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Abstract: Management is what makes e-Government successful by coordinating the use
of corporate resources, managing relationships and empowering strategic alliances.
However, current e-Government methodologies and models used are only tailored to
specific requirements. This restrains the ability to compare cases and draw valuable
conclusions as to how to improve e-Government and its performance measurements.
Therefore, the authors are attempting to address the issues faced by surveying the models
consisting of effective practices in e-Government and information technology integration
management and support. The study provides in depth overview of the current status of egovernment models and links with emerging information technology.
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Introduction

The current 21st century is perhaps one of the most interesting times in history to be
alive. Its dawn has come up with new models of Economics, where global barriers are
falling, economies are merging, communication is getting better and cheaper (Salvi &
Sahai, 2002) and “knowledge in the world” becomes more important (Dix et al, 2004).
There is no doubt that e-government is a phenomenon of our era. E-business is becoming
vital in the private sector as well as in governmental institutions. The use of Information
and Communication Technologies in order to change the structures and processes of
government organizations in an attempt to allow the exchange of information with
citizens, businesses and other arms of government, results to improved efficiency,
convenience as well as better accessibility of public services. The three segments of egovernment services are Government-to-Citizen, Government-to-Business and
Government-to-Government in a correspondence to the business model segments.
It is common knowledge that Information and Communication Technologies
contribute substantially to the acceleration of financial development as well as the
elimination of poverty. Ample and ubiquitous access to new technologies is essential for
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uniform and consistent diffusion of innovation. Ubiquity postulates the omnipresence of
networking; an unbounded and universal network. (Angelopoulos et al, 2008). This,
however, can only be implemented through the sharing of information and
communication technology resources across governments and their citizens.
In countries such as the United Kingdom, USA, Canada, Sweden, Singapore,
Finland, Sweden and South Africa there is an increasing interest in using electronic
government services to re-engage citizens with the political process. The use of Internet
capabilities by governments all around the world has increased significantly over the last
years. Among all the constituencies that are affected by the development of electronic
government, businesses represent one constituency that may experience significant
benefits (Thompson, et. al., 2005).
Electronic government projects have a breadth of impact that extends far beyond the
agency concerned and where benefits often expand beyond the agency owning the
aforementioned project. E-government utilizes technology to accomplish reform by
fostering transparency, eliminating distance and other divides, and empowering people to
participate in the political processes that affect their lives (CDT, 2002). The usability, the
lower cost of communication channels, the function of electronic services as well as the
increased participation of citizens will create a socio-economic environment, which could
satisfy both the administration and the citizen (Tahinakis et al., 2006).
The rapidly changing business environment of the last years has created uncertainty
in the market place and high risk for decisions in the years to come. In order to survive in
this demanding market place, service organizations have only one choice, to successfully
develop new services. However the failure rate for new services projects is high, because
the knowledge about how new services should be developed is limited. The success rate
of new service projects is an average 58% (Griffin, 1997). In other words, four out of ten
new service projects fail in the market place.
Within this changing business environment there has been a resurgence of interest
among researchers regarding the role of innovation in gaining competitive advantage.
However services innovation literature has grown significantly over the last decade,
reflecting the increased contribution of service industries to the national economy.
Although internationally there is a noticeable shift of governmental services provision
from traditional channels to web-based ones, restraints due to poor quality of service are
apparent. (Papadomichelaki, et al., 2006). New service development has not been widely
researched (Martin and Horne, 1993) so there exists a need for further research in this
field (Johne & Storey, 1998).
During the previous years very few academic studies have concentrated on this area,
which means that the knowledge of new service development has not advanced very far.
The majority of new service development research has concentrated on the financial
service sector, but so far there has been no important research on new service
development in the public sector. This study leads to a literature review of current
strategic and managerial frameworks for electronic government implementation. The
overall aim of the research project is to conduct a critical analysis of well-established eGovernment models and strategic frameworks. Understanding e-Government integration
project management will ultimately help in the development of an effective practice
model, which will improve e-Government implementation.
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Defining e-government

Despite the fact that e-government has emerged as a popular catch phrase in public
administration (Yildiz, 2007), it still remains one of those concepts that mean a lot of
different things to a lot of different groups (Grant & Chau, 2005). The goal of egovernment is to achieve in making government services more accessible, more citizenfocused, more relevant to citizens as well as more responsive to their needs and
expectations. Electronic government comprises the use of ICT in order to deliver public
services to citizens and businesses. It entails the transformation of public services
available to citizens using new organizational processes as well as new technological
trends (Gunter, 2006). Furthermore, it is regarded as a player with a significant role in
enabling greater citizen involvement in civic and democratic matters in the sense of direct
democracy as the one practiced in the city-states of ancient Greece. E-government is also
designed to facilitate a more integrated mode of government. It encapsulates the
relationships between governments, their customers and their suppliers by the use of
electronic means (Means & Schneider, 2000).
Until now, researchers were not able to come up with a universally accepted
definition in order to describe the e-government concept (Halchin, 2004). The United
Nations and the American Society for Public Administration (2002) defines egovernment as the utilization of the World Wide Web for the delivery of government
information as well as services to citizens. Jaeger (2003), believes that it may also include
the use of other ICT in addition to the Internet and the Web, such as database,
networking, discussion support, multimedia, automation, tracking and tracing, and
personal identification technologies. As quoted by Mike Hernon in an interview with
Duffy (2000), e-government is “simply using information technology to deliver
government services directly to the customer 24/7. The customer can be a citizen, a
business or even another government entity”. However, Doty and Erdelez, (2002)
propose that e-government should enable an open government with transparency as well
as responsiveness.
E-government is the use of technology, especially web-based Internet applications in
order to enhance access to and efficiently deliver government information and services
(Brown & Brudney, 2001). Balutis (2001) classifies the development of e-government
into four phases. These four phases include information dissemination, forms-only, endto-end electronic transactions, and transforming government. According to his
classification, information dissemination is the least-developed and fundamental phase,
describing a stage in which information is simply provided online. In the second, formsonly phase, users can download forms electronically. The third, end-to-end electronic
transactions involve allowing citizens to commence their transaction digitally and
ultimately ending their transaction in the same way. The transaction is hence
characterized as being entirely executed digitally. The fourth phase in the development of
e-government is the final goal of e-government, in which the government provides all
services and information online. In this way, e-government acts as a stand-in for
traditional forms of government services as citizens can simply log onto the Internet to
meet their needs.
What is also lacking in the treatment of the subject is a more in-depth analysis of the
political nature of the e-government process, and a deeper recognition of complex
political and institutional environments (Yildiz, 2007). According to the World Bank
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(2004), e-government refers to the use by government agencies of information
technologies that have the ability to transform relations with citizens, businesses, and
other arms of government. Last but not least, according to the Center for Democracy and
Technology (2002), “e-government is the use of information and communications
technologies in order to transform government by making it more accessible, effective
and accountable”. However, e-government is not about the use of technology or
technological innovation for its own sake. Certain technologies do not fundamentally
define what e-government is and will be (Yildiz, 2007).
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Barriers in implementation of e-government

Fundamental changes have occurred in the structure of most countries’ economies,
with services becoming the major sector of economic activity (OECD, 2000). Meeting
the challenges of an unstable and unsettled environment is not easy. E-government
requires strong political leadership in order to succeed (CDT, 2002). Obviously, there are
several economical and political reasons underpinning this move. The utilization of
Information and Communication technology in the government section and
administration does not constitute a panacea, however, the use of ICTs has been a means
to manage the limitations of bounded-rationality and provide the infrastructure for better
decision making (Simon, 1976).
In light of the discussion presented above, the most significant limitation of the egovernment concept is that there is still no standard definition of it. In other words, it is
difficult to define what exactly e-government is. This difficulty stems from many reasons,
such as the fact that e-government is a concept defined by the objective of the activity,
rather than by the specific technology used, provider of the service/information, or clearcut activities of the related actors.
Many barriers such as the high cost or the low security can impede its implementation
and adoption. The integration of various IT applications and components inside and
outside the organizational boundary remains costly and time-consuming due to the
heterogeneity of the computing environments involved in public-sector organizations
(Themistocleous & Irani, 2002). Bonham et al. (2001), Bourn (2002), Dillon & Pelgrin
(2002), McClure (2000) and the National Research Council (2002) agree that
governments face a shortage of technical infrastructure. The above-said shortage presents
a significant barrier in the development of the capabilities of government organizations to
provide online services and transactions. They also agree that unreliable IT infrastructure
in public sector organizations will certainly degrade the e-government performance.
A frequently cited barrier in literature seems to be the need for security and privacy in
an e-government strategy (Daniels, 2002; James, 2000; Joshi & Ghafoor, 2001;
Lambrinoudakis & Gritzalis, 2003; Layne & Lee, 2001; Bonham et al, 2001; Gefen &
Pavlou, 2002). The shortage of IT skills is also a barrier, which contends many
challenges regarding the efficiency of a public administration to provide innovative egovernment services (Chen & Gant, 2001; Heeks, 2001; Ho, 2002; Moon, 2002). Finally,
a major barrier to the adoption and implementation of e-government is funding (Bonham,
Seifert & Thorson, 2001; Heeks, 2001; Ho, 2002), which also relates to the business
procedure of government, management strategy, and organizational culture (Lenk &
Traunmuller, 2000; McClure, 2000).
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Organizational barriers relate to structural issues such as fragmentation, poor relations
and communication between the functional departments, and an acceptance of the
strategic benefits of new initiatives by the senior management (Aichholzer & Schmutzer,
2000; Fletcher & Wright, 1995). Moon (2002) concludes that, to enhance the
effectiveness of e-government practices, public-sector organizations would need to
progress toward a higher level of e-government development, which will require a greater
number of highly trained technical staff.
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Current status of Strategic E-government Frameworks literature

Electronic government studies until now, limit themselves by researching the
outcomes and outputs of the e-government projects. Thus, understanding the political
process behind e-government development is vital for overcoming both definitional and
analytical limitations (Yildiz, 2007). During the recent years, many attempts have been
done by different research teams around the globe to describe e-government architecture
frameworks, in many aspects of the digital side of public services, such as the financial,
ethical, strategic, legal, semantic, security, implementation, evaluation as well as
interoperability. The most significant frameworks in the are of e-government, categorized
according the fore-mentioned architectures, can be seen in the following table.
Table 1: E-government Frameworks literature

Architecture

Year

Author

financial
ethical

2007

Johnson

2004

Mullen & Horner

2001

Bannister & Lalor

2000

UK Central IT Unit

2006

Affisco & Soliman

2004

Ebrahim & Irani

2006

Mahapatra & Perumal

2005

Scholl

2004

Mittal et. al,

2004

Abie et al

2007

Flak et al

2004

Lambert et al

2005

Giraldo

2006

Teswanich et. al

2004

Lenk & Traunmüller

2001

Fernandes, et. al

strategic

legal
semantic
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security

2005

Stojanovic & Stojanovic

2006

Herborn & Wimmer

2007

Goudos et al

2006

Abecker et al

2004

Caituiro-Monge & Rodríguez-Martinez

2005

Belanger et al

2006

Mauher & V.Smokvina

2007

Crichton et al

2005

Frederic & Michel

2007

Alkhatib et al

2008

Chun

2005

ECS

2005

Belanger & Hiller

2002

Rieke

2003

Makedon et. al

2004

Kalloniatis

2003

Caloyannides

2003

GovTalk

2003

Lambrinoudakis et. al

2003

Sharma & Gupta

2004

Abie, et. al

implementation 2002

evaluation

Di Maio et al

2006

Chen et al

2005

Evans & Yen

2003

Gupta & Jana

2005

Castellano et al

2004

Banerjee & Chau

2005

Montagna

2005

Williams & Fedorowicz

2004

Oyomno

2006

Codagnone & Boccardelli

2004

Chircu

2004

Al-Omari & Al-Omari

2003

Bui et al

2007

Kumar et al

2005

Ebrahim & Irani
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interoperability

2004

European Commission

2004

Gijarro

2000

UK Crown

2005

Neumann & Benda

2005

Antovski & Gusev

2007

Charalabidis et al

2005

Guijarro

2005

Sundar & Garg

2005

Mukherjee & Biswas

2006

Diedrich et al

Management is what makes e-Government successful by coordinating the use of
corporate resources, managing relationships and empowering strategic alliances.
However, current e-Government methodologies and models used are only tailored to
specific requirements. This greatly restrains the ability to compare cases and draw
valuable conclusions as to how to improve e-Government and its performance
measurements. Therefore, the authors are attempting to address the issues faced by
proposing a model consisting of effective practices in e-Government IT integration
management and IT support. Moreover an attempt is being made for a description of
current status of strategic frameworks for electronic government literature.
The research for strategic frameworks for electronic government implementation
begins in 2000 with the Central IT Unit study at United Kingdom. Four years later, in
2004, three new strategic frameworks published by Ebrahim & Irani, Lambert et al as
well as Mittal et al. The following year, 2005, Scholl publishes one more study. A year
later, Affisco & Soliman as well as Mahapatra & Perumal publish their work on strategic
frameworks and the literature continues until Flak et al investigate the insights from 48
Norwegian Government Funded Projects in 2007.
Table 2: Strategic E-government Frameworks literature

Author

Year

Research

UK Central IT 2000
Unit

e-Government, a strategic framework for public services in the
information age.

Ebrahim & Irani 2004

A Strategic Framework for E-government Adoption in Public
Sector Organisations.

Lambert et al

2004

A Framework for Experience Management in e-Government:
The Pellucid Project.

Mittal et al

2004

A framework for e-Governance solutions.
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Author

Year

Research

Scholl

2005

The mobility paradigm in electronic government theory and
practice: A strategic framework.

Affisco &
Soliman

2006

E-government: a strategic operations management framework
for service delivery.

Mahapatra &
Perumal
Flak et al

2006

e-governance in India : a strategic framework.

2007

An Exploratory Approach for Benefits Management in eGovernment: Insights from 48 Norwegian Government Funded
Projects.

e-Government initiatives within this domain deal particularly with improving the
internal workings of the public sector by cutting process costs, managing process
performance, making strategic connections in government as well as transferring power,
authority and resources for processes from their existing locus to new locations (Heeks,
2008).
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Strategic frameworks

The UK Central IT Unit (2000) framework tries to achieve a segmentation of the
public e-services market, which assists in focusing efforts at profitable customers, or
alternatively aiming products at subtly different demand characteristics. According to
their study, major issues obstructing the development of e-government at present include:
•
•
•

How to address security and privacy concerns
Determining which services to integrate
Deciding whether to outsource the service delivery either entirely or through
public-private partnerships.

It is received wisdom that e-government services are targeted at one of four broad
constituencies:
•
•
•
•

Businesses
Citizens
Other governments
Employees.

It is more than obvious that e-services in the public sector generally apply to all four
constituents, but at least citizen and subject services. The most common examples of egovernment services are:
• Exchanges of information and payment to obtain some permission
• To register for a service
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•
•

To claim a benefit giving and receiving of money or information
Regulation and procurement.

Last but not least, these four constituents must be able access the service. If the
infrastructure for the delivery of these services is not available, constituents will not be
able to access the services.
Although different researchers propose different solutions for strategic frameworks
and e-government implementation, most of them share three fundamental statements
(Ebrahim & Irani 2005; Tambouris and Wimmer 2004; Traunmuller and Wimmer 2004):
•
•
•

Involvement of citizens in the development process
Proposal of a holistic approach
A focus on work-processes

As a first step in the holistic approach it is recommended that governments should
group the citizens according to their life situation (Tambouris and Wimmer 2004;
Traunmuller and Wimmer 2004). The transformation phase encompasses redefining the
delivery of government services by providing a single point of contact to citizens’ that
makes the government completely transparent to citizens and businesses (Affisco and
Soliman, 2006). Also, significant social, organisational and technical challenges will need
to be understood well and overcome in those efforts that strive to achieve governmental
transformation (Affisco and Soliman, 2006).
Organizational mobility is increasingly commonplace in public organizations, and
presents both opportunities and challenges: opportunities for improving working
practices through the introduction of new perspectives, and challenges arising from the
constant loss of experience and the learning curve of the newly arrived staff. Experience
management is a special kind of knowledge management, focusing on the dissemination
of specific knowledge situated in a particular problem-solving context (Bergmann 2002).
The experience management model in Lambert et al (2004) framework, exploits these
experience-sharing concepts. The main benefits expected from the Pellucid project
(Lambert et al, 2004) are the improvement in efficiency and effectiveness due to the
reduction of time spent, and leveraging of experience due to the movement of staff
among different roles. The main purpose of this project was to enhance employees’
performance by giving them access to the required knowledge by the activity they are
performing at the time they are actually performing this specific activity.
The cost of e-government implementation has always been a significant barrier and
that is the reason why solutions which promise to lower the cost of developing; deploying
and managing e-government projects really deserve researchers’ focus. Mittal et al.
(2004) study a framework that simplifies the procedures of developing, deploying, as
well as managing complex, integrated, and standards-compliant e-government solutions.
Their framework enables development, configuration, integration, and management of
solutions at a higher semantic level. Furthermore, it provides commonly used services.
Some of these services are:
•
•
•
•

Access to citizen and property records
Access control and authentication services
Public key infrastructure
Support for digital signatures.
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In this framework, the solution components as well as data models, are described at a
higher semantic level and they are constructed with customisation points that can be
programmed through a policy administration interface, that is fairly intuitive and intended
for solution managers who may not be well versed in application development. The
ability to manage solutions at a higher semantic level enables participants who are not
familiar with programming to customise solutions in order to address specific needs of
the different national, state, and local governments. This also embraces the ability to
build custom user interfaces for multiple local languages used in governmental
transactions as well as to customise workflows in order to comply with the organisational
structure and policies to manage access to and retention of government records.
A phase model and a framework of strategic choice that constitutes an addition to the
academic knowledge in the field of organizational development and transformation
induced by mobile technology diffusion is being discussed by Scholl (2005). With his
work, Scholl contributes to the understanding of mobile technology diffusion in
government by identifying and assessing the influential forces and the direction in this
process. Scholl’s study presents a parsimonious phase model of the diffusion process,
identifies the various classes of fully mobile wirelessly connected applications and uses,
discusses specific challenges in the implementation process, presents a framework of
alternative strategic approaches to fully mobile wirelessly connected diffusion, and maps
the fully mobile wirelessly connected application classes to the strategic approaches as
well as to the diffusion stages. By doing so, it develops an understanding of phase-related
strategic choices and presents testable propositions regarding the assumed distribution of
approaches over the phases. Finally, it proposes a business-information and user-needoriented principle to guide the various strategic approaches under consideration, which
may also be of utility to practitioners in the field.
While in some cases the implementations are praiseworthy, they are effort-centered
rather than being result-centric. Mahapatra & Perumal (2004) provide a strategic
framework for the implementation of e-governance projects in Indian context, to achieve
a result-centric implementation. By presenting and analyzing the components of good egovernment:
•
•
•
•
•

Stakeholder Analysis
Organizational Structure
Project Management
Process Streamlining
Technological Feasibility and Up-gradation

Mahapatra and Perumal present a workable strategic framework to provide a roadmap
for the projects to be sustainable in long-term. Their study concentrates on stake-holders,
environment, technology enablers, internal processes as well as delivery mechanisms
along with the factors that should be taken care of for scaling-up of the e-government
projects and making it self sustainable.
Since, there is no e-government textbook and no e-government theory, knowledge
derives from practice and excellence follows best practices (CDT, 2002). E-services in
the public sector address the digital divide for citizens and businesses through multiple
access channels and have been successful in creating a government without walls, doors
and civil servant work shifts. With these in mind, Flak et al (2007) described and

Managing e-government services: An overview of emergent strategy models
summarized a Norwegian approach to benefits management particularly targeting eGovernment efforts. Forty-eight government-funded projects have implemented the
approach and insights from these projects are used to provide empirical insights on the
usefulness of the process. With their work, Flak et al (2007) present rich insights from a
large number of projects employing a benefits management approach and thus responds
to the lack of empirical studies on benefits management in the e-Government domain.
The results provide extensive insights in terms of hindrances for benefits realization,
examples of qualitative benefits as well as some indications of quantitative benefits.
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Conclusion

Defining a model is a complex and multi-faceted issue made even more difficult in
the context of e-Government management. This paper has summarised the state of
research on the design of a model for e-Government integration management to date and
summarised the most common dimensions which can be applied to measure the concept
of e-Government management in the context of its use. Understanding e-Government
from the point of view of the customer/citizen/public, however, also implies
understanding the IT processes of the council prior to applying metrics to assess service
quality.
This study does not try to stand out either as a review or as a synthetic summary of
past literature concerning managerial and strategic frameworks for e-government
implementation, rather, its main objective has been an in-depth overview of the current
status of e-government phenomenon. E-government is considered to be one of the key
contributors to the development of an information society. However, the application of
information and communication technologies in e-government should not be considered
as an end in itself.
It has already been clear that a competitive telecommunications market as well as an
environment conducive for e-government will enable e-government to become an
affordable channel for citizens and businesses to interact with government as long as
legal frameworks provide the legitimacy and guarantees needed to secure and protect
electronic transactions and data exchanges. In cases that telecommunications
infrastructure is already available or affordable, as a result of competition, e-government
applications are quickly embraced and its projects are more likely to lead to success.
Governments all around the world have seen the rapid evolution of e-government when
there is an integrated approach to planning and implementation of public sector reform.
As an addition to the current status of e-government, future works need to give an
answer to the dilemma, which derived from this study, whether e-government is really a
tool for decentralization and democratization or the result of a sociotechnical process
towards a new model of public administration. A scientifically documented answer will
certainly boost the evolution of e-government. Finally, in an attempt to focus on the
changes in business process that are needed inside governmental institutions in order egovernment to be successfully implemented, a second recommendation for future work
resides on the need for a holistic model which can embrace the back-office, the frontoffice as well as the real citizens’ needs.
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