutional context of public sector
organisations. The model also can help managers and academicians to understand the step-by-
step guide to eGovernment implementing process. However, the model has been applied in
Nigeria on public sector organisations as a whole whereas this study looking at individual
process level and then organisation as a whole. It is also applied to fit Nigeria context; however,

some factors might be relevant to Libya context.

eGovernment architecture framework was adopted from Ebrahim and Irani (2005) is relevant
for study of information systems especially barriers of eGovernment which could be used as a
checklist for project planning or evaluation. The study revealed a broad set of barriers to
eGovernment integration and classified them into IT infrastructure, Security and privacy, IT
skills, Organisational and Operational cost. It emphasised on the nature of eGovernment
services that necessitates closer working relationships between government stakeholders. This
framework will therefore be relevant in formulating good practice guidelines for eGovernment

implementation.

Although several eGovernment models have been developed to assess organisations in terms
of eGovernment at a national level, there is no framework to assess eGovernment at department
level. For instance, the United Nations model “is not designed to capture eGovernment
development in an absolute sense; rather, it aims to give a performance rating of national
governments” (United Nation, 2018, p.13). Janssen (2014) suggests that the existing
eGovernment maturity models, including the United Nations model, often assess the level of
eGovernment from the outside, i.e. by observing the availability of front-end services, and
paying scant attention to back-end systems and processes which provide the foundation for
eGovernment as a whole. This may be a logical focus when taking the citizens’ point of view,
or from the perspective of other stakeholders who are not directly involved in improving the
overall provision of eGovernment; however, it provides only a partial view of eGovernment

systems and processes.
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Although, these staged approach models present large similarities between them, they still

suffer from some limitations as the following:

e Not all of them focus on the same set of factors. For instance, while some maturity models
include some important factors (best practices), it seems that others are just ignoring them.

e The maturity models are not providing directions and guidelines for agencies to move to
an upper stage of maturity.

Another shortcoming of existing models is that they do not assess governmental organisations

at department level. In this context, research in the UK that has assessed e-Business capability

at process level within organisations (Wynn et al., 2013) is of relevance. This aspect is not

evidenced in any of the existing models.

To conclude, this review found limited research and few conceptual and theoretical frameworks
on information systems (IS) in respect of eGovernment implementation in developing
countries, particularly Libya, which is the focus of this research. The researcher therefore
intends to use a combination of models and theories in developing the conceptual model for
eGovernment implementation since there is currently no framework that maps the
aforementioned three categories together (Technology, Organisational Capability, Process
Efficiency). It could be argued that it will be useful for organisations to have a holistic view of
eGovernment readiness and the implementation process at departmental or process level. There
is also the need for practitioners to have a step by step guide in the form of a frame of reference
on how to identify and map the implementation factors and characteristics, which is not

available at the moment in Libya’s organisations.

2.6 Towards a Conceptual Model

Implementing eGovernment is costly and has multiple requirements, including stable technical
infrastructure, a stable political system, a legal framework in place, and highly skilled people
(Stoltzfus, 2005). These challenges, whether managerial or technical, appear in both developed
and developing countries. The difference lies in the level of complexity and the approach of
how to handle the problem. Developing countries face the greater challenges, as they need to
leap-frog multiple generations of technology (Lessa, 2017). Moreover, the ICT in developing
countries is far behind that of developed countries (Napitupulu et al., 2017). Reviewing the
existing models demonstrates that there is no single way of listing eGovernment challenges
(Gil-Garcia and Pardo, 2005). Some classify the challenges on a technology basis; others focus

more on the context in which eGovernment was implemented, drawing more attention to the
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cultural and social aspects. It is assumed that the cultural values and behaviours determine
different goals and objectives, and therefore different challenges are explored. Table 2.7 lists a

wide range of prior literature in terms of barriers to eGovernment with a special focus on the

context of developing countries

Table 2. 5 eGovernment Barriers Identified from the Literature

Barriers

References

Resistance to change

(Napitupulu et al., 2017; Otieno and Omwenga, 2015; Deakins et al., 2010;
Ebrahim and Irani, 2005)

Lack of suitable legal framework/

Unsuitable legislation

(United Nations eGovernment Survey, 2018; Sensuse et al., 2017;
Verkijika and Wet, 2016)

Lack of awareness/ information

(Verkijika and Wet, 2016; Hatsu and Ngassam 2016)

Absence of/ Poor policy making

(United Nations eGovernment Survey, 2018; Dwivedi, 2009)

Lack of financial resources

(Napitupulu , et al., 2017; Deakins et al., 2010; Mberi et al., 2017; Ebrahim
and Irani, 2005)

Lack of clear vision and strategy

(Kigwana et al., 2017; Hatsu and Ngassam 2016)

Lack of ICT skills/ professional staff

(Ahmed, 2013 ; Bhuiyan, 2010; Gagnon et al., 2010)

Lack of coordination among organisations

(Napitupulu , et al., 2017; Alkhilani, 2014; Gagnon et al., 2010)

Complex or poor organisational structure

(Verkijika and Wet, 2016; Al-Fakhri et al., 2008; Altameem et al., 2007)

Insufficient support from the top
management

(Jadi and Jie, 2014; Bhuiyan, 2010; Lau et al., 2008; Altameem et al.,
2007)

Negative attitude towards technology

(Elaswad and Jensen, 2016; Chalhoub, 2010)

Lack of e-communications with all

constituents for e-service delivery

(Hatsu and Ngassam 2016; S; Fedorowicz et al., 2010; Zhang et al., 2005)

Security of confidential data
Privacy of personal data

(Elaswad and Jensen, 2016; Alenezi et al., 2013; Fedorowicz et al., 2010;
Al-Fakhri et al., 2008; Basu, 2004)

Use of outdated technology

(Alenezi et al., 2013; Gagnon et al., 2010)

Poor technological infrastructure

(Elaswad and Jensen, 2016; Al-Sobhi et al., 2010; Bhuiyan, 2010)

Unreliable Internet access

(Jadi and Jie, 2014; Jaeger and Thompson, 2003)

Changing organisational culture

(Alkhilani, 2014; Chen et al., 2007; Altameem et al., 2007; Gagnon et al.,
2010)

Lack of methods for productivity and

progress monitoring and accountability

(Kigwana et al., 2017; Salem, 2006; Jaeger and Thompson, 2003;
Schwester, 2009; Alenezi et al., 2013)

Incompatible data standards/ different

security models

(Alenezi et al., 2013; Hafizi et al., 2014; Reffat, 2003)

Lack of organisational readiness

(Hafizi et al., 2014; Reffat ; Kigwana et al., 2017; Fedorowicz et al., 2010)

Corruption

(Alenezi et al., 2013; Bhuiyan, 2010)

Poor project management

(United Nations eGovernment Survey, 2018)
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Although there have been research studies on eGovernment stakeholders, most of the studies
have been based on general categorisation. In fact, there have been some with special purpose
categorisations (Heeks, 2003; Irani et al., 2007; Al-Rashidi, 2012). There is no research that
specifically investigates technology in the organisation simultaneously with organisation
capability, work efficiency and other aspects in Libyan organisations. The researcher therefore
intends to use a combination of models in developing the conceptual framework for

eGovernment assessment prior to implementation in government organisations.

Based on the critical success factors models, the researcher defined three different dimensions
of barriers and challenges, that are likely to influence the adoption and implementation of
eGovernment. The researcher contends that these different dimensions will have a significant
impact eGovernment implementation. The three main dimensions that constitute key elements

of the conceptual framework are:

2.6.1 Technological Dimension

Technology is considered as the main source of change and power for enabling the
transformation process of eGovernment (Al-Solbi and Mayhew, 2005). However, there are
many components and sub-components in ICT technology. For example, the emergence of
eGovernment and IT service delivery is directly related to the ICT infrastructure, the
telecommunication network infrastructure, and their capacity, reliability and affordability.
Alenezi et al., (2013) also indicated that organisations that intend to adopt eGovernment should
use web services application that offer standardized service interfaces and common
communication protocols, which provides comprehensive and dynamic integration capability
with back-end systems. Kigwana et al., (2017) consider security and privacy are important,
stating that the lack of software security tools is a possible danger that might be used to exploit
a vulnerability to breach security and therefore cause possible harm to eGovernment systems.
Kigwana et al., (2017) also stated that cybersecurity and its underlying infrastructure are
vulnerable to a wide range of risk stemming from both physical and cyber threats and hazards.
Sophisticated cyber actors and nation-states exploit vulnerabilities to steal information and
money and are developing capabilities to disrupt, destroy, or threaten the delivery of essential
Services.

The threat of attacks on web applications to extract data or to distribute malicious code persists.

Cyber criminals distribute their malicious code via legitimate web servers they’ve
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compromised. But data-stealing attacks, many of which get the attention of media, are also a
big threat. Now, governments need a greater emphasis on protecting web servers and web
applications. Web servers are especially the best platform for these cyber criminals to steal the
data. Hence government must always use a safer internment environment especially during
important transactions in order not to fall as a prey for these crimes. System compatibility is
also considered to be an important factor, that requires avoiding any hardware or software
systems barriers that would hinder the implementation of eGovernment systems (Elaswad and
Jensen, 2016; Verkijika and Wet, 2016; Ebrahim and Irani 2005). Table 2.8 presents issues
regarding technology.

Table 2. 6 Challenges factors regarding technology dimension

Dimension Barriers and challenges

Poor technological infrastructure

Security / privacy/ encryption requirements

Lack of standards for quality, design of websites/portals
Digital divide

Technology Deployment Unreliable internet connef:tio-ns

Lack of systems and applications

Lack of hardware

Lack of compatibility between IT systems

Lack of secure electronic identification and authentication

Low levels of internet use amongst certain groups

2.6.2 Organisational Dimension

The recent introduction of ICT has led to fundamental changes in the way public organisations
accomplish their activities. Therefore, more researchers are investigating the organisational
factors and examining their impact on technology adoption. Alkhilani (2014) states that IT and
organisational arrangements are connected reciprocally. Scholars have started to focus more
on organizational issues and address the relationship between IT and human activity;
organizational culture and structure; and change management. The redefinition of these factors
is a prerequisite to achieve successful change processes. According to Hafizi et al. (2014) these
are critical factors in organisational technology adoption. Many studies show that a high
number of eGovernment initiatives, in different types of organisation, fail or do not achieve

their goals. The literature attributes the failure to a variety of reasons, including the employee’s
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skills and capability as Schein (2010) indicated that it is a basic requirement for eGovernment
adoption to have employees capable of accessing, and using information in a powerful and
efficient way. Scholars also have indicated that organisational culture issues impede the
adoption of technology (Altameem et al., 2007; Schein, 2010). Senior management presents
an important aspect for implementation of eGovernment system, many eGovernment projects
tend to fail because of the lack of the leaders’ understanding of eGovernment and their
inabilities to show consistency from inception to completion of the projects (Porras and Amaya,
2018; Rammea, and Grobbelaar, 2017). Leadership and awareness are crucial factors that
scholars argue should be considered, especially prior to implementation of eGovernment (Jadi
and Jie, 2014; Hatsu and Ngassam 2016; Jaeger and Thompson, 2003). Table 2.9 illustrates the
most common factors that affect eGovernment implementation regarding the organisational
capability dimension.

Table 2. 7 challenges factors regarding organisational capability dimension

Dimension Barriers and challenges

Complex or poor organisational structure

Poor project management

Lack of innovation incentives in public sector organisations
Weak policy implementation

An Agency-centric rather than a Customer-centric focus
Organisational Capability Lack of skills amongst staff

Lack of expert assistance

Insufficient budget for IS projects and training

Lack of suitable legal framework/ Unsuitable legislations
Lack of awareness/ information

Resistance to change

Changing organisational culture

2.6.3 Process Efficiency Dimension

Process management is a systematic approach to making an organization's workflow more
effective, more efficient and more capable of adapting to an ever-changing environment. The
goal of process management is to reduce human error and miscommunication and focus
stakeholders on the requirements of their roles (Rouse, 2014). Effective process management
combines electronic document management services with workflow technology to automate
key business processes. The continuous refinement and improvement of processes build layers

of efficiency and agility within the organisation, resulting in a more productive and more
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profitable infrastructure. Stratigaki et al., (2016) argue that researchers have documented many
experiences in business process efficiency in private organisations, but very little is known
about it in the public sector. However, some argue that the documented methods and insights
may apply equally in public organisations (Stratigaki et al., 2016). Since the 1990s, private
organisations have achieved major business process changes and recorded many associated
successful initiatives in the information system arena (Haider et al., 2015). Veenstra et al.
(2011) argue that change programmes in eGovernment are likely to be inadequate without
business process efficiency gains. Another issue associated with process efficiency and related
to process documentation is standardization which means that a workflow within the
organisations may completed in in different ways each time. Kamal, (2008) reports that
eGovernment projects have an increasing impact on how business processes develop and
change. Veenstra et al. (2011) also confirm that public sector agencies face pressures to
increase efficiency and effectiveness of operations of their departments to provide successful
eGovernment services. Therefore, before eGovernment adoption, business processes should
have been designed in a way that limits bottlenecks, reduces duplicative efforts, and reduces
processing time. Haider et al. (2015) also report that, while most eGovernment projects are
focused on G2C interaction, the other two categories - G2B and G2G - also emphasized internal
effectiveness and efficiency along with organisations’ departments. Thus, better service
provision requires the development and integration of business processes across government
organisations, due to which significant changes to the business logic becomes a necessity
(Cahyaningsih et al., 2016). Table 2.10 illustrates the most common factors that affect

eGovernment implementation regarding the Process Efficiency dimension.

Table 2. 8 Issues regarding process efficiency dimension

Dimension Barriers and challenges

Lack of process documentation

o Difficulty in re-engineering of internal processes
Process Efficiency o )
No standard administrative processes

Lack of methods for productivity and progress monitoring

2.7 Chapter Summary

The literature review in this chapter has examined the barriers impeding successful

eGovernment implementation, as well as addressing the many opportunities provided to
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improve government efficiency and effectiveness. The literature review focussed principally
on these issues in developing countries, including the Arab world and Africa. The review
emphasised the relative lack of research dedicated to developing countries. The investigation
of eGovernment models and frameworks, addressing critical factors of adoption, highlight
many contextual factors related to technology, organisational capability and process efficiency
issues. The literature review clearly demonstrates that ignorance of these challenges can easily

lead to failure.
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Chapter Three: Initial Conceptual Model Development

3.1 Introduction

The aim of this chapter is to develop a conceptual model for eGovernment assessment prior to
the implementation process, which is an essential step that can support the execution process
within the context of Local Authorities (LAS) in Libya as a developing country. The model
consists of three dimensions: Technology Deployment, Organisation Capability and Process
Efficiency (TOP). The chapter also justifies the development of a conceptual model, since there
has been limited research in eGovernment assessment, especially in identifying the three

dimensions (TOP) simultaneously as discussed in section 2.7 in chapter two.

The chapter is divided into five sections. Section 3.2 explains and discusses justification of
model development, describing in detail the model dimensions, factors and sub-factors. These
dimensions and their factors and sub-factors are derived from the eGovernment literature and
identified as Technology Deployment, Organisational Capability and Process Efficiency.
Section 3.3 illustrate proposed conceptual model explains, functioning of the model and further

provides the maturity level names. Section 3.4 summary of the chapter.

3.2 Justification for Model Development

With the development of technology in the private sector, public sector organisations have also
needed to adapt to change in organisational capability (Al-Rashidi, 2012). This has brought
about a new awareness among the top managers in the public sector on the need to concentrate
on improving their business processes, performance and strategies through eGovernment
implementation. However, the risks associated with the implementation of eGovernment in

public sector organisations remain a significant issue.

In the previous chapter, a number of studies were discussed on the architecture or components
of eGovernment (e.g. Lessa, 2019; Ashaye and Irani 2014; Ebrahim and lIrani, 2005; Layne
and Lee, 2001; United Nations, 2018; SEI, 2006a; Wynn et al., 2013). However, these studies
did not address the aspect of organisational capability factors and process efficiency factors
and how they align with the IT infrastructure within public organisations. Since eGovernment

goes beyond the IT infrastructure, the contribution of this study is to provide a model for
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eGovernment that assesses public organisations, particularly Libyan Las, prior the adoption of
eGovernment in terms of alignment of technologies infrastructure with organisational

capability and process efficiency and scale the maturity level for each process individually.

There appears to be limited literature and few conceptual and theoretical frameworks on
information systems (IS) analysing eGovernment implementation processes in developing
countries. A majority of the models developed have been based on generalising the factors into
two categories (Technology category and Organisation category). For example, many
challenges, such as lack of process documentation, difficulty in re-engineering of internal
processes, no standard administrative processes, lack of methods for productivity and progress
monitoring, have been categorized into the Organisation category, whereas it can be argued
that such challenges are related to process efficiency, which is seen by the researcher to be an

important dimension in this study.

Since review of the literature suggests that many developing countries do not have the
infrastructure necessary to deploy eGovernment systems, it is necessary to investigate the LAS
from different perspectives in order to help the implementation of eGovernment. Issues and
challenges that have been categorised in section 2.7 in chapter two facilitated the development

of the model, as described below:

The model builds on prior literature in the area of eGovernment models, and approaches that
have been discussed in chapter two, the review and incorporation of previous studies that have
conceptualised the e-service challenges within the government sector have facilitated the

development of the proposed model.

Although there have been research studies on eGovernment, most of the studies have been
based on general categorisation (e.g. Scholl, 2004; Scott, 2005, Heeks, 2006). In fact, there
have been some with special purpose categorisations (Heeks, 2003; Irani et al., 2007; Al-
Rashidi, 2012), there is no research specifically identifying the three dimensions (TOP)
simultaneously. As a result of this gap in the literature, the researcher intends to develop a
model able to incorporate models from Critical Success Factors, such as the eGovernment
architecture model that was developed by Ebrahim and Irani (2005), which has been
successfully applied to eGovernment implementation in Bahrain, and the drivers and barriers
model developed by Hamed (2009), which has been applied to e-Commerce adoption in Libya.

These have proven to be reliable models which could be adopted by researchers in any
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eGovernment or e-Commerce development project as the factors vary from country to country.
Other models, from the stage level approach such as the United Nations model presented by
United Nations (2018).

In other words, the challenges that influence the adoption of eGovernment are contained in the
critical success factor models, specifically the categorization of the challenges that agencies
and eGovernment projects should address (e.g., Technological, Organisational Capability and

Process Efficiency) and how these challenges are related and grouped together.

The researcher has also adopted models from staged level approaches such as United Nations
(2018), Layne and Lee (2001) CMM model (2006a), which are a set of stages (from basic to
advanced) that can be used to determine the maturity stage of LAs at process levels.
Specifically, they are definitions of what each stage implies and what is needed to move up
from one stage to the next. In addition, the capability and maturity levels structure and
assessment mechanisms from software engineering (capability maturity model), and its stage

definition of each level, have inspired the researcher to adopt them in this study.

Previous studies have not focused extensively on TOP dimensions, as most of the factors vary
from locality to locality and if not considered carefully, could impact on eGovernment

initiatives, particularly in Libya as a developing country, which is the focus of this study.

Three main dimensions are important to be assessed and measured in public sector

organisations’ back office. These dimensions are as follows:

3.2.1 Technology Deployment Dimension

Building an eGovernment system within an organisation requires a technology infrastructure
that reaches out to all parts of the public sector organisation. However, electronic
communication within and between public sector organisations is expensive and inefficient
without an effective infrastructure and agreed standards and protocols between communicating
systems (Verkijika and Wet, 2016; Al-Solbi and Mayhew, 2005). Therefore, this dimension
focuses on technologies that should be in place before eGovernment services can be offered
reliably and effectively to the public (see Figure 3.1). The potential of these technologies is to
support and integrate the operations of IS and applications in business processes across
organisation by offering the necessary standards and protocols through network and
communication infrastructure approaches (Alenezi et al., 2013). To have a successful
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eGovernment strategy, the public sector must create an IT infrastructure that is optimised to
support the new applications that are necessary for eGovernment (Gil-Garcia and Pardo, 2005;
Eynon and Dutton, 2007). Therefore, ICT infrastructure is an essential part of eGovernment
implementation and diffusion. It enables government agencies to cooperate, interact and share
work; facilitating the daily tasks and using technology to save employee’s time and effort
(Alshehri and Drew, 2010). A number of different models such as those proposed by (Ebrahim
and Irani, 2005; Napitupulu et al., 2017; Otieno and Omwenga, 2015; Chen et al., 2007; Heeks,
2003) classify the factors that hinder the adoption of eGovernment which includes internet,
network, software and hardware equipment, security and system compatibility. These factors
integrate office functions and automation of the work in the business process. Thus, the
implementation of this dimension will improve the relationship and interaction between
business processes and make a strong foundation to build eGovernment project. Therefore, the
researcher considers that business processes at any public-sector organisation should have these

essentials technologies before eGovernment adoption (Irani, 2005) which described as follow:

= Software and Hardware

Building an information community requires hardware equipment that reaches out to all parts
of public sector organisation. This can be done by providing highly professional and powerful
computers and other equipment that runs and hosts application and provides high speed access
to government data and services, which supports and integrates the operations of IS and
applications across organisations (Alkhilani, 2014; Al-Sobhi et al., 2010; Bhuiyan, 2010;
Altameem et al., 2007). The researcher considers that hardware equipment should be in place
before eGovernment adoption takes place. Ebrahim and Irani (2005) concluded in their
proposed architecture model for eGovernment adoption where they defined fundamental
technological requirement that are necessary for the eGovernment adoption include computers,
powerful servers, printers. Therefore, the researcher considers that the availability of these
hardware technologies within business process are critical sub-factors and helps to create

successful eGovernment adoption.

In addition, the software application refers to end user programs that facilitate the automation
of the business process. The potential of these software applications is to support and integrate
the work across organisations by offering the necessary a seamless, automatic and real-time
communication between end users within or across the business processes, and integrate front-

end eGovernment services with back-end activities (Schuppan, 2009; Lam, 2005). This include
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basic application, such as Microsoft Office, and advanced applications for database exchange
that align governmental business processes with citizen needs (AlIShihi, 2006). The
implementation of these software applications will make a strong foundation to build single
eGovernment portal and therefore the researcher considers it as critical sub-factor that helps to

create successful eGovernment adoption.

An analysis of the current literature suggests for an organisation willing to present its services
online, it should have the minimum hardware equipment such as computers, powerful servers,
printers and scanners; and Software System such as in-house systems and bundled product
suites such as Microsoft Office and other software packages.

To conclude: Software applications and Hardware equipment have been considered as sub-

factors that should be assessed before eGovernment adoption takes place.

= Communication

A computer network is a group of computer systems and other computing hardware devices
that are linked together through communication channels to facilitate communication and
resource sharing among a wide range of users. A local area network is a private network
accessible only to an organization's staff. Generally, a wide range of information and services
from the organization's internal IT systems are available that would not be available to the
public from the internet. Computer networks, particularly local area networks, streamline
business processes within an organisation and between departments (Schuppan, 2017; Hamner
and Al-Qahtani, 2009). Researchers such as Helbig et al. (2009) and Janssen et al. (2009)
indicate that the implementation of client server networks make a strong foundation to build a
single eGovernment portal and provide a seamless, automatic and real-time communication
between systems at back office and between process levels, which enhances the workflow
across departments. The importance of computer networks, whether peer to peer networks or
client server networks across any organisation, is essential and considered as critical factors
that should be in place before the adoption of eGovernment. In addition to networks, another
important sub-factor is the internet connection, as public agencies have utilised internet
technologies to facilitate the creation of a web site, perceiving it as a crucial medium in
enhancing communication between themselves and citizens. IBM (2010) indicated that
external e-mails provisions were acknowledged by agencies as an important first step in
digitising government by allowing public direct access and contact with specific
representatives and helping to personalise communication. Abdallah and Fan (2012) argue that
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internet technologies have the potential to provide benefits for their organisations and citizens,
they indicate that in Sudan as a developing country, the main benefit of the internet for public
sector was greater accessibility in terms of how citizens interact with agencies, which enabled
them to access information and services whenever and wherever they chose, 24 hours a day.
For example, in the case of LA, it would be possible to facilitate the internet to allow citizens,
businesses and other government agencies to access departmental services (Jaeger and
Thompson, 2015; Vassilakis et al., 2005). Such a development would lead to a more informed
society and therefore, the researcher considered communication as a critical factor that should

be in place before the adoption of eGovernment.

To conclude: an analysis of the current literature suggests for an organisation willing to present
its services online should have communication tools in place, such as tools that would be local
area networks and internet connectivity that facilitate the workflow between business processes
within the organisation, these two tools are important and considered the backbone of the
eGovernment online presence. Therefore, these tools have been considered as sub-factors by

the researcher that should be assessed before eGovernment adoption takes place.

= Security and Privacy

Information is an asset, and having specific, relevant and correct information can make a
massive difference to an organization's efficiency. With the huge number of available
technologies, it is possible for information to be collected, shared, sold, exchanged and
distributed without citation or notice to the owner. Therefore, security and privacy issues are
seen by eGovernment implementers and users as one of the most critical concerns due to the
high level of sensitive information being stored or/and exchanged. According to Al-Fakhri et
al. (2008) information security doesn’t cover only the information itself but also the entire
infrastructure that facilitates its use (Murah and Ali, 2018). It covers hardware, software,
threats, physical security and human factors, where each of these components has it is own
characteristics. The threat of attacks on web applications to extract data or to distribute
malicious code persists. Cyber criminals distribute their malicious code via legitimate web
servers they’ve compromised. But data-stealing attacks, many of which get the attention of
media, are also a big threat. Now, governments need a greater emphasis on protecting web
servers and web applications. Web servers are especially the best platform for these cyber
criminals to steal the data. Hence government must always use a safer internment environment

especially during important transactions in order not to fall as a prey for these crimes
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In order for organizations to achieve a stronger protection of their information, the recognition
of the main threats facing organizational information is urgently required. The following threats
have been identified by these publications:

Security threats: computer viruses; natural disaster; spam emails and hacking incidents.
Security Policy: installation or use of unauthorized hardware, peripherals; abuse of computer
access controls; physical theft of hardware or software; human error mistake; damage by
displeased employee; use of organization resources for illegal communications or activities,
lack of security policies and installation or use of unauthorized software.

The implementation of a strong security environment creates a strong foundation to build a
single eGovernment portal, consequently citizens and businesses can trust it to make

transactions, and therefore the researcher considers it as a critical factor.

To conclude: an analysis of the current literature suggests for an organisation willing to present
its services online should have a solid security environment in place; such environments, which
would be relevant to security threats (internal and external), and security polices, have been
mentioned earlier. Therefore, these threats are considered as sub-factors of the communication

factor that should be assessed before eGovernment adoption takes place.

= Systems Compatibility

Achieving advanced successful eGovernment that provides seamless data flow from one
business process to another, needs systems compatibility standards in hardware and software
applications to support the data exchange and increase the ease with which information is
shared among these business processes (Abdallah and Fan, 2012). eGovernment initiatives
require all government agencies and their processes to adopt standards. The applications of
these standards are considered by researchers and IT professionals to be one of the ICT’s most
valuable contribution. They are used to improve data collection and access and to overcome
the difficulty of using different types of IS by introducing a single interface. This can be
achieved through the introduction of technical compatibility model, that includes the polices,
standards, and guidelines that can help government agencies to exchange data and allow
information sharing (Schuppan, 2017; Vassilakis at el., 2005). It is also argued that the
adoption of eGovernment requires system compatibility if it is to be accepted by managers and
employees within public sectors. Therefore, system compatibility addresses the question of
whether the technology related to eGovernment will be compatible with the existing systems

installed in government agencies.
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To conclude: an analysis of the current literature suggests for an organisation wishing to present
its services online, it should have systems compatibility across its processes. Such
compatibility would be sharing data between processes without issues and the extent to which
existing hardware is compatible with technology related to eGovernment. Therefore, these
threats have been considered as sub-factors of the systems compatibility factor that should be
assessed before eGovernment adoption takes place.

Figure 3. 1 Technology Deployment: Factors and Sub-Factors
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3.2.2 Organisational Capability Dimension

Abdalla (2012) concluded that most eGovernment readiness assessments involve measuring
the adequacy of organisation resources (Ojo et al., 2007). It is a basic requirement for
eGovernment adoption to have employees capable of accessing and using information in a
powerful and efficient way. However, this is a challenging requirement in public organisations,
particularly in developing countries. According to UN (2018), the percentage of illiteracy in
developing countries is often high and the percentage of ICT illiteracy even worse, and Libya
as a developing country is no exception (Sweisi and Adams, 2006). Many researchers
(Kigwana et al., 2017; Hatsu and Ngassam 2016; Heeks, 2006) have stated that having
successful eGovernment adoption requires important factors. For the purpose of this study, the
organisational capability dimension includes factors related to skills and capability,

organisational culture and senior management support, (see Figure 3.2). The researcher

64



A New Model for eGovernment in Local Level Administrations

consideres that the maturity of the organisational capability dimension lies on the capability

level of the critical factors, which is described below:

= Skills and Capability

Heeks (2006) stated that the more computer literate employees are, the bigger the chance
eGovernment succeeds. However, some argue that staff training should not simply be seen as
a means to acquire basic skills, instead it is a lifelong learning process. Alshehri and Drew
(2010) argue that significate and persistent deficits around core skills already exist in
government organisations, particularly in developing countries. These deficits, particularly
around information processing and communication skills, undermine both competence and
confidence. This in turn restricts the ability of staff and organisations to learn, develop and
adapt to change. Therefore, establishing ICT training programs for both basic skills and
professional levels is very important for producing skilled staff and hence, improving chances
of eGovernment adoption. Many researchers agree that the ability of staff and organisations to
deliver high-quality, person-centred care and support depends on crucial functional skills and
employability skills. These skills underpin both capability and confidence, and staff need these
skills to secure, sustain and then progress in work, so organisations can function effectively.

Functional skills mean the ability to use information and communicate effectively.

To conclude: an analysis of the current literature suggests a government organisation wishing
to present its services online should consider skills and capability issues that impact on the
organisation’s performance and effectiveness as well as the adoption of eGovernment. Such
issues are functional skills, employability skills, and training courses that should be provided
to the employees by organisations. Therefore, these issues have been considered by the

researcher as sub-factors that should be assessed before eGovernment adoption takes place.

= Organisational Culture

Organisational culture is a group of beliefs that differentiate members of different
organisations. Irani et al. (2005) argues that eGovernment deployment might be affected by
many organisational culture issues. Therefore, governments are required to be ready for these
changes and consequently adopt new strategies for eGovernment initiation (Burn and Robins,
2003). Moreover, many researchers have highlighted the strong relationship between
organisational development and organisational culture and related that to staff’s positive or
negative attitude. According to Zarei et al. (2008), the consequences of a culture characterized

by a negative attitude reduces the commitment of employees when new technology is
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implemented. Such negative attitudes may generate individual resistance. Furthermore,
Ledbetter et al. (1985) examine staff behaviour and acceptance of office automation, they point
out that certain important factors influence the acceptance of office automation, ensuring the
system’s success. Such factors include staff’s attitude towards technology and towards
management, (for instance, staff commitment to work that should be completed or followed
within a given time, staff commitment to accept and use the technology). The researcher
considered that the organisational capability dimension lies on the capability level of
organisational culture factor, which can be measured by staff commitment towards work and

management, and staff commitment towards accepting technology.

To conclude: an analysis of the current literature suggests that a government organisation
wishing to present its services online should consider organisational cultural issues that impact
on the organisation’s performance and effectiveness. Such issues that impede the success of
eGovernment adoption include resistance to change by staff to accept new technology, staff in
many cases are not really resisting the change itself, but rather they may be resisting the loss
of status, loss of pay, or loss of comfort and staff commitment to work, where the productivity
in developing countries is low due to staff commitment. Therefore, these issues have been
considered by the researcher as sub-factors of the organisational cultural factor that should be

assessed before eGovernment adoption takes place.

= Top Management Support

eGovernment is a project that requires strong support throughout the implementation period. It
needs continuous approval and commitment from a high authority to sustain and to continue
without any unanticipated delays or project failures (Ashaye and Irani 2013; Heeks, 2003).
Scholars such as Irani et al. (2007) and Weerakkody and Dhillon (2008) suggest that senior
managers should fully understand the strategic objectives of eGovernment and the associated
benefits and should provide success factors that increase eGovernment implementation
success. Chen and Gant (2001 argue that “continual top management support is necessary for
dealing with possible initial resistance and ensuring interdepartmental communication and
cooperation”. Such sub-factors that facilitate eGovernment adoption are: funding, awareness
and strategy. For example, funding facilitates the fundamental infrastructure (such as buildings,
technology, human resources) that are needed to implement eGovernment and helps attain the
associated targets and milestones in terms of eGovernment implementation, Al-Shafi and

Weerakkody (2010) argue that eGovernment initiatives are long term projects and therefore
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need long term financial support from the government. The major challenge is when the
funding has to come from a government where political influence may interfere with decisions
taken by high level government officials. Awareness is another important sub-factor in the
adoption of an eGovernment project. Al-Shehry (2006) points out that it is important to raise
the awareness of eGovernment benefits among senior management and staff to accept and
embrace the eGovernment project as part of their daily operations. The researcher believes that
awareness among organisation’s staff and its senior management comes in priority to the
stakeholders and justifying that concentrating on stakeholders rather than eGovernment
services awareness, will be like buying paint before building the house. Regarding vision and
strategy, Abdallah and Fan (2012), describe strategy as a methodology to set up a plan that
integrates an organisation’s major goals and action sequences in a cohesive whole. It is
essential that after deciding to enter an eGovernment program, a well-defined strategy is set
up. For instance, the plans should be designed based upon the available resources and
environmental forces in a given context and should seeks to match the whole of eGovernment

initiative that is provided by country’s eGovernment strategy.

To conclude: an analysis of the current literature suggests that a government organisation
willing to present its services online should consider senior management issues that impact on
the eGovernment implementation process. Such issues are funding, awareness and vision and
strategy, which should be well prepared. Therefore, these three issues are considered by the

researcher as sub-factors that should be assessed before eGovernment adoption takes place.
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Figure 3. 1 Organisational Capability: Factors and Sub-Factors
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3.2.3 Process Efficiency Dimension

Business process management is a systematic approach to making an organization's workflow
more effective, more efficient and more capable of adapting to an ever-changing environment.
The goal of business process management is to reduce human error and miscommunication and
focus stakeholders on the requirements of their roles (Rouse, 2014). Process management
combines electronic document management services with workflow technology to automate
key business processes. The continuous refinement and improvement of processes builds layers
of efficiency and agility in the organization, resulting in a more productive and more profitable
infrastructure (CMMC, 2016). Scholl (2005) argues that researchers have documented many
experiences in process efficiency in private organisations, but very little is known about it in
the public sector. However, some argue that the documented methods and insights may apply
equally in public organisations (Scholl, 2005). Since the 1990s private organisations have been
applying major business process change (Burn and Robins, 2003) and recording many
successful initiatives in the information system area (Ashaye and Irani 2013; Thong et al.,
2000). Veenstra et al. (2011) argue that transformation in eGovernment can be insufficient
without efficient business processes. There are two aspects that have been considered as critical
sub-factors to make tasks within the process efficient: documentation, and standardisation (see

Figure 3.3).
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= Documentation

Documenting business processes has become an important initiative for many organizations.
The advantages of identifying, understanding and evaluating key business processes to
determine their effectiveness in meeting business objectives has been recognized as a key factor
in developing successful eGovernment application. Veenstra et al. (2011) argued that
transformation in eGovernment cannot be realised without efficiency in business process.
James (2013) stated that part of the problem in government organisations is lack of business
process documentation, he argues that if the process is efficient and not documented then it
would be less functional because employees need a process documentation to show them their
responsibilities and how their work fits into everyone else’s. If there is no formal process-based
way to train new hires, it delays the time it takes before they are making a positive contribution.
Veenstra et al. (2011) also argued that, if process isn’t defined and only one employee knows
how something is done, then this leads to a process black hole, particularly when the employee
leaves the organisation permanently. One-way that an employee gets organized in a new role
or stays organized in a changing role is to document the workflow and processes. This was also
argued by Haider et al. (2015) that consistency in operations is important for an organisation’s
growth, and consistency remains an issue because of the employees’ different ways of
performing the same task. This due to the fact that employees' education experience and skill
levels determine their own styles and differences in their styles cause variations in process
output. If process well documented, then an organisation will be able to operating procedures
in the best way and variations will be minimized and best quality services will be offered to
stakeholders.

= Standardization

On the other hand, standardization is defined as the degree to which work rules, policies, and
operating procedures are formalized and followed. Scholl (2013) argue that standards and
documents, established by consensus and approved by a recognized body, that provides, for
common and repeated use, rules, guidelines or characteristics for activities or their results,

aimed at the achievement of the optimum degree of order in a given context.

Many researchers and practitioners alike have shown increased interest in the potential value
of business process standardization. Wullenweber et al., (2008) argue that process

standardization can benefit the company as well as its customers.
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With standardization, the production or service process becomes routine, with well-defined
tasks. Wullenweber et al., (2008) argued that, even in the most structured organizations, many
workplace processes are chaotic and disorganized. There is duplication of effort, which means
different employees carry out the process in a slightly different way, or the same employee
does something slightly different each time. This is stressful for employees and costly for

organizations.

To conclude: an analysis of the current literature suggests that a government organisation
willing to present its services online should consider process documentation and
standardization issues, such issues are presented in table 3.1 which have been considered by

the researcher as sub-factors that should be assessed before eGovernment adoption takes place.

Table 3. 1 Sub-Factors of Documentation and Standardization

Documentation Description Source

) Degree to which the business process in question is
Documentation process ) )
modelled and documented in written form.

Standardization Description (Weitzel,
2008)

a common and repeated use, rules, guidelines or
. characteristics for activities or their results, aimed at the
Standardized workflows ) ) ) )
achievement of the optimum degree of order in a given

context.

Figure 3. 2 Process Efficiency Dimension: Factors and Sub-Factors
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3.3 Proposed Conceptual Model

There is an apparent need to develop a conceptual model necessary for identifying
eGovernment implementation factors. This is as a result of the gaps in the review of literature
identified in previous sections and discussions in Chapter two. The proposed conceptual model

consists of three dimensions that are believed to influence eGovernment implementation.

Figure 3.4 shows the conceptual model that has been proposed and it comprises
multidimensional aspects of technology deployment, organisational capability and process
efficiency.

Technology Deployment Dimension: identifies the minimum requirement of infrastructure
needed prior to eGovernment implementation:

Organisational Capability Dimension: identifies the minimum staff requirement and
organisation capability prior to eGovernment implementation.

Process Efficiency Dimension: identifies the minimum requirement of work efficiency prior

to eGovernment implementation.
Figure 3. 3 Proposed Conceptual Model
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the conceptual model has been revised, a staged definition for each dimension will be extracted
from the revised model and then will be applied at staged level approach at individual process
levels as follow:

3.3.1 Functioning of Maturity Levels Approach

The Maturity level approach will be applied at individual process level. Each main process will
be assessed against the three dimensions (TOP). Generally, each dimension has a staged level
scale range (Chaotic, Basic, Intermediate, Standardized, Optimized), and is associated with
qualitative definitions. The dimension must mature further in practice and therefore are subject
to evaluation, which is done by measuring their capabilities through their factors and sub-
factors.

3.3.2 Capability Level Definitions

The staged level approach is derived from the maturity model that the SEI defined for the
maturity of software development capability. Although the concept of software engineering
approach was followed, this model differs considerably from the original SEI model. In this
model, specific definitions are provided for the model maturity scale for each dimension (TOP).
The maturity levels are not designed for use as a threshold model, where one cannot move to
the next higher level without having fulfilled all conditions of the lower level. This model is
likely to result in the dimensions being scored in different maturity levels, as illustrated in (see
Figure 3.5).

Figure 3. 5 Dimension Maturity Levels
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3.4 Chapter Summary

This chapter aimed to clarify the challenges surrounding eGovernment using literature and
theoretical contexts from the perspectives of implementation and adoption from both developed
and developing countries. The chapter concludes by offering a conceptual model that maps the
possible dimensions that affect the eGovernment implementation and adoption. The conceptual
model offers the main frame of reference and potential lines of inquiry for the empirical
research that will be carried out in this research to explore the factors influencing eGovernment
prior implementation. This chapter also offers a staged level approach represented in maturity
levels from chaotic to optimized. The proposed model is novel because it combines assessment
of three dimensions (TOP) simultaneously. To the researcher ‘s best knowledge, no previous
studies exist that have attempted to combine three dimension (TOP) influencing eGovernment
prior implementation process. The proposed model could be used as a frame of reference by
government institutions that seek to assess their organisations prior implement and adopt
eGovernment systems. Further, this model can also be used by researchers and scholars in the
field of eGovernment to analyse and understand eGovernment system implementation and
adoption. The proposed conceptual model is anticipated to be validated after the research

analysis and findings in Chapter five of this research study.
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Chapter Four: Research Methodology and Design

4.1 Introduction

In this chapter, the methods used to address the research objectives are explained. It explains
and justifies the choice of the methodology that the researcher employed in conducting the
empirical research. This chapter comprises the following sections: Section 4.2 provides an
overview of the research philosophy and includes a discussion of three philosophical
paradigms: Positivist, Interpretive and Critical; it also discusses the epistemological stances
involved in IS research and justifies the selections made for this research. Section 4.3 discusses
research approach and explains the qualitative method which seeks to describe, decode and
translate data, this section also explains the rationale behind the selection of the qualitative
approach. Section 4.4 explains the research strategy and rational behind the selection of case
study. Section 4.5 discusses the data collection strategy which has been used to collect the data.
Section 4.6 explains the data analysis techniques employed in this research. Section 4.7
discusses ethical considerations. Section 4.8 outlines the method that was followed to validate
the model. Section 4.9 provides a summary of the chapter.

4.2 Research Philosophy

Philosophy of research means the basic beliefs about the world we live in. There are two
assumptions that shape the way of thinking about these beliefs: the ‘ontology’ and
‘epistemology’ assumptions (Aliyu et al., 2014). Ontology refers to the nature of the world or
reality. The field is dedicated towards understanding whether things exist or do not exist.
Ontology also studies how various existing entities can be grouped together on the basis of
similar characteristics and it tries to find out those similarities. The field also tries to find a
relation between the objects that exist. People who deal in ontology try to understand why a
particular thing occurs and how it is related to other things. On the other hand, epistemology is
concerned with the study of knowledge and what we accept as being valid knowledge.
Epistemology answers the question of how things really work, and what are the best ways to
acquire knowledge (Alkhalifah, 2017. As regards IS research, the three philosophical
paradigms that are commonly adopted are: positivism, interpretivism and critical (Aliyu et al.,
2014; Oates 2006).
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4.2.1 Positivism

Positivist studies generally attempt to test theory, in an attempt to increase the predictive
understanding of phenomena (Aliyu et al., 2014). Several researchers classified IS research as
positivist if there was evidence of formal propositions, quantifiable measures of variables,
hypothesis testing, and the drawing of inferences about a phenomenon from the sample for a
stated population (Aliyu et al., 2014; Oates 2006). The key idea of positivism is that the social
world exists externally, and that its properties should be measured through objective methods,
rather than being inferred subjectively through sensation, reflection or intuition (Easterby et
al., 2002). Scholars consider it as a quantitative and deductive method since it uses general
results to attribute properties to explicit instances (Strauss and Corbin, 2008; Saunders et al.,
2007). Many philosophers of science criticise that this research paradigm plays an important
role in theory/hypothesis conception, but a highly structured research design imposes
constraints on the results and may ignore other relevant findings (Collis and Hussey, 2009). A
number of other assumptions can be made from the positivism paradigm (Easterby et al., 2002;
Weber, 2004; Lowery and Evans, 2004). These include:

e The use of laboratory and field experiments and surveys as the preferred research
methods;

e The statement made by a researcher is true when it has one-to-one mapping to the reality
that exists beyond the human mind;

e The research is reliable only if results can be replicated by the researcher herself/himself
and other researchers;

e Science proceeds through a process of hypothesising fundamental laws and then
deducting what kinds of observations will demonstrate the truth or falsity of these

hypotheses.

4.2.2 Interpretivism

Interpretive studies generally attempt to understand phenomena through the meanings that
people assign to them. Interpretive methods of research in IS are aimed at producing an
understanding of the context of the information system, and the process whereby the
information system influences and is influenced by the context (Hammersley, 2013).
Interpretivism is the belief that social reality is subjective because it is socially constructed. As
a result, each person has his or her own sense of reality and there are multiple realities. It is

regarded as the philosophical paradigm that emerged after positivist to cover the inadequacies
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of methods applied to social science, which are only applicable to natural science. Scholars
also argue that an interpretivist approach could be used from the perspectives of respondents
directly involved with a particular phenomenon in order to understand the exploration of the
phenomena. The interpretive paradigm believes that social reality is not objective but in
individuals’ minds and highly subjective; this is due to the fact that it is shaped by our
perceptions. Thus, it revolves around people’s perceptions of their world (Myers and Avison,

2002; Klein and Myers 1999).

Interpretivism rests on the assumption that social reality is also multiple and affected by the act
of investigating it. There is the belief that social constructions such as language, shared
meanings, perceptions, consciousness and understanding enable reality to be accessed and
communicated to other individual or a group. Where research findings could not be generalised,
interpretivism allows the researcher to transfer and apply qualitative data to other similar
perspectives (Tuli, 2010; Myers and Avison 2002; Oates 2006; Ryan et al., 2007; Collis and
Hussey, 2009). Table 4.1 below presents the epistemological stances involved in IS research.

4.2.3 Critical

Critical researchers assume that social reality is historically constituted and that it is produced
and reproduced by people. Although people can consciously act to change their social and
economic circumstances, critical researchers recognise that their ability to do so is constrained
by various forms of social, cultural and political domination. The main task of critical research
is seen as being one of social critique, whereby the restrictive and alienating conditions of the
status quo are brought to light (Myers and Avison; 2002).

4.2.4 Research Philosophy Adopted in this Research

Both positivist and critical paradigms are unsuitable for this research study, which aims to
evaluate and investigate what principles should guide successful implementation of
eGovernment systems in the context of the developing countries. The objectives include
developing conceptual theories or models and recommending how decision makers are able to
address the change management issues, in relation to eGovernment implementation,
interpretivism would be most suitable approach for this research since it is qualitative,
subjective, humanist and phenomenological (Collis and Hussey, 2009). The researcher also
considers the implementation of eGovernment as a complex process that is taking place within
organisational context; it influences and influenced over time. In addition, eGovernment can

be shaped according to many technological and organisational issues; they can affect every
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aspect of how government organisation deliver their services to citizens, business and other
government agency. Therefore, it is very important to gain an in-depth understanding of

eGovernment implementation through the meaning that its stakeholders assign to it.

Furthermore, eGovernment as social phenomena must be studied within their natural setting
and interpretive approach assumes that social phenomena are situated within and cannot be
isolated from their social context, interpretations of such phenomena must be grounded within

their socio-historical context and finally interpretive studies tend to produce qualitative data

which will help the researcher gain in depth insights on eGovernment issues.

Table 4. 1 Taxonomy of Epistemological Stances

increase the predictive understanding of phenomena. Also drawing of
inferences about a phenomenon from the sample for a stated

population, with highly specific and precise data.

Approach Description References
Positivist studies tend to produce quantitative data as they presume
reality as being accurately given. Relates to test theory, and hypothesis | Orlikowski and
Positivist testing, formal quantifiable measures of variables and an attempt to | Baroudi, 1991; Yin,

2003; Straub et al.
2005.

Interpretive

Interpretive studies generally seek to describe, understand and
translate phenomena through meanings that people assign to them in
order to comprehend the context of information system. Enables
understanding of deeper structure of phenomenon within cultural and
contextual situation. Interpretive studies tend to produce qualitative

data and allows theory generation.

Walsham,  1995;
Hussey and
Hussey, 1997; Yin,

2003.

Critical

Critical studies are mainly used philosophically to gain knowledge in
respects of focusing on the oppositions, conflicts and contradictions
in contemporary society. Academicians have argued that critical
paradigm concerns attempt to criticise, analyse, evaluate, transform
the social reality and modify the status quo. Researchers also assume
that social reality is historically constituted. The restrictive conditions
of the status quo are brought to light with the main task seen as social

critique.

Myers and Avison
2002; Oates 2006.

(source: Ashaye, 2014)

4.3 Research Approaches

The researcher first decides which approach best identifies appropriate solutions from which

to draw suitable conclusions to the issue under investigation. Galliers (1994) noted that the
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selection of an appropriate research approach for IS-related phenomena is not an easy task.
This is because IS enables researchers to select a suitable method from different research
approaches, as they are not related to a single theoretical perspective (Saunders et al., 2007).

In selecting an appropriate research approach, there are three main research methodologies

qualitative, quantitative and a mixture of both methods.

4.3.1 Qualitative Approach

The qualitative research method was developed in the social sciences to allow researchers to
study social and cultural phenomena. The word qualitative implies an emphasis on the quality
of entities and on processes and meanings that are not experimentally examined or measured
in terms of quantity, amount, intensity or frequency. The techniques are defined as an array of
interpretative procedures which seeks to describe, decode, translate, and otherwise come to

terms with the meaning (Queiros et al., 2017).

In qualitative research, data are collected in the format of documents, interviews and
observations, rather than in a numerical format. The approach is selected when the phenomena
of interest typically requires an exploration of detailed in-depth data, as qualitative methods
stress the values of rich descriptions of the social world (Queiros et al., 2017; Johnson and
Harris, 2002; Robson, 2002). As opposed to the controlled environment of the quantitative
approach, the researcher here conducts study in a ‘natural setting’. Qualitative sources include
observation and respondent observation (fieldwork), interviews, documents and texts, and
include the researcher’s impressions and reactions. It is exploratory and seeks to explain ‘how’
and ‘why’ a particular social phenomenon, or program, operates as it does in a particular
context. It tries to help researchers to understand the social world in which we live, and why
things are the way they are (Mohajan, 2018; Myers and Avison, 2002).

Qualitative research does not include statistical or empirical calculations as mentioned earlier.
The researcher is the primary instrument for data collection and analysis. It is usually involved
with fieldwork. The researchers must go to the people, setting, site, and institutions to observe
behavior in its natural setting. It builds abstractions, concepts, hypothesis, or theories rather
than tests existing theory. Different types of qualitative research have some common
characteristics as follows (Mohajan, 2018; Hammersley and Atkinson, 1993):
e The researcher has the opportunity of collecting data directly from the respondents
through direct encounters with individuals, through one to one interviews or group

interviews or by observation.

79



A New Model for eGovernment in Local Level Administrations

Data are used to develop concepts and theories that help us to understand the social world.
It is concerned with the opinions, experiences, and feelings of individuals producing
subjective data

It is conducted in ‘real life” and day-to-day settings, not in controlled or laboratory settings.
It seeks to establish a holistic perspective of a given situation.

It has the ability of the researcher to use their motivation and personal interest to stimulate
the study.

Typically, the findings are in the form of themes, categories, concepts or tentative
hypotheses or theories

It focuses on discovery and understanding which requires flexibility in the research design

4.3.2 Justification for the Selection of Qualitative Analysis

eGovernment deployment is relatively new and there is little empirical research information

available on its implementation in developing countries. However, due to the nature of the data

required and the research focus of this study, a qualitative approach is the preferred

methodology. This allows the examination of full context and researcher will be able to interact

with respondents and data will also be collected face-to-face or over Skype with respondents.

In summary, the main reasons for opting for the qualitative approach are as follows:

There are few empirical research materials on eGovernment implementation in developing
countries within the context of government organization. Thus, the qualitative approach
enables deeper understanding of the implementation process, which would allow for the
building of theories.

The complexities surrounding the eGovernment adoption process in government
organisations need rich and deep empirical data. Using qualitative data means providing a
level of richness that will allow the researcher to conduct an in-depth investigation.

The qualitative approach fits perfectly into this research work since it is inductive, specific
instances that could be used to arrive at overall generalisations. It would also play an
important role in development of a conceptual model —which is not suitable for quantitative
approach where focus is on hypothesis testing.

There are few empirical research resources on eGovernment maturity models that assess
the prior implementation of eGovernment in developing countries, especially the focus on

eGovernment at the back office. The qualitative approach enables deeper understanding of
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government processes, which allows for assessment of the back office and introducing
maturity levels.

e The qualitative approach is suitable for a case study approach. In addition, the data sources
will include: interviews and documentation. This is because eGovernment implementation
requires close connection with the people and organisation, which would be most effective

through interviewing.

Based on the available facts the researcher was satisfied that the qualitative approach was most

appropriate. Table 4.2 below summarises elements of the qualitative analysis:

Table 4. 2 Qualitative Analysis Characteristics

Characteristics Qualitative Analysis
Approach Inductive
Describing multiple realities, developing deep understanding, theory
Purpose o ] ]

building, capturing everyday life.
Examines full context, interact with respondents, collects data face-to-

Research Focus face with respondents, observation.

Research Strategy Unstructured and open

Begins with initial idea that evolves as researcher learns more about
Research Plan ) ) )
respondents and setting flexible, tentative proposal.

Action research, case study research and ethnography. Qualitative data

sources include: Observation and respondent, observation, interview and
Research Methods ) ) ) )
questionnaire, documents and texts, and researcher’s impression and

reaction.
Nature of Data Rich, deep and complex
Data Analysis Mainly interpretive, descriptive

4.4  Research Strategy

The choice of which strategy to follow is dependent upon the nature of the research problem
(Noor, 2008). Research strategy provide a direction of the research including the process by
which the research is conducted. It is also considered as the general plan of how the researcher
will go about answering the research questions, or a general orientation to the conduct of
research (Saunders et al., 2009). Academicians have considered the determination of an
appropriate research methodology to be an important element in a research study (Bryman,

2012; Saunders et al., 2009). Yin (1994) argues that there are few possible research strategies
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to carry out social research: case studies, experiment, surveys, histories and analysis of archival
information. Orlikowski and Baroudi (1991) highlighted six research designs as: survey; case
study; laboratory experiment; field experiment; action research and others — articles that are
practitioner-oriented, non-experimental pieces, or descriptive / argumentative However, there
many main research strategies that could be adopted in practice as: case study; historical
research; survey research and experimental study (Galliers, 1991; Yin, 1994; Klein and Myers,
1999). Creswell (2013) also identified five research strategies under the qualitative approach,
with different criteria and explanations, such as case study, ethnography, grounded theory,
biography and phenomenology, whereas (Robson, 2002) identified case study, grounded
theory and ethnography. Table 4.3 shows different research strategies and the type of questions

they answer.
Table 4. 3 Research Strategies

Research strategy Question Type
Case study How, why and what
Historical research How and why
Survey Who, what, where, how much and how many
Experiment How and why

Source: (Yin, 1994)
4.4.1 Case study
Case study is described as collection of considerable details, from multiple sources about a
particular, contemporary phenomenon within its real-world setting, where the boundaries
between the phenomenon have not been clearly evident. This type of research study generally
uses detailed contextual analysis of a single individual, group and event to explore underlying

principles. The case study inquiry usually relies on multiple sources of evidence (Yin, 2009).

4.4.2 Historical research

Historical research literarily means the method of systematically examining past events to give
an account; it includes interpretation to recapture the nuances, personalities, and ideas that
influenced these events. Historical research is thus the act of researching the events that have
happened in history or to communicate an understanding of past events. An advantage of this
research type is that can display patterns which had occurred in the past and over time that can
help in understanding where we came from and what kinds of solutions we have used in the
past. Historical research is the process of systematically examining past and current events to

discern the meaning of events (Leedy, 1997).
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4.4.3 Survey research

Survey research is described as a method of sociological investigation that uses question- based
or statistical survey to collect information about how people think and act. Survey research is
useful for documenting existing community conditions, characteristics of a population, and
community opinion. This type of research is one of the most important areas of measurement
procedures that involve asking questions of respondents. Academicians have described it in
many ways. For instance, Rates (2004) defines survey research as a means of determining and
explaining practical phenomena (McClure, 2002; Mohajan, 2018).

4.4.4 Experimental study

Experimental study includes both laboratory and field experiments. It applies a research
activity under controlled conditions and environments to explain “cause and effect”
relationships. Whilst the laboratory relates to studies carried out within a designed, controlled
environment, and special treatments of different groups to contrast the precise relationships
among variables; Field experiments however are conducted in real-world situation, since the
object of study is subjected to direct observation by the researcher. Overall, the experiment
study endeavours to be responsible for the research situation through the study, and assuming
certain input variables which are suspicious as the cause of whatever change has been taken
place within the investigation design (Mohajan, 2018).

4.4.5 Justification for the Selection of Case Study Strategy

There are single and multiple case studies. A single case study provides valuable information
about the research question from one organisation, which can provide rich information of the
organisational context. On the other hand, multiple case studies can strengthen the results by
replicating pattern-matching (Yin, 1994). Yin (2009, p.18) defines a case study as follows: “a
case study is an empirical inquiry that investigates a contemporary phenomenon within its real-
life context, especially when the boundaries between phenomenon and context are not clearly
evident.” He also suggests that if a researcher has sufficient access to cases for replication, then
conducting multiple case studies is more valuable. Therefore, case study is a powerful strategy,

which allows the researcher to explore the phenomena comprehensively.

To select an appropriate research strategy, the researcher applied the conditions suggested by
Yin (2003) which is based on the research objectives to be addressed (outlined in Chapter One)
and the context of the research which is public sector organisations in the developing countries.

However, due to the research objectives for this research, that relate to building a conceptual
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model for evaluating eGovernment prior implementation process within developing countries
context, the researcher intends to highlight the factors influencing eGovernment

implementation.

As a result of the limited research in this area in Libya, and the need to be subjective, the case
study strategy is the preferred strategy. In addition, case study research has been advocated as
a “valid research strategy in management information systems and as a distinctive evaluation
tool with the ability to adapt to the availability of different types of evidence” (Ashaye and
Irani, 2014). The research phenomenon is interpretive, aims at understanding of the context of
the information system. Therefore, case study is however the most appropriate research
approach for this study. The case study approach has been adopted to investigate two
government organisations in Libya, since the research intend to explore and analyses the issues,
factors and challenges faced by government organisations with respect to the provision of
eGovernment services, develop and validate a sold model for the assessment and management
of eGovernment services. Yin (1994) emphasized that it is important to clarify the deeper
causes behind a given problem and its consequences than to describe the symptoms of the

problem and how frequently they occur.

Bryman (2012) claim that case studies can be used to describe phenomena, build theory and
test theoretical concepts and relationships. In view of the nature and complexity of the
eGovernment implementation process, and the combination of many complex systems such as
technologies, business processes, and human resources, the case study method can be an ideal
choice. Some researchers consider the case study as a method when holistic, in-depth
investigation is required and when there is lack of existing knowledge. Collis and Hussey
(2009), and many other researchers (e.g Yin, 2003; Easterby et al., 2002; Ravenswood, 2011)
prefer case studies as they provide the following features: The phenomenon is examined in its
natural setting; there is little or no control over events; more than one entity can be examined
at the same time; more than one method can be used for collecting data; changes in site
selection or data gathering instruments can take place; knowledge is constructed rather than

discovered or found; generalisation is based on a limited number of cases

From the discussion above, the case study as a research strategy is expected to significantly
support understanding of the challenges and issues of eGovernment implementing in public
organisations. Hence, the researcher asserts that it is a suitable strategy for this study because

an in-depth investigation of the nature and context of the environment related to technology,
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organisational capability and process efficiency is required to assess the relevant dimensions

shaping the adoption of eGovernment at government organisation

Based on the above discussion, the researcher has chosen to investigate and evaluate the
phenomenon, using case study as a vehicle for the empirical research, and the model that has

been developed to help the study gather data.

4.4.6 Multiple Case Studies

Case study remains a very powerful methodology for researchers and most common qualitative
method that is particularly well suited to be used in information systems research (Ponelis,
2015) which relates to this research study.

Scholars have classified case studies into single, which is holistic in nature, or multiple unit of
analysis, which is embedded. There is no standard specification for selecting the number of
fieldwork to be undertaken. Thus, the number of cases to be selected would depend largely on
the type of concepts that are acknowledged; however, some scholars have recommended one
to three cases (Yin, 2009; Dul and Hak, 2008). The researcher has therefore selected multiple
case study; two cases since multilabel case studies allows the researcher to explore the
phenomena comprehensively and can strengthen the results by replicating pattern-matching
(Yin, 1994). The researcher therefore decided to focus on two different size of organisations

consisting of small and medium size with different level of ICT facilities and capability.

4.4.6.1 Selection of Organisations

In selecting the appropriate organisations suitable for this study, the researcher considered the
government organisations which would enable determination of the factors that play a crucial
role of implementation process of an eGovernment project.

For this research, two organisations were selected for the following reasons:

e The organisations are government organisations and represent local authority that provides
daily services to its stakeholders, and eGovernment project is essential to adopt whether
now or in the future.

e The researcher was able to access information and communicate effectively with the staff
and managers in the organisations using his own personal contacts.

e As80% of local authorities are small to medium size (Libya Business, 2018), the researcher
believes that the selection of SLA as medium size and RLA as small size are representative

case studies.
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The first organisation selected was SLA, the city is located in the northwestern part of Libya
70 kilometers east of Tripoli, on a point of rocky land projecting into the Mediterranean Sea.
The city was the westernmost of the ancient "three cities” of Roman Tripolis, and the
population numbers 152,521 people (World Bank, 2016). SLA provides a large number of
different services to its stakeholders (citizens, businesses, governments). The most important
services are: water supply, sewage collection and disposal, refuse removal, electricity and gas
supply, health services, roads and storm water drainage, street lighting, parks and recreation,
taxation, licenses, schools etc. SLA is keen to provide affordable services in a sustainable way

to all citizens, businesses and governments.

Process mapping suggests that there are five main processes (Procurement management, Legal
Affairs management, Human Resource management, Community and Services management,
and Financial management) operating at SLA. The processes are situated in separate and
scattered locations within Sabratha City which make it difficult to adopt eGovernment strategy

as if it was in the same building.

The second organisation was RLA. Rujban is a small city which lies on the Nafusa mountain
chain more than 150 kilometers south-west of Tripoli (the capital city of Libya) and it is
inhibited by 18,000 people. The LA have less financial and administrative powers compared
to bigger local authorities such as SLA, but they have responsibilities also in planning and
administering number of core services for its stakeholders. There are four processes which have
been investigated in this case study. They are the procurement management process, finance
management process, human resource management process, and community and services
management process, the reason the Legal Affairs has not been selected in RLA because it is
an entity within Human Resource management . As in RLA these management processes are

located in a variety of buildings across Rujban city.

Table 4.4 below outlines the selection criteria for determining appropriate organisations chosen

for case study research.

Table 4. 4 Selection of Organisations for Case Study Research

No Organisation size Organisations name Processes investigated

1: Procurement management, 2: Legal Affairs
. management, 3: Human Resource management, 4:
1 Medium SLA . . . )
Community and Services management, 5: Financial

management
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1: Procurement management, 2: Human Resource

2 Small RLS management, 3: Community and Services

management, 4: Financial management

4.5 Data Collection

Data collection is an important aspect of a qualitative research study. It involves the process of
collecting, gathering and measuring information on variables of interest, in an established time
frame and systematic fashion. This would allow the researcher to address the research
objectives and evaluate outcomes. Data collection makes a case study research more rigorous
and increases its power of interpretation when it is addressed properly. Moreover, when
researchers understand their fieldwork very well, they are able to strategically question
respondents and systematically take notes of their qualitative research. This method also allows
researchers to increase the rigour and reliability of the case study research, since inaccurate
data collection can impact the outcomes of a study and ultimately lead to invalid results (Parikh,
2002). Data collection approaches for qualitative research usually involve direct interaction
with individuals on a one to one basis or in a group setting. Since qualitative research data
collection methods are time consuming, the data has to be collected from a smaller sample of
individuals of SLA and SLA than would be the case for quantitative approaches, where large
samples are collected. The benefits of the qualitative approach are that the information is richer

and has a deeper insight into the phenomenon under research study.

Primary and secondary data are the two types of data used in this research project. Whereas
primary data are raw data collected through interviews, questionnaires, survey, on other hand
secondary data are collected from review of documents such as books, articles and on the
internet. Secondary data can also be assembled faster than primary data, since the data are
readily available in most instances. There are many techniques and methods for collection of
data. However, for this case study research, data are collected through two different main

sources: Interviews and Documentation, (Yin, 1994; Saunders et al., 2007).

45.1 Purposive Sampling

The main goal of purposive sampling is to focus on particular characteristics of an employee
that are of interest, which will best enable the researcher to achieve research objectives.
Purposive sampling strategy depends on the judgement to select cases very close to the research
study purpose. The samples tend to be small and are very convenient for case study research.
While the logic of probabilistic sampling lies in selecting a random and representative sample
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which will permit confident generalisations from the sample to a larger population (Patton,
1990), the logic of purposive sampling is suited to research with different aims which lies in

the selection of cases rich in information about the substantive research problem.

In considering the organisations involved in the research, it was decided that purposive rather
than random sampling would be an effective way of selecting case projects, rich in data
pertinent to understanding the research problem. The selection of cases and interviewees in this
research relied on selective purposive sampling, rather than random statistical sampling.
Therefore, steps were taken to sample decision-makers such as departmental directors, and
employees with different work experiences, who acted as representatives of the organisations
selected. The proposed sample of interviewees was 18 respondents and covered whole

dimensions in every process.

To select respondents for a qualitative study, researchers use purposive or purposeful sampling,
choosing people who fit the characteristics they wish to study. Hence, one of the most important
tasks in the study design phase is to identify appropriate respondents. Decisions regarding

selection the respondents was based on the following questions:

= \Who has the relevant information?
=  Who is accessible?
= Who is willing to give relevant information?

= Who is most able to give the information?

The researcher was able to meet relevant senior management in both case studies and they
suggested people who could give relevant information about the research objectives. Table 4.5
and Table 4.6 presents the characteristic of the interviewees for both case studies. It can be
noted that the sample include a wide range of age and educational level backgrounds. The
researcher was keen to select the appropriate interviewees, thus, as suggested, he selected
senior managers, deputy managers and expert employees.
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Table 4. 5 Interview Respondents from SLA

Process’s name Respondents Code

Director of Procurement process/ management and leadership specialist S1
Procurement

Expert staff / IT consultancy S2

Member of recruiting committee S3
Human Resource i __

Deputy manager of Human Resource process/ Data Analytic specialist sS4
Financial Director of Financial Management/ Accountant and auditor expertise S5
Management Deputy manager/ Statistics and Information Technology S6

] Expert staff/ member of law consultancy team S7

Legal Affairs

Deputy manager/ management and Law expert S8
Community and | Deputy manager / Statistics and Information Technology S9
Services Expert staff/ IT Support S10
Total number of

10
respondents
Age range 28-61 Education level:
1 PhD, 2 MSc, 7 BSc, BA, HND
Table 4. 6 Interview Respondents from RLA
Process name Respondents Code

Director of Procurement process/ Management R1
Procurement — -

Expert staff/ Statistics and Information technology expert R2

Expert staff / Consultant and adviser R3
Human Resource _

Expert staff/ ERP and IT specialist R4
Financial Director of Financial Management/ accountant R5
Management Expert staff/ Information technology expert R6
Community and | Deputy manager of Community and Services/ Management R7
Services Expert staff/ Software developer and IT support R8

Total number of

respondents

8 Education level:

Age range

3 MSc, 5 BSc, BA, HND
28-50

45.2 Interviews

An interview is generally a qualitative research technique, which involves asking questions to
converse with respondents and collect elicit data about a subject. There are several advantages
of using the interview approach. First, interviews are flexible; the interviewer can adapt the

situation to each subject. Second advantage, interview may also result in more accurate and
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honest responses since the interviewer can explain and clarify both the purpose of the research

and individual questions. and third advantage is that the interviewer can follow up on

incomplete or uncertain responses by asking additional probing questions (Alshengeeti, 2014).

There are three fundamental types of interviews in research:

Structured interviews: questions in this interview are pre-decided according to the
required detail of information and the questions are asked in a set standardized order and
the interviewer will not deviate from the interview schedule or probe beyond the answers
received, (closed-ended questions, so they are not flexible). This means new questions
cannot be asked impromptu (i.e. during the interview) as an interview schedule must be
followed (Alshengeeti, 2014).

Unstructured interviews: Unstructured interviews is an interview in which there is no
specific set of predetermined questions, although the interviewers usually have certain
topics in mind that they wish to cover during the interview. Unstructured interviews uses
‘open-ended’ or ‘open’ questions so that the researcher can see in what direction the
interviewees take things in their response. Stewart and Cash (2006) suggests that an
unstructured interview is most appropriate when the information area is extremely broad.
This means that an unstructured interview gives the interviewer unlimited freedom to probe
into answers and to adapt to different interviewees and situations (Alshenqgeeti, 2014).
However, it can be time consuming to conduct an unstructured interview and analyze the
qualitative data and the interviewer won’t ask exactly the same question every time, so it

could be said that this method is less reliable.

Semi-structured interviews: semi-structured interviews are those in-depth interviews
where the respondents have to answer preset open-ended questions and thus are widely
employed by different professionals in their research. Semi-structured, in-depth interviews
are utilized extensively as interviewing format possibly with an individual or sometimes
even with a group (Corbin and Strauss, 2008). Saunders et al., (2007) argue that these types
of interviews are conducted once only, with an individual or with a group and generally
cover the duration of 30 min to more than an hour. Semi-structured interviews contain
mostly prepared questions that can be supplemented with additional questions and does
not limit respondents to a set of pre-determined answers (unlike a structured interview) and
the interviewer can deviate from the original questions and therefore this type of interview

typically produces rich qualitative data.
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4.5.2.1 Justification for the Selection of Semi-Structured Interviews

Among these three interview techniques, the semi structured interview technique was selected
as a vehicle for data collection. The reason behind choosing semi-structured interview was that,
it offers flexibility and ability to extract more detailed information from the interviewees, also
allow the exploration of the areas of interest where the interviewee perceives gaps,
contradictions and difficulties which would not be picked up via preset structured questions.
In this research, semi structured interviews have been carried out with different employees in
different fields across LAs and were used to get an insight into the thoughts and experiences
of staff. However, they were used in conjunction with other data collection such as documents
that were available in the LAs with the aim of overcoming the shortcoming of this technique.
This approach enabled the researcher to obtain in-depth the views and experience of
knowledgeable interviewees on how the dimensions identified in the conceptual model impact

on reality; and how it might influence the adoption of eGovernment in Libyan local authorities.

4.5.2.2 Interview Questionnaire and Pilot Testing

Saunders et al., (2003) attributed the validity and reliability of data collected to the rate of
response, to the design of the questions, its structure and the rigour of the pilot testing. Malhotra
(2004) argued that there are no specific or strict steps to follow for designing an interview
questionnaire, or scientific principles that guarantee a perfect and ideal questionnaire. The
questionnaire design adopted consisted of a number of steps starting with defining the research
objectives, selection of an appropriate format and design layout, pilot testing and then
implementing the questionnaire (Wilson, 2003; Saunders et al., 2003). The design format
adopted involved open and closed questions using simple language. The interview
questionnaire was designed included three groups according to conceptual TOP model that was
developed in chapter three (see Figure 4.1), each group represent a dimension. For example,
one group represent technology deployment dimension and includes all hardware and software,
internet technical issues and other technical issues. A total number of 26 questions was
prepared to cover the three dimensions (see appendix 2).

The pilot interviews were conducted with different interviewees from different processes with
the aim of testing the interview questions and the time needed for each interview. The
researcher interviewed three different experts (IT expert from SLA, Human resource expert
from SLA and management expert from RLA). The interview questions covered the conceptual
model dimensions with special emphasis on problems, barriers or challenges that had been

encountered. The pilot study provided the researcher the following:
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e Tape-recording was not preferred by some interviewees: this has put more pressure on the
researcher as he had to write up the answers.

e The interviewees asked the researcher that their names should not be mentioned in the
research, however this was already previously planned, and researcher decided to keep
personal information anonymous.

e It was noted that there is a need to explain to the interviewees some questions in more

details to get the satisfied answers.

Based on the pilot interview feedback, the research questions were reviewed. The aim was to
collect the most relevant data within the shortest possible time. The researcher did not ask all
interviewees the same questions but rather questions were asked depending on which
dimensions the interviewees belong to, his/her roles and position. Furthermore, all
interviewees were asked some open questions with the aim of giving them the chance to speak
with more freedom, and some unplanned questions were emerged from the interviewees’
answers. Some irrelevant/redundant questions were deleted or moved to another category. It
was decided to conduct all interviews in the Arabic language because the respondents preferred
the Arabic language to express their answers more accurately. However, some of the

technological terminologies used were in English language.

In addition, the researcher gave the interviewees the possibility of studying the background of
the research in advance to maximize the reliability of the research. This enhanced the quality
of the answers since interviewees could give more consideration of their responses. The
interviews were conducted using a printed standardized instrument as an interview guide for
semi-structured interviews. All interviewee’s answers were written up by the researcher as draft
responses and then each was given the opportunity to review the final draft of their answers so

that they had the opportunity to update or change what they said.

Figure 4. 1 Interview Question Categories

Process Effecenicy

Questions Group
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4.5.2.3 Conducting the Interviews

The empirical research was conducted in Libya at two LAs. The first phase was conducted
between 15 August 2016 and 30 November 2016 to gather data from SLA and second phase
was conducted between 3 Jan 2017 to 1 April 2017 to gather data from RLA. In both LAs, a
similar procedure was followed to structure the interviews, the process of developing the

procedure includes:

= Gaining permissions and interview Access
= Time arrangement.
= Gaining the respondent’s cooperation.

= Overcoming common barriers.

Gaining Permissions.

There are many issues to consider when deciding how to contact the interview respondents.
For research done within the workplace, many of these access issues are much easier. If the
researchers do not have a professional relationship with the respondents, then there are more
decisions and more difficult challenges. In some instances, the interviewer might be able to
contact the respondent directly. In other cases, the interviewer will need to send information in
advance or have someone else make the initial contact. In this research, the researcher
approached the responsible authority for each LA and requested permission for the interview.
The permissions were received from most of the interviewees to conduct the interviews at their
premises. Permission was also obtained for using tape-recording devices before the interviews
took place. The respondents were all helpful and filled a form that includes their emails, mobile
phones and job positions to easily contact them to arrange time for the interviews (see appendix
1).

Time Arrangement.

An arrangement had been made to conducting the interviews for most SLA’s respondents by
mobile phones. date and time were setup prior each interview. The employees with their
directors were very supportive, friendly and were able to provide information required. In RLA
the researcher initially had difficulties to setup and arrange interview time with few employees.
After constant chasing up, the time arrangement was received from the respondents as the

researcher had to liaise directly with the Chairman of RLA. After each interview. In both LAs,
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some of the dates and times were shifted, as requested by the respondents due to other important
commitments, but it was able to work around this as the researcher had made arrangements for

re-scheduled appointments.

Gaining the Respondent’s Cooperation.

“It may be beneficial to send an advance email or letter with a brief research description.
Regardless of how the respondent is initially contacted, the researcher should inform him or
her of the researcher’s purpose and intent of the research” (NDRI, 2018, p63). To better utilize
the interview and enable the respondents to assemble their thoughts beforehand; arrangement
was made by mobile phones to each respondent before the interview to remind them of the
background of the study and explain to them why their opinion is important for this research,
to ensure consistency across interviews. This also done by sending emails to the respondents
includes same description about the study and the same explanation about why and how he or
she was selected as a respondent. Regarding anonymity and confidentiality, the researcher
assured to keep their personal details anonymous rather than publishing them in this research.

Next points were sent to each respondent with the following information:

= The researcher’s name and his details.

= Purpose of the research.

= The estimated time required to conduct the interview.

= Assurance was given to them that there is no risk to participate in the interview and agreed

that it would remain confidential.

Eighteen interviews were undertaken with the respondents who were chosen across the staff-
management level from both LAs covering the three dimensions Technology Deployment
dimension, Organisational Capability dimension and Process Efficiency dimensions. Most of
employees with and directors were very supportive, friendly and were able to provide

information required.

After each interview, the researcher wrote a transcript for the whole interview then sent it back
to the interviewee to ensure that there was agreement about the context of the subject.
Furthermore, this allowed the interviewee to state whether or not was satisfied with procedure
of the researcher and ascertain if he/she wanted to omit or add any information. The average

of the interview time was 2 to 2% hours and the interviews were conducted face to face and
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separately except from seven interviewee from RLA were interviewed separately over Skype
due to private circumstances.

The respondents who were interviewed were profiled beforehand to ensure that they had
sufficient experience. The interviews were sufficiently in-depth to generate a significant
amount of data saturation as the researcher noticed that the interviews tended to be repeated
points that already mentioned rather that raise new challenges. Yin (2003a) also confirmed this
as he pointed out that after the tenth interview, subsequent interview tends to be repeat points
rather than raise any new ideas. At each interview an introduction was provided to introduce
the researcher and his study to the respondent. He provided an overview of the study,
information on data use, and any assurances about confidentiality. He also offered the
respondent an opportunity to ask questions about the study. The researcher starts the interview
by trying to understand the interviewees’ roles and responsibilities and their knowledge of
eGovernment in general, before going into depth of the interview and make the interviewees

feel relax and to gain their support and confidence throughout the interview process.

Overcoming Common Barriers.

Barriers to the interview existing in the respondent’s mind need to be overcome. The researcher
had taken the initiative to address those concerns. Knowing how to address concerns help to
avert refusals. Having brief, prepared answers provides enough information to gain cooperation
without sacrificing considerable time with lengthy conversations. Table 4.7 provides some

common concerns expressed by few respondents where addressed.

Table 4. 7 Overcoming Common Barriers.

Barriers Action taken

The purpose of research was given and explanation to remind
I’m not interested ) ) o
them that it’s an opportunity for their opinions to be heard.

I’m too busy. How long will this take? Schedule of other convenient time was discussed and agreed.

o Reassurance that the researcher wanted their opinion and that
Fear of being inadequate )
there were no right or wrong answers.

] . The researcher reiterated why the research is important and
Have a negative reaction to research ] ) )
provided more information on the research.

Assurance was given to them that there is no risk to participate
in the interview and agreed that it would remain confidential.

Confidentiality concerns Clarification that their answers will be combined with other
answers from others and presented in aggregate form; no names

will be reported

95



A New Model for eGovernment in Local Level Administrations

45.2.4 Interview Recording and Transcription

Note taking increases the respondents’ attention to what is being said. Saunders et al., (2003)
pointed out that the interviewer can rarely take notes fast enough to record exactly what was
said, and also may hamper the flow of information because interviewees may become fearful
or curious about what the interviewer is writing. Such problems did not occur during this
research because the researcher paid attention more to the interviewees’ comments and relied
more on the tape recording. Stewart and Cash (2006) argue that using tap recording allows the
interviewer to concentrate on the interview. This enables the interviewer and interviewee to
relax and focus on what is being said and implied. A digital audio recorder was used through
all interviews (except for two interviewees who did not accept tape recording). The interviewer
experienced none of the problems mentioned above because the researcher checked the tape

recorder before each (Appendix 4).

4.5.3 Documentation Analysis

Document analysis is an important research tool and is an invaluable part of most schemes of
triangulation. The detailed examination of documents took a variety of forms from the written
word to articles. Documentation provides historical circumstances. According to Oates (2006),
documents can be classified as found documents (already existing documents in organisations
such as personnel or public records) or research-generated documents (created by the
researcher for the purposes of the research such as notes and images). However, for this
research study, different documents from different sources were collected such as papers,
archival records, eGovernment strategic plan and progress reports, including other documents
that provide information in respect of the background of the case study organisations (see Table
4.8).

Table 4. 8 E-government Documents regarding Libya

Type of document Topics No Source
e  Vision statement for Libya’s government
eGovernment initiative )
workshap reports e eGovernment Future plan ) SLA archive

e The goals of eGovernment in Libyan
organisations

Libyan Audit ) )
Libyan Audit bureau report 2018 1 Libyan Audit bureau
bureau
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Towards eGovernment in Libya

Libyan Quarter national strategy for ICT industry General Authority for

eGovernment . . 2 communication and
The importance of Internet services

Initiative Key factors for the success of Libya's electronic informative
program

The documents were used as complementary sources of evidence for data collection and helped
a great deal in revealing meanings and discovering insights. The researcher was able to derive

a valuable background information on the history and operation of previous IT projects.

45.4 Site Observation

Observation is one of the research instruments used in case studies, Yin (2003a) divided
observation into two main categories. Direct observation and respondent observation, direct
observation takes place when the researcher makes a visit to the case study site to observe the
activates within organisation. On the other hand, respondent observation takes place when a
researcher considers him/her self as an active by assuming a variety of roles. As the observation
is an important tool, the researcher found it useful to bridge certain gaps and reach data
saturation. The researcher conducted field trips to the SLA and RLA. The research visits were
successfully carried out to obtain first-hand information about certain issues and gave the
researcher the opportunity to meet some employees including decision makers. The researcher
carried out two site visits for the purpose of observation for both case studies. However, before
conducting any observation session, the researcher was able to agree with the departments on
certain dates. In both cases, the researcher was allowed to obtain and look at documents, meet
and build personal relationships with many employees.

The researcher identified certain issue that was not clear from interviews; the researcher listed
issues and identified departments that the observation is mostly needed. Due to time limitation
of the research and some other issue related to the LAs, the researcher was able to carry out
two observations in both LAs. Departments had been observed was community and services in
SLA and RLA and the missing information and misunderstandings that took place in using the
interviews was information regarding Process Efficiency dimension (how long and accurate an

activity took to perform in community and services SLA and RLA).

The researcher was able to observe and write down the tasks that given to certain employees:
e Time of same tasks to be completed.

e Business process documentation.
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e Procedure to complete same task.

4.5.5 Triangulation

Case study is known as a triangulated research strategy (Creswell, 2013). Triangulation is a
tool by which data can be validated, and they are the protocols used to ensure accuracy and
alternative explanations. Triangulation arises as an ethical need to confirm the validity of the
processes and to overcome the potential bias. Triangulation is a standard for data collection in
case study research, which consists of the combined use of different methods to carry out study
on the same phenomenon in order to substantiate the theory. Triangulation could either be a
combination of qualitative and quantitative approaches within a single method, or a method
that is neither purely qualitative nor purely quantitative. Multi-methods are useful when
developing analysis that results in a richer data. McClure (2002) has identified interviews,
observation, and documentation as effective strategies to use in qualitative studies. It is argued
that an appropriate application and evaluation of information collected using these methods
would result in effective outcomes, within the context of evaluating eGovernment

implementation process.

In this research, triangulation had been achieved by using more than one method of data
collection. Interview transcripts and documents were combined in order to obtain a broader
view. The use of multiple sources of evidence allowed the researcher to address a broader range
of issues. Especially for case study research, it is a major strength to use many different sources
of evidence (Yin, 1994; Golafshani, 2003).

During the data analysis, the researcher used what was available from the documents within
SLA and SLA. However, similar findings were produced from these different methods, which
provided corroboration and reassurance for the researcher that the findings and conclusions
were convincing and accurate. Some of the departments provided reports of technical issues
for the past years as evidence of a lack IT infrastructure. The researcher used these reports and
combined them with interview transcripts. Other processes provided documentation such as
refusal letters from the top management of SLA indicating that funding was limited, and

training courses would not be provided.

All these documents were used as reassurance for the researcher that the findings were accurate.

Figure 4.2 illustrates findings from different sources:
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Figure 4. 2 Convergence of Multiple Sources of Evidence

Observation

Interviews Findings Documents

4.6 Data Analysis

Data analysis involves examining, categorizing, tabulating or otherwise recombining the
collected data with the aim of achieving research objectives (Yin, 2003a). However, before
discussing the data analysis that were used in this research, it is important to outline a general
technique for the data analysis. The role of the technique was to help the researcher to choose
from among different techniques and to complete the analytical phase of the research
successfully. The technique of data analysis in this research was based on content analysis,
since content analysis uses a set of procedures that ensures valid inferences. It helps to tell the
story of the data through analysing its content and identifying main ideas. In this research,
dimensions, factors and sub-factors had already been highlighted in the initial model and were
coded. The researcher started to read through all the collected data (interviews, official
documents and observation notes) with the aim of creating a rich picture of eGovernment
including its challenges suggested in the model. Then the data were matched according to the
sub-factors that belongs to each factor in each dimension (TOP) identified by the initial model.
Any new sub-factor was separated and added to their respective factors and then added to the
respective dimension. The analysis allowed the researcher to identify new factors which were
used to revise the model.

As discussed above, the researcher used a combination of resources to collect the primary data,
including: interviews, documents, and observation. This data was then analyzed following the
analytical steps suggested by Creswell (2009) and illustrated in Table 4.9 The data analysis is
an iterative process, and by moving backward and forward between the analysis steps a
researcher obtains a better understanding and explanation of data (Abdalla and Fan, 2012,
Creswell, 2009). Therefore, a number of iterations were made during the analysis process

especially between the steps 1, 2 and 3.
Table 4. 9 Data Analysis Steps

Coding Steps Description

1. Preparing data for analysis Organising the documents and observation notes
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Prepared tables according to the pre-coded set of factors

Reading through all the data

The researcher went through the interviews for each dimension and

wrote the general idea

Decide the level of analysis

Word, set of words and phrases all accepted to constitute a

concept

Decide how many concepts to

code for

Although there was a pre-defined set of codes, great flexibility was
introduced during analysis and new concepts were accepted for

coding.

Decide whether to code for
existence or frequency of a

concept

The coding is for frequency as it indicates the importance of the
factor, but since most interviewees are decision makers and

expertise, concepts with one existence were not undervalued

Decide on how to distinguish
among

concepts

The scheme of coding had a high level of generalization. Words
around, or with the same meaning, are coded under the same

category

Develop rules for coding your

texts

One rule was created for translation to assure consistency:

- Revise translation with professionals

Decide what to do with

irrelevant information

Irrelevant information is simply ignored in this analysis

Code the texts

This was done manually by the researcher as neither the number of

concepts nor the number of interviews were too large to manage

Chapter five report on the background to the case study organisations and the empirical data
analysis of these case studies in more details.

4.7

An ethical consideration refers to the ethical principles that are used when tackling a particular

Ethical Considerations

issue. Ethics are codes or rules which govern those practices of a profession. It dictates how
information and client’s relationships should be managed. Ethical considerations occur when
a researcher is required to use these rules to better serve the respondents. Research ethics is
significant as it relates to the behaving in appropriate manner when embarking on research
study bearing in mind the rights of those who become the subject of research work or are

affected by the work.
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The standards in ethics require that respondents must be respected and given maximum
protection, especially where the respondents refuse to answer any part of the questions. The
ethical requirements were met by the following procedures:

1. Making respondent aware of the research aim prior to the interview.

2. Assuring their privacy and anonymity.

3. Giving them chance to withdraw from the case study.

4. Giving them another opportunity to back out of the research during the review of the
interview notes, by either modifying the interview notes or deleting any unwanted part of
the interview notes/questions.

5. The interviews are conducted in their respected offices or at any protected avenue that they
consider.

6. The researcher keen to behave in a manner that would not harm the integrity and reputation

of the interviewees or the organisation.

In addition to the above points, the researcher clearly explained to the respondents the aim,
purpose and objectives of the research study; this would enable them to decide whether or not
they were willing to participate, as transparency is often observed as vital part of validating
any collection of data from the respondents (Ghauri and Gronhaug, 2002; Saunders et al., 2003;
Yin, 2009).

4.8 Validation Method

This section discusses the validation procedures adopted to ensure the quality and rigour of the
research findings, and the usefulness of the developed model. This is done by discussing one
of the well-known strategies that confer rigour on qualitative analysis, and how they were
adopted in this research. The strategy was a respondent validation strategy, which was used for

validating the model (Barbour, 2001) see Figure 4.3.
Figure 4. 3 Model Method

TOP Model j
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4.8.1 Respondent Validation

The use of respondent validation ensured stability. Long and Johnson (2000) stated that
checking the results on completion of data collection, or of the whole study with the
respondents, would meet the requirements of reliability. The researcher used this technique to
cross check the research results with some of the senior officials from three different
government organizations (SLA, University of Tripoli and the e-Libyan program) whose
reactions to the findings helped taken into consideration. However, the researcher did not
disregard his own findings in favors of those respondents, he rather considered their opinions
as further interpretations and suggestions for improvements in explanations of the findings. It
should be noted that data collection for the validation process was not solely from new
interviewees; there was also a return to some of the original interviewees again, but this time
to validate the findings of the model. This approach is advocated by Long and Johnson (2000)
who recommended respondent validation as a check on the accuracy of the findings with
members of the studied group. The respondent validation process was undertaken after the
development and application of the model for the case studies. The total number of the
discussion sessions for the validation was three (see Table 4.10). The researcher conducted the
individual discussion for each participants after he agreed with all the participants on a certain
date and time, it was agreed that the discussion will be conducted using Skype as it was hard

for the researcher to travel back to Libya due to political conflict.

Table 4. 10 Interviewees for the Validation Process

No Job Role Organisation
1. | Member of e-Libya committee e-Libya Program

2. | Deputy manager/ Statistics and Information Technology SLA

3. | Academic staff / Information technology University of Tripoli
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Three discussion sessions were conducted over one month, each session lasting for at least two
hours. For each discussion session there was a brief presentation about the research
background, the subject to be validated, and there was a clarification regarding the session’s

expectations. The respondent validation was based on the following:

= The validation of the categorization of the dimensions and its elements.
= The validation of the maturity levels and its definitions.

= The application of the maturity level in each process

A document containing the TOP model, and a brief of the case study findings, was sent by
email to the respondents two weeks prior the interviews. The document also briefly described
the case studies and the overall results for the revised model alongside with maturity levels for
each department within SLA but there was no access to RLA due to political conflict at the
time of the validation. The reason for sending this document to the respondents was to allow
enough time to review all the relevant information and to explore the model and give their

feedback and evaluation during the discussion session and discuss their opinions.

4.9 Chapter Summary

The aim of this chapter was to set out and describe the research methodology and design, and
the analytical techniques used, and to propose a rationale for an appropriate methodology for
this research. The research philosophy in this research was based on interpretivism which
generally seek to describe, understand and translate phenomena through meanings that people
assign to them in order to comprehend the context of information system and enables

understanding of deeper structure of phenomenon within cultural and contextual situation.

As the research does not include statistical or empirical calculations and rather requires an
exploration and explanation of detailed in-depth data, the research approach was based on a
qualitative method which supports fieldwork where the researchers can observe behavior in its
natural setting. The chapter also included a discussion of research strategy and selected the case
study protocol which is usually used as a tool for an action plan with more than the survey
instrument, thereby setting procedural rules and regulations for gathering of data. In justifying
how multiple case study research is the most suitable approach, the researcher selected two
LAs with different size as case representative. This chapter also included a justification that

interviews, documentation analysis and observation is the best data collection strategy for this
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research as well as content analysis to explore these data. Finally, the validation method of the
model was discussed and the selection of respondent validation as a method of validation

justified. The next chapter presents research findings from the case studies.
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Chapter Five — Case Study Findings

5.1 Introduction

This chapter presents the case study background and the findings of the studies conducted in
SLA and RLA to establish the implementation of e-Government. Case study interviews were
undertaken, which covered all the three dimensions (Technology Deployment, Organisational
Capability and Process Efficiency). The chapter is divided into five sections. Section 5.1
presents an introduction to the state of Libya. Section 5.2 provides information about Libyan
local authorities and its managerial structure. Section 5.3 investigates the TOP model factors
(discussed in Chapter three) that are influencing eGovernment in LAs. Section 5.4 presents a

summary of the chapter.

5.2 The State of Libya

Libya is located in North Africa on the coast of the Mediterranean Sea. It is bordered on the
east by Egypt; on the south by Sudan, Chad, and Niger; and on the west by Algeria and Tunisia.
Libya’s total area is 1,759,540 square kilometres of landmass, which is approximately three
times the size of France (See Figure 5.1). The current population of Libya is 6,526,626 based
on the latest World Bank estimates (World Bank, 2017).
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Figure 5. 1 Map of Libya
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5.2.1 The Economic Context in Libya

The Libyan economy depends mainly upon revenues from the petroleum sector

, wWhich account

for over half of GDP and 97% of exports. Libya is considered to have the largest proven oil

reserves in Africa and is an important contributor to the global supply of light crude. Apart

from petroleum, the other natural resources are natural gas and gypsum. The International

Monetary Fund estimated that Libya is expected to expand 55 percent in 2019 from the
previous year due to the recovery in oil production. GDP annual growth rate in Libya averaged

4.95 percent from 2000 until 2018, reaching an all-time high of 104.37 percent in 2012 and a

record low of -62.10 percent in 2011 (Trading Economics, 2019). The World Bank (2018)

defines Libya as an upper middle-income economy, along with only seven
countries giving Libya one of the highest per capita GDPs in Africa.
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5.3 Libyan Local Authorities

The important role of local authorities is not a new phenomenon in Libya. Local governance,
exercised through popular committees, was present during the rule of Muammar Gaddafi from
1977 to 2011. In 2012 the Interim National Transitional Council adopted Law No. 59 of 2012
which affected the local authority system. Law 59 helped define the role and duties of local
authorities, determined the powers given to governors and mayors, and decided the amount of

financial resources to be allocated to provinces and municipalities (Ayan Libya, 2012).

Local authorities have been set up in Libya and their members are directly elected for the first
time in 42 years. Local authorities fall under the purview of the Ministry of Local Governance.
However, the duties and activities of local authorities should be reinforced. As of January 2017,
more than 20% of Libya’s forty local authorities suffered from political instability and the
consequence was in some local authorities elected local officials have been replaced by military
figures to reinforce the stability (Ayan Libya, 2018).

Local government is an important level of government; its policies and programs impact
citizens, businesses, and other stakeholders on a daily basis. Therefore, local governments
should be seen as the cornerstones that render services in defined geographical areas, primarily
because of the inability of central government to attend in detail to all the requirements of

society that have to be satisfied by a government institution.

5.3.1 Structure of Local Authorities
Process mapping suggests that there are five main processes (departments) operating at every
LA and responsible for delivering the services to their stakeholders (see Figure 5.2). These

main processes are as follow:

* Procurement management

The procurement management process is responsible for the purchase of supplies, services and
constructions in support of the LA's business. Many activities are undertaken in this process
including invitation to bid, requests for proposal, requests for quotations and the issue of
contracts, as well as information about inventory and stock. The process is of significance
because of the responsibilities and accountabilities in the expenditure of public funds. The
process runs competitive bidding procedures by the MLA, regulations and laws. Projects and

requirements for an LA vary widely and thus rely heavily upon businesses and, in some cases,
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citizens or other governments to meet its needs. The authorities encourage businesses to
participate in the various bidding processes offered. The process is required to lead, manage
and develop its sub-processes to ensure it achieves the highest possible standards of excellence
in all its activities. Therefore, staff are employed in the process who monitor the work. The
structure of the process follows a traditional hierarchical and rule-based management, which

no longer produces efficiency in the new information era.

= Legal Affairs management

The legal affairs management process runs many activities including the supervision of all legal
matters involving LA and its entities, to keep pace with the progress achieved by the LA in
economic, social and developmental fields. The inspiring vision of the legal affairs
management is excellence in government legal work and its mission was to enhance the level
of legal services provided to those dealing with the process, in line with Libyan laws and
practice. The process receives and considers all complaints and claims lodged against
government entities and aims to seek amicable settlement of these. It also represents the
government and government entities in claims and disputes before competent judicial entities
and tribunals. The process has the authority to regulate the advocacy and legal consultancy
professions. This includes licensing of advocacy and legal consultancy firms to operate in the
LA, registration of advocates and legal consultants on the roll, qualifying and training
advocates and legal consultants in all legal disciplines through training courses, programmes
and workshops.

» Human Resource management

The human resource management process role is to plan, develop, and administer policies and
programmes designed to make expeditious use of the LA’s human resources, and concerns
itself with hiring, motivating and maintaining people for the duration of all other processes, to

ensure that human talent is used effectively and efficiently to accomplish the LA’s goals.

=  Community and Services management
The community and service management process is the largest process and provides services
including, but not limited to: water services, taxation, billing, waste, housing, civil status,

electric, etc.

» Financial management
The financial management process controls all financial functions of LA processes. The

process is responsible for the management of the LA’s cashflow and ensuring there are enough
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funds available to meet the day-to-day payments, as well as the day-to-day transactional
accounting for the business. This includes the tracking of all transactions and the management

of LA reporting.

Sabratha Local Authority
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Figure 5. 2 Libyan LAs Functional Structure (left) and Main Processes (right)

Source: Ayan Libya (2018)

5.3.2 Case Study 1: Sabratha Local Authority

The first organisation selected was SLA. The city is located in the north western part of Libya
70 kilometres east of Tripoli, on a point of rocky land projecting into the Mediterranean Sea.
The city was the westernmost of the ancient "three cities” of Roman Tripolis, and the
population numbers 152,521 people (Ayan Libya, 2018). SLA provides a large number of
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different services to its stakeholders (citizens, businesses, governments). The most important
services are water supply, sewage collection and disposal, refuse removal, electricity and gas
supply, health services, roads and storm water drainage, street lighting, parks and recreation,
taxation, licenses, schools etc. SLA is keen to provide affordable services in a sustainable way

to all citizens, businesses and governments

5.3.3 Case Study 2: Rujban Local Authority

The second organisation studied is Rujban Local Authority. Rujban is a small city which lies
on the chain of Nafusa mountain more than 150km south-west of Tripoli and it is inhabited by
18,000 people (Ayan Libya, 2018). The LA have less financial and administrative powers
compared with bigger local authorities such as SLA, but they have responsibilities also in
planning and administering a number of core services for its stakeholders. There are four
processes which have been investigated in this case study which are: the procurement
management process, finance management process, human resource management process, and
community and services management process. As in SLA, these management processes are

located in different buildings across the city.
5.4 Factors Influencing eGovernment in LAs

5.4.1 Case Studies: Technology Deployment Dimension

This section aims to discuss and analysis the case study findings regarding the technology
deployment dimension. This encompasses those key technological issues that affect the
implementation of eGovernment from a broader perspective. This section includes the factors
which have been defined in the conceptual model in chapter three: Software and Hardware,
Communication, Security and Privacy, System Compatibility. As previously mentioned, these
factors are deemed essential for eGovernment adoption in the context of a developing country.
The analysis of the interviews revealed that all 9 respondents believe the technology
deployment dimension is very important and considered as the backbone of e-Government.

= Software and Hardware
The study findings emphasise the importance of upgrading software and hardware within LAs
to enable LA processes to participate in the eGovernment project. According to the MLA IT

plan:
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“the importance of software and hardware tools is highly prioritized, and the MLA is

planning to replace and upgrade the old gadgets and install new ones”

The plan’s objectives seek to address the lack of modern technology within LAs by
modernizing and automating the services and tasks in LAs in Libya. The scope of the plan is
five years and the MLA strives to build automated services in each LA and enable them to

reach and access ICT services easily and utilize them effectively.

The plan was criticized by many interviewees from both SLA and RLA,; for example, S2 said:
“We really face big challenges with regard to the plan, because it was introduced in
2008 and until now we have not had any upgrades of the software and hardware in our

processes, it seems to be unable to implement such a plan in such a situation”

In both LAs, software technology deployment can be seen in the processes as illustrated in
Table 5.1. However, these technologies were implemented more than a decade ago, as S6 stated
that:

“MLA provided LA’s hardware and software tools in 2007, it hasn’t provided us with
new tools since then or support to overcome these issues”
He also stated:
“we always have issues oOf fund with both software and hardware to upgrade
them”
In addition, some interviewees mentioned that one of the challenges facing eGovernment
adoption is that the software are inadequate to work on a network, and the operating systems
installed on the computers were also inadequate for which Microsoft has already stopped

support. It is also noted that hardware tools cannot host new software. For example, S4 said:

“Although there were enough hardware and software tools, they were inadequate to

host new software and failed to deliver on process requirements”

In regard to software packages, they are preferred by many organisations because there are
easily adapted to their needs with little set-up time. Both LAs have purchased off-the-shelf
software packages in order to facilitate the work within their processes. However, these

software packages have never been used by the staff as a senior R8 explained:
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“We had purchased off-the-shelf software packages, such as Accounting software
application (Sage) but unfortunately no training was given to the staff to use it,

therefore it was abandoned and never been used, and this is the case also with

Microsoft Outlook™

Table 5. 1 Technology Deployment in LAs

Description and Local Authority
Software o Weaknesses
Characteristics
The purchasing system
) managed the entire acquisition
Purchasing o
process, from requisition, to
System
purchase order, to product
(In house) )
receipt, to payment. It used an | Isolated systems
Access Database and Visual | Manual work was required
Basic Platform before data entry into the
The system was used to avoid | systems.
product  overstocking and | The systems ran under the
Warehouse outages, and for organizing | Windows application platform
Management | inventory data which was | and didn’t support .Net
System hitherto generally stored in | Framework. SLA
(WMS) hard-copy  form  or in
(In house) spreadsheets. It uses an Access
database and Visual Basic
Platform
One-way communication. The
website makes information
) ) ) available, but there was no
) Simple information .
Website ) o capability for the user to
dissemination
search, enter data or access
authority systems or databases.
The Payroll software is dealing ] )
) ) Manual work is required
with payments, paying wages )
o before data entry into the
Payroll and printing statements. The RLA
) ) system. does not support .Net
system is located on isolated
Framework
computer
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Civil Status
Management

System

The

designed for data archiving and

system is specifically

provides all the capability
necessary  for  effectively

archiving,  managing, and
randomly accessing data. It is
used to manage civil status
(Births, Death, marriages). The
birth

certificates to the citizens in

system produces

easy and proficient way.

Manual work is required
before entry data into the

system.

In-house system and windows
form application and does not

support .Net Framework

HR
Information
System
(HRIS)

The system is used to manage
the HRs functions of the local
government. It has the
capability to maintain
employment records of all staff
and

members, provides

management information
regarding metrics on local
government’s staffing,
performance management, and
benefits activities. Benefits have
included improved information
and

accuracy improved

decision-making effectiveness.

The system runs solely within
the HR department, and
manual work is required before
data entry into the system.
This in-house developed
system runs under the
Windows form application,
which does not support .Net
Framework.

The system is not available
online via the internet. There is

no web interface.

The above discussion confirmed that software and hardware tools within LAs are a significant
challenge which is consistent with what has been illustrated in the conceptual model.
participants also mentioned that an information and data is important challenge in
eGovernment project. In a large government organisation such as an LA, it is easy to observe
that there is a problem in capturing, storing, archiving, sharing and managing data. IT
professionals who understand that eGovernment is about handling information believe that

without standard classification of information and documentation, it is very hard to realise the

benefits of e-Government. For example, S9 said:

“it is important to build strong and powerful database systems, refine public data and
carefully manage information that distinguish between shared data or confidential data
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otherwise eGovernment will be meaningless, and the public sector will have poor levels

of effectiveness”

He also said “there is always issue is data mismatch”
According to the comments of a number of IT professionals, the quality of data in the LAs
sector suffers from a variety of problems. The accuracy of data can be very low, or old and not
regularly updated.

This was also highlighted by the S4:
“Data was formerly frequently kept in and often not shared among other processes due
to its proprietary, non-portable format or the inability to import/export data, He
continued it also important to distinguish between information that can be revealed to

the public and information that meant to be sensitive”

Participants also indicated that eGovernment requires cooperative effort to share data and
knowledge. They assert that collaboration between processes and among other LAS is a
significant factor in the adoption of e-Government. The findings showed that the lack of
collaboration among LAs in terms of shared data and knowledge means that each process relies
heavily on its own endeavours to conduct and accomplish day-to-day tasks. Participants
explained that information and knowledge reside in the database, and in employees’ minds. R8
said:

“The culture of sharing knowledge and information does not exist in the public sector

and this will work as a barrier to an eGovernment project”

Participants from the case study LAs were however able to identify that sharing knowledge
and information is additional challenge, which was not included in the conceptual model. This

challenge is considered to be new challenge that can affect eGovernment adoption.

=  Communication

Researchers such as Helbig et al. (2009) and Janssen et al. (2009) indicate that the
implementation of client server networks makes a strong foundation to build a single
eGovernment portal and provide a seamless, automatic and real-time communication between
systems at back office and between process levels, which enhances the workflow across

departments.
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In this regard, the IT experts from both LAs claim that communication is the most important
and challenging component for implementing e-Government. Further, they argue it is the first

step in bridging and narrowing the gap between citizens and LAs particularly within rural areas.

The empirical data found that, within most of the processes, in both cases a client/server
network was available, and employees can share software, information and data located on the
server, as well as the ability to share hardware (two printers). However, these networks work
solely within specific process areas and there was no access to other processes. Further, there
are also many issues that make the network down most of the time. As Expert staff/ IT Support

said:

“One major disadvantage of networking was the breakdown of the whole network due
to an issue of the server; this was always happening due to lack of trained staff, the

issues also caused by misuse of the Windows server active directory by staff".

Another issue mentioned was that the cost of purchasing and upgrading the Windows server,
which required more resources for the machine to operate properly
“Usually purchasing software will also involve upgrading the hardware. For
instance, many software products require more internal memory and a faster
powerful processor, and these needed budgets. It also requires several updates and

security patches, usually referred to as service packs”.

The LAs across Libya need a reliable, fast internet connection. Slow internet speeds cannot
only impact employee productivity but the quality of customer service you offer can be

impacted. R2 said:

“The internet is vital for day to day operations such as accessing emails and file
transfers. With a dependable fast connection, eGovernment can provide e-services

and boost productivity”

However, S2 IT consultant stated that a poor or slow internet service, including a slowly

loading website, will turn customers off. He said:
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“nowadays most businesses rely on internet-based applications, but in our LA the
internet connectivity was unreliable and at low speed; the issue with the internet was

also caused by the power cuts that have happened all the time since 2011

= Security and Privacy

eGovernment deals with highly sensitive information, which must be protected from hackers
and internet criminals. Having a secure eGovernment system was given great attention by the
participants as security issues are one of main obstacles facing the LAs’ information and
database. The MLA made a step forward and established a plan for information security. The
plan is always to keep information safe and secure, as well as developing and determining
security standards and measurements. However, this plan was neglected as a member of

Technical committee stated:

“I was a member of MLA technical committee to introduce a security plan to keep
information and data safe at all times in LAs across Libya. The problem is that, after
we introduced the plan, it was neglected due to the country situation that affects the

financial support”

The study findings of this research indicated that security and privacy in LA processes are still

far behind what is necessary to host the eGovernment project. R6 said:

“The necessary background to deal with security problems threatening our computer
networks, application systems and public information is still low among employees in
LAs”

Another IT expert S10 also said:

“employees lack the required knowledge and awareness of information privacy and
security, this can cause a lot of harm, therefore LAs and other public organisations
should work together to tackle the problem”. He also added “As yet no major security
incidents have been reported. This is mainly because employees have limited online

access”’

According to the interview, there was outdated security software installed on the machines;
this was a possible danger that might exploit a vulnerability to breach security and cause

potential harm. This was highlighted by S9 who said:
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“the security software installed on our machines is outdated, and there is not a disaster

recovery plan to protect the process data”

The participants also mentioned that the importance of having security infrastructure such as
Public Key Infrastructure (PKI) which is a framework of encryption and cybersecurity that
protects communications between the server (website) and the client (the users). R6 who is a
member of the technical committee said:

“this is very important because there is a deeply held belief that all government
information is vulnerable and exposed”
The MLA IT plan, which was produced by the technical committee, emphasised the need to
establish long term security infrastructure, to achieve this; the technical committee has planned
two main milestones: a secure authentication system and a secure payment gateway. S2 who is

a member of the technical committee emphasised the need for PKI and said:

“PKI will offer encourage both government and citizens to use eGovernment because

it will provide security, privacy and information authenticity”

There are many important applications that must use PKI in terms of eGovernment services, as
many participants mentioned. For instance, secure emails messages, protect websites where
PKI can be used to authenticate users and perform security transactions. In addition, it can be
used for electronic signatures which can be added to documents and forms; and more
importantly, to secure and safeguard interaction between computers. There is no doubt that
having such a security infrastructure will help the eGovernment developer develop more

transaction services; this will also increase the trust of citizens when using e-services.

The study findings indicated that participants from the case study LAs were however able to
identify that PKI is an additional challenge, which was not included in the conceptual model.
Therefore, this challenge is considered to be a new sub-factor relating to security and privacy

that can affect eGovernment adoption.

= System Compatibility
The development of system compatibility (interoperability) at LAs level is a milestone to
enable interoperability across different processes or different LAs. System compatibility is

defined as the ability of two or more systems or components to exchange information and to
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use the information that has been exchanged. Participants in this study emphasised the
importance of building system compatibility that can be used in the whole public sector. In
addition, the study indicated that IT infrastructure built within LAs do not adhere to specific

standards and therefore lack system compatibility.

It should come as no surprise that government organizations usually have mixed views or what
was sometimes referred to as heterogeneous computing environments. But with so many
disparate systems, the issue of compatibility has become increasingly important. Many of these

issues required access to data or transactions on existing systems. For example, S10 said:

“Each LA’s process selects technology in accordance with its requirements and needs,
... For example, we have different database types across SLA processes; for example,
staff working in other process areas send their data to us on USBs because some of
them use Access database in their systems and others use Paradox database, but we

use SQL database, this makes us work so hard to match their data to ours”
R2 also indicated that:

“We understand that without uniform standards overall eGovernment effectiveness

cannot be achieved.”

He further explained that the technical committee, in collaboration with the MCI, formulated
many committees for setting hardware, software, training and information security standards.
However, these committees have not issued any IT standards that unite systems between

processes and across LAS.

R8 Software developer indicated that the development of system compatibility at process level
was a milestone to enable compatibility across different processes. He underlined the

importance of building system compatibility that can be used across the LA.

The research findings suppose that most of the factors and characteristics identified as
influencing eGovernment implementation are similar to those discussed in the conceptual
model and there were not any additional sub-factors identified in regard to system

compatibility.
Findings
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From the technological perspective, the initial factors that were proposed in the initial
conceptual model were found to be relevant and important for eGovernment adoption and
participants asserted that would affect the development of eGovernment projects in both LAs.
For example, in terms of hardware and software factor, in both LAs the technologies were
available within the processes; however, they were old and outdated technologies, the bespoke
systems were isolated and works only on one or two computers. Manual work was required
before data entry into the system. The system ran under the Windows application platform and

didn’t support .Net Framework.

The analysis also revealed why these IT systems fail to deliver a good service within LAs. The
IT staff who developed these systems carried out automation before process redesign which is
a common problem with IT projects that the system is designed around processes as they are,
rather than around processes as they should be. Developers are unwilling to put the serious

design effort in up front and want to get right to the programming phase as R2 mentioned:

“the systems were developed without understanding the whole problem which means

the developers go straight for coding rather than investigating the whole issue”

Other reason which is also related to automating before redesigning is that developers suddenly
realize that the data they are working with has to be moved from the old system to the new

system and that it cannot be done easily as S4 stated:

“We realized that we have old data from the old system that does not much the new
system which made us work hard and spend more money to convert it to become

accessible”

In terms of communication, although most of the processes use a client/server network, it was
not facilitated to share data and information between computers. In addition, there was no
access to other processes via the network and the internet was unreliable. Security and privacy
remained an issue as basic security software was installed on the server, and security policies
were not implemented, nor disaster recovery was in place, and data back-up was not scheduled
on a regular basis. The compatible operating system was installed; however, these operating
systems were outdated (Windows 2000 and Windows XP); there were also incompatible

databases between the processes, which remained an issue in data exchange.

120



A New Model for eGovernment in Local Level Administrations

The system compatibility issues have hindered the exchange of information and compatibility
between systems across the LAs. It is confirmed in the literature that system compatibility is a
major issue to be addressed by every eGovernment agency. The participants also highlighted
that system compatibility for future projects are also challenges from a technical perspective,
as the information systems have to be integrated with numerous other organisations. The
findings revealed that attaining system compatibility is a big challenge, especially as
decentralisation in MLA has led each LA to create its own policies and regulations that are
incompatible with one another and that in turn inhibits the interoperation of the entities.

Many participants emphasised the existence of these barriers on many occasions. S2 confirmed:

“Problems related to infrastructure limitations are always hindering the automation of
the process, the technologies that you mentioned in your study are the core of any IT
project and we faced many issues when the bespoke systems were introduced to the

process as there were always network issues, hardware issues and software issues”

The findings revealed that the technological barriers within the LAs would remain as a future
challenge too. These challenges prevent the LAs from fully benefiting from the eGovernment
projects as well as limiting the stakeholders from benefiting from e-Services. Additionally, the
challenge lies in the constant need to upgrade hardware, the security settings, the encryption
keys and algorithms. System compatibility or interoperability and multiple service delivery
channels for future projects is also a challenge from a technical perspective, as the information

systems have to be integrated with numerous other organisations.

The participants were also able to identify three important challenges in technology
deployment as illustrated in Table 5.2 that were not included in the conceptual model in chapter

three.

Table 5. 2 New and proposed Factors

Factor New/Predefined Source
Information Sharing New Interviews
Public Key Infrastructure New Interviews
Local Industry Partners New Interviews

5.4.2 Case Studies: Organisational Capability Dimension
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This section aims to discuss and analyse the study findings regarding the organisational
capability dimension. The study deals with those key organisational issues that affect the
implementation of eGovernment from a broader perspective. Therefore, this section includes
the factors which have been defined in the conceptual model in chapter three: Skills and
Capabilities, Organisational Culture, Top Management. As previously mentioned, these factors
are deemed essential for eGovernment adoption in the context of a developing country. The
analysis of the interviews revealed that all 9 respondents from both LAs believed organisational
capability dimension was very important and considered as the backbone of e-Government,
and the adoption of eGovernment requires LAs to have the basic organisational capability to

move towards a new eGovernment system.

= Skills and Capability
Many skills are required to run e-Government, including technical and managerial. All
participants agreed that one of the major areas of concern in public organisations is skills and
human capability development and they emphasise that this will require a sizeable training
programme, not only for LAs but for most of the country’s public sector.
S3, a Member of the Recruiting Committee said:

“Functional skills are necessary to make the employees comfortable with the new

automated systems”

and he continued:
"there was a lack of functional skills among employees to use computers at a basic
level; we only have a few employees who could use the in-house system, despite the fact
that some of our employees hold university degrees they revealed the weakness of

functional skills".

S7, an expert staff/Consultant and Adviser, also mentioned:

"despite the fact some employees hold university degrees and possess good
employability skills, however, the majority holds inadequate qualifications and
experiences and revealed a lack of employability skills such as communication, team

work and others interpersonal skills™.
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Regarding staff training, a member of the recruiting committee emphasized the importance of
staff training to enhance the productivity of the process. However, training programmes have
been affected by the financial crises that hit all public sectors due to the political situation. He
said:
“we had in the past a few courses, such as IT courses, performance management,
interpersonal and communication skills; these courses improved some employees’
skills, but the majority still need more courses. Unfortunately, the courses were stopped

due to financial crises caused by political situation of the country”.

The case study findings confirmed the importance of the employees’ training issues and this
has to be treated well and considered an important issue, mainly in relation to technical

employees that are involved in the development of the eGovernment project.

The case study findings identified new challenges to eGovernment adoption which were not
included in the conceptual model proposed in chapter three. The participants show that that
there is a limitation of capabilities in LAs and the top management at RLA have realised the
reason for this limitation, which is the LAs’ size, population and capabilities. For instance,
small size LAs always have a shortage of expertise in all sectors. R7, deputy manager of

community and services, highlights that:

“the challenge is that, we don’t have a forum where we get in collaborations and
discussions with a wide range of IT expertise and to share ideas, knowledge and

concepts because IT projects need collaborations from different expertise”
This was also highlighted by S1, a management and leadership specialist, who said:

“we don’t have a workshop or a forum that gathers employees and experts from the
private sector, mainly IT managers to come and discuss the efforts, and to feel that they

are part of these transformation efforts”

The findings also showed that participants from both LAs claim that consulting companies
such as IT, finance or business partners and other alliances are not sufficiently strong between
LAs and the private sector. A Member of Law Consultancy Team highlighted that to implement
projects such as e-Government, private companies should be encouraged towards taking part

so that eGovernment can benefit from their experiences.
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» Organisational Culture
The organisational culture is a complex issue within the public sector. The findings from the
interview revealed participants agreed that the impact and consequences of a culture

characterized by negative attitudes reduces the commitment of employees. S3 said:

“The value of time does not exist within the mentality of the employees in LA, a term of

‘Come tomorrow’ is a normal saying that a citizen can hear from employees”

S5 emphasised this by giving another example, he said:

“each employee was assigned 10 tasks but their commitment to finish their tasks by the

time scale has never been met and is still a big issue”.

Another issue related to staff commitment was absenteeism. For example, R1 an expert staff /
consultant and adviser mentioned that, after the revolution in 2011, RLA suffered from

absenteeism, which had negative consequences for productivity.

With respect to resistance to change, the research findings showed that there was fear and
resistance when new technologies were introduced due to mistrust or fear of weaknesses in

computer skills. This can negatively affect eGovernment projects, as R5 said:

“There was resistance to change among the staff to use technology, many of them
feared to use technology, the issue is related to their weaknesses in computer skills; for

example, the in-house systems were abandoned until we trained some staffto use them”.

R3, a member of the recruiting committee, emphasised that the attitude of the employees
towards technology was still an issue and fear of using technology within the process could be
noted. He said:

“due to limited training courses, our staff have always refused to use new procedures
and preferred to do their work manually, for example: when the in-house system was

introduced the first time, employees refused to use it".

S7 explained that the resistance took many shapes, such as prejudice by employees with
traditional views against new technology. He believes that introduction of modern technology

would lead to streamlining their services and eventually take away their jobs. He said:
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“Employees in our process resisted to accept technology and preferred to use
traditional way, He further explained when the new in-house system was introduced,

employees resisted its use, and they preferred to use traditional ways”

The findings from the interview also revealed certain important factors that were not included
in the conceptual model, and that may influence the adoption of eGovernment and need to be
considered and treated carefully. For example, issues such as power distribution, corruption,
reward systems. These challenges were mentioned by most of the participants and assert that
they could impede the implementation process of eGovernment or any other projects.

With respect to power distribution challenges, the participants indicated that eGovernment
implementation is influenced by power distribution as a result of organisational change and
shifts within the organisation. S1 said that:

“quick developments and changes that are happening within the government will cause
power distribution, and this is found to be a major challenge to the eGovernment plan,
we had this experiences in the past when we introduced in-house system and

rescheduled priories in the work”

S7, a member of law consultancy team, also claimed that eGovernment projects need
restructuring at a very high level of governance. Such a shift and change will result in
redistributing the power within LAs and redesigning jobs. Those consequences would lead to
changes of priorities and resistance to these changes. Therefore, eGovernment implementers
should plan this change and treat the changes as resistance to the eGovernment plan, or

otherwise it may lead to a project failure.

With respect to the corruption challenge, the participants mentioned that the move to new forms
of eGovernment system was a hard task, particularly in an environment characterised with
corruption, such as public sectors. They also mentioned that administrative corruption is one
of the fundamental issues in Libya. Corruption in Libya is a result of failed legislation and
administrative complications and it manifests itself in Wasta, flouting regulation and laws,

negligence and unequal provision of services (Libyan Audit Bureau, 2018).

Participants stated that for e-Government, corruption will be a major challenge to

implementation, especially in the field of tenders, some of which are granted on the basis of
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who has the greatest power and influence in the government. For example, hardware and
software bought in the past for the processes within LAs have frequently been below acceptable

standards because of corruption during the tender process. R5 said:

“decisions on tenders are often made before the competition or even before the
publication of the tender in the newspaper or media, this is happening because some

employees who are in charge taking bribes and pass the tender to the bribers”

As mentioned, corruption comes in different forms, such as favouritism (“Wasta”). The Libyan
Audit bureau report (2018) reported that favouritism eases the way to jobs, promotions and
much else in business and government which negatively impact on the organisations. It is also
stated that favouritism plays an important role since Libya is a tribal country and those who
have favouritism can jump the queue and acquire permits and obtain favourable rulings from

agencies, get government contracts and benefit from government rules that limit competition.

In this regard, participants mentioned that favouritism is a fundamental factor in corruption in
the public sector and that it is a hindrance to the development process in Libya. They also
highlighted that in e-Government, favouritism may play a role in hindering the implementation

process and cause project failure. S5 said:

“Wasta leads to the appointment of unqualified people at the expense of qualified
ones,” he continued, “I have been working here for more than ten years, I have
witnessed many cases that unqualified people who are relatives to big managers in the

ministry been appointed who later became head of departments and projects”

R3, a member of the recruiting committee, further explained that favouritism affects not only

recruitment in the public sector, but also the employee’s promotions:

“the problem is that, the promotion system, because promotion is based on Wasta, they
consider who has the Wasta but not who is qualified, therefore, you find employees are

very disappointed and lazy to do the jobs”

In addition, participants mentioned that government contracts always signed with those who
have favouritism in the LAs, for instance, contracts related to training courses to train SLA
staff. S7 said:
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“Most of the training contracts go to one company because the company has good
relationship with the top management in MLA, despite the fact that the employees
always complain against the quality level of training but still the same company wins

the tender”.

Participants also asserted that the Libyan government, particularly Libyan Audit bureau, should
aim to minimise favouritism in the government organisations by issuing legislation to deal with
favouritism just as any other illegal activities. Otherwise favouritism will continue to inhibit

any initiative that seeks to improve people’s lives.

Regarding reward system, the participants emphasised that reward system must be associated
with any changes within LAs, including the adoption of e-Government. They highlighted that
reward system will overcome resistance to change and increase employees’ commitment
towards e-Government, or any other project activities. However, a structured reward system
within LAs does not presently exist. Therefore, participants emphasised the introducing a
reward system prior to the adoption of eGovernment that offers benefits and rewards beyond

the salaries and other monetary compensation to satisfy and encourage employees. R3 said:

“a structured reward system doers not exist in our LA and therefore, the employees in
return do not work hard to meet their goals, but if the top management formulate a

reward system then things will change, and employees will work harder”

The findings showed that, where there is a lack of reward system, the employees were reluctant
and unwilling to contribute in new projects and would not accept responsibilities. R7 stated
that top management can encourage employees to be involved in eGovernment projects by
appreciating their contributions. He also mentioned that employees could express their
willingness to adopt eGovernment initiative if the LAs would address their needs in terms of

monetary benefits, careers progression and job retention.

“employees in LAs will contribute and dedicate their time and effort to eGovernment if

their top management can acknowledge and appreciate their contribution”

=  Top Management
Top management is one of the organisational capability factors identified by participants as

essential to the implementation of e-Government. The Libyan government organisations are
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highly hierarchic in their structure and MLA is not exceptional. Most of the decision-making
processes are transmitted from top management to the middle management until reaching the

base.

In MLA the reform of the work processes is usually initiated as a result of decisions by top
management to the demands and needs of the work environment that affect the LAs’
performance. Therefore, the top management is considered one of the key factors that support
or hinder the adoption of e-Government. The findings from the interviews revealed that for
eGovernment to be successful needs support from senior management. However, some
participants doubt about such support. For example, R1 stated that some of senior managers do
not understand the eGovernment system due to lack of awareness of the eGovernment benefits.

He continued: “The MLA should take more responsibility for raising awareness of

eGovernment among employees, particularly senior management”

S5 stated that workshops about eGovernment have been taken, he said “during the workshop
which was done by MIT the awareness was highlighted as priorities in the ICT strategy and

were part of the eGovernment master plan of MIT”

The aim of raising awareness was to provide government senior management with the
necessary knowledge and skills for interacting with the new working environment. He also

stated that among the members there were few managers from LAs.

S9 also highlighted that awareness of eGovernment benefit among the senior management and

employees was relatively low, he said:

"we knew a little bit about the benefit of e-Government, some of our seniors had
contributed in eGovernment workshops at e-Libya program, but in general, the
awareness was insufficient because not enough workshops or presentation were

provided"

With regard to funding, RLA and SLA were aware and realised that implementing an IT project
such as eGovernment system is a radical change and a long-term project that requires attention

and continuous financial support in order to achieve success in the project.
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The findings revealed that the budget for the IT support project, training courses and any other
fund support was simply a lump sum, without any details of spending and allocation for the
project before 2011. Later, after the 2011 revolution, however, the fund was not provided to
support the LAs with essential needs. S7 agreed that implementing an eGovernment system
was a radical change and a long-term project that required attention and continuous financial

support to achieve success in the project, he said:

“we used to have budget support, but for the last three years, particularly after the
crises started in Libya, we have struggled to secure the minimum budget support, and
| think in terms of eGovernment as a long-term project, it would be difficult for us to

secure funding to adopt it as long as the political crises continue "

S1 argued that senior management support to funding was one of the key issues within LAs.

He stated that the funding resources to provide training to their employees was insufficient.

“in recent years there has not been enough funding provided to our LA due to political
and economic issues, which affected the productivity and services we provided to the

citizens”.

Some directors had a different view about eGovernment and still considered it a luxury project,
maintaining other area have to be prioritized and budget support should be allocated to these

areas. For example, R7 said:

“This is a very complex problem, financial authorities should consider eGovernment
initiatives as luxury projects compared to the basic needs for citizens, like water issues,
health care, education and more importantly assistance for families affected by

political conflict over recent years”

Regarding vision and strategy, participants emphasised planning to adopt eGovernment needs
to include, it its strategy, a roadmap on how to reach the intended objectives, then this becoming
the goal for all decision makers in all processes within LAs. R7 stated the importance of having
a vision before the implementation of the project and he said:

"Planning and strategic vision would help to avoid issues in adopting e-Government.
Unfortunately we didn't have a vision and strategy to adopt eGovernment in the LA; it

would be a long journey until we could have a vision or plan to host eGovernment "
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R1 also stated that there is no detailed strategy or vision to adopt eGovernment in our LAS or
even from MLA:
“There was no strategy or vision that the process would follow, I believe that
eGovernment would be successfully adopted in LAs if the MLA planned a vision and

strategies”

Some participants also indicated that eGovernment that lacked clear vision and strategy would
be time consuming and therefore it is not really in their interest to host it. Thus, it is important
for senior management within LAs to plan for developing strategy and also link their vision

and strategy with eGovernment national strategy (e-Libya).

The findings from the interview also revealed an important factor that was not included in the
conceptual model, and it may influence the adoption of eGovernment which laws and

legislation of e-Government. this challenge has been mentioned by some senior managers.

For example, S8 asserted that eGovernment requires legislation to preserve the rights of
citizens and businesses, who would deal with e-services and this legislation should be enacted
prior to the adoption of e-Government. Such legislation should include electronic signature

laws, computer crimes etc. He continued:

“the government will need to amend its existing laws and establish an e-business
infrastructure by involving other sectors such as banks and finical institutions as part
of eGovernment adoption process, this would also increase citizen participation and

maximise their trust and usage.”

Findings

The analysis of the case study shows that employees in both LAs were aware of the importance
of the employees® skills and capabilities in facilitating successful eGovernment
implementation. Thus, they offered incentives to attract capable skilled. However, the skills
and capability within the processes were inadequate and work performance was insufficient.
In terms of training the researcher found that top management have facilitated some types of
tailored trainings, targeted few employees from different processes to experience and share the
activities from the success of other organisations such National Oil Corporation regarding
organisations productivity but the participants complained these training are limited training
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and workshops to sharpen employees’ skills. The case study also shows that the majority of the
employees have inadequate functional and employability skills as the employees revealed weak
computer skills and communication skills, team work, self-management and problem-solving

weaknesses. Slsated:

“employees  training issue it has to be treated well and considered an important issue
mainly in relation to employees that are involved in the development of the

eGovernment if it was adopted”.

The resistance to change is a common among employees in both LAs, and even increased when
applying IT systems such as eGovernment to improve and develop its services. The reason is
that these developments require fundamental changes in current bureaucratic procedures, while
the employees still follow the old regime they are used to. Some of them do not know anything
other than doing this job this way; they fear the loss of a certain authority and power or being
fired. Some others know they are not skilled enough and they fear starting something new from
scratch as they do not want to learn something new, which they are afraid of. They also fear
that the new position holds more duties, or will deprive them of their source of power, or they
will be replaced by younger, computer-literate civil servants, and the worst scenario when some
managers are not really keen for change. They are indifferent about applying new systems to
their work cycles. They are not aware of the advantages of the change, and if the managers are
not enthusiastic about any project, there is the probability of its failure. The finding also
revealed that processes fail or do not achieve their goals in both LAs due to work commitment,
as recent years since 2011 employee’s absenteeism increased which heavily affected on LAs’

productivity.

Another problem is low awareness of the eGovernment services at both top management and
employee levels. Although MIC conducted several workshops regarding eGovernment to
increase awareness, eGovernment online services benefits awareness is still low. It has been
noticed that the top management does not prioritise to increasing employee’s awareness and
this is a huge drawback in raising the acceptance of eGovernment adoption within LAs. One
of the senior managers (S5) explained that the problem of awareness continues as the decision
on how to increase awareness is very difficult to make and not simple because it needs funding

to run workshops and give training to the employees.
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Top management support in terms of budget is perceived by some interviewees as a very strong
challenge that is essential for the success of the transition to e-Government. This is true in terms
of guaranteed long-term commitment steps and stages of the project and the provision of
government and public support to this project at all levels. Sufficient funding for these projects
is certainly an incentive, especially when these projects are long term and needs continues
budget. R1 argued that fund is not an issue if the political situation in Libya settled and gets
back to normal because in the past and before the revolution the MLA used to provide enough
fund.

The final sub factor emphasised by many participants is the strategies used to implement the
projects. The selection of strategies used affects to a great extent the success or failure of the
projects. The case study finding revealed that the LAs have no detailed strategies to implement

big IT projects such as eGovernment to align it with the national eGovernment initiative.

The findings revealed that the organisational capability factors which have been proposed in
the initial conceptual model would remain as a future challenge too. The participants were also
able to identify three important challenges in technology deployment dimension as illustrated

in Table 5.3 that were not included in the conceptual model in chapter three.

Table 5. 3 Organisational Capability New Factors

Factor New Source
Power Distribution New Interviews
Favouritism and Corruption New Interviews
Reward System New Interviews
Laws and Legislation New Interviews

5.4.3 Case Studies: Process Efficiency Dimension

The adoption of eGovernment requires LA to have basic process efficiency to move towards a
new eGovernment system. Therefore, SLA and RLA need efficiency and competence in their
process tasks to implement eGovernment effectively. However, the case study findings

revealed many issues related to process efficiency dimension in the model.

= Documentation
Documentation reveals a great deal about business philosophy. Documentation that is poorly
written, mapped and out-of-date can signal a lack of caring. Current and polished mapping of

processes empowers teams and improves efficiency.
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In this regard, the case study findings show that there was a lack of process documentation
within the process, as R4, an IT specialist said:

"We don't have documentation that describes how tasks are performed or roadmaps for
our business processes; this makes the duties of the employees more difficult when
someone did not come to the work. We completely depend on the skills that employees

hold, therefore, when an employee leaves we fall into chaos and tasks are delayed".

The observation also found that sub-processes are incompletely mapped out and documented.
Moreover, there is still more work to do to complete the processes mapped out and documented.
The researcher also found out that the quality of the documentation was poorly written, with
missing information and includes unnecessary and distracting information. There is also a lack
of using IT tools to capture existing processes into an interactive application, which can be

built on, for all future process documentation.
S4 also asserted that lack of documentation for the sub-processes in all processes, as he said:

“there is no documentation for the sub-process, even though employees understand
what their role entails and what their responsibilities are, but we still need to write

their roles to streamline the business and make it more efficient”

S6, a statistics and information technology manager, further added that documentation had the

potential to cause issues with the consistency of output and poor performance:

“Although, we use technologies in our processes, no documentation is used to achieve
consistency. For instance, there are different ways to complete same tasks, this causes

issues with the consistency of output.

= Standardization

The findings revealed a lack of standardization for the tasks, which always increases the
probability of mistakes, lowers productivity levels, and fails to assure continuity of process and
quality when employees leave or are on holidays. Participants also asserted that that there was

no standardization and tasks were always done in different ways. R3 said:

133



A New Model for eGovernment in Local Level Administrations

"we don't have standard procedures to follow, and tasks are always done in different
ways based on employees' experiences, there is always complaints from top

management about our reports provided to them”

The finding showed that most processes were chaotic and disorganized. There was duplication
of effort, which meant different employees carried out the process in a slightly different way,
or the same employee did something slightly different each time. This is stressful for employees
and costly for organizations. S6 mentioned that work flow should have been changed to meet

the requirement of nowadays technology he said:

“this could be done by adopt redesign core processes which is a radical change in an

Organisation’s process management to improve its performance and increase its

efficiency”

According to the MLA IT plan, LAs encouraged along two lines: building office automation
systems; and adopting redesign core processes. The plan is to apply both concurrently; office
automation is a base for redesign core processes, whilst at the same time redesign core
processes directs the building of office automation systems. R3 indicated that, if redesign core
process is adopted properly it will decrease headcount and increase productivity, this is because
redesign core processes will enforce the rethinking of processes, which may lead to the removal
and/or automation of some process steps, as well as the reengineering of a part or the whole of
the process flow.

Findings

The findings revealed that lack of documentation for the tasks, which impacted on productivity
levels and doesn't assure continuity of process and quality when employee leave or were on
holidays. The findings of the case study also revealed that there is no standardization and tasks

always done in different ways. the new identified is Core Processes Redesign.

55 Summary

As reviewed in the literature, there have been limited studies on the factors, barriers and
challenges of eGovernment implementation in developing countries. The researcher carried out
case study research on local authorities (LAS) in Libya. The overall picture developed from the
findings and analysis in this chapter has helped to develop a deeper understanding of the
fundamental factors that affect eGovernment implementation within LAs and any new

challenges identified during the case study findings will be added to their respective factors
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and then added to the respective dimension. The investigation process and analysis in this
chapter has also led to the identification of more specific critical factors. These include the
sharing of knowledge and information, PKI, local industry partners, power distribution,
favouritism and corruption, reward system, and laws and legislation. These factors emerged as
significant for eGovernment adoption. In the next chapter these factors are explained and added

to their respective dimensions.
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Chapter Six: Model Revised and Model Application

6.1 Introduction

Before the actual collection of data, an initial conceptual mode was developed for explaining
the main dimensions that affect eGovernment projects implementation. The initial conceptual
model has been built based on prior literature in the area of eGovernment in government
organisations. The relevant literature facilitated a better understanding of the nature of the
eGovernment and e-Service development process, particularly to identify barriers and
challenges hindering eGovernment implementation. Based on the research findings and data
analysis, this chapter deliberates on the additional factors and sub-factors identified, which
were not part of the literature or initial conceptual model. As a result of the research findings
and analysis, the researcher has been able to explain the issues of the emergent factors and sub-
factors and thereby refine the initial conceptual model. The researcher was also able to extract
the maturity level definition from the revised model and apply at individual process level at
SLA.

The rest of this chapter is organized as follows: Section 6.2 analyses the newly identified
factors and sub-factors. Section 6.3 then discusses the revised conceptual model. Section 6.4
discusses the application of the model and Finally, Section 6.5 presents a conclusion, with a

summary and overview of the maturity level for each process.

6.2 Analysis of Newly Identified Factors
In the previous chapter, findings from the analysis of the cases were discussed. This chapter
now discusses the refinement of the initial conceptual model by adding the identified

challenges to their respective factors and to the respective dimension.

6.2.1 Technology Deployment Dimension
The participants were also able to identify two important challenges in technology deployment
dimension that were not included in the conceptual model in chapter three. These challenges

are:
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Sharing of Information:

Participants asserted that there was a lack of information sharing among processes within and
across LAs. This is a serious issue that threatens the implementation of eGovernment adoption.
Technically, the sharing of information can be a complex task; for example, in LAs with
bureaucratic systems, the problem is that flow within organizations is strictly controlled with
limited access to, and sharing of, information and knowledge. The participants also asserted

that information needs to be well regulated to improve LAs efficiency. S6 said:

“For public government agencies, information sharing is a crucial factor in achieving
important public benefits: increased productivity, improved policymaking and

integrated public services”

Fundamentally, sharing information reduces the "paperwork burden” on citizens, streamlines
work processes, and enriches the formulation, implementation, and evaluation of policy.
Although there are many obvious advantages for information sharing, the existing barriers
significantly impede the information sharing process across Las’ boundaries. The recognition
of the value of information by the employees increases the successes of eGovernment adoption,
therefore the researcher considers it as an important factor and should be included in the model.

Information sharing describes the exchange of data between processes and across LAs. The
participants revealed that data frequently was kept within processes and often not shared among
other processes due to many reasons, such as being in proprietary, non-portable format or the

inability to import/export data. For example, R4 said:

“Even simple items such as dates were stored in a whole range of different formats, making

the sharing of such a simple field a potential nightmare”.

Sharing of information necessitates a culture that promotes collaboration between government
agencies. However, the culture of information sharing does not exist in many Libyan
government organisations and greater effort by top managements will be required to address
this issue. R1 indicated that some processes store similar and sometimes contradictory data due
to absence of information sharing and he emphasised that projects such as eGovernment would
provide solutions to this issue.

The findings revealed that the same applied to a whole range of data, and even if it was

compatible, it was often not possible to physically transfer the data from one process to another.
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To conclude: the findings reveal that information sharing is an important new factor before
effective eGovernment adoption can take place, because it allows decision makers to manage
information from several sources at the same time and it has the potential to support the
transformation of organizational structures and to provide communication channels between

multiple processes working in different locations.

Public Key Infrastructure

Participants from the case studies were able to identify PKI as an additional challenge. They
asserted the need for developing and designing Public Key Infrastructure (PKI) in order to

provide a safe environment that will guarantee security and secrecy in e-services.

S2 explained that the basis on which governments can execute safe and reliable transactions,
whether between individuals, businesses, governments or inter-government relationships, is
PKI. It allows public entities to securely authenticate all participants in a transaction. He

continued:

“The combination of software, encryption technologies, and services that enables LAs tO
protect the security of their communications and transactions on networks is only done by PKI,
so combining public key cryptography, certification authorities and digital certificates into a
complete enterprise-wide network security architecture will make eGovernment secure and

stakeholders will trust it”

The interview evidence clearly shows that, the PKI is important and increases security of
eGovernment transactions, therefore it has been considered a sub-factor of the security factor

and should be taken into account before eGovernment adoption takes place.

Local Industry Partners

The participants believed that a local industry/partner alliance is an interesting challenge, and
eGovernment transformation journey will not be a success unless there is a strong
industry/private partners alliance that supports the project. The findings also showed that IT
private partners and alliances in LAs were not strong. R3 claimed the RLA would like to
encourage local companies towards implementing any project, including eGovernment on the
condition that there is long term commitment from these government organisations; this is
important to ensure sustainability of e-Government. The interview evidence clearly shows that

participants had already realised the importance of this factor to achieve eGovernment
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implementation success, therefore, it was considered as a new factor that should be taken into

consideration.

6.2.2 Organisational Capability Dimension

The interview evidence clearly revealed that all factors and sub-factors are related and
important to making the adoption of eGovernment work. The participants were also able to
identify six important challenges that were not included in the conceptual model discussed in

chapter three. These challenges are:

Power Distribution

Participants highlighted that IT projects were influenced by power distribution as a result of
organisational change and shifts within the organisation. Such shifts and changes will result in
redistributing the power within LAs and redesigning jobs. Those consequences could lead to
changes of priorities and resistance to these changes. For example, R1 stated that:

“the implementation of new IS/IT in public organisations may result in employee resistance as

well as employees losing their authority and power over traditional business processes”

Those employees who feel a loss of power or control, will try to resist the eGovernment project
because it is seen as a threat to their skills, power and position. Therefore, the researcher
considers that Power Distribution is a sub-factor of organisational culture and should be

assessed before eGovernment is implemented.

Favouritism and Corruption

The participants mentioned that the move to new forms of eGovernment systems was a hard
task, particularly in an environment that was characterised by corruption, such as that evident
in the public sector. They assert that for e-Government, corruption is a major challenge
especially in the field of tenders, some of which are granted on the basis of who has the greatest
national power and influence in the LAs. Participants also mentioned that favouritism was a
fundamental factor in corruption in the public sector and that it was a hindrance to development
process in Libya. They also highlighted that in e-Government, favouritism may play a role in

hindering the implementation process and cause project failure.

In this regard, favouritism and corruption is considered a sub-factor of organisational culture

because it could be overcome if LAs educated their employees and make them aware that
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favouritism and corruption damage the whole organisation and its productivity, therefore and

it should be assessed before eGovernment takes place.

Reward System

The participants emphasised that reward system must be associated with any changes within
LAs, including the adoption of e-Government. The findings from the case studies showed that
where there was a lack of reward system, employees were reluctant and unwilling to participate
in new projects. S3 stated that top management can encourage employees to be involved in any
new technology projects by recognising and appreciating their contributions. On the other
hand, participants also expressed a willingness to adopt eGovernment if their top management
would address their needs in terms of monetary benefits, job retention and career progression.

S3 also said:

“Employees within LAs will be willing to dedicate their times to eGovernment if the top

management can appreciate their effort and contribution.”

R4 also stressed that the reward system is an important way of encouraging employees of both
government and private sector to adopt IT projects. He indicated a lack of the reward system
in RLA:

“Unfortunately, many mangers do not care about rewarding their employees, consequently

employees are not willing to do their best to achieve productivity”

The findings from the case studies showed that a lack of reward system results in employees
who are unwilling to participate in any new projects. In summary, the reward system is an
important challenge that increases the successes of e-Government. However, the findings
showed that a structured reward system within LAs does not presently exist. Therefore, the
interview evidence clearly revealed that, the reward system is a sub-factor of the top

management factor and should be considered before eGovernment implementation.

Laws and Legislation

The empirical evidence gathered from the case studies showed that participants from both LAs
agreed that legislation was important and highlighted this factor as a key issue that impacts on

eGovernment system.
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The participants asserted that eGovernment requires many regulations and legislative acts to
cope with the new changes. This legislation may include electronic signatures, archiving data

protection, preventing computer crimes and hackers. Moreover, R1 stated that:

“Legal risks in terms of technology may expose government organisations to serious liabilities
and therefore new eGovernment or e-Service legislative acts have to be settled and updated

periodically to avoid unexpected results or the delaying of projects”

The participants reported that they shared the same perceptions that law and legislation was an
influential factor prior to and during the implementation of a large-scale IT project in
government, such as e-Government. The interview evidence clearly showed that law and
legislation as a new pivotal factor for eGovernment implementation and is an important factor

that lies under the Organisational capabilities dimension.

The absence of a legal framework meant there was a lack of an umbrella under which
eGovernment operations and electronic transactions were carried out legitimately. Mberi et al.
(2017) consider the development of a legal framework to be an essential element for successful
adoption of eGovernment in the public sector. However, as the data collection of the research
progressed, it was found that regulatory issues were more recognised as a crucially important

factor for eGovernment adoption.

6.2.3 Process Efficiency Dimension
The participants were also able to identify one important challenge that were not included in

the conceptual model in chapter three.

Business Processes Redesign

The participants stated that eGovernment required a rethink of their process workflow.
However, a series of errors was produced, with a high rate of failures in both LAs’ processes.
Many difficulties originated from the need to transform the way in which the activities of the
LAs were traditionally executed, to take advantage of new technologies. These difficulties may
force top management to rethink adopting information tools like BPR to carry out such change,
as the S5 stated:

“Reaching higher eGovernment levels is related to business processes redesign to take

advantage of IT capabilities ”
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Participants recommended BPR, as this allows the essence of business systems to be
understood, process visions to be developed, processes for change to be identified, new
processes to be designed and prototyped and the impact of proposed changes on key
performance indicators to be evaluated.

A member of committee R3 stated that public sector organizations such as LAs face challenges
that differ to the challenges of private sector. LAs have to meet multiple, often conflicting goals
and they are subject to constraints of a financial, legal, contractual, personnel and institutional
nature and generally, these constraints are much more onerous than they are in the private

sector. He stated:

“Radical change in government agencies can only be achieved through deep changes in their

bureaucratic practices”

The participants agreed that reform of business processes involves changing the way that,
within each process in the LA, daily tasks are undertaken in an effort to increase productivity,
reduce cost, and improve services delivery to citizens and other stakeholders. This requires
reduction of red tape and the elimination of overlapping responsibilities. Redesign of business
processes is essential prior to and during the implementation of an eGovernment project. They
also stressed that reform would have to start within each process in the LAs and would be more
citizen oriented. They also emphasised that automation would improve the situation and the
results would be good services and they highly recommended that BPR should be adopted

before and during the transition to e-Government.

In summary, the finding revealed that BPR as a new pivotal factor for eGovernment

implementation and an important factor that lies under the Process Efficiency dimension.

6.3 Revised Conceptual Model

Based on the research findings and data analysis, the above sections discuss the additional
factors identified, which were not part of the literature or the initial research model. As a result
of the research findings and analysis, the research has been the basis for an explanation of some
issues and limitations, thereby requiring updates to the initial conceptual model and
recommendations for effective implementation of eGovernment systems in the LAS'
organisations. The final conceptual model, as shown in Figure 6.1 below, identifies the three

dimensions influencing eGovernment evaluation and implementation — Technology
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Deployment Dimension — Organisational Capability Dimension — Process Efficiency
Dimension. It also identifies the main factors and sub-factors involved in eGovernment
evaluation, which enable eGovernment implementers to adopt the appropriate guidelines
required for successful implementation at every phase of the development life cycle.

Figure 6. 1 The Revised Conceptual TOP Model
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6.3.1 Capability Level Definitions
After revising the conceptual model, the researcher attempted to extract a staged level
approach. In this staged approach, specific definitions are provided for the model maturity scale
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for each dimension (TOP). The maturity levels are not designed for use as a threshold model,
where one cannot move to the next higher level without having fulfilled all conditions of the
lower level. This model is likely to result in the dimensions being assessed as being at different
maturity levels, as illustrated in Figure 6.2.

The maturity model will be used at individual process level for SLA and RLA. However, the
revised model in Figure 6.1 is structured into three main layers (Dimensions, Factors and Sub-
Factors) which together enable an LA’s processes to be positioned at a staged maturity level.
Each main process will be assessed against the three dimensions (TOP). The dimension layer
comprises factors and each factor comprises sub-factors. Generally, each dimension has a
staged level scale range (Chaotic, Basic, Intermediate, Standardized, Optimized), and is
associated with qualitative definitions (see Tables 6.1, 6.2 and 6.3). The dimension must mature
further in practice and therefore is subject to evaluation, which is done by measuring its

capabilities through their Factors and Sub-Factors.

Figure 6. 2 Dimension Maturity Model Levels
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Table 6. 1 Qualitative Model Definitions of Technology Deployment Dimension

Chaotic Process is non-technical and completely relays on manual work

There is hardly any facilitating ICT Infrastructure, process is accomplished manually, and the
Basi dimension characterized as inadequate. At this stage, there is hardware such as computers,

asic
software such as Microsoft and printers. These tools are partially used to facilitate the tasks and

data exchange is primarily paper or telephone-based. There is no IT support.

There is hardly any facilitating infrastructure, but the processes and activities in the department
are semi-coordinated. At this stage, there are computers and printers used within the department.
Intermediate | The data within the department is compatible and data exchange happens only within the
department and based on a LAN. The internet is slow and unreliable. There is vulnerability in

security and privacy and there is limited I'T support provided.

The infrastructure enabling the information to be exchanged within and between departments in
Standardized | the local government exists. Software security is installed, polices are in place and there is
adequate IT support.

The infrastructure enabling integration between systems in different departments in the back-
end and data can be exchanged between department within and across local governments, which
Optimized | enables local government to deliver IT services to its employees and customers. IT standards are

in place across local governments (ex. Same Operating systems, .Net Platform, Java Technology,

Compatible Database). There is professional IT support.

Table 6. 2 Qualitative Model Definitions of Organisational Capability Dimension

Chaotic The organisational capability within the process is inadequate and poorly controlled and defined

There is a lack of functional and employability skills, staff are resistant to change to new
procedures and resistant to accepting technologies; there is a lack of awareness of eGovernment
Basic from top management. The local government recognise that there is an issue to be addressed but
there is no strategy or vision and there is no funding allocated to improve the local government

work.

There is a degree of the necessary skills, and awareness of the need for a training and education
int diat programme in order to encourage staff to adopt new procedures. There is limited awareness that
ntermediate
eGovernment improves work, staff show some commitment to tasks, there is no clear vision or

strategy to improve services online and funding is still an issue.

There is a comprehensive training and education programme that yields measurable results and
Standardized | there is management support and commitment. Management is also aware of eGovernment

advantages and funding is allocated to improve the local government human capacity.

Training results in an improvement of individual performance. Sufficient budgets, resources,
Optimized facilities and instructors are provided for the training and education programmes. Strategy and

ptimize - . . . . . . .
vision are aligned with the national eGovernment plan; there is steering committee monitoring

and staff are able to adopt e-Government.
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Table 6. 3 Qualitative Model of Process Efficiency Dimension

Chaotic Process is Chaotic and poorly controlled and defined.
There is no standardised, documented process; instead, there are ad hoc approaches that tend
Basic to be applied on an individual or case-by-case basis. The overall approach to management is

disorganised.

Intermediate

Processes have developed to the stage where similar procedures are followed by different
people undertaking the same task. There is no formal training or communication of standard

procedures and responsibilities; therefore errors are likely

Standardized

Procedures have been standardised and documented, and communicated through training.
Processes are under constant review and improvement, and provide good practice.

Automation and tools are used in a limited or fragmented way.

Optimized

Processes have been refined to a level of good practice, IT is used in an integrated way to
automate the workflow, providing tools to improve quality and effectiveness, allowing a

smooth transition to new improved processes.

6.4  Application of the Maturity Model

The maturity model is used to assess the processes against the defined dimensions. This

enabled each LA to identify its current state of maturity and capability in an integral manner

and compare itself with other processes evaluated with the same model in their own and other

LAs. Figure 6.3 proposes five main process areas in Libyan LAs (Government of National

Accord, 2012). These have been assessed in terms of their maturity in SLA, as illustrated

below:

Figure 6. 3 Main Processes for Libyan Local Administrations
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The maturity model assesses the maturity of each process. This is of significance in a
developing country context, where most eGovernment initiatives are still considered to be
immature and many problems originate at the strategy phase, leading to inappropriate decisions

and actions.

The next two steps explaining how to use the maturity model. The researcher believes that by
following these steps, decision makers can obtain the best results and guidance for the adoption

process.

1. Review the current status of each process level and discuss it with one of the experienced
participants according to the revised model.

2. Compare results that have been analysed in the previous step and between the qualitative
model definition in the maturity model and position it to determine to which level it

belongs.

6.4.1 Case Study One: Maturity levels of SLA

The researcher held individual discussions with seven participants from SLA (see Table 4.1 in
chapter four). The discussion was organised according to the three steps explained. After the
discussion, each participant was asked to review a qualitative model definition and share his
opinion with the researcher to determine which maturity level definition the process belongs

to. The results were as shown in next sections:
6.4.1.1  Technology Deployment dimension

Procurement Management (PM)

Hardware and software were available within the process; however, they were outdated
technologies. There was a client/server network, which facilitated sharing data and information
located on the server; printers were connected to the network but there was no access to the
other four processes via network. The internet was unreliable and always disconnected.
Security remains an issue as basic outdated security software was installed on the server. No
security policies implemented, nor disaster recovery was in place, and data back-up was not
scheduled on a regular basis, there was no PKI implemented. A compatible operating system
was installed; however, these operating systems were outdated (Windows 2000 and Windows
XP), there was also the issue of the inability of systems to connect and communicate with one
another readily due to incompatible database between the processes. In terms of private
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partners alliance factor, SLA had an issue to get outsourced support due to internal regulation
that forbade outsourcing technical support.

To conclude, discussion suggests that the technology deployment dimension within PM is in
accordance with the Basic Level of the TOP model maturity definitions.

Financial Management (FM)

The FM has slightly advanced hardware as the top management decided to build robust
technology within the FM to meet their requirement. For example, computers with i7 processor
with speed technology were available and laser printers were connected. However, the software
used in the computers were outdated, such as Windows XP and some other software packages
such as MS Office 2000 still used. A client/server network with fifteen computers was
connected to the server. There was an issue of accessing the other four processes via the
network and the internet was often disconnected and unreliable. Basic security software was
installed on the server with limited security features that provide no valuable security to the
systems; there was also a lack of awareness of security risks among employees and security
policies were not applied to reduce security breaches; there was no disaster recovery in place
that would reduce the risk of losing data, and the FM management has no plan to implement
PKI to enhance security. In terms of system compatibility, FM management process uses one
operating system on their computers, however, this operating system was outdated (Windows
XP) and Microsoft no longer provides security updates or technical support for the Windows
XP operating system. Other issue was the incompatible database across the processes, this
works as a barrier between process to exchange data. In terms of private partners alliance factor,
SLA having an issue to get outsourced support due to internal regulation that forbidden
outsource technical support from private companies.

To conclude, discussion suggests that the technology deployment dimension within FM is in

accordance with the Intermediate Level of the TOP model maturity definitions.

Human Resource Management (HRM)

Within HRM process, hardware as well as software were available. Nevertheless, these
technologies were outdated and inadequate to adopt eGovernment system. For example, the
computers use a Celeron processor, whose performance is typically significantly low (Moreno
and Azevedo, 2016). In terms of software, HRM process still uses Windows XP and other
software packages such as MS Office 2000 which was outdated, and for which Microsoft no

longer provide support. In terms of the communication factor, there was peer to peer network,
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with twenty-four computers and four dot matrix printers connected to the network. Data on this
type of network can be stored on any computer, which means there was no organisation to data
storage and each computer needs its own anti-virus scanner, another issue was that there was
no access to other four processes via the network and the internet was unreliable. Basic security
software was installed on the computers and there was lack of awareness of security risks
among the employees, which put the data always at risk. There was also an issue of security
policies or disaster recovery not in place, there was no PKI plan for future use. Regarding
system compatibility factor, there was outdated Windows operating system installed on the
computers (Windows 2000). Incompatible data between the processes remained an issue as a
different database was used. In terms of private partners alliance factor, SLA is having an issue
to obtain outsourced support due to internal regulation that forbids outsourced technical support
from private companies.

To conclude, discussion suggests that the technology deployment dimension within HRM is in

accordance with the Basic Level of the TOP model maturity definitions.

Legal Affairs Management (LAM)

In the LAM process, there were only two inadequate computers to adopt the eGovernment
project, this is because the computers have Celeron processor which is too slow (Moreno and
Azevedo, 2016), and the other issue, employees in this process did not use computer in their
daily work. Windows 2000 was installed which was outdate and there was no software
packages nor in-house systems were used. Since there were only two computers the process
does not need to use network and internet, there was no need for software security nor PKI as
computers were not used. There was no database exchange between process. Therefore, there
was no system compatibility. In terms of private partners alliance factor, SLA having an issue
to get outsourced support due to internal regulation that forbidden outsource technical support
from private companies.

To conclude, discussion suggests that the technology deployment dimension within LAM is in

accordance with the Chaotic Level of the TOP model maturity definitions.

Community and Services Management (CSM)

In CSM process, there were computers that can facilitate the adoption of eGovernment as most
of the computers use Pentium processors, which are entry-level products that Intel rates as two
stars meaning that they are above the low-end Celeron series (Moreno and Azevedo, 2016).

There were also three bespoke in-house systems (Housing System, Invoices System, Civil
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Status Management System). The systems were developed by IT developers from SLA used
Visual Basic and Access Database. Notwithstanding, the implementation of these systems
represents a major step forward in SLA. There was no access via web-portal to these systems,
and their online presence was limited to display information only. Despite that fact that an
important sub-task was automated, there were still semi-manual processes required to work on
these systems. For example, Housing and Civil Status sub-processes data were collected
manually and then provided for in the process via Excel spreadsheets before entry into these
systems by the staff. Regarding communication, there was a client/server network which
facilitated the sharing of the data and information located on the server; printers were also
connected to the network. However, there was no access to the other four processes via the
network, and the internet is unreliable. Regarding security and privacy, there was basic security
software installed on the server and no security policies were applied, nor was disaster recovery
in place and there was no PKI. Regarding system compatibility, there was a Windows operating
system installed; however, some computers used out-dated operating systems such as Windows
XP. There was also a database incompatible with other processes. In terms of private partners
alliance factor, SLA has an issue to get outsourced support due to internal regulation that

forbids outsourcing technical support from private companies.

To conclude, discussion suggests that the technology deployment dimension within CSM is in

accordance with the Intermediate Level of the TOP model maturity definitions.

6.4.1.2  Organisational Capability Dimension

Procurement Management (PM)

Skills and capability within the process were inadequate and work performance was
insufficient, there was lack of training course; inadequate functional skills and employability
skills as the employees revealed weak computer skills and communication skills, team work,
self-management and problem-solving weaknesses. Regarding organisational culture, there
was resistance to change to accept new technologies and there was lack of commitment to work
and fear of power distribution among the employees. S1 agreed that many staff will refuse to
adopt eGovernment because of losing their positions, the findings also reveal a practice of
giving unfair preferential treatment to one employee at the expense of another, which means
favouritism is a cultural issue among the government organisations in Libya. Senior
management factor also presented many issues: there was lack of support from senior

management, there was also lack of funding, lack of eGovernment benefits awareness among
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the senior management and employees, and there was lack of vision and strategy for
eGovernment adoption in the future, an a lack of reward system to encourage staff to enhance
productivity. In terms of legislation factor, there is a lack of e-signatures legislation, many
software used without an end-user license agreement.

To conclude, discussion suggests that the organisational capability within PM is in accordance

with the Chaotic Level of the TOP model maturity definitions.

Financial Management (FM)

Skills and capability were inadequate and the performance within the process was insufficient,
there wasn't training course provided and employees possess low functional skills except few
who can run in-house system and have basic computer skills; the employability skills were also
inadequate as most of the employees revealed weak interpersonal skills. Regarding
organisational culture, it was low among the employees as there was resistance to change when
new technology was introduced; the employees also showed low commitment to work to their
tasks, there was also fear of power distribution among the employees which meant many staff
will refuse to adopt eGovernment because of fear of losing their positions. There was also a
favouritism issue where unfair support was shown to some employees. Regarding senior
management, the findings showed a lack of support from senior management; funding had been
stopped since the revolution in 2011, eGovernment benefit awareness among the senior
management and employees was low and there was lack of vision and strategy for
eGovernment adoption in the future. There also no bonuses or reward system to encourage staff
to enhance productivity. In terms of the legislation factor, there was a lack of e-signatures
legislation planned to future use and a lot of the software within the process lacked an end-user
license agreement.

To conclude, the findings suggest that the organisational capability within FM is in accordance

with the Chaotic Level of the TOP model maturity definitions.

Human Resource Management (HRM)

There were inadequate skills and capability among the employees who made insufficient work
performance in the process. Regarding functional skills, there were few employees with basic
computer skills. The employability skills also remained an issue as most the employees didn't
have interpersonal skills, such as communication skills, teamwork, problem-solving, planning
and organizing or self-management. Regarding organizational culture, it was too low among

the employees as there was resistance to change to technology and lack of commitment to work,
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there also fear of power distribution among the employees which meant many staff will refuse
to adopt eGovernment because of fear of losing their positions, the finding also revealed an
inclination to favour some employees at the expense of another. In terms of Senior
management, the findings revealed that there was lack of support from top management, lack
of funding, lack of awareness of eGovernment benefit and lack of vision and strategy to adopt
eGovernment in future. There also no bonuses or reward system to encourage staff to enhance
productivity. In terms of legislation factor, there was lack of e-signatures legislation planned
for future use and a lot of software within the process lacked an end-user license agreement.

To conclude, discussion suggests that the organisational capability within HRM is in

accordance with the Chaotic Level of the TOP model maturity definitions

Legal Affairs Management (LAM)

It was evident from the interviews that the employees possessed reasonable employability skill,
but functional skills were too low and there was a lack of training courses to improve functional
skills. Organisational culture was reasonable among the employees; this was evidenced by the
fact that employees were committed to their work and tasks were mostly completed within time
scale. In terms of technology acceptance, there was resistance to change from employees when
new technology was introduced, there was also fear of power distribution among the employees
which means many staff will refuse to adopt eGovernment because of fear of losing their
positions, the finding also revealed some employee complain about unfair treatment of an
employee on the basis of prejudice. Regarding senior management, there was lack of support
from senior management; there was also lack of funding. Awareness of eGovernment benefits
among the top management and employees was too low despite the fact that seminars for
eGovernment were provided to the senior management to educate managers about e-
Government. There was also lack of vision and strategy for eGovernment adoption, there also
no bounces or reward system to encourage staff to enhance productivity. In terms of legislation
factor, there was a lack of e-signatures legislation planned to future use and many software

within the process were without an end-user license agreement.

To conclude, discussion suggests that the organisational capability within LAM is in

accordance with the Chaotic Level of the TOP model maturity definitions.

Community and Services Management (CSM)
Skills and capability within the process were insufficient and the performance was inadequate,

training course was not provided. Some employees hold basic computer skills, but the majority
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had weak functional and employability skills. In terms of organisational culture factor, there
was resistance to change when new technologies are introduced, employees' commitment to
work was an issue which always affect the whole process because tasks were often delayed or
never done, there was also fear of power distribution among the employees, which means many
staff will refuse to adopt eGovernment because of fear of losing their positions. There was also
favouritism, with some employees getting more promotions that others. The case study also
revealed that support from top management in terms of funding was an issue because there
were no funds provided to buy the minim requirement, such as stationary needs or to buy new
computers and develop the whole process. It is clear that the benefit of eGovernment is not
clearly understood among the employees and there is also lack of vision and strategy for
eGovernment adoption at top management level, there was no reward system, there were no
bonuses or rewards to encourage staff to enhance productivity. In terms of the legislation factor,
there was a lack of e-signatures legislation planned to future use and much of the software

deployed within the process was without an end-user license agreement.

To conclude, discussion suggests that the organisational capability within CSM is in

accordance with the Chaotic Level of the TOP model maturity definitions.
6.4.1.3 Process Efficiency Dimension

Procurement Management (PM)

The findings revealed that there was a lack of documentation for the tasks, which always
increases the probability of mistakes, lowers productivity levels and doesn't assure continuity
of process and quality when employees leave or are on holidays. The findings of the case study
also revealed that there was no standardization and tasks were always done in different ways.
In terms of BPR, the PM management process had no automated systems that work together,
such as ERP or CRM systems which can improve workflow and reduce human errors, the PM
also has no plan to rethink and reengineer the tasks.

To conclude, discussion suggests that the process efficiency dimension within PM is in
accordance with the Chaotic Level of the TOP model maturity definitions.

Financial Management (FM)
A sign of documentation was evidenced, but the majority of the sub-processes were not well
documented and there was still a probability of mistakes. Productivity levels is acceptable

compared to other processes and some employees know how to continue task when someone

153



A New Model for eGovernment in Local Level Administrations

left or were on holidays. The case study also revealed that there is a sort of standardization of
the task that was documented, which indicates tasks were done in the same way every time. In
terms of BPR, the FM management process had no automated systems that linked work
together such as ERP or CRM systems, which can improve workflow and reduce human errors,
the FM also has no plan to rethink and reengineer the tasks.

To conclude, discussion suggests that the process efficiency dimension within FM is in

accordance with the Basic Level of the TOP model maturity definitions.

Human Resource Management (HRM)

The findings revealed that sub-processes were unstructured and undocumented, it was also
clear that there was inconsistency for process which resulted in multiple employees doing the
same task in different ways, and the overall approach to management was disorganised. In
terms of BPR, the HR management process had no automated systems that linked work
together, such as ERP or CRM systems which can improve workflow and reduce human errors.
The HR also has no plan to rethink and reengineer the tasks.

To conclude, discussion suggests that the process efficiency dimension within HR is in
accordance with the Chaotic Level of the TOP model maturity definitions.

Legal Affairs Management (LAM)

The findings revealed that the LAM process was relatively mapped out and its sub-processes
documented. However, the documentation and structure of the process were poorly written and
there was a lack of using software tools to capture existing processes into an interactive
application which could be built on, for all future process documentation. The findings also
revealed that there was some standardization and tasks more organised and completed in one
way. In terms of BPR, the LAM management process had no automated systems that linked
work together, such as ERP or CRM systems which can improve workflow and reduce human

errors, the LAM also has no plan to rethink and reengineer the tasks.

To conclude, discussion suggests that the process efficiency dimension within LAM is in

accordance with the Basic Level of the TOP model maturity definitions.

Community and Services Management (CSM)
The findings revealed that there was lack of task documentation and inefficient process

performance that increased the probability of mistakes, there were also lower productivity
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levels. There was also a lack of standardization and tasks were always done in different ways.
In terms of BPR, the CSM process had no automated systems that linked work together such
as ERP or CRM systems which can improve workflow and reduce human errors, the CSM also
had no plan to rethink and reengineer the tasks.

To conclude, discussion suggests that the process efficiency dimension within CSM is in

accordance with the Basic Level of the TOP model maturity definitions.

6.4.2 Case Study Two: Maturity levels of RLA

At SLA had investigated only four main processes (see Figure 6.1), this due to many issues
that have been encountered during data collection from SLA. One of the main issues was that
the communications tools (internet connection) between the researcher and SLA was weak

most of the times of the interviews.
6.4.2.1 Technology Deployment dimension

Procurement Management (PM)

The case study findings revealed that hardware and software were available within the process,
but they were not sufficient due to outdated technologies. There was a peer to peer network
with limited data sharing and no printer connected to the network. There was also issue of
internet connection as the internet was unreliable. Regarding security, it clear that security tools
were inadequate and outdated and no security policies were applied, nor disaster recovery was
not in place, there is also lack of PKI. The Windows operating system was installed; however,
this operating system was outdated (Windows 2000 and XP). Incompatible database between
the processes remains an issue as different database were used. In terms of private partners
alliance factor, RLA had an issue to get outsourced support due to internal regulation that
forbade outsourcing technical support.

To conclude, discussion suggests that the technology deployment dimension within PM is in
accordance with the Basic Level of the TOP model maturity definitions.

Financial Management (FM)

Hardware and software were available within the process; however, it need upgrade. In terms
of communication, there was peer to peer network which allowed sharing of the data and
information between computers, printers were connected to the network, the internet was

unreliable as slow and weak internet connection across RLA. Security tools were outdated as
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inadequate security software was installed, there was also lack of awareness of using security
policies among the employees and disaster recovery wasn't in place, there also no PKI
implemented. Regarding system compatibility, there was Windows XP operating system
installed on the computers and compatible database within the process, but across other
processes remained an issue as different database were used. In terms of private partners
alliance factor, RLA had an issue to get outsourced support due to internal regulation that

forbade outsourcing technical support.

To conclude, discussion suggests that the technology deployment dimension within FM is in

accordance with the Basic Level of the TOP model maturity definitions.

Human Resource Management (HR)

Within HRM there was only one automated sub-process and uses a bespoke in-house system -
human resource information system (HRIS). The system was developed by the third-party
company and fitted the process's need. The system provided a solution for the data entry, data
tracking, and data information needs of the human resources, payroll, management, and
accounting functions within a SLA. However, the use of paper-based forms remains for
recording data before entry into the system using MS Word and Excel. In terms of
compunction, there was client/server network which facilitates sharing to the data located on
the server; printers were connected to the network. However, there was no access to other three
processes via a network and the internet was unreliable. There was also outdated security
software installed with basic features and no security policies were applied, nor disaster
recovery was in place and no PKI. Compatible Windows operating system was installed and
database within the process was compatible, but with other processes remained an issue as
different database were used. In terms of private partners alliance factor, RLA had an issue to

get outsourced support due to internal regulation that forbade outsourcing technical support.

To conclude, discussion suggests that the technology deployment dimension within HRM is in

accordance with the Basic Level of the TOP model maturity definitions.

Community and Services Management (CSM)
The CSM process employs twenty-one employees, carrying out tasks that directly touches its
stakeholders, such as (Water, Electric, Waste, Tax, Housing, Civil Status, etc.). The process

utilizes the in-house system to facilitate civil status sub-process, which is the only automated
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sub-process within CSM. The findings revealed that there were hardware and software
available, however; these tools weren't inadequate to adopt e-Government. There was peer to
peer network, with one printer connected to it and the internet was always unavailable. Basic
security software was installed on the computers, and no security polices applied, nor were
disaster recovery procedures was in place, there was no PKI. Windows operating system was
installed; however, this operating system was outdated (Windows 2000) and incompatible
database between the processes remained an issue as different database across was used. In
terms of private partners alliance factor, RLA had an issue to get outsourced support due to

internal regulation that forbade outsourcing technical support.

To conclude, discussion suggests that the technology deployment dimension within HRM is in

accordance with the Basic Level of the TOP model maturity definitions.

6.4.2.2 Organisational Capability Dimension

Procurement Management (PM)

The case study findings revealed that skills and capability within PM process weren’t
inadequate as well as the work performance was insufficient, there was lack of training course,
and inadequate functional and employability skills and the employees possess weak computer
and interpersonal skills. In terms of organisational culture, there was an issue with commitment
to work and employees always resistance to change. Regarding senior management, there was
lack of support from senior management, lack of funding, lack of eGovernment benefits
awareness among the senior management and employees and lack of vision and strategy for
eGovernment adoption in the future. There was no reward system or bonuses. In terms of the
legislation factor, there was no e-signatures legislation planned to future use and much of the

software deployed within the process was without an end-user license agreement.

To conclude, discussion suggests that the organisational capability within PM is in accordance

with the Chaotic Level of the TOP model maturity definitions.

Financial Management (FM)

The case study findings confirmed that skills and capability relatively adequate and work
performance were to somehow sufficient, functional skills were acceptable among the
employees as they all showed reasonable standard computer skills, employability skills were
also adequate. However, there was lack of training to improve the skills to best practice.
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Regarding organisational culture it was clear that there was a commitment to work; it was also
clear that there was a sign of resistance to change to accept new technology as some employees
were not willing to change the traditional manual. In terms of senior management, there was
lack of support from top management, lack of funding, and lack of eGovernment benefits
awareness among the top management and employee; there was no detailed vision or future
plan to adopt e-Government, there was also no reward system or bonuses. There was no
reward system or bonuses. In terms of the legislation factor, there was no e-signatures
legislation planned to future use and much of the software deployed within the process was

without an end-user license agreement.

To conclude, discussion suggests that the organisational capability within FM is in accordance

with the Basic Level of the TOP model maturity definitions.

Human Resource Management (HRM)

According to government official documents from RLA, the HRM process responsibilities
represented in career and individual management. These activities normally include recruiting
and hiring a new employee and individual management entails helping employees identify their
strengths and weaknesses and make their best contribution to the LA. However, the case study
findings within HRM process revealed that skills and capability were inadequate and the work
performance was insufficient. Functional and employability skills were weak, there was no
training courses planned to improve employees' skills and quality of work. Regarding
organisational culture, there was no commitment to work which affected the whole process’s
outcomes and there was also resistance to change when new producers or technology were
introduced. In terms of senior management, there was lack of support from top management,
the awareness of eGovernment benefits among the top management and employees was
relatively low, lack of funding and lack reward system, there was also no detailed plan to adopt
IT projects including e-Government.  In terms of the legislation factor, there was no e-
signatures legislation planned to future use and much of the software deployed within the
process was without an end-user license agreement.

To conclude, discussion suggests that the organisational capability within HRM is in

accordance with the Chaotic Level of the TOP model maturity definitions.

Community and Services Management (CSM)
Although, the CSM is the largest process in RLA. However, it is unlike CSM in SLA and

displays less use of technologies. There were only ten employees responsible for running the
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sub-processes including (water services, taxation, billing, waste, housing, civil status). The
evidence from the interviews revealed that skills and capability within the process were
inadequate and work performance was insufficient. Functionals and employability skills were
weak among the employees and there weren't training courses provided or planned to improve
and enhance the skills. Regarding organisational culture, there was lack of commitment to work
and resistance to change among the employees and favouritism was an issue as many
employees complained that they had been ignored and never been promoted while other who
were new and favoured. In terms of senior management, there was lack of top management
support, lack of funding and there was no reward system, lack of awareness of eGovernment
benefits among the top management and employees and there was no detailed future plan to
adopt e-Government. In terms of the legislation factor, there was no e-signatures legislation
planned to future use and much of the software deployed within the process was without an
end-user license agreement.

To conclude, discussion suggests that the organisational capability within CSM is in

accordance with the Chaotic Level of the TOP model maturity definitions.
6.4.2.3 Process Efficiency Dimension

Procurement Management (PM)

The findings revealed that lack of sub-process documentation, which always increases the
probability of mistakes, lower productivity levels and doesn’t assure continuity of process and
quality, when employee left or were on holidays. The findings of the case study also revealed
that there was no standardization and tasks always done in different ways. In terms of BPR,
the PM process had no automated systems that linked work together such as ERP or CRM
systems which can improve workflow and reduce human errors, the PM also had no plan to
rethink and reengineer the tasks.

To conclude, discussion suggests that the process efficiency dimension within PM is in

accordance with the Chaotic Level of the TOP model maturity definitions.

Financial Management (FM)

The case study findings revealed that there was payroll task was relatively documented
compared to other tasks which showed lack of documentation. The findings also revealed that
apart from payroll, the other tasks were done in different ways due to lack of process

documentation and standardisation. The findings of the case study also revealed that there was
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no standardization and tasks always done in different ways. In terms of BPR, the FM process
had no automated systems that linked work together such as ERP or CRM systems which can
improve workflow and reduce human errors, the FM also had no plan to rethink and reengineer
the tasks.

To conclude, discussion suggests that the process efficiency dimension within FM is in

accordance with the Basic Level of the TOP model maturity definitions.

Human Resource Management (HRM)

The case study findings revealed that HRM process also was disorganized, it was clear the sub-
processes were unstructured and undocumented, it was also clear that there was lack of
standardization and inconsistency in the sub-process outputs and employees done the same task
in different ways. In terms of BPR, the HRM process had no automated systems that linked
work together such as ERP or CRM systems which can improve workflow and reduce human

errors, the HRM also had no plan to rethink and reengineer the tasks.

To conclude, discussion suggests that the process efficiency dimension within HRM is in

accordance with the Chaotic Level of the TOP model maturity definitions

Community and Services Management (CSM)

The case study findings revealed that there was lack of documentation, and the work was
inefficient and always there were mistakes in the outputs. It also clears that lack of
standardization and tasks always done in different ways. In terms of BPR, the CSM process
had no automated systems that linked work together such as ERP or CRM systems which can
improve workflow and reduce human errors, the CSM also had no plan to rethink and

reengineer the tasks.

To conclude, discussion suggests that the process efficiency dimension within CSM is in

accordance with the Chaotic Level of the TOP model maturity definitions.

6.5 Chapter Summary

From the above discussion, it can be noted there was a general lack of technologies within most
processes; however, there were some encouraging signs of change in some processes. Basic IT
was deployed in most process areas, which could provide the platform for the progression of

e-Government. Network infrastructure was readily available within most of the processes,
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which will widen access to the systems and data. In-house applications were in place in some
key process areas. Online, there was a web portal, but it provides only very basic services
whereby the display of information was available. It is increasingly recognised by staff that a
new web-portal is needed and that this would afford the LAs an opportunity to move forward.
Data sharing between processes was an issue because each process kept their data. The findings
also showed that lack of staff capability can be noted within most of the processes as the
employees showed inadequate functional and employability skills, resistance to change and
weak awareness of eGovernment benefits. Funding was also issue, and there were no detailed
or planned strategies at process level or authority levels. Employees also fear that eGovernment
leads to organisational change that may result in redistributing the power and redesigning jobs
or losing them. Another issue is that favouritism, which was a fundamental factor in corruption
in the public sector, results in hampering the development process in LAs and Libya. Despite
the fact that information sharing can be easy done by the automated systems in the processes,
however, employees showed that they work in a culture where information is considered an

asset, best kept to themselves and cannot be shared with other processes when needed.

In addition to the lack of awareness of eGovernment benefits, lack of funding and lack of a
detailed strategy to adopt e-Government, the findings also revealed the lack of a reward system
at all levels in both LAs. Laws and legislation issues have been more recognised as a crucially
important factor for eGovernment adoption which can regulate the use of the personal data.
Regarding process efficiency, the processes were inefficient regarding documentation and
standardisation. One notable conclusion from this analysis is that the process efficiency
dimension seems to be lagging behind, and was not aligned with, the technology and
organizational dimensions. Effective process management can help organisations scale up and
improve efficiency for new and existing employees (see Figure 6.4 and Figure 6.5). However,
most of LAs were disorganised and daily tasks were neither adequately documented nor
standardized, despite the fact that some of these tasks had already been automated. Processes
as a whole were not particularly well advanced, although the FM and CSM from SLA processes
had a reasonable basis from which to move forward, in terms of technology deployment. It is
clear, however, that process maturity is generally low, and this area needs appropriate focus
and investment to allow the SLA to transition to eGovernment in a planned and effective

manner.
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Chapter Seven: Model Validation

7.1 Introduction

This chapter discusses the method adopted to ensure the quality and rigour of model and
validate the usefulness of the developed model. This is done by of following two strategies as
illustrated in chapter three that confer rigor on qualitative analysis, and how they are adopted
in this research. These strategies are triangulation and respondent validation (Barbour, 2001).
The rest of this chapter is organized as follows: Section 7.2 discusses triangulation of data
collection. Section 7.3 discusses the validation of the model’s three dimensions and their
factors and sub-factors. Section 7.4 discusses the validation of the maturity levels. Section 7.5.

concludes with a summary.

7.2 Triangulation

Triangulation has been used to address the issue of internal validity. This is done by using more
than one method of data collection. Interview transcripts, documentary and observation have
been combined in order to obtain a broader view. The use of multiple sources of evidence
(especially tape-recorded interviews) allowed the researcher to Find out a range of new
technical and attitudinal and behavioural issues. However, similar findings were produced from
these different methods which provided corroboration and reassurance for the researcher that

the findings and conclusions are convincing and accurate (Table 7.1).

Table 7. 1 Triangulation

Source of data Triangulation

semi-structured interviews. The interviewee positions and experiences enabled the
Interviews researcher to obtain valuable information regarding the factors and sub-factors and

their influence in the adoption process

Use of different types of documents collected at the LAs and

. The documents are with high credibility and contain detailed and updated
Documents
information. The documents include:

workshops materials - organisational reports - meeting minutes

) The researcher conducted field trips to the SLA and RLA. The research visits were
Observation

successfully carried out to obtain first-hand information about certain issues and
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gave the researcher the opportunity to meet some employees including decision

makers

Use of secondary data. This provided important information and data
Secondary Data supporting and confirming the analysis and findings of the study. The source of
secondary data was mainly from previous researches and studies

The researcher conducted field trips to the SLA and RLA. The research visits were
] successfully carried out to obtain first-hand information about certain issues and
Observation ) ) ) o
gave the researcher the opportunity to meet some employees including decision

makers

7.3 Validation of the Model

The researcher followed the method of validation that have been discussed in chapter three
section 4.8. The model was examined by three participants. the researcher provided the model
to the participant and once the model was presented and explained, the discussion began with
over Skype.

The feedback regarding the elements of the model (dimensions, factors and sub-factors)
suggested most were satisfied with the dimensions in the context of organizations in the Libyan
government. They were also mostly satisfied about the selection of the factors and sub-factors
into groups within the dimensions. Likert scale was used as method to measure the
participant’s satisfaction, these scales range from a group of categories (least to most) asking
participant to indicate how much he agree or disagree with the model dimensions, factors and

sub-factors and the maturity levels for LAs’ processes (see table 7.2).

Table 7. 2 5 Points Likert Scale

Strongly disagree Disagree Neutral Agree Strongly Agree

Director of Steering committee and Academic scholar suggested that a new dimension should
be added; for example, the academic and the director of the steering committee of the e-Libya
program suggested that the political environment was critical in the context of a developing
country such as Libya and it had a vital role to play in terms of implementing projects such as
e-Government. They asserted that political situation across the country affected LAs,

particularly in terms of financial support. Moreover, they emphasized the importance of
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including political environment for further improvements in the model, to accommodate any
emergent factors in the future.

The second discussion was about the factors and sub-factors that are associated with each
dimension (see table 7.3).

Table 7. 3 Dimension Factors and Sub-Factors: Survey Assessment

In relation to the dimension’s factors and sub-factors: to what extent do you agree with

these factors and sub-factors?

Participant Organisation/Ministry Choice number from 1 to 5
Director of Steering committee e-Libya 4
Senior Manager SLA 4
Academic scholar University 3

The participants explored the factors and sub-factors and they stated that the factors and sub-
factors, as captured by the researcher, were well-organised and represented a comprehensive
set of factors, which will be valuable to decision makers when they first attempt to plan for

such projects. For instance, the director of the steering committee from e-Libyan stated that:

“ The technology dimensions factors and sub-factors are relevant and suit Libyan government
organisations, because developing countries such as Libya are lagging far behind in adopting
modern technology, and from what | have explored within our government organisations there
is not sold IT infrastructure to facilitate the adoption of any big IT projects, for example cloud
computing which is a type of computing that relies on shared computing resources rather than
having local servers or personal devices to handle applications. He continued “this means that
the TOP model meets the minimum requirement of technology to automated their processes
which would suit Libyan organisations at least to host the first stage of e-Government”.

They also stated that dimension of organisational capability related factors reflect the case
within Libyan government organisations. However, he emphasized the importance of power

distribution and reward system within the government organisations as an important factor:

“The implementation of a new IT environment to facilitate eGovernment will involve major
organisational change and shift of power within the organisation will result in government

employee resistance as well as employees losing their authority and power over traditional
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business processes. Those employees, who feel a loss of power or control, will try to resist the
eGovernment project because it is seen as a threat to their skills, power and position, but if the
top management adopt a good reward system it would help employee to educate themselves

and accept the changes”

It could be noted that what the academic scholar portrayed is similar to what the researcher
found from the analysis that power distribution and system reward are important factors.
However, losing power and position was included in the revised mode as important factor
which could be one of the reasons for resistance to change. Reward system is an important

factor that encourages employee to accept eGovernment adoption.

The discussions also provided valuable information for putting some emphasis on certain
relationships between the factors, including modifications to some of the dimensions (for
example: Academician suggested excluding Process Efficiency dimension and combine its

factor under organisational capability.

Regarding process efficiency, the senior anager agreed with the factors and sub-factors
included in the process efficiency dimension. Nevertheless, He emphasised that an importance
factor which will affectively play role in successful implementation IT projects such as
eGovernment is BPR and how the LAs can adopt it and change the traditional methods. He
asserted that BPR can save costs, increase customer focus.

“By analysing and rebuilding existing business processes, organisations can radically

innovate and change especially in the IT infrastructure ”

The participants were also asked to give their opinions about any contradiction between model
dimension, factors and sub-factors that were found in the literature review with those were by
the analysis. Their answer clearly suggested that different environments place a slightly
different emphasis on and preference for the factors and the comparison of different practices

initiated fruitful discussions, which helped to refine the model.

7.4  Validation of the Maturity Levels

The validation of the maturity level was conducted, and questions were asked about the process
scale on the TOP maturity level. The answers added certainty that the maturity levels drawn

were satisfactory (see Table 7.4).
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Table 7. 4 Maturity Levels: Survey Assessment

In relation to process maturity levels: to what extent do you agree with this scaling?

Participant Organisation/Ministry  Choice of number from 1 to 5
Director of Steering committee e-Libya 4
Senior Manager SLA 4
Academic University 4

A question was asked about the maturity level for each process. The answers included a
discussion on why the dimensions were at different maturity levels. They argued, for example,
that the organisational capability dimension should focus on intensive training to the employees
to improve their employability and IT skills to reinforce the importance of the eGovernment
systems, these training courses will also eliminate resistance to change. Another important
factor in organisational capability determination was also discussed which could be explained
in the manner that if detailed strategies and finance funds weren’t forthcoming that would lead
to project failure. They also argued that, process efficiency was continually neglected in every

government organisation.

7.5 Summary

A brief explanation of the overall main findings of the research was discussed with the three
participants after the validation session, and clarifications were given regarding the session
expectations, so that they had the opportunity to give overall feedback and they started to give
comments.

Participants thought that the research approach was straightforward to use. The only concern
from their point of view was how this model would be implemented within other LAs whilst
the country suffered from political issues and no support was being provided until strong
government could be formed. The researcher explained that this is an issue that would not be
resolved during the time of the research and he suggested this could be seen as future work.
The senior manager thought that outputs of the model were good, the model was developed to
provide an outline of the factors for eGovernment development in different stages, and he
considered that enough accuracy was achieved for the purpose to be satisfactory.

The academic scholar was not convinced that the model was something that could be used in
every LA. But when they need to look at the possible scenarios for evaluating the readiness of
LAs, then definitely the findings of this research could be of great help. He also thought that
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the details of the dimensions and factors were good. Overall, they agreed that an advantage of
the model was that whenever there was a need to know and understand the factors affecting the

implementation process in one easy attempt, the model would be a good reference point.

The chapter also discussed model refinement where it has been developed to address the gap
in the literature regarding eGovernment assessment. Moreover, the revised model includes
many new factors and sub-factors, explained their presence and impact on the eGovernment
assessment process. This revised model will be very useful to scholars and practitioners,

particularly decision makers and the implementers of e-Government.

169



A New Model for eGovernment in Local Level Administrations




A New Model for eGovernment in Local Level Administrations

Chapter Eight: Discussion and Conclusions

8.1 Introduction

In this chapter, section 8.2 provides a research overview. Section 8.3 presents a comparison of
the TOP maturity model with some other previous maturity models presented in literature
review in chapter two. Section 8.4 provide the advantages and disadvantages of the TOP
maturity model. Section 4.5 discusses the research objectives. Section 8.6 discusses the
research contribution to the body of knowledge, including contributions to theory and to
practice. Section 8.7 discusses the limitations of the research. Section 8.8 discusses
recommendations on eGovernment implementation in LAs. Section 8.9 discusses suggestions

of future work, and finally, Section 8.10 provides a summary of the chapter

8.2 Research Overview

Chapter one defined the research problem and showed various motivations for conducting this
research. It also, stated the aim of this study, which is to develop new model for the assessment

and management of eGovernment services in Libyan local government.

Chapter two discussed the issues related to eGovernment in general with a view of identifying
the scope of the research problem. It started by presenting an overview of the eGovernment,
and then went on to focus upon the eGovernment definitions and the possible reasons behind
the debatable issues between researchers in search of an agreed definition. As a result, a
taxonomy for eGovernment definition classifications was proposed. eGovernment interaction
categories were also discussed G2C, G2B and G2G. These categories explained initiative and
the interaction-patterns of each sector. Chapter two also discussed a global perspective of
eGovernment and the indicator that measuring the use of ICT by governments to deliver public
services at national level (EGDI), it is further indicates the world eGovernment leaders and
eGovernment in the Middle East and North Africa in particular. Challenges, issues and barriers
have also been discussed and as a result it was clear that there is no single way of listing
eGovernment challenges. Its further discussed the different models of developmental stages of
eGovernment, alongside with eGovernment maturity assessment models. Finally, the key

issues and challenges were categorized into three dimensions (TOP).
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Chapter three amid to provide a clear model for this research. In doing so, the researcher
examined in detail eGovernment challenges that influence the adoption of eGovernment taking
into consideration developing countries. For better understanding the implementation aspects
of eGovernment, a provisional conceptual model was proposed which was influenced by many

studies.

Chapter four outlined the research approach, methodology, and design to carry out the research
under study. The research methodology was developed and adapted by discussing and
justifying a selection of qualitative research approaches to collecting data in an eGovernment
context that covers LA processes. The chapter also discussed the data collection which further
explained the interview, interview designed plan, pilot study and data analysis. Lastly, the

chapter discussed the method that has been used to validate the model.

Chapter five presents the case study background and the findings of the study conducted in
LAs. This chapter also offers an analysis of the combination of RLA and SLA that describes
the major aspect of this research. The chapter further presented the findings obtained from the
interviews from both LAs which helped the researcher to identify the new challenges that were
not part of the initial conceptual model.

Chapter six deliberates on the additional factors and sub-factors identified, which were not part
of the literature or initial conceptual model. As a result of the research findings and analysis
were able to explain the issues of the emerged factors and sub-factors and thereby refine the
initial conceptual model. The researcher was also able to extract the maturity level definition
from the revised model and then he applied the maturity staged approach at individual process
level at SLA and RLA.

Chapter seven presented model validation. It discussed and validated the revised model for
eGovernment implementation and adoption by three participants from e-Libya project, SLA

and academic scholar from university of Tripoli.

Finally, in chapter eight, the researcher identifies how the new model compares with previous
models of eGovernment and provided its advantages and disadvantages for use within
developing countries. The chapter also discusses how the objectives of the research were met
and summarises the research contributions both theoretical and practical, and based on research
limitations recommendations were made for future studies on eGovernment implementation,
as well as for the MLA.
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8.3 TOP Model: Comparison with Existing Models

This section presents a description of eGovernment maturity models available in literature that
to be compared with TOP model. This includes the following models: World Bank, Layne and
Lee and United Nation. These well-known models determine the maturity of the eGovernment
portals which means these maturity models offer a way to rank eGovernment portals from
outside perspective and guide agencies to enhance their portals’ quality. These models have
different stages varying from 3 to 5. Table 8.1 summarize the maturity models with 3, 4 and 5

stages, respectively.

Table 8. 1 Maturity models’ stage names

Stage Stage 1 Stage 2 Stage 3 Stage 4
age age age age
MM
- Services consolidated and
shared across
. . . various government
Variety of information Cit " . wal | urisdici
. - Citizen self-service portal | jurisdictions
World Bank | - Rules, regulations, ) o NA
- Electronic payments - Personalization
documents and forms . o
- Interactive communication
- Identity management
- Content security
- Make transactions .
. . . . - Systems integrated
-Present on the web - Fill forms with a - Integration to higher .
across various
Layne and -Download forms confirmation of stage systems o
. . T jurisdictions
Lee -Consult presentation receipt - Within similar
] . o - Portals are real one
catalogue - Online working functionalities
stop shops
databases
- Web sites are
. . proactive
- Web sites contain . o
o . . . -Agencies are citizen
Static information - One way - Two-way interaction i
centric
- Web sites contain communication with citizen . o
. . . - Services organized in
links to ministries and | - Downloadable - E-voting .
o a through life
other government forms - Citizen identity
. . . events or segmented
United Nation | branches - The portal - Applying for
- . - . groups
- Laws, regulations, features audio certificates, licenses o .
. . ) - Citizens involved
relevant and video clips and permits o
) . activities and
documentation and and are - Secure online . .
. . . . decision making
information on public multilingual payments .
] -Data is transferred
policy .
through integrated
applications

Although the maturity models’ stage names are different from one maturity model to another;

their content may have some similarities and differences. For instance, the first stage for Layne
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and Lee is named “Catalogue” where the public authority is presented on the web, while for
United Nations this stage is named “Emerging information services” where government
websites provide static information. Moreover, almost all of them contain:

= A stage related to the availability of the portal in the Web (presence).

= A stage where the citizens can interact with governments (interaction).

= A stage where the citizens can transact with governments (transaction).

= An advanced stage that covers advanced features such as information sharing between

agencies(integration).

Regarding the focus of the maturity models, the researcher grouped the stages of those maturity
models according to their focus:

The first stage of all the maturity models is mainly concerned with presence on the web. In
fact, the maturity models used different words while they all focus on the same aspects (present,
emerging information, presence on the web, information, presence, information interaction,
Web presence, bill-board, simple information dissemination, publish information publishing,
online presence, initial conditions, catalogue,

cataloguing and basic site).

The second stage of all the maturity models is mainly concerned with allowing citizens to find
enhanced information in the portal and to interact and transact with the government.

The third stage of all the maturity models is mainly concerned with allowing citizens to
interact and transact with the government and making the e-portal a real one stop shop.

The fourth stage of all the maturity models is mainly concerned with allowing citizens to
transact with the government and making the e-portal integrated and personalized according to

citizens’ needs.

The idea of these maturity models is often to be able to distinct good from bad practices and
provide incentives for improvements. These types of maturity models access the level of
eGovernment often from the outside, i.e. what is directly observable at the front-end aiming to
give a performance rating of national governments. Assessment focuses predominantly on the front
(primarily counting the number of services offered) and not on the back-office processes. This
is a logical focus when taking the stakeholders’ point of view who are not directly involved in
improving the back-end. Whereas, senior managers and decisions-makers who are keen in
improving the back-end have the concern to understand and measure the performance of the

back-end which none of the above models can offer such assessment.
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In contrast, the TOP maturity model presented in this study is different, the model combines
assessment of three dimensions (TOP) simultaneously. The TOP maturity model has been
applied at the back-end of each individual process level. The results of for the process’s
maturity level at each dimension has given overview to the managers and decision makers who
are interested in improving the back-end and have the concern to understand and measure the
performance of the back-end. They have a need to have an understanding of the insides of the
issues, not to a level of detail to understand all processes and system components, but at a level
of measuring to enable the benchmarking with others and learning from each other’s practices.

Table 8.2 compares between TOP maturity model and previous maturity models

Table 8. 2 Comparison between TOP maturity model and previous models

MM | TOP Maturity . .
United Nation Layne and Lee
Features Model
1. Chaotic . 1. Catalogue 1. Publishing
. 1. Emerging presence . .
2. Basic 2. Transaction 2. Interactive
Number of ) 2. Enhanced presence ) ) )
3. Intermediate ) 3. Vertical Integration | 3. Completing
Stages ) 3. Transactional presence ] ]
4. Standardized 4.Horizontal transaction
o 4. Connected presence )
5. Optimized Integration
Type of ]
Back-End office Front-End Front-End Front-End
Assessment
Back end at
Level of . Front end
Individual Front end assessment Front end assessment
Assessment assessment
Process level
Multi-
dimensional
concept
1. Technology One concept
One concept One concept
Concepts deployment . . Front-end
o Front-end Services Front-end Services .
2.0rganisation Services
Capability
3.Process
Efficiency
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8.4 Model Advantages and Disadvantages

The TOP maturity model can provide a better understanding of the strengths and limitations of LAs at

individual process levels. The strength of the TOP maturity level model is that:

= |t allows LAs to be evaluated against multidimensions in the area of eGovernment, including the
technology deployment, organizational capabilities of human resources and process efficiency
simultaneously. For each of these three dimensions, a number of key change factors are identified
and assessed to allow a positioning of the LA in the maturity level.

= It highlights the need for process improvement to accompany technology deployment, and the key
role of organisational capabilities factors in bringing about the necessary change for the move to
eGovernment.

= |t can provide a specific roadmap for capability improvement, i.e., directives about where the
financial and human resources of LAs should be allocated to improve its ability to carry out
eGovernment initiatives.

= |t can enable each LA to identify its current state of maturity and capability in an integral manner.

= |t can enable each LA to compare itself with other LAs evaluated with the same model.

= The model can provide information about the LA’s eGovernment readiness to allow the top
management to determine whether they are ready and prepared to join the national eGovernment

initiatives, and to define improvement programs in case they are not yet prepared.

Consequently, the model has been awarded the best model in 2017 by the 17" European Conference on
Digital Government which was held by Military Academy Lisbon, Portugal between 12-13 June 2017
(ACPI, 2019), this mean that the model proved to respond adequately to become a useful tool for the
government to assess the preparedness of local authorities to join the new national eGovernment

directives.

The disadvantages of the model can be reporter on the following points:

= The model works only on Libya local authority and may not be suitable for every organization.

= May require a considerable amount of time and effort for implementation.

= The data collection involves many experts and decision makers which in the case of developing

countries such as Libya those people cannot be caught easily and need personal contacts

8.5 Meeting Research Objectives
8.5.1 Objective One:
To critically analyse the existing literature and current practice regarding eGovernment in

both the developed and developing worlds
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Obijective one has been addressed by chapter two, which critically discussed the issues related
to eGovernment in general with a view of identifying the scope of the research problem. It
started by presenting an overview of the eGovernment, and then went on to focus upon the
eGovernment definitions and the possible reasons behind the debatable issues between
researchers in search of an agreed definition. As a result, a taxonomy for eGovernment
definition classifications was proposed. eGovernment interaction categories were also
discussed and classified into G2C, G2B and G2G. These categories explained initiative and the
interaction-patterns of each sector. Chapter two also discussed a global perspective of
eGovernment and the indicator that measuring the use of ICT by governments to deliver public
services at national level (EGDI), it is further indicates the world eGovernment leaders and
eGovernment in the Middle East and North Africa in particular. Challenges, issues and barriers
have also been discussed and as a result it was clear that there is no single way of listing
eGovernment challenges. The chapter further discussed the different models of developmental
stages of eGovernment, alongside with eGovernment maturity assessment models. Finally, the
key issues and challenges were categorized into three dimensions (TOP).

The next points summarized the finding from the literature review:

= The literature review found that eGovernment has many definitions and it has been a
debatable issue between scholars. The reasons why many eGovernment initiatives fail are
related to poor understanding of eGovernment’s processes and concepts.

= The literature review revealed that eGovernment applications around the world are not
usually successful, and international failure rates in developing countries are high and range
between 60%-85%.

= The literature review found that eGovernment in developing countries is still in its infancy
and requires more effort to catch up with counterparts in developed countries. The gap
between them in ICT infrastructure, practices and usage has been getting wider rather than
narrower.

= The literature review also found that implementation and experiences from developed
countries may not be directly applicable to developing countries. Because of this,
eGovernment projects in developing countries are often either never implemented or
abandoned immediately after implementation or partially failing in their major goals,
causing significant undesirable outcomes.

= The literature review provided a generic list of barriers to eGovernment development based

on a wide range of prior literature (see Table 2.6 in chapter two).
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= The literature reviewed many models, frameworks and concepts. It was found that the
majority of existing research was based on western countries, and it also found that there
is an absence of a suitable comprehensive theoretical model that could be used for the
assessment of authority capabilities prior to eGovernment adoption in developing
countries. Hence, a gap existed regarding an adoption of the framework in government
organisations in developing countries in general and in Libya in particular. This led the
researcher to review and analyse these models, frameworks and aspects in order to

formulate a model to address this issue.

8.5.2 Objective Two:
To explore and analyse the issues, factors and challenges faced by Libya local government (at
individual process level within the organization) with respect to the provision of eGovernment

services.

Chapter three has been set to address objective two. In this context, the researcher developed a
conceptual model able to incorporate models from critical success factors models, such as the
eGovernment architecture model that was developed by Ebrahim and Irani (2005), which has
been successfully applied to eGovernment implementation in Bahrain, and the drivers and
barriers model developed by Hamed (2009), which has been applied to eCommerce adoption
in Libya. This model has been validated and modified to contribute an innovative proposal for
eGovernment implementation and adoption. The proposed model encapsulates a review of
eGovernment implementation challenges under three dimensions, namely: technology
deployment, organisational capability, process efficiency. The model was examined and
validated in chapter five. as result the model has included new factors and sub-factors.
Therefore, the model was refined, and the new factors and sub-factors were embedded to its

relevant dimensions.

8.5.3 Objective Three:

To develop a new maturity model for the assessment and management of eGovernment services
in Libyan Local authority administrative systems.

In chapter six, after revising the conceptual model, the researcher proposed a maturity model.
In this maturity model, specific definitions were provided to scale each dimension (TOP). This
model is resulted in the dimensions were assessed as at different maturity levels in SLA and
RLA.
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8.5.4 Objective Four:

To apply and evaluate the model using at least two Libyan local government administrations
as case studies.

Chapter six addressed objective four; this chapter reported two case studies, the model was
applied followed by a discussion of the empirical evidence derived from the case studies of
SLA and RLA. The model was applied and investigated technology deployment, organisational
capability and process efficiency. The empirical data confirmed the conceptual challenges and
issues that were identified in chapter two from the literature and chapter three where the
challenges had been described and categorized in detail. The result of the case studies
confirmed that there were many weaknesses in both LAs and the maturity levels of the

processes scaled relatively low.

8.6 Research Contribution to the Body of Knowledge

Creating a new model for eGovernment adoption constitutes the central contribution of this
research and is based on empirical work that provides a comprehensive model of eGovernment
in the public sector. This model reduces the confusion surrounding the eGovernment
implementation process in Libyan LAs at individual process levels, by promoting the
understanding of the adoption process by identifying the maturity level of the technology,
organisational capability and process efficiency dimensions and highlighting the requirement
for each dimension. The outcome of this research has extended the boundaries of knowledge
in the area of eGovernment by making a valuable and innovative contribution to

implementation and adoption.

8.6.1 Contribution to Theory

The new model is a completely innovative contribution to the field of eGovernment
assessment. Implementations of eGovernment in developing countries fail, with higher
percentage being classified as total failures and partial failures. This model may allow public
sector organisations to assess their readiness before adopting eGovernment. The model focuses
on measuring the readiness of LAs at individual process level and assessing the maturity level

for each process in terms of technology, organisational capability and process efficiency.

Contribution 1:
This research is contributing to the body of knowledge by investigating critical factors that

influence the eGovernment adoption process. This process has not been previously examined
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in LAs in Libya; therefore, the findings represent a novel contribution for both researchers and
practitioners. The findings which are based on empirical evidence from LAs (chapter five)
cover sets of 3 dimensions, 9 factors and 17 sub-factors as in conceptual model which was
developed in chapter three, for which the researcher was able to identify and assess
eGovernment at individual process level within the two case studies. New factors have been
identified in addition to the ones in the initial conceptual model that was discussed in the
chapter three. The initial conceptual model was revised; although, dimensions have been
remained 3, however, factors and sub-factors were increased by 3 new factors and 8 sub-factors
which increases the knowledge of critical factors and elements surrounding the process of
change. This would help managers and decision makers understand what is needed before

taking the action of eGovernment implementation.

Contribution 2:

This research helps in producing a maturity model with different stages to analyse the
eGovernment capability on the basis of three dimensions, Technology, Organisational
capability as well as Process efficiency. Each of the three dimensions involve a number of
significant change factors as well as sub-factors that were identified and assessed for
ascertaining the position of the organisation in the stage model. This is being applied at an
individual level of the process in the entire organisation. This study reports on utilisation of the
model within the two local authorities, namely Sabratha local authority as well as Rujban local
authority. The study also illustrates the model’s potential to assess the operational readiness of
eGovernment as well as identify the investment opportunities.  Although the model was
specifically designed for Libyan LAs, it consist of good practice guidelines that would enable

generalisation in order to extend to other developing countries.

8.6.2 Contribution to Practice

Contribution 1:

The revised model in Figure 6.1 and its staged level definitions formed in this study is unique
and it is appropriate for the MLA context in Libya. It will give better understanding of the
situation of LAs before adopting eGovernment and allow them to consider what is needed to

increase the chance of successful implementation of eGovernment services.

The model can also be recommended and used as a frame of reference for decision-making by

other government officials in Libya or in other developing countries particularly in MENA
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region. This could be done by reviewing and amendment of the dimensions, factors and sub-
factors that have been used in the model in this study. The maturity stage definitions of the
model could also be reviewed and defined according to the other countries’ requirements. The
possibility of turning the model into a software model that can be adopted to different

environments is also a practical contribution to the knowledge as illustrated in (see Figure 8.2).

Contribution 2:

Several issues and challenges have been faced during the interview times which had impacted
on the time scale of the research, for instance. There were some participants who were not
interested to take part of the interviews and the researcher was able to overcome this issue by
explanation of the purpose of the research and encouraging them that it’s an opportunity for
their opinions to be heard. There was also an issue that some employees excusing that they
were too busy and have no time, but the researcher was able to reschedule many times until got
convenient time (even with confirmed times thee participants did not turn up and appointment
was rescheduled again). Fear of being inadequate, the researcher was able to reiterate why the
research is important and provided more information on the research. In terms of
confidentiality concerns, all the participants were given a letter that there is no risk to
participate in the interview and agreed that it would remain confidential. Other crucial issue
had impacted on the interview was internet connection, particularly in RLA, there was always
weak connection which affected the time of interview over Skype in RLA premises. To
overcome this issue the researcher used an expensive internet 3G over mobile phones to

complete the interviews.

8.7 Limitations of the study

There are many limitations to this research summarized in the next points:

e Firstly, each country is unique with regards to its potential for eGovernment adoption, its
unique challenges, and its goals for an eGovernment services programme. Hence, any
research or study that aims to respond to the general issue of adopting and implementing
eGovernment services may be forced to oversee some specific issues unique to particular
countries. Yet the model has been built and designed to be applied to Libya as developing
countries, the ease by which this model can be applied to eGovernment services
implementation may vary from country to country. As a result, it is important for future
researchers to apply the model while consistently acknowledging their country’s unique

issue, challenges and situation.
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e Secondly, the researcher considers that the data and case studies in this research aren’t
necessarily representative of the entire public sector in Libya. Rather, the researcher
conducted these case studies in order to provide a maturity model perspective on the
prospect of the readiness of two LAs out of 30 to adopt eGovernment services at process
level and illustrate the potential challenges and areas for improvement to allow a
positioning of the organisation in the TOP maturity model. Though the data derived in this
study is instructive, it represents only 6% of MLA’s local authorities, readers shouldn’t
interpret its findings as the ultimate pronouncement on the readiness of eGovernment

services in MLA.

8.8 Recommendation on eGovernment Implementation

The implementation of eGovernment within Libyan local authorities requires a conducive
environment to realize its potential for development. Before preparing an eGovernment action
plan, it is very important that the MLA assesses its e-readiness and tries to adjudge how
prepared for adoption of eGovernment. In light with this, an assessment of the existing
environment at SLA and RLA revealed that they are lagging far behind the levels needed to
successfully implement eGovernment applications. Therefore, a roadmap has been suggested
to minimize the risks of failure of adoption of eGovernment in these local authorities.

The recommendation can be conducted to bridge the gap between stages (see Figure 8.1).
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Figure 8. 1 Maturity Levels Strategic Gap

TOP Model
lasic1

Capabilities

8.8.1 Build Technology Infrastructure

The MLA should provide minimum specifications for commonly used IT equipment, as a

measure of ensuring standardization of equipment used across its local authorities:

For eGovernment to be successfully implemented in local authorities, it is imperative that
communication infrastructure be developed. A coherent strategy may be worked out, in
consultation with the MLA for ensuring connectivity in the entire LA. This is because it
has been observed that many functions still suffer from low penetration of the fixed line
telecom infrastructure and low teledensity all over the regions which in turn impacts on the
on the availability of the internet.

Besides communication, the local authorities need to look into computing infrastructure
(Hardware and Software) for development and delivery of applications online. They should
ensure that the IT hardware parts and related accessories are easily upgradable with new
features to avoid IT products being disposed prematurely; this has been observed in many
processes that use outdated hardware and cannot be upgraded. The local authorities shall
in addition ensure that a list of all upgradable parts (including up to what capacity the parts
can be upgradable) of the products supplied is provided by the supplier. IT component
installations that need updates shall be updated according to the latest official versions
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available. Software systems need to be developed to enable backend data processing

services.

As local authorities hold enormous sensitive database, the need to protect these databases
and equipment, and the operational environment from loss is essential. Therefore, this
needs to incorporate advanced security approaches and technologies such as public key
infrastructure (a set of rules, policies, and procedures needed to create, manage, distribute,
use, store, and revoke digital certificates and manage public-key encryption), reliable
firewall, biometrics, digital signature and certificate, and sophisticated encryption
techniques, which secure eGovernment interoperation, government electronic transactions,
and delivery systems to ensure protection against fraudulence and other vulnerabilities at

all levels of the government information infrastructures.

System compatibility was an issue within many processes in SLA and SLA. In this regard,
they should consider that all hardware equipment display the ability to run applications
from different vendors, and to interact with other IT hardware across local or wide-area
networks regardless of their physical architecture and operating systems. This should be
possible through hardware and software components that conform to open standards such
as those used for internet; this seeks to facilitate the exchange of information between

potentially heterogeneous systems through conformance to open standards.

eGovernment systems are expected to deliver its services to the citizens and other
stakeholders on a 24*7 basis. To achieve this, the local authorities have to set up a stable
infrastructure that could be operational round the clock. For instance, utilisation of internet
data centres. It shouldn’t at all be cost effective if each process starts installing data centres,
because running data centres need a lot of recurring resources. It is, then, suggested that the
LA should setup a high-grade data centre to be used by all the processes, so they can
manage their applications from their own premises in a secure manner. In addition, the LAs

have to consider setting up of a disaster recovery mechanism to protect data centres.

Partnerships with local companies to participate in the implementation of the national
strategy in general and ICT in particular.

The above recommendation provides the ability to IT equipment components to effectively and

efficiently work together in an integrated system which could increase the chance of successful

eGovernment adoption.
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8.8.2 Building Organisational Capability
It should be kept in mind that eGovernment will require human resources skilled in a number

of disciplines apart from just IT knowledge.

= The LAs should consider functional and employability skills as an important factor. The
LAs should give intensive training courses to the employees to improve functional skills
and employability skills. It should also give IT staff intensive training on evaluation,
procurement and management of technologies as well as an adequate training on the usage
of software applications.

= The lack of awareness has been noted in both LAs. Therefore, the LAs should improve
employee’s awareness, this can be achieved by delivering training courses on the online
services and the role of eGovernment services by using workshops, conferences and
seminars and giving employees a chance to look at successful eGovernment stories. It is
important to incorporating the experiences with other countries which share similar cultural
backgrounds and has successful eGovernment projects such as Bahrain and Emirates.

= Attitude and adaptability to change is an important prerequisite for the eGovernment
implementation. Therefore, the LA should consider that change management skills are
required to guide the process of transformation. This could be done by hiring consultants
who would be responsible for instilling confidence into the employees that eGovernment
is being ushered in to assist and help in carrying out their duties more efficiently and isn’t
a threat to their jobs or authority besides helping them to adapt new paradigms of delivery
of government services.

= Draw a clear vision of the goals, objectives, priorities and strategies and align it with e-
Libya initiative. With such a dramatic change, LA cannot continue to proceed with the
same vision, goals, objectives and priorities. Therefore, re-defining the vision of the LA,
goals, objectives, priorities and strategies will provide a roadmap to move in the required
direction with e-Libya strategy.

= Seniors management should support eGovernment services initiatives. Those senior
managers can help to seek and build political support across other government bodies, push
for change and resources, publicly take ownership of the project and commit their time on
a sustained basis.

» Securing funding to meet the LAs’ requirements, this can be done by partnership with the

private sector. Create incentives to help local companies grow and become viable partners
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in eGovernment services. The private sector can be a source of cost-sharing, technology

and project management expertise.

8.8.3  Process Efficiency Improvement

The LA should be documenting tasks to reduce operational ambiguity. This can be achieved
by using methods to document all tasks including software tools. Then these documents act
as the store of collective organisational knowledge regarding the tasks and can be accessed
by anyone in times of need and look at the detailer documentation and the dispute can be
resolved.

From the case study findings, it has been observed that sub-processes in the processes are
confusion, poorly planned and creates chaotic and ineffective environment. Therefore, it is
important that LAs apply complete description of how to execute a given sub-process, this
can be done by step-by-step method which is a common method that document and describe
the tasks. Then these documents act as the store of collective organisational knowledge
regarding the sub-processes and can be accessed by anyone. once documentation achieved,
then it must be standardized to ensure that tasks are done in similar way each time.

8.9 Suggestions for Future Research

Research can usually be further developed, and the research presented here is no exception.

However, there are some areas that relate to this research which need to be investigated and

explored further. Also, there are some alternative recommended directions that further work

could be embarked upon. These are as follows:

A number of challenges facing eGovernment implementation were proposed in the study
based on literature and two case studies. The researcher proposes that these can be further
studied and may lead to an exploration of more challenges facing eGovernment
implementation within Libyan LAs.

The model was based on Libyan LAs as case study. Therefore, the researcher recommends
validating this model in different contexts to extend the generalisability and contribution of
the model, this can be done by utilizing the model in different government agenise such as
Ministry of Education, Ministry of Health etc.

The researcher also suggests systemizing the TOP model to be used as software application
rather than manual analysis, this can be achieved by generating questionnaires for the three
dimensions (Technology Deployment, Organisational Capability, Process Efficiency) and

supplied to computer software that produce maturity levels, (see Figure 8.2).
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Figure 8. 2 Suggested Systemized TOP Model
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8.10 Summary

This chapter presented conclusions derived from the literature analysis and the empirical
research. It presents the contribution made by this study in the form of a new model that deals
with assessing government organisation before eGovernment take place. In light of this, the
research attempted to add significant inputs to knowledge in this field by shedding light on
specific dimensions, factors and sub-factors regarding eGovernment adoption. Case studies
were conducted in order to determine the maturity level at individual process level in each
authority. It is believed that the research objectives and outcomes will assist Sabratha, Rujban

and other LAs with similar characteristics, regarding eGovernment adoption plan.
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Appendix 1

The interview aims

The interview agenda used to collect the data from the interviewees personally during semi-
structured interview. The questionnaire is demonstrated for the interviews explained to them
by the researcher and then filled by the researcher to verify the accuracy and validity of

anNSWErSs.

Interview Guidance

1. Give an overview of the study and its objectives and aims

2. Ask for a permission to write down the answers and use the recorder if
necessary

3. Explain the nature of the confidentiality and the use of the quotes

4. Explain that the interviewee can refuse to answer any question

5. Explain that an opportunity will be available for comments off the record at the
end

6. The following letter was provided to the interviewers:
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Dear Participant

Thank you for taking the time to contribute in this research. | appreciate your contribution. This
interview is being conducted as a part of a PhD research project at University of
Gloucestershire, and seeks to investigate the issues, factors and challenges faced by Libya local
authority (at individual process level) with respect to the provision of eGovernment services.
The participants for this interview are considered to be those who are working closely in the
main processes at the local authority (ICT related questions for IT staff and Organisational
related questions for decision and policy makers in the targeted process level).

The questions results will be available for all participants. Your contribution is appreciated and
really does count. However, as much as | value your responses to the questions, it is important
to note that the participation is voluntary and have the opportunity to withdraw at any time.
The interview will take approximately 30-45 minutes to complete, and all responses will be
treated as confidential and anonymous to protect the respondent identity in any published data.
Should you have any questions about the study, please contact the researcher, Yousef Forti
through the e-mail given below.

[Email redacted]

Thank you for your participation

Yousef Forti
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Appendix 2

Technology questionnaire
1. Does the process have computers, printers and scanners?
a. Are they always working properly?
b. Can you explain to how important these technology tools to the process?
2. Does the process have in-house systems or software application?
a. Are they off-the-shelf software package, or a bespoke software developed?
b. How do you rate this application in terms of operation?
c. Are they networked based applications?
3. What are the issues and challenges in the process in terms of software and hardware,
which you think is a hindrance to the implementation of the eGovernment program?
4. Does the process have its own webpage on the Internet or is it part of the LA’s page?
a. What type of online services does the webpage provide?
5. Does the process have local area network?
a. What type of network?
b. Does the printers and scanners are connected to the computers throughout the
network?
c. Does the network have connection to the other processes?
6. Does the process have internet?
a. Isitreliable and fast speed internet?
7. What are the issues and challenges in the process in terms of networks, which you think is
a hindrance to the implementation of the eGovernment program?
8. Is there software security on the computers?
a. Are there security policies that prohibit employees from unauthorized programs?
b. Is there a disaster recovery plan to protect the process’s data in case it is
disrupted?
9. What are the issues and challenges in the process face the protection of the data and the
privacy which you think is the obstacle to the implementation of the eGovernment
program?

10. Is there compatibility in the process’s hardware and software?

11. is there ability of different information technology systems and software applications

between the processes to communicate and exchange data?
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12. What are the issues and challenges of compatibility in the process that you think is a

hindrance to the implementation of the eGovernment program?

Organisational capability Questionnaire

1. What is the level of functional skills of the employees? “such as ICT skills, maths skills
etc”
2. What is the level of the employability skills of the employees? “such as teamwork skills,
communication methods, Problem solving, Planning and organising, Self-management”
3. Does senior management provide training to employees?
a. If yes, can you give more detail and describe what is the courses are?
b. Do the employees motivated to learn?
c. Are they qualified and what qualifications do they have?
4. Is there a refusal by employees when a new system is introduced?
5. If the work is automated so that the LA can adopt the e-Government, do you think it will face
challenges from the employees? if so, why?
6. Are the employees committed to completing the tasks assigned to them on time? if not,
what is the reason?
7. What is the level of knowledge of the eGovernment in senior management?
8. What is the level of knowledge of the eGovernment of employees?
9. Isthere fund and administrative support and from senior management when decide to buy
or adopt new technology?

10. Is there a vision, plan or strategy from the senior management to adopt e-Government?

Process Efficiency questionnaire
1. To what extent do the sub-tasks are organised?
a. Do you use documentation process to organise the sub-processes? “Process
documentation is a complete description of how to execute a given process”
2. To what extent do the roles are followed?
a. Do you use standardization? “Process Standardization aims to unify the
procedures in organizations that use different practices to do the same process”
b. Is the employee able to perform the tasks entrusted to him/her with the same
guidance every time he/she is asked to perform procedure?
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Appendix 3

Technology questionnaire
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Organisational capability questionnaire
¢ 5 snell aladiind i jlee Jie pudll L (il gall ulaall il lgall Cium s Sy S
Al el 53l 55k 50 8 (A Jeal) Dl jlgall Jia pnstl) il sall ials o ol lgall oy (S S
$erll & adaiil) g dagladl) (Jglall
¢ ) Jauaiily 0088 o (Saall o B | axd S 13 €l gall yill 8 63 g 85 Liladl 5 10Y) Ja

3

Sraasall Ll gW) () g ety agldl ) 22l i 5l 8 agal) AS gall aleall eleils (hae Fila (puila sall Ja

4

fian 5 ol ualdll Gl o L

S il ol 5all gl w2 Ladie Ao juas 48 jmall () 50y g andaill (p jinia Lails (pila gall Ja

Tagi hsmm U OO sall (A La g Laale (s e (il sall o

¢l daa GUSS 20385 o) Ladie (il gall J8 (e (8 ) 23 50 o

8 (e JSLa 4 s Ll 355 o A5 yiSIY) A sSall i (ge i) (ST (s Jaall &S00 3 1D @
¢ ks all

faaa ol a0 o) Ledie (il gall (5ol o 5a 2 0 b

SUell 5 51aY1 52l i 5 SOV e gSally 48 jrall (5 gince s e

€0k sall ool i 5 5 STV da Sy 48 el (6 sine 2 e

o2 Ao ol 935 il Al 8 Ll 5 )Y (e (sl o2 2 0 b

€ il sl Ay )y 5l gl LGS A el Ll Al Llel) 5,151 o
s daa 5 935 ) o) A aSac A Llal) B )1aW) (5] A0 Jae 22 55 8
35 3 SSIV) s il el 59 (e T i) ) A 5 2 o
Sanadll 8 (dla gl dae oS

Process Efficiency questionnaire
Sl Jals dalaia algall (520 (5) I
5 Aleal) i ate bl 5 ye JS 8 byl g ol Y1 ity 4l A0S gl algall 285wl Cala sall Ja
el aY)
f0AYL Jlee b aglee A83le SIS 5 agall IS sall A3l g jusall ans 52y aila sall o

215

5
.6
g

.10

A1
A2
A3
14
A5



A New Model for eGovernment in Local Level Administrations

Appendix 4

Sample of Some Answers from interview
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Appendix 5

Translation of the Sample of Some Answers from interview

Does the process have computers, printers and scanners?
Are they always working properly?

Can you explain to how important these technology tools to the process?

We have computers as well as printers, but unfortunately, they all are old and slow.
Sometimes these computers are broken for long periods due to the lack of sufficient technical
support to fix them. Regarding the department's benefit from these computers, yes, the
department uses them, but it is not as required as | mentioned they are old and slow also the

poor skills of the employees to use them as required.

Does the process have in-house systems or software application?
Avre they off-the-shelf software package, or a bespoke software developed?
How do you rate this application in terms of operation?

Are they networked based applications?

Yes, there is software that a team of programmers developed for years and it works, but it
needs a lot of development, for example, it does not work on a server. We have 1 software
that the development team developed, which is the procurement system. My evaluation of

this system is good but as | mentioned earlier you need to development.

Is it connected to a network?

No, don't work on a network.

Could you give me list of all the ready software that the department uses if possible?

We have full Microsoft Office on our devices.

Does the department have website on the Internet or is it part of the municipality website?

We do not have website on the Internet
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What are the issues in the department in terms of software and hardware, which you think
affect the implementation of the e-government program?
The software applications in the department do not support DOT NET technology and they

are Windows Application, which will affect negatively on the project.

Is there a network in the department?

Yes, we have an internal network

What kind of network is used?

P2P peer-to-peer network

Is it connected to printers or scanners?

Connected to one printer

Is the network connected to other departments?

No, it is not as this requires the development of municipal infrastructure

Is there internet in the department?

We have internet, but it is very weak connection

Is the Internet fast

The internet is very weak and not reliable

Is there a data store in the department?
There is no data store, but every device stores its data on its own disk, so we always have

problems with losing data.

What are the issues in the department in terms of networks, which you think will affect the
implementation of the e-government project?

The most important issue is the lack of infrastructure to accommodate the high speeds of the

Internet, as well as the continuous cutting of electricity, these factors are the big problems.

Avre there security to protect the software applications and data on the computers?

222



A New Model for eGovernment in Local Level Administrations

We have an old anti-virus program that need update and this program is also available only

with initial benefits, not advanced features.

Avre there regulations that prevent employees from using any unlicensed software on the
computers or linking them to USB Flash Memory of them owns?
There are no policies or laws that prohibit the use of external devices on computers and this

one of the issues that our computers sometimes down.

Is there a disaster recovery plan for data in case of malfunction?
There is no plan to save data in the event of a malfunction, and this happens frequently, we

lose data due to viruses and misuse of devices.

How does the department deal with internal and external risks?

There are no policies to prevent any breaches, from either inside or outside risks.

What are the issues in the department of that you think stands as an obstacle to the
implementation of the e-government project?
There are no plans to protect the data, there is no anti-virus software, there is no awareness

among employees of using their personal devices on the devices section.

How do you evaluate compatibility in software and hardware in the department?
There is no compatibility in the data, and this is very important because when we import data
from other departments, we face an issues of data entry because of the incompatible with our

data. Regarding the operating systems, they are compatible.

What are the issues in the department which you think stands as an obstacle to the
implementation of the e-government program?

Lack of compatibility between databases

How can the practical skills of employees in the department be described, such as computer
skills?
Practical skills are considered one of the most important criteria for the success of the

institution, which I personally consider missing among the employees, as most employees of
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the department do not have sufficient skills in terms of operating computers and accept
technology as well as employees suffer from weakness in job skills such as the efficiency of
good communication with citizens, the weakness of finding worthy solutions to their

problems that each employee should have a minimum of these skills.

How can the job skills of employees in the department be described, such as skills working in
a team, ways of communicating, finding solutions, planning and organizing at work?
Very weak, many employees do not have good job skills that qualify them to operate the e-

government.

Are the employees always motivated to learn and gain knowledge quickly when they are
given training courses?

The employees are motivated for the training courses when they are nominated for external
courses such as courses given in Turkey or Tunisia, and this type of course costs the
municipality large sums, but unfortunately when the employees are nominated for internal

courses, the outputs are always weak.

What type of qualification that the employees hold?

We have university degree staff, and others hold training certificates and they are the most.

Is there a refusal by staff when a new system is introduced for the department?
Yes, permanently from some employees, unfortunately, some employees have an obsession
that mechanization will eliminate their jobs in one way or another. Another type of employee

rejects mechanization because he is unaware of its advantages.
If the work is automated so that the municipality can adopt the e-government, do you think it
will face problems from the employees?

At this low level of employees, yes, e-government will fail.

Is there a fear for employees when a new system is introduced?

Yes, as | mentioned earlier.

What is the level of knowledge about e-government in senior management?
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The senior management does not care about many issues due to the current conditions of the
country. What was previously allocated for a workshop in solidarity with the Libya First
project, but it was not taken seriously, and the educational program stopped and did not
continue. Senior management does not have sufficient knowledge of the advantages of e-

government

What is the level of knowledge about e-government among employees?

Very low due to their lack of workshops to educate them about the benefits of e-government.

Is there administrative support from the higher management in the municipality to adopt a
new technology?
Previously, there was support from the senior management of the municipality and also from

the ministry, but after the events of the revolution all support ceased due to political situation.

Does the municipality’s senior management have the budget to provide training courses for
employees and to purchase or adopt new technology?

There has been no budget for years.

Is there a vision, plan or strategy for senior management to adopt e-government?

There is no plan and no vision for adopting e-government

To what extent are the tasks organized within the department?

Not organized enough, everyone works in their own way, and the result is chaos

Can the employee perform the tasks assigned to him with the same instructions ?

No, unfortunately, there is always a difference in the implementation of tasks. There are
always errors in the outputs, which we have to use staff with experience in order to review
the errors, but unfortunately with the size of the mistakes, the experienced employees refuse

to do the cooperate.

Are employees aware of the size of the responsibility assigned to them, as well as the
relationship of their work to the work of others?
Unfortunately, they do not care about the outputs or the seriousness of the work. As |

mentioned before, the militias force the senior management to appoint people without

225



A New Model for eGovernment in Local Level Administrations

qualifications or experience, and this is one of the most important reasons for the

municipality’s failure to provide the best for the citizen.
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