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ABSTRACT 

E-government represents a fundamental change in the whole public sector structure, 

values, culture and the ways of conducting business by utilising the potential of ICT as 

a tool in the government agency. It fundamentally alters the way public services are 

delivered and managed. More and more governments around the world are introducing 

electronic government (e-government) as a means of reducing costs, improving services 

for citizens and increasing effectiveness and efficiency in the public sector. Therefore   

e-government has been identified as one of the top priorities for governments across the 

world. However, the introduction of e-government is about a radical change within 

government and about the relationship between a government and its citizens. Hence, 

the adoption of e-government raises important political, cultural, organisational, 

technological and social issues which must be considered and treated carefully by any 

government contemplating its adoption. Findings of several studies indicate that despite 

high costs of e-government projects, tangible and intangible, many e-government efforts 

are failing or are slowly diffusing. 

This study explores and investigates empirically how an e-government system can be 

adopted in developing countries taking the Saudi Arabian initiative as a case study.  The 

key technological and organisational issues that affect systems development are 

investigated; and how these issues could be treated in practice. Following a review of 

the relevant literature in Information Systems, E-commerce and E-government,                   

a theoretical framework is formulated. The framework is then applied in a real-world 

case study to support further data collection and to establish a view of e-government 

adoption at both national and agency levels. 

The case study involved 22 semi-structured interviews; a focus group; observations; 12 

electronic reports; analysis of 22 documents; 25 official presentations; 12 websites and 

19 newspaper articles and press releases. The interviewees included stakeholders such 

as senior officials from the public sector; independent experts from the private sector; 

academics; the e-government project team and a number of IT managers from 
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government ministries. The documents included all the key documents relating to the e-

government project. 

Based on the data collected the initial framework is then revised by using the 

interpretive case study approach where triangulated data are extracted. The study then 

combined the evidence from the literature with the case study outcome to narrow the 

gap between e-government adoption theory and practice. As a result, a comprehensive 

framework including details about the key factors that affect e-government adoption is 

developed. The framework can be used as a tool to determine the road ahead for 

adoption an e-government system at national and agency levels and to identify the main 

practices, processes, and key conditions to move towards successful implementation. 

This study has made a novel contribution to the area of e-government and has expanded 

the boundaries of knowledge, especially for governments in developing countries that 

are seeking to adopt an e-government system. 

Key Words: E-government Adoption- Technological issues-Organisational issues- Saudi Arabia- 

National and Agency Level- Case study. 
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CHAPTER 

1  

INTRODUCTION AND BACKGROUND TO 

THE STUDY 

1.1 INTRODUCTION  

There has been a phenomenal rise in the use of new information and communication 

Technology (ICT) across a range of government, commercial and private interactions. 

More and more governments around the world are introducing electronic government 

(e-government) as a means of reducing costs, improving services for citizens and 

increasing effectiveness and efficiency in the public sector.  

179 out of 192 UN members reported that they developed strategies to implement e-

government systems (United Nation, 2008) and therefore e-government has been 

identified as one of the top priorities for governments across the world (Chen et al., 

2006). From the 1990s, the concept of e-government has been adopted in the public 

sector after success stories in the private sector with e-commerce systems (Yong, 

2005). However, there is no universal model for e-government adoption which is 

applicable to all countries to ensure success (AL-Shehry et al., 2006).  

E-government represents a fundamental change in the whole public sector structure, 

values, culture and the ways of conducting business by utilising the potential of ICT 

as a tool in the government agency. In the past few decades, the focus of attention in 

the public sector was largely on internal automation through introducing data 

processing machines to gain more efficiency in internal procedures and processes. Led 

by early initiatives in some Western developed nations, the projects became more 
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extensive and ambitious. The idea was to use the advance of ICT to enhance internal 

processes and to reinvent public services to meet citizens’ needs in order to engage 

businesses and citizens with government administrations at a faster pace, more 

conveniently and at a lower cost. However, e-government represents a radical change 

within government and also affects the relationship between a government and its 

citizens. Hence, the adoption of e-government raises important political, cultural, 

organisational, technological and social issues which must be considered and treated 

carefully by any government contemplating its adoption.   

When the e-government movement began in the last decade, the Internet presented 

governments around the world with a set of theoretical possibilities for new service 

delivery. Many governments were looking toward the future and wanted to capitalise 

on the tempting potential of revolutionising the government-customer relationship 

through emerging web-based technology. A large number of public administrators, 

academics and technologists were also encouraged to invest significant efforts in the 

research and development of e-government. As a result, different initiatives refer to 

their own programmes by different names.  

Many researchers argued that ICT can improve public sector performance, enhance 

transparency along with providing greater simplicity in their relations with citizens 

and businesses (Pardo, 2000; Sharma and Palvia, 2003). Exploiting the opportunities 

of fostering e-government presents authorities with enormous challenges, notably the 

development of such a system.  

 This research explores the key factors that affect the development of e-government 

systems within the developing country context (with a predominant focus on the 

Kingdom of Saudi Arabia). The purpose of this chapter is to present an outline of why 

this research is being undertaken, placing the research in context, along with 

discussing the research motivations and its significance. The aims of the research and 

the key questions are addressed and an overview of the chapters is presented.  
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1.2 RESEARCH BACKGROUND  

Over the past two decades, a series of initiatives to transform government processes 

has led to the developments of concepts such as  “reinventing the government” and 

“new public management” (NPM) which are considered as ways of addressing 

perceived shortcomings in public administration and aim to make government “work 

better”. The global nature of the public sector reform movement is also striking. On 

the one hand, the concept of the NPM has caught the attention and gained momentum 

across governments, nations, continents and cultures. An impressive number of public 

administrations have picked up the gauntlet- from Western nations such as New 

Zealand, Sweden, USA and UK to Asian governments in Hong Kong, South Korea, 

Malaysia and Singapore (Kettl, 2005; Amoretti, 2007).On the other hand, ICT and 

Globalisation has encouraged the idea of public sector reform. The tremendous 

advances which are taking place in telecommunications technology and computer 

networks, especially the Internet, have had a significant influence on the relationships 

people keep with other individuals, with the business community and, more recently 

with the government (Castells, 1996; Howard, 2001). Therefore, a number of experts 

have described the current era as that of the "Information Age"(Castells, 1996; Clegg 

et al., 1997). Since the mid 1990s, the public sector has been at the forefront of efforts 

to explore how best to use these emerging technologies especially the Internet to build 

relationships and trust with its stakeholders by delivering  services for citizens in more 

efficient and effective way.  

As is the case with e-commerce in the private sector, the e-government paradigm 

refers to the use of ICT in public sector to deliver services online. It emphasises 

internal networks and external collaboration by putting the full range of services that 

government agencies offer online for people so that these services can be easily 

reached (Dunleavy, 2002). As a result, many governments are using ICT, especially 

the Internet, to provide services between government agency and citizens, businesses 

and other non-governmental organisations (Moon, 2002). The European Information 

Society describes e-government as: “the use of information and communication 

technology in public administrations combined with organisational change and new 

skills in order to improve public services, democratic processes and strengthen support 

to the public policies” (Council of Europe, 2004:1). Similarly, Dunleavy, (2002:13) 
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defined e-government as "the full range of services which departments and their 

agency provide for citizens and make businesses accessible electronically”. In 

addition, e-government is considered as a form of organisation system in which the 

interactions and interrelations between government and its stakeholders are achieved 

through the application of modern ICT (Caldow, 1999). 

The adoption of e-government is more than a technological issue as it is influenced by 

many factors. For instance, organisational, human, social and cultural issues are 

important factors and these factors relate to the nature of the government in a 

particular country and its responsibility in the society. The e-government paradigm, 

therefore, is different from e-commerce in many aspects such as targets; stakeholders 

and the environment of implementation (Holtham, 1992; Carter and Belanger, 2004). 

Hence, it is difficult to apply results from e-commerce contexts to the world of 

e-government without first giving consideration to the environment of 

implementation. Indeed, a number of experts have argued that the emergence of e-

-government is a fundamental transformation of government which involves profound 

changes in the structure, process, culture and behaviour of the individuals in the public 

sector and this change has to be established from the top of any organisation (Prins, 

2001; Howard, 2001).  

Nowadays, many governments around the world adopt e-government for many 

reasons such as:  to build the trust of their citizens and to improve the quality of 

services in the public sector with the hope of reducing cost and effort, as well as 

increasing the efficiency and transparency of government (Moon, 2002; OECD, 2004; 

World Bank, 2004). However, implementing e-government includes changing the 

ways that government agency carry out their work. Hence, agency in the public sector 

face challenges such as overcoming resistance to change; privacy; security and top 

management support (West, 2004; World Bank, 2003). According to Gartner 

(2002:4), “the challenges include turning e-government into reality, namely, difficulty 

in effecting change in the public sector, lack of funding for complex and expensive 

initiatives as well as rigid governance structure. E-government is, therefore, a new 

challenge for which governments will need time to learn, adopt, and harvest its 

benefits. Some of these challenges relate to technological, political, social and cultural 

aspects of the environment while some originate from within and outside the 
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government (OECD, 2004; World Bank, 2003). Furthermore, the successful adoption 

of e-government depends on several factors among which are: leaders’ support, 

technological infrastructure, the acceptance of change from stakeholders and funding.  

There are many benefits associated with e-government, including reduced costs and 

increased revenue, economic development, reduced redundancy, increased 

transparency and accountability and improved services to citizens (Jaeger, 2003). In 

order to achieve these benefits, there are also increasing concerns and challenges as to 

how governments can introduce the e-government system in an effective way.  

However, in spite of its widespread acceptability, there are growing concerns about 

the failure rate of e-government projects. This required giving consideration to the 

prior experiences with traditional Information Systems (IS) Projects. In this case, the 

current IS literature suggests that human and organisational issues are now more 

important and will become even more critical to the successful development and 

implementation of IS than they were in the past (Al-Mushayt et al., 2001; Cabrera et 

al., 2001; Doherty et al., 2003 ; Wood-Harper and Wood, 2005). In addition, there is 

evidence that a lack of consideration for human and organisational issues in IS 

development processes can cause IS failure.  As a result, it might lead to failure in      

e-government projects if not considered in its adoption.  

Findings of several studies indicate that despite high costs of e-government projects, 

both tangible and intangible, many e-government efforts are failing or are slowly 

diffusing (Chutimaskul 2001; United Nations 2001; Pardo and Scholl 2002; Heeks 

2003; OCED, 2004; Dawes et al., 2004). The failure rate of e-government projects has 

been estimated to be high. For instance, according to a recent research regarding           

e-government projects in developing countries, almost 35% of projects are total 

failures, 50% are partial failures, and only 15% are successful (Heeks, 2006). 

According to another report by Gartner (2002), more than 60% of e-government 

initiatives around the world have failed or fallen short of their objectives. These 

statistics therefore confirm the belief that governments face enormous challenges 

when developing e-government, because there is still great uncertainty as to whether     

a large number of projects will be affected by major problems or result in total failure.  
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Another challenge that would have to be confronted when introducing e-government 

is the complexity of government administrative system (Dawes et al., 1999; Pardo, 

2000; Tambouris, 2001; Fang, 2002; Li et al., 2005). Despite the popular 

misconception that e-government is just loading information and services on the web; 

it implies dramatic organisational and institutional changes (Pardo, 2000; Montagna, 

2005; Gil-Garcia and Martinez-Moyano 2007). Many authors (Timonen et al, 2002; 

Sharma and Solamin, 2003;   Esteves and Joseph, 2008) believe that e-government 

implementation is not simple and cheap, and there are many challenges that public 

sectors are facing in its development process. In this case, Yong (2005) described that 

e-government is a multi-faceted discipline that has many perspectives that underlie the 

key insights.  

E-government fundamentally alters the way public services are delivered and 

managed. This covers various organisational, economic and social as well as 

technological aspects concerning e-government strategies and projects (Pardo, 2000; 

Chen et al, 2006). However, previous studies pay little attention to the organisational 

aspects of this transformation, particularly, the interrelation between current reality of 

government administration and implementation of e-government.  

Although some researchers have mentioned criteria that can be used to judge success 

and failure of e-government (Heeks, 2001; Al-Tawil and Salt,2002; Heeks, 2003; Joia, 

2004; ), the movement towards e-government in developing countries is generally at 

the early stages of progress. The nature of e-government development tends to 

intensify the concerns in these countries. In addition, some evidence shows that e-

government projects are failing due to lack of understanding of effective planning 

development and implementation (Gupta and Jana, 2003; Zaied et al., 2007). 

Therefore, there is an urgent need to acquire knowledge as to the obstacles that exist 

during the development stages, how they can be identified, and how to overcome them 

as efficiently as possible. Indeed e-government initiatives in developing countries 

need to take into consideration the factors that will inhibit and those that will stimulate 

this change, where the challenges for adopting e-government are insurmountable.  

Thus, this study focuses more on identifying the elements that will promote the 

successful introduction of e-government in a developing country context, rather than 

assessing the success or failure of an implemented e-government system in                  
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a developed country environment. In addition, there is no strong case study found that 

uses a qualitative approach in the research context. Hence, there is still a gap in this 

area and many academics have called for this research (Pardo, 2000; Burn and 

Robins,2003; Al-Dosari and King, 2004; Ndou, 2004; Siau and Long 2005). This is 

why the current research attempts to fill a part of the existing gap. 

Based on the discussion above, this research focuses on the adoption of e-government 

and specifically it will investigate the issues that facilitate or hinder its adoption from 

government-to-government perspective using the Saudi Arabian initiative as a case 

study.    

1.3 RESEARCH PROBLEM STATEMENT 

Many countries in the Middle East, especially those in the Gulf area are undergoing 

tremendous changes due to information technology induced transformations sweeping 

through the area. The region is now at a crossroad where it cannot move back yet 

moving forward is a daunting task (Al-Dosari and King, 2004). Governments in the 

Gulf region are being affected by this development. Technology has brought the world 

into the homes of people and has increased the transfer of information and ideas, and 

opened up the world. Most importantly, it has changed people’s expectations.                   

E-government is regarded as one of the latest revolutions dramatically changing the 

way government affairs are being conducted. 

 E-government has been studied from different perspectives for instance; Bonham et 

al. (2001) have indicated that e-government can be viewed in the context of three 

perspectives: government to business (G2B), government to government (G2G), and 

government to citizen (G2C). According to Realini (2004), Government-to-

Government is an emerging area of research. This might be responsible for the lack of 

models concerning the adoption of e-government in the public sector (Government to 

Government G2G) which can be applied in all countries as existing models are 

designed without consideration for the peculiar nature of the public sector. Also, none 

of these existing models is designed to suit the peculiarities of Middle East countries 

such as the Kingdom of Saudi Arabia (KSA).  
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Understanding the different perspectives on e-government adoption is necessary to 

respond to the political; managerial and social peculiarities of different countries, 

since there are many countries worldwide that invest in e-government and expect 

substantial changes and high returns from this investment.  This study explores and 

broadens understanding of e-government adoption at a national level in connection 

with agency level. Consequently, the main aim of this research is to highlight and 

determine the key organisational and technological issues that can facilitate or hinder 

the adoption of e-government in the public sector. In the light of this, this study aims 

to propose clear criteria for confronting these issues, and to build a new model or 

strategy to achieve this transformation based on a literature review of: 

• Information systems adoption including e-commerce adoption; 

• e-government adoption; 

•  An examination of many relevant theories in this concept such as Reasoned 

Action Theory, Technology Acceptance Model and Organisational Change 

Theory; 

•  An analysis of the strategy and the work of the Saudi Arabian e-government 

project (called Yesser) which has developed a plan for e-government to 

facilitate its implementation among government agency in the KSA and  

•  Seeking empirical data to understand the e-government adoption and its 

effect among government agency. 

1.4   RESEARCH OBJECTIVES 

The study explores the key issues that affect e-government adoption within public 

organisations in order to develop a model or strategy to enable and help policy makers 

and e-government implementers to understand and treat those issues effectively. To 

realise this aim, the following objectives need to be achieved: 

1. To investigate the concept of e-government together with the reasons for            

e-government adoption by government agency 

2. To identify and analyse the key organisational and technological issues in 

relation to e-government adoption  
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3. To develop a new model or strategy in order to determine the key organisational 

and technological issues that affect the adoption of e-government  

4. To evaluate this model, using some public agency in The Kingdom of Saudi 

Arabia as a case study 

1.5 RESEARCH QUESTIONS 

The main research question is: 

What are the key issues that affect e-government adoption at agency and national 

levels? 

This question can be subdivided into four sub-questions as listed below:-  

• What are the main characteristics of e-governments? 

• Why do Governments pursue e-government systems? 

• What are the key issues that facilitate or hinder the adoption of e-government 

initiatives in the public sector? 

• How do policy makers and e-government implementers treat these issues in the 

case of Saudi Arabian project? 

1.6 SIGNIFICANCE OF THE RESEARCH  

This research highlights the importance of understanding the e-government adoption 

as a fundamental issue in order to transform the ways which government agencies 

carry out their work. In this context, the research highlights how e-government is 

unique by identifying the important differences between e-commerce, traditional IT 

projects in the public sector, and e-government projects. Most importantly, the 

research provides guidelines to researchers; e-government implementers and policy 

makers on issues that facilitate or hinder the adoption of e-government at national and 

agency levels and the activities required to better prepare for e-government.  

In light of the above, an exhaustive classification of the key organisational and 

technological issues in relation to e-government is put forward. Existing models and 
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theories are investigated in order to understand the adoption of e-government from a 

G to G perspective. This is followed by an empirical study in KSA. The findings will 

help decision makers in KSA to avoid problems when they implement e-government 

project at agency and national level. Finally, the study aims to construct a model to 

determine the key organisational and technological issues that affect the adoption of   

e-government in KSA. Such issues may be important to developing countries.  

1.7 ORGANIZATION OF THE THESIS  

The rest of the thesis is structured as follows: 

Chapter 2: - Research Framework 

Chapter 2 (Background Theory) starts by discussing major aspects of e-government 

and by offering definitions from different perspectives (e.g. technological, political 

and managerial perspectives), together with explanations of motivations for adopting 

e-government. In this chapter, the characteristics of e-government, including its 

stages, are also investigated, focusing on organisational issues. The main features of        

e-government are introduced by identifying the main differences between                    

e-government and e-commerce; information systems projects are also considered. This 

chapter highlights e-government as a tool of reform in public sector.  The result of this 

analysis shows that e-government is a complex initiative because it affects many 

aspects of government, as well as many individuals and organisations.  

E-government is a relatively new research area and so adoption strategies have not 

been widely discussed in the literature. Therefore, the researcher has been reviewed 

and studied these concepts using other relevant areas such as IS and e-commerce. 

Based on the literature review and a critical analysis, the motivations for, together 

with the barriers and benefits of e-government are presented in Chapter 2. This 

presentation addresses the confusion surrounding e-government in the public sector by 

providing a better understating of the adoption process. 

These factors are significant because they are also a part of a proposed framework that 

influences the adoption of e-government. For the purpose of making a further 
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contribution to the literature on e-government, the researcher proposed taxonomy of 

motivations, benefits and differences between an e-government system and other 

relative concepts such as IT projects and e-commerce. This taxonomy could be used to 

help support government officials in carrying out more effective analysis and 

evaluation of e-government projects before starting the actual implementation process.  

Chapter 3:- Theoretical Background  

In Chapter 3 (Focal Theory), the researcher analyses the normative literature in 

combination with research perspectives to establish a conceptual framework for          

e-government adoption. The author identified that there is a gap in the literature 

regarding theoretical models for e-government adoption in the public sector that 

consider organisational and technological issues. This chapter, therefore, reviews 

previous research studies on the adoption of technology in general and of                   

e-government in particular, thereby investigating the main factors that affect the 

adoption of IS. After this, a classification of organisational issues is presented and 

then the main theories and models in IS, e-commerce and e-government are reviewed 

in order to determine the key issues for investigation in order to cover the gap.  The 

purpose of this chapter is to build a strong theoretical background for the research by 

applying relevant theories in this context, as well as identifying the key technological 

and organisational issues in relation to the adoption of e-government.  As a result, the 

researcher, with support from the e-government literature presented in Chapter 2, 

undertook an exploration of the adoption of e-government by analysing different 

studies and theories in the area of IS, e-commerce and e-government.  

Chapter 4:- The Kingdom of Saudi Arabia: Case Study Background 

Chapter 4 begins with investigations of the e-government phenomenon in Saudi 

Arabia (research context) and, in order to do this, the background to KSA is discussed, 

including its demographic, economic and cultural features, together with its 

Information Technology infrastructure and its e-government initiative.  The results 

indicated that KSA has unique conditions in economic and cultural terms, as well as in 

its IT infrastructure and it is therefore difficult to apply a ready-made model for the 

adoption of e-government without considering all these issues. Many studies 

regarding IT development in Saudi Arabia were reviewed in order to understand the 



Chapter 1:  Introduction and Background to the Study 
 

 12 12

problems which might hinder the introduction of e-government in the Kingdom. This 

chapter, together with Chapters 2 and 3, identifies the essential requirements of such 

research in a Saudi Arabian environment. 

Chapter 5: - The Exploratory Qualitative Study  

Chapters 5 describe the research philosophy and the main schools of thought 

regarding Information Systems (IS) research; they also present the research strategy 

and explain the rationale behind its selection. To select the research method and the 

process to be followed to achieve the aim of this research, chapter 5 also identifies the 

strategy, design and approach of the research, together with data triangulation, the 

units of analysis, and the research protocol. In this chapter, the research methodology 

is developed and adopted; the selection of a qualitative research approach to collect 

data from the public sector is also justified. Moreover, the research strategy (a case 

study) is identified; this was used to investigate the e-government adoption process 

since it provided the researcher with the opportunity to investigate the adoption of     

e-government in depth through a series of interviews, focus group and document 

analysis. In addition, the chapters provide a descriptive analysis of the practices that 

took place at the site of the empirical study with regard to the development of the 

Saudi e-government system; they also discuss these activities in the light of the initial 

framework, as well as the literature concerning e-government. 

Chapter 6: E-government Adoption at National Level 

This chapter discusses and analyses the study findings with regard to the issues that 

affect e-government at national level. It discusses the main finding in relation to the 

motivations to change; IT national infrastructure, benefits and barriers.  This chapter 

focuses on the process of analysis and investigation of the case study. Empirical data 

from the case study, which focused on the Ministry of Communications and 

Information Technology (MICT), the Ministry of the Interior (MI), the Public 

Administration Institution (PAI) and the Company of Saudi Communications (CSC) 

in the Kingdom of Saudi Arabia, are presented in depth.  

Chapter 7: Adoption of E-government at Agency Level  
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Chapter 7 explains and analyses the case study findings that relate to the 

organisational and technological issues at an agency level, classifying them into 

several key categories.  According to the empirical data derived from this case study, 

the proposed conceptual framework which consisted of the Technology-

Organisational model was found to be appropriate for the research context. 

Chapter 8: A Framework for the Adoption of E-government  

This chapter brings all the case study findings together and presents them in the form 

a comprehensive model that informs e-government adoption at a national and agency 

level and answers the main research questions. The major outcomes are explained in 

that chapter and compare the result with literature review in chapters 2, 3 and 4. The 

outcome of this chapter identified the main contribution for this study.  

Chapter 9: Conclusion and Recommendations 

This chapter summarises and concludes the final results of the study, its implications 

for research and practice, its limitations, and gives recommendations for future 

research.  

 

 

 



Chapter 1:  Introduction and Background to the Study 
 

 14 14

 

Figure, 1.1: An overview of the thesis structure 
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CHAPTER 

2  

RESEARCH FRAMEWORK 

2.1 INTRODUCTION 

The aim of this chapter is to review the previous work about e-government using a 

critical approach. Therefore this chapter includes the characteristics of e-government 

including its definition also the stages of development of e-government and the key 

technological issues are investigated. Secondly, the main features of   e-government 

are introduced by identifying the main differences between e-government on the one 

hand and both e-commerce and the information technology projects on the other hand. 

Finally, this chapter highlights the new wave in public sector reform and e-

government as transformation, so the theory of adoption process is reviewed to 

identify the need for this kind of study.   

2.2 E-GOVERNMENT CHARACTERISTICS 

In recent decades, computer and communication Technology have influenced society 

in a spectacular way, particularly with the development of the Internet. This is because 

the advances in information technology have grown far beyond our expectations 

(Castells, 1996; Rogerson and Fairweather, 2003). Many researchers have argued that 

e-government is the next wave of the information age and, therefore, many 

governments around the world are pursuing this to build the trust of their citizens and 

to improve the quality of services in the public sector with the hope of reducing cost 
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and effort, as well as increasing the efficiency and transparency of government 

(Howard, 2001; Prins, 2001; West, 2004). 

A brief history of e-government indicates that, in the 1990s, some governments 

around the world adopted e-government solutions, but the scope and pace of adoption 

varied significantly, ranging from simple web presence and one-way communication 

to two-way communication and transactions with citizens and businesses. Finally, this 

moved on to more integrated web presence and e-democracy (Moon, 2002; Layne and 

Lee, 2001). At a local level, many agency started to develop e-government strategies 

between 1994 and 1999 (Ho, 2002) and many local governments around the world 

already have an official web site (Moon, 2002). These web sites offer a variety of 

services, ranging from online payments, licensing and permit applications to simple 

provision of online documentation and email communication; the scope has continued 

to expand more advance to e- participations (Kaylor et al., 2001). 

In general, both developed and developing countries adopt e-government because they 

believe that will have cost-saving potential (Howard, 2001). However, if the 

innovation is too technologically and administratively complex and is not compatible 

with the existing values or self-interests of the organisational members, its adoption is 

likely to face opposition (Wescott, 2002). E-government enables the integration of the 

potential of ICT into the world of the public sector to deliver services and information 

easily to citizens and other parties online (Montagna, 2005; Ndou, 2004). However, its 

definition; the model of its stages and the requirements for its implementation are still 

open to debate.  The following sections explain such issues. 

2.2.1 Definition of E-government 

There are a large number of definitions of electronic government due to the different 

perspectives of experts when they describe this concept and the term itself is new in 

the field of knowledge. Therefore, there is no one definition enjoying broad 

acceptance. According to Peristeras and Tarabanis (2004), the idea of e-government 

has a relatively short history: approximately fewer than ten years. This word was 

conceived according to the more general practice of employing the "e" prefix to stress 

the electronic way of producing and distributing services. As a result, in order to 



Chapter 2: Research Framework 

 

 17

define e-government, it is essential to know what government is in general and the 

means that have caused this transformation. 

“Government” is defined as a dynamic mixture of goals, structures and functions 

(Pardo, 2000) and therefore, it is a complex concept which includes many aspects that 

should be taken into account such as organisations, related agency; authority and 

organisations’ culture. Since the advent of computers, and more recently the Internet, 

together with growing expectations on the part of citizens, pressure on governments to 

perform better has increased. Information and Communication Technology (ICT) 

have, therefore, provided governments with the capacity to achieve better services via 

e-government. 

The definition of e-government is very important particularly when a plan to 

implement e-government is being designed. For instance, Ndou (2004) indicated that 

the failure of some e-government initiatives is due to the narrow definition given to it 

or the poor multidimensional and complex concept. According to OECD (2004),        

e-government is the use of Information and Communication Technology (ICT), and 

particularly the Internet, as tools to achieve better government. However, this concept 

is quite general and aspects of how better government is actually achieved are not 

clear enough. The World Bank Group (2003) defined e-government as the use of ICT 

to improve the efficiency, effectiveness, transparency and accountability of 

government.  This definition also focuses on the areas of impact on government. 

Generally, these two definitions stated above have concentrated on the desired 

outcomes rather than describing the tools used. 

Furthermore, some researchers have concentrated on the relationships between 

government and its customers when defining e-government. For example, Layne and 

Lee (2001) mentioned that electronic government refers to a government's use of 

technology, such as the Internet, to aid the delivery of information and services to 

citizens, employees, business partners, other agency and other government entities. It 

can be argued that e-government refers to the use by government agency of 

information Technology that have the ability to improve relations between a 

government and its citizens (G2C), between a government and businesses (G2B), and 

between central and local government (G2G). Okot-Uma, (2004) suggests a model 
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that illustrates a broad definition for e-government and all its relationships with other 

partners, whether internal or external.  

 

Figure 2.1: A Broad Definitional Schematic for e-government (Okot-Uma, 2004; 4) 

In contrast, a large number of studies have concentrated on the e-government concept   

from a narrow focus. In this case, e-government has been defined from a political 

perspective, a technological perspective, a citizen perspective and an administration 

perspective. Thus each one defines it from a different angle and focuses on different 

values. For example, The United Nations (2003) defined e-government as utilizing the 

Internet and the World-Wide Web for delivering government information and services 

to citizens. However, this view focuses on a technological perspective with respect to 

the political outcome, without giving a clear vision of this concept. Nordfors et al 

(2006) claimed that e-government should be divided into four distinct areas of 

activity, namely e-democracy, e-service provision, e-management and e-governance.  

However, some of these concepts are different from e-government in many aspects, 

especially the outcomes and the term itself. Also Ndou (2004) identified four major 

dimensions of e-government, namely: e-administration, used for automation and the 

computerization of departmental administrative tasks; e-citizens; to understand 

connections and interrelationships between governments and citizens; e-services; for 

the delivery of automated services; and e-society; to enable relationships and 

interactions to take place beyond boundaries, among the public agency and the private 
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sector and civil community in general. The following model illustrates these four 

major dimensions: 

 

Figure 2.2: E-government domains (Ndou, 2004:5) 

Additionally, e-government has been proposed as a solution for increasing citizens’ 

communication with government agency, ultimately achieving political trust (Seifert 

and Petersen (2002). This definition has concentrated on a political perspective.  

In fact, the terms “governance” and “government”, whilst sometimes used 

interchangeably to depict the same issue, bear different meanings. The concept of 

governance refers to a process whereby elements in society wield power and 

authority, and influence and perform policies whereas the term government refers to 

the organisations in the public sector (Schedler and Scharf,,2000). 

Moreover, the introduction of ICT into public administration and the new 

administrative practices that these technologies introduce have been described as        

e-government. The definitions that are encountered usually focus on the change of 

means that administrations employ. According to Dunleavy (2002:13) "Electronic or 

(e)-government means making the full range of services which departments and their 

agency provide for citizens and businesses accessible electronically”. This definition 

seems to offer a more useful view, but not all services can be reaching online. 

Electronic government is a form of organisation in which the interactions and 

interrelations between government and citizens, companies, customers and public 
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institutions are achieved through the application of modern Information and 

Communication Technology (Caldow, 1999). In these concepts, the public 

administration mainly sees e-government as the foundation for new forms of 

communication and as a tool for reforming. 

The following table represents some examples of e-government definitions from 

different angles.   

Table 2.1: Examples of e-government broad and narrow definitions 

Authors E-government definition Perspective 

OECD (2004) The use of Information and Communication Technology (ICT), and 
particularly the Internet, as tools to achieve better government 

Technology 

World Bank  
(2003) 

The use of ICT to improve the efficiency, effectiveness, transparency 
and accountability of government 

Management   

European 
Information 
Society (2004:20) 

The use of ICT in public administrations combined with organisational 
change and new skills in order to improve public services, democratic 
processes and strengthen support to the public policies. 

Change 
Management 

Nordfors et al 
(2006) 

E-government should be divided into four distinct areas of activity, 
namely e-democracy, e-service provision, e-management and e-
governance. 

E-government 
dimensions   

United Nations 
(2003) 

Utilizing the Internet and the World-Wide Web for delivering 
government information and services to citizens. 

Technology 

Layne and Lee 
(2001) 

a government's use of technology, such as the Internet, to aid the 
delivery of information and services to citizens, employees, business 
partners, other agency and other government entities 

The 
relationships 
with partners 

Dunleavy (2002) 
(Caldow, 1999).  

E-government offers an opportunity for governments to re-organise 
themselves, get closer to the citizen and co-operate with a variety of 
societies. 

Political 

 

2.2.2 E-government Evolution Life-Cycle 

Many researchers have tried to understand the e-government phenomenon from an 

evolutionary point of view by dividing the e-government development process into 

many stages (Al-Dosary and King, 2004; Deloitte Research, 2000; Layne and Lee, 

2001; Moon, 2002). In such cases, there is general agreement between scholars that 

the evolution of e-government should include essential stages such as publishing, 

transaction and integration. However, there are many differences between these 

models on the approaches and perspectives concerning the e-government life-cycle 

such as the technological perspective and the organisational perspective etc., as can be 

seen in Table 2.2. 
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Table 2.2: Summaries of the stages of e-government models in literature reviews 

Model and Author Perspective Stages 

Deloitte Research 
(2000); cited in 
Silcock, (2001) 

Eminence of web-based 
applications and portal 
technology 
 

(1) Information publishing (2) Official, two way 
transactions (3) Multi- Purpose portals (4) Portal 
personalization (5) Clustering of common 
services, (6) Full integration and enterprise 
transformation 

Howard (2001) Capabilities of the web 
technology  

(1) Publish (2) Interact and (3) Transact 

Layne and Lee 
(2001) 

The degree of organisational 
and technological complexity 
and the degree of integration 
in terms of data and service 
delivery  

(1) Cataloguing (2) Transactions (3)Vertical 
integration (4) Horizontal integration  

Moon (2002) Technological characteristics (1) Simple information dissemination (one-way 
communication) (2) Request and response (Two-
way communication) (3)Service and financial 
transaction (4)Integration (horizontal and vertical 
integration) (5) Political participation  

Al-Dosari and King 
(2004) 

 The degree of organisational 
and technological 
complexity. 

(1) Initial stage (2) Developing stage (3)Advanced 
stage (4) Optimal stage 

Reddick (2004)  Technological characteristics (1) Cataloguing of information online 
(2)Transactions  

UN (2003) Technological  characteristics (1)Emerging (2) Enhanced (3)Interactive (4) 
Transactional (5) and Seamless or fully integrated. 

For example, Howard (2001) suggests that the e-government evolution path is 

composed of three main stages that focus on the characteristics and capabilities of web 

technology, specifically the Internet portal technology. Layne and Lee (2001), 

however, provide a model Figure 2.3 that consists of 4 stages; these stress the 

evolutionary nature of e-government. Their model concentrates on the levels of 

organisational and technological complexity as well as the degree of integration of 

data and service delivery. Similarly, Al-Dosari and King (2004) provide a model that 

presents the evolution processes of e-government into four stages, as Table 2.2 shows. 

One of the strengths of these two models is the recognition that offering more 

complex e-government involves organisational issues as much as technological ones 

(Holden et al., 2003). Although Al-Dosari’s and King’s (2004) model give a clear 

understanding of the evolution of e-government in developing countries, it can be 

noted that change management is part of organisational issues and also system 

integration is a technological issue while the model has pinpointed it as a dependent 

element. 
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Figure 2.3: Dimensions and stages of e-government (Layne and Lee, 2001:124) 

On the other hand, Moon (2002) suggests a 5-stage evolution framework for               

e-government. His model reflects the degree of technical sophistication and the 

international aspects for users. In addition, he points out that the stages are just a 

conceptual tool to examine the evolution of e-government and it is not necessary to 

follow a true linear progression during the adoption of e-government practices. 

Furthermore, Moon’s model is only applicable and tested at a local government level.  

In short, based on the above discussion, and as summarized in Table 2.2, it is clear 

that: 

• There is no agreement among scholars on the number of stages that                    

e-government should pass through during its life-cycle.  

• These models emphasise that e-government should pass through all the 

preceding stages to move to the next higher one. However, Ho (2002) pointed 

out that such conceptual models must not be interpreted to mean that the 

progress of e-government always proceeds in a linear fashion. Therefore, public 

organisations might decide to skip over certain stages or to offer different 

services at varying stages of maturity.  

  Catalogue 

– On-line Presence 

Transaction 

– Services and Forms on-line 

Vertical Integration 

– Local systems linked to higher 

Horizontal Integration 

– Systems Integrated across 

Simple 

Complex  

Technological 
and 
organizational 
complexity  

Integration Sparse             Complete  
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• Finally, understanding e-government evolution provides the implementer with a 

clear understanding of the issues that should be taken into consideration. These 

include organisational issues, technical issues and social issues which will help 

in the adoption of e-government, especially in the initial stages. 

2.2.2.1 Technological factors  

E-government adoption requires a substantial degree of technical competence to 

ensure smooth and efficient adoption. The study considers the key technological 

factors at high level such as ICT infrastructure, IT infrastructure and security that 

address the explicit needs of e-government implementation in the public sector. In this 

case, Fountain (2003:5) define ICT as “the full range of information and 

communication Technology and applications currently used in digital and electronic 

government as well as that information Technology, systems and applications on the 

developmental horizon”. Researchers such as Ang et al (2001); Caudle (1991); Lee et 

al (2003) discussed  IT infrastructure at organisational level which include 

combination of hardware and software available in the organisation that will provide 

secure electronic services to citizens, businesses, and employees. It also automates 

business processes within the organisation and enables Internet-related businesses. In 

doing so, this factor may cover entities such as web portal, payment engines, 

application development suites, customer relationship management software, and the 

servers needed to support these entities. Information Technology (IT) refers to the 

technological side of an information system, including databases, hardware, software, 

networks and other means which can be viewed as subsystems of an information 

system (Lee et al, 2003).  

The security issue is crucial elements for developing e-government systems. One of 

the components framework for security is the Key Public Infrastructure (PKI). It is 

defined as: "a comprehensive scalable security solution that provides for the 

identification and authentication of users and resources on a network. It is a system of 

digital certificates, certificate authorities, and registration authorities, certificate 

management services and distributed directories used to verify the identity and 

authority of each party involved in any transaction over the Internet” (IPM,2006). In 

addition, researchers pointed out to the importance of having IT expertise who are 
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able to use and manage advanced technology that might cover project management 

and develop IT skills for using new applications and systems that support e-

government implementation (Thong ,1999; Heeks, 1999 ) 

2.2.3 Reasons for the Adoption of E-government  

There are many reasons why governments have moved towards e-government.  Many 

researchers (Tung and Rieck, 2005; OECD, 2004; Gupta and Jana, 2003; Jaeger, 

2003; Moon, 2002; Relyea, 2002; Layne and Lee, 2001) have mentioned different 

reasons for the adoption of e-government. These can be classified into four groups 

(Figure 2.4) as follows:  

Political reasons: E-government will lead to many advantages for governors and 

citizens, such as: 

• Increased citizen participation in political processes. 

• Building trust between citizens and their government by improving the 

government’s image. 

•  Facilitating democratic stages by voting online. 

Economic reasons:  

• Cost reductions for both the government itself and the adopter of e-government 

services. According to a report for the National Electronic Commerce 

Coordinating Council, government agency can save up to 70 percent in costs by 

moving their services online (United Nations,2001). 

• Online services are cheaper, faster and more readily available, especially in 

remote areas. 

• Improved interaction with business and industry. 

Social reasons:  

• Better delivery of government services. 

• Making learning and education available for citizens.  

• Offering citizen empowerment through access to information. 
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• Services reaching all citizens in the whole country, particularly for citizens with 

special needs and the elderly.  

• Enabling citizens to obtain government information through a single portal at 

any time and from any location equipped with Internet access.  

Managerial reasons: 

• More efficient government management.  

• Increasing accountability and transparency. 

• Less corruption. 

• Greater convenience and efficiency.  

• Avoiding a multitude of human errors that manual processing entails.  

• Sharing information and knowledge among government agency. 

• Utilizing the advances in ICT to reengineer the processes and operations of the 

public sector. 

 

Figure 2.4: Reasons for the adoption of E-government 

In contrast, a number of studies have argued that e-government has not fulfilled this 

promise yet. The UN Global E-Government Survey (2003) proposed a normalized 

‘Web Measure Index’ to evaluate the aptitude of 191 governments to employ             

e-government as a tool to inform, interact, transact and network (United Nations, 

2003). This survey found that the average government reaches only a level of 25.5% 

on the index score of the highest ranking governments, with only seven governments 

reaching 75% and above. In addition, according to Accenture’s study (2005) of          
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e-government initiatives in 22 countries, the average e-government’s maturity was 

48%, with only two countries reaching 60% or above (Accenture, 2005). Furthermore, 

some researchers point out that the provision of e-government services is still far from 

reaching full effectiveness (Moon, 2002; Reddick, 2004; Wescott, 2002) while a 

number of researchers argue that  many issues, such as privacy and security remain as 

barriers for e-government implementation (Wilfort, 2004; Ndou, 2004). This is can be 

found also in developed countries for example Pratchett et al (2006) point out that in 

England and Wales many local government web sites failed to meet the basic level 

expectations due to some barriers such as lack of finance and human resources.   

In addition, some researchers argue that e-government is worthy of support, but many 

issues must be addressed during its implementation (Rogerson, 1997). In this case 

Rogerson (1997) has developed many principles for electronic services in UK to 

guarantee the social responsibility in e-government implementation such as: principles 

of choice; confidentiality of data; accessibility to allow all citizens to obtain the 

services, and public funds protection. 

In general, in the longer term, e-government has the potential to reform public 

services. Also, many e-government initiatives around the world have successfully 

been implemented in terms of e-government maturity to reach their goals. These have 

been in countries such as the UK, the USA, Singapore and Canada (United Nations, 

2003; OECD, 2004).  

For a greater understanding of e-government initiatives, it is necessary to distinguish 

between e-government and e-commerce, and also between e-government projects and 

information technology projects. 

2.3 E-GOVERNMENT AND E-COMMERCE   

Similar to e-commerce in the private sector, e-government has been receiving much 

attention from both researchers and practitioners. “Going virtual” not only enables 

private companies to reduce costs, increase profits and make their products more 

available to consumers, it can also help government agency to improve the efficiency 

of their services, adopt a more customer-oriented approach, and save on operating 
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costs, which becomes increasingly important under current economic conditions 

(Tung and Rieck, 2005). 

In the one hand, there are many similarities between e-government and e-commerce 

such as: 

• E-commerce and e-government are both based on Internet technology designed 

to facilitate the exchange of goods, services and information between two or 

more parties (Carter and Belanger, 2004). 

• Both e-commerce and e-government systems support the electronic mediation of 

transactions over potentially great distances and both services also require 

consumer or citizen trust (Carter and Belanger, 2005) due to the absence of face-

to-face interaction.  

On the other hand there are many differences between these paradigms, such as: 

• E-commerce refers to the commercial use of Internet technology to sell and 

purchase goods or services while e-government focuses on delivering services to 

citizens electronically (Jorgensen and Cable, 2002).   

• E-government deals with the public sector which has many features including 

roles limited by legislation and complex accountability. Also, actions must be 

justified and objectives and/or outputs are difficult to state or measure (Holtham, 

1992; Carter and Belanger, 2004). 

• E-commerce is allowed to choose its customers; however, in e-government, 

agency are responsible for providing access to information and services to any 

citizen and the entire eligible population, including individuals with lower 

incomes and disabilities (Carter and Belanger, 2005). 

• The digital divide makes e-government task of providing universally accessible 

online government services challenging (Wilfort, 2004; Fountain, 2003). 

• Decision-making authority is less centralized in government agency than in 

other businesses. This dispersion of authority impedes the development and 

implementation of new government services (Moon, 2002). 

• The political nature of government agency is a feature that distinguishes         e-

government from e-commerce (Warkentin et al., 2002).  
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• In a democratic government, public sector agencies are constrained by the 

requirement to allocate resources and provide services that are “in the best 

interest of the public” (OECD, 2004). 

In short, it is necessary to highlight that it is quite hard directly to transfer results 

obtained in other domains, such as e-commerce, to the field of public administration 

because of specific characteristics, which are significantly different, (as mentioned 

above), from other environments without covering many issues such as social factors, 

organizational structures and processes, beliefs, cultures, values and norms, for 

example. The differences between these paradigms, illustrated in the following table: 

Table 2.3: The main differences between e-government and e-commerce 

E-commerce E-government References 

Refers to the commercial 
use of Internet technology 
to sell and purchase goods 
or services  

E-government focuses on delivering their 
services to citizens without expecting profit. 

Jorgensen and 
Cable, 2002 

E-commerce deals with 
private sector with more 
freedom for doing their 
own business     

E-government deals with the public sector 
which has many features including roles 
limited by legislation and complex 
accountability. Also, actions must be justified 
and objectives and outputs are difficult to state 
or measure 

Holtham, 1992; 
Carter and 
Belanger, 2004 

E-commerce is allowed to 
choose its customers 

E-government agency are responsible for 
providing access to information and services 
to any citizen and the entire eligible 
population, including individuals with lower 
incomes and disabilities 

Carter and 
Belanger, 2005 

Decision–making can be 
centralized and easy to 
make a decision than 
public sector. 

Decision-making authority is less centralized 
in government agency than in businesses. This 
dispersal of authority impedes the 
development and implementation of new 
government services 

Moon, 2002 

 Is designed to be 
accessible for whom able 
to achieve services. 

The digital divide makes e-government task of 
providing universally accessible online 
government services challenging 

Wilfort, 2004 and 
Fountain, 2003 

The commercial view is the 
main purpose for its 
adoption 

The political nature of government agency is a 
feature that distinguishes e-government from 
e-commerce 

Warkentin et al., 
2002 

The goal is to obtain the 
profit and reduce the cost.  

In a democratic government, public sector 
agency are constrained by the requirement to 
allocate resources and provide services that 
are “in the best interest of the public” 

OECD, 2004 
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2.4 E-GOVERNMENT AND PUBLIC SECTOR REFORM  

2.4.1 Models for Public Sector Reform  

There are many models that have been proposed for reforming public sector 

administrations over the last decades. Kettl (2005) presented three models of reform:  

The Westminster reform strategy redefined what government have to do and 

subsequently reduced the size and scope of government through extensive 

privatizations and contracting out of services to nongovernmental organisations. The 

second model is the American model which is one of incremental reforms that sought 

cheaper, more effective government without shrinking the scope of government 

activities. The third model is the hybrid approach generally involved the Westminster 

shift to accrual financing while maintaining the size and scope of government that the 

country was familiar to. 

Kettl (2005) raises a number of key challenges that have arisen from the global 

management reform movement. For the services that have been contracted out to 

nongovernmental organisations, watchful eyes are needed to ensure the continued 

quality of these services and facilitate coordination among the new service providers. 

Despite the emphasis on improving the accountability of government, many of the 

reforms have served to blur the lines between bureaucrats and politicians, central and 

sub-national governments, and government and nongovernmental organisations. The 

challenges, moreover, are undeniably linked to the larger problem of addressing the 

growing doubt with which citizens regard their governments. If unaddressed, despite 

all their reform efforts, governments will continue to experience the increased 

intensity of citizen disenchantment with the management of their state, thus casting 

long shadows on the abilities of public officials to produce results. 

Kettl provides the prudent analysis that the effectiveness of reform depends on its fit 

within the existing institutions and political culture of the country. In so doing, unlike 

many who envision a global convergence toward a single model of public 

management, Kettl recognize the undeniable influence that factors such as 

parliamentary versus presidential government have in facilitating variations in the 

strategies and tactics selected by policy makers. 
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Following from this development as argued by Kettl (2005), the internationalisation of 

the reform movement is changing the ways in which governments operate throughout 

the world. This argument was reinforced by Amoretti (2007) through a four way 

typology of e-government regimes across the globe.  

The first regime is known as the reform-oriented e-government: This typology implied 

a top-down process a visibly strong leadership driving the process. Linked with the 

experiences and practices of e-government in which the leadership and administrative 

and legislative networks that are subordinate to it, and favour a formally open network 

architecture that guarantees relevant democratic values and principles (Amoretti, 

2007: 581). 

The second typology is the authoritarian e-government. This is a form of top-down 

driven modernization policy in which political control over the network and therefore 

limitations on citizen’s freedoms play an essential role (Amoretti, 2007). The third 

typology is the managerial e-government. This model is focused upon utilizing 

technology to boost bottom-line performance in terms of achieving cost savings, often 

reducing the level of staffing infrastructure associated with service maintenance and 

delivery. It is further characterized by increasing blurring of boundaries between 

public and private sectors (Amoretti, 2007: 582). The last of the typologies is the open 

e-government: This involves the introduction of policies (harsh regulation) as a source 

of new experiences of democratic participation. This model is still in the initial stage 

of introduction, with some pioneer experiences, especially in Northern Europe 

(Amoretti, 2007: 583). 

Amoretti (2007) neat categorization of the four typologies of e-government offers a 

good analytical tool for discussing the strategy adopted by different political systems 

to introduce e-government. However, on close scrutiny, none of the typologies is 

exclusive. What obtains in reality is a mixture of two or three typologies by different 

political systems. This does not however discount the relevance of the typologies as 

useful analytical tools to gaining an invaluable insight into the e-government system 

operating in a particular political system as the discussions in the remaining chapters 

in this study on the case study of e-government in Saudi Arabia will highlight. The 

remaining sections in this chapter will outline the main characteristics of                     

e-government system together with the adoption process. 



Chapter 2: Research Framework 

 

 31

2.4.2 IS and e-government within the public sector   

In general, e-government as a term can be classified under the discipline of 

information systems. However, most traditional IT projects are different from             

e-government projects in many aspects such as technology, objectives, stakeholders 

and the size of projects. Information systems is defined by Oates (2006:1) "as a 

discipline that is concerned with the development and use of information systems by 

individuals, groups, organisations and society, where usually those information 

systems involve the use of computers". Therefore, roughly speaking, information 

systems are data-intensive reactive systems, providing a number of products, 

interacting (in a discrete way) with their environment, and reacting according to rules 

and/or procedures that are defined within their target organisations (Aoumeur, 2002; 

Whiteley, 2004). 

Based on these definitions and the characteristics of e-government, it can be argued 

that these paradigms have both similarities and differences. The main similarities are:   

Both traditional information systems and e-government aim to automate major 

activities with respect to their target organisations or institutions. In addition, 

information systems represent one of the main milestones in building e-government 

(e-government is generally composed of several integrated information systems). 

However, some researchers are confused about whether or not e-government is an 

information system (IS) project. 

This study argues that although e-government as a term can be classified under the 

discipline of information systems, there are significant differences between traditional 

IS projects in public sector and e-government as illustrated below. In this case, many 

further issues an e-government system must consider, such as cooperation between 

organisations and sharing the data and knowledge etc.  In addition, the characteristics 

of e-government include wide use of communication technology, smooth collection 

and processing of information, the development of communication media, the 

impersonal nature of the online environment, and the full benefit of using a high 

standard of technological infrastructure for transactions (Warkentin et al., 2002). The 

following Table 2.4 derived from the literature review shows the main differences 

between these two models. 
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Table 2.4: The main differences between e-government and IS projects in public 

sector 

Factor IS project E-government 
Features  Automate most activities of any 

specific organisation 
Making most government services 
accessible online 

Orientation  Specifically for clients’ 
satisfaction 

For citizens’ satisfaction 

Time  Specific time working 24/7 online access 
Place  Specific location for use Use anywhere 
Main player  Managers, Systems developers, 

employees, clients 
Governors- e-government 
developers, administrators, citizens, 
businesses and other governments 

Size of project Organisational project National  project 
Relationship 
between 
Stakeholders 

Direct and sometimes indirect 
with stakeholder 

Direct and intensive relationship and 
interaction between stakeholders 

Domain of work  Organisations Institutions and the Public sector in 
the whole country at the end of 
project 

Technology 
 

Generally centralized automation 
(within a specific organisation) 

Decentralized Internet-enabled 
services Applications Online -re-
engineering process 

Application  Monolithic (homogeneous) 
application 

Integrated (heterogeneous) 
application  

In this case it can be argued that:  Firstly, IS tackles specific aspects in a given 

organisation or enterprise, so they are generally centralized within such an 

organisation. In contrast, e-government includes several applications or information 

systems that are integrated with each other. So, many different services become 

accessible online. Secondly, information systems aim to satisfy specific customers or 

clients directly associated with the target organisation. However, in e-government the 

main goal is to satisfy any citizen in general. Thirdly, e-government services are ready 

to be used by citizens at any time (seven days a week, twenty four hours a day). In 

contrast, information systems activities are usually very carefully scheduled to work at 

specific times within the week (within working hours). Finally, e-government services 

can be invoked via the Internet so they can be accessed from any place where an 

Internet connection is available. This important feature is absent in many information 

systems, where the geographical location of the organisation is crucial when any 

activity is requested from the corresponding information systems. 
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In traditional information systems, the main players are the managers or the owners, 

the system developers, the employers and the particular clients. In contrast, in               

e-government, the involved stakeholders are the governors, e-government developers, 

employees in public services, any citizen (G2C), any business (G2B) and, more 

widely, any other government (G2G). Secondly, whereas information systems projects 

deal with particular organisations, whether it is organisations from the public or the 

private sector, e-governments deal with institutions exclusively in the public sector. 

Moreover, information systems deal with activities within an organisation, that is, 

with intra-organisation features. E-government, on the other hand, interrelates with 

several organisations interacting with each other, that is, the inter-organisational 

features of related institutions are focused on here. 

In general, e-government is the result of the integration and interaction of several, 

mostly heterogeneous, information systems services into a one composed web portal 

(the so-called e-government gate). Consequently, one of the most important 

characteristics of e-government is its capability for sharing and composing the 

information and knowledge emerging from different sources. 

In the context of E-government, Fountain (2003:5) has highlighted the importance of 

information and communication Technology and their applications that are currently 

used in digital and electronic government as a great link between E-government and 

ICT.  

2.5 TRANSFORMATION TOWARDS E-GOVERNMENT 

E-government is linked with the use of ICT such as computers, computer networks, 

the Internet, etc., to facilitate the provision of e-government products and services and 

to improve interaction between government and citizens and other parties (Kim and 

Layne, 2001; Fountain, 2001; Montagna, 2005). Eggers and Goldsmith (2003:32) in 

their book “Governing by Network” stated that: “The era of hierarchical government 

bureaucracy is coming to an end. Emerging in its place is a fundamentally different a 

model which is called e-government in which government executives redefine their 

core responsibilities from managing people and programs to coordinating resources 

for producing public value”. In e-government initiatives, the transformational efforts 
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usually encompass all the major organisational dimensions including strategy, 

structure, people, technology and processes as well as the principal external forces 

such as citizens, suppliers, partners and regulators (Farhoomand and Wigand, 2003; 

Tung and Rieck, 2005).  

E-government is representing a fundamental change and therefore, resistance to 

change from some stakeholders is possible.  Wargin and Dobiey (2001) have argued 

that there are some reasons behind resistance to change namely: lack of skills to use 

the new Technology; people do not understand the ‘big picture’ and the application of 

the new Technology lead to redefine the organizational structures and the power 

distribution. Jick and Peiperl, (2002) indicated that individuals are not really resisting 

the change but rather they may be resisting the loss of status, loss of pay, or loss of 

comfort. However, there are some models to treat problems associated with change, 

such as Kotter’s eight-step model for transforming organizations (Kotter, 1995) .  

Table 2.5 shows some a fundamental change from traditional way to e-government 

system. 

Table 2.5: Some Changes towards E-government (Adapted from Ndou, 2004 and 

Eggers and Goldsmith 2003) 

Factors Traditional ways E-government services 
Mode of services   Service for citizens                      Self service in many operations 
Goal   Citizens in lines                           Citizens on line 
Expectation Digital exclusion                         Digital participation 
Change   Paper intensive                    Government on line 
Management 
style 

Transaction intensive                  Knowledge management 

Orientation  Production cost, efficiency User satisfaction and control, 
flexibility 

Leadership style  By rule and mandate and 
Command and control 

Flexible management, inter-
departmental teamwork, facilitation 
and coordination 

Organisational 
structure  

Top down, hierarchical  Innovative entrepreneurship, 
multidirectional network with central 
coordination, direct communication 

Communication  Centralized, formal limited 
channels 

Formal and informal, direct and fast 
feedback, multiple channels 

Interaction  Documentary mode and Electronic exchange, non face-to-face 
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Awareness Interest  Evaluation 

Adoption 
Reject and evaluate 

other Alternative  

    The adoption process  

    Trial  

Satisfied 

No Yes 

interpersonal interaction interaction

Process 
organisation  

Functional rationality, vertical 
hierarchy of control. 

Horizontal hierarchy, network 
organization, information sharing 

There are many differences between paradigms as Table 2.5 shows such as 

orientation, leadership style and communication. Therefore, to deal with this change, 

the focus should be concentrated on how complex it will be due to the many areas 

involved. However, a number of researchers have argued that, in governmental 

organisations, the bureaucratic structure is characterized by highly institutionalized 

hierarchical relationships that discourage innovative behaviour. Furthermore, 

government agencies are accountable to multiple stakeholders with different, and 

often conflicting, interests (Eggers and Goldsmith 2003). In order to understand the 

change and possible resistance to the adoption of e-government, the differences 

between the bureaucratic paradigm and the e-government paradigm in any 

organisation should be acknowledged.   

2.6 E-GOVERNMENT ADOPTION PROCESS  

The implementation of an IT system goes through six stages: initiation, adoption, 

adaptation, acceptance, use, and incorporation (Kown and Zmud, 1987). Al-Turki and 

Tang (1998) argue that the implementation as a process can be divided into two main 

stages: adoption as stage one and assimilation as stage two. The adoption process as 

suggested by Spence (1994) goes through five sequential steps as illustrated in Figure 

2.5 below. 

 

 

 

 

 

 

 
 

 

 

Figure 2.5: The adoption process: Spence (1994) 
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The adoption for this study is the decision to utilize electronic services to share 

information with other government agency and provide services to stakeholders and to 

make full use of information and communications technology as the best course of 

action available (Al-Shehry et al., 2006).  

2.7 CHAPTER SUMMARY  

In this chapter, the definition of e-government was discussed from different angles. 

After this, the models for evaluating e-government were investigated and it can be 

seen that most of these models highlighted the importance of organisational and 

technological issues in all stages of e-government. The characteristics of                      

e-government were introduced in order to make clear the differences between it and 

other concepts such as e-commerce and Information Technology in public sector. This 

chapter identified the models for public sector reform and how e-government can be 

seen as an agenda for reforming public sector. In this case, different typology of                    

e-government regimes is highlighted. Therefore, each country with its regimes should 

be understood together with e-governments requirements to achieve successful 

implementation. Furthermore, e-government as transformation is investigated and the 

motivations for governments to adopt its system were presented. This chapter, 

therefore, imply the importance of conducting such study in the area of e-government 

by considering e-government characteristic together with particular country 

motivations and conditions to adopt e-government system, so the aim of this study is 

to fulfil this goals. The next chapter highlights the main factors that influence the 

introduction of e-government through reviewing the literature in IS, e-commerce and 

e-government area.  
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CHAPTER 

3  

THEORETICAL BACKGROUND 

3.1 INTRODUCTION 

The purpose of this chapter is to consider prior investigations concerning                   

e-government and to review the literature regarding the effects of organisational issues 

in the adoption of e-government initiatives. Since e-government is a new phenomenon 

in the field of knowledge as well as in practice, the importance of organisational 

issues on the adoption of Information Systems (IS) and e-commerce needs to be 

investigated to see whether or not these issues have an influence on the 

implementation of the projects. This is because e-government is about using ICT as a 

tool to deliver service to citizens online. Subsequently, it is based on making many 

different information systems integrate together. However, there are some differences 

between e-government as a government project, and IS projects and e-commerce; 

these were discussed in the previous chapter.  

Therefore, the first part of the literature review in this chapter highlights the 

importance of organisational issues to the success or failure of Information Systems 

(IS). After this, it aims to present the key organisational issues that this research 

attempt to investigate: their impact on the adoption of e-government. The second part 

investigates the adoption of technology in general by reviewing recent studies 

concerning e-commerce and the adoption of e-government in order to determine the 

key organisational issues that influence this adoption.  
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3.2 THE IMPACT OF ORGANISATIONAL ISSUES IN 

THE ADOPTION OF IT AND E-GOVERNMENT 

The term “organisational issue” is frequently used in the research literature as a 

generic expression to describe a wide range of non-technical aspects, which have an 

impact upon the outcome of information system projects (Clegg et al., 1997). Thus, it 

has not received universal acceptance. Doherty and King (1998: l05) defined an 

organisational issue (in the context of Information Systems development) “as any 

distinct area on the interface between a technical system and the characteristics and 

requirements either of the host organisation or its individual employees, which can 

lead to operational problems within the organisation”.  

The current IS literature suggests that human and organisational issues are now more 

important and will become even more critical to the successful development and 

implementation of IS than they were in the past (Al-Mushayt et al., 2001; Cabrera et 

al., 2001; Doherty et al., 2003; Wood-Harper and Wood, 2005). Even so, some 

research suggests that human and organisational issues are still not well addressed 

during Information Systems development processes (Clegg et al., 1997). Many IS 

researchers put this down to the fact that the existing system development methods are 

still primarily technology driven (Clegg et al., 1994; Lyytinen and Hirschheim, 1987). 

However, many researchers such as  Wood-Harper and Wood (2005) called for the 

need of IS research to have more focus on the relationship between information 

Technology and the work practices, organisational structures, and human activities 

through adopting a multiple perspective approach in order to understand their impact 

on social life. 

3.2.1 Organisational issues in relation to IS failure 

It is natural that some technology projects are failed; however, recently this has 

become a growing phenomenon (Goulielmos, 2005). For instance, a report conducted 

by OASIG (Special group in UK concerned with the Organisational Aspects of 

Information Technology ) (1995), cited in Clegg et al. (1997) and Cabeara et al. 

(2001), summarised the experiences of 45 of leading Information Technology (IT) 
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researchers and consultants in the UK. According to this report, about 80-90% of IT 

projects fail to meet their performance goals and this is in part due to the fact that 

organisations give inadequate attention to non-technical details. These kinds of study, 

however, have been conducted in the developed world whereas a larger number of IS 

projects in the developing world end in failure. According to Heeks (2001), many IS 

in developing countries can be categorized as failing either totally or partially. 

Many researchers have indicated a number of different reasons for the failure of 

information systems projects and, for the purposes of this study, four major empirical 

researches have been reviewed to give an overview of this issue.   

Firstly, Ewusi-Mensah and Prazasnyski (1994) examined the perceptions of top IS 

executives and systems managers in Fortune 500 companies to determine or ascertain 

the common underlying factors that led to the decision to abandon systems 

development processes in their organisations. The following factors emerged as the 

primary causes for systems abandonment in their study: Project costs as the most 

frequent and important factor which contributed to most abandonment decisions; lack 

of appropriate technical infrastructure; insufficient training for the users; technological 

inadequacies and shortcomings; loss of critical personnel and changes in management 

associated with the project; resistance to change, user conflicts and technical 

disagreement; lack of senior management commitment; lack of funds and  

discouraging end user participation.  

Secondly, a similar study conducted by Flowers (1996) reviewed five case studies, 

mainly in the UK; concerning major IS failures, namely: The Performing Right 

Society (PRS), the London Ambulance Service Computerised Dispatched System 

(LAS), the London Stock Exchange TAURUS, the Wessex Regional Information 

Systems, and The Field System. He developed the concept of “Critical Failure 

Factors” (CFF) and proposed that there is more to failure than system failure. In fact 

he suggested that many issues are critical factors in failure such as: the organisational 

context (hostile culture and poor reporting structure); the management of the project 

(over-commitment, throwing good money after bad); Political pressures, influential 

outsiders, internal power struggles, external power struggles and he has stress on other 

factors during the IS development stages. At an initial phase: technology-focused 
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developments and underestimating complexity. In an analysis and design phase: poor 

consultation, design by committee, poor user involvement and technical “fix” for 

management problems, poor communication, and poor procurement. In development 

phase: staff turnover and competency. In implementation phase: receding deadlines, 

and testing and training. 

Thirdly, Whyte and Bytheway (1996), after an extensive review of the IS literature, 

suggested the following as the main causes of systems failures: Over-optimistic 

estimates that subsequently lead to the system being delivered late and over budget; 

poorly defined project objectives, mostly arising from uncertainty regarding the 

business needs that are to be satisfied; poor communication between users and 

development staff; lack of user involvement; lack of user commitment to the project 

and the system; The technical limitations of a system and systems which are 

unfriendly and inflexible and the use of inexperienced staff to develop systems. 

Fourthly, Gouliemmos (2005) developed a model that illustrated key areas from which 

a multitude of single factors emerged concerning IS failure.  A number of technical 

issues, people issues, management issues and communication issues were identified as 

causes for IS failure. Particularly, he mentioned some factors that might cause IS 

failure for example: over-ambitious visions or excessively enthusiastic ambitions; 

Management and communication issues; Technical issues; External or independent 

reviews being ignored; History of previous failed attempts forgotten; Internal conflict 

or industrial disputes; User protests or warnings misunderstood as typical employee 

behaviour. 

As a consequence of the review of the four studies discussed above, a total of 18 

different critical failure factors were identified. These are listed in Table 3.1. Most 

factors indicating failure in information systems projects were related to ignoring or 

not caring about human and organisational issues while a few factors (such as 2, 5, 7 

and 17) indicated a technical origin. This indicates that there is a high degree of 

agreement about the principal causes of information system failure. Thus, there is 

evidence that a lack of consideration for human and organisational issues in 

information system development processes can cause IS failure. Since these studies 
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were conducted on IS, it is necessary to study the effect of organisational issues 

specifically on the adoption of e-government. 

Table 3.1: Causes of IS failure taken from among these studies. 

No Causes of IS Failure Ewusi-Mensah 
and 
Prazasnyski 
(1994) 

Flowers 
(1996) 

Whyte and 
Bytheway 
(1996) 

Gouliemmos 
(2005)  

1 Lack of senior management 
support and commitment. 

√   √ 

2 Lack of technical knowledge and 
expertise / inexperienced staff to 
develop systems 

√ √ √ √ 

3 Budget and time overruns √ √ √ √ 
4 Poor user training √ √   
5 Technological inadequacies and 

shortcomings 
√   √ 

6 Behavioural problems / end-user 
resistance to change 

√ √  √ 

7 Satisfying existing or emerging 
technology 

√ √   

8 Lack of user participation √ √ √ √ 
9 Over-ambitious scope  √ √ √ 
10 Inadequate project management √ √   
11 Organisational problems (culture 

and structure) 
√   √ 

12 Technology focused development   √   
13 Inappropriate implementation 

strategy 
 √   

14 Poor communication between 
users and development staff 

 √ √ √ 

15 Political pressures, influential 
outsiders, external and internal 
power struggles 

 √   

16 Staff turnover and competency  √   
17 Underestimating complexity  √   
18 Poor consultation  √   

In e-government literature, even though some researchers have mentioned the criteria 

that can be used to judge success and failure (Heeks, 2001; Al-Tawil and Salt 2002; 

Heeks 2003; Joia 2004), the movement towards e-government in developing countries 

is generally at the early stages of progress. However, there are some evidence shows 

that e-government projects are failing due to lack of understanding of effective 

planning development and implementation (Gupta and Jana 2003; Heeks, 2006).  

As a result of these studies, policymakers have to be aware of such factors when they 

plan, develop and implement an e-government project. More success regarding          



Chapter 3: Literature Review/theoretical background 
 

                                                                                            

                                                                                                                                    42  

e-government initiatives might be achieved if they are considered, or more failure if 

they are ignored. In addition, it is an important issue to avoid e-government project 

failure, not only because this costs a huge amount of money but also because this kind 

of failure differs from the failure of an IS project since it may lead to political, social 

and economic crises, especially in developing countries where resources are scarce. 

The following part of the literature review discusses organisational issues in detail. 

3.2.2 Classification of Organisational Issues in Information Systems 

Different researchers have different views on the classification of organisational 

issues. Some stress the impact upon specific individuals within an organisation and 

others emphasise wider issues, which have an impact on the organisation as a whole. 

For instance, Clegg et al. (1997) classified psychological and organisational issues 

into five aspects. These are: the design of work organisations, the planning of 

organisational impacts, job design, the allocation of tasks between humans and 

computers, and the usability of new systems. Doherty et al. (2003), however, 

classified organisational issues into four groups, namely: organisational alignment; 

organisational contribution; human issues; and transitional issues, as Figure 3.1 

shows. Details for these categories are as follows: 

1. Organisational Alignment 

The term organisational alignment is used to describe the degree of fit or match 

between a system and its organisational context (Doherty et al., 2003).  

There are three organisational alignment issues and these are briefly discussed below:  

• Organisational Structure: Mullins (1996: 332) defined structure as: “the pattern of 

relationships among positions in the organisation and members of the organisation.”  

• Power Distribution: The introduction of a new information system, very often 

causes a change in the organisational environment. The redistribution of power is 

one result of these changes (Doherty and King, 1998). Those people who lose power 

might resist this new order of power distribution in the organisation whereas those 

who gain power will accept it.  
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• Organisational Culture: Sathe (1983) defined cultures as the set of important 

assumptions, beliefs and values that member of a community share in common. 

2.  Organisational Contribution  

This group includes issues which focus on ensuring that a proposed system will make 

a positive contribution to the performance of the whole organisation (Doherty and 

King, 1998). The issues are as follows: 

• Information systems strategy alignment: The creation of an information system 

strategy to guide the selection and development is a key factor (Coombs, 1992).   

• Prioritisation of development: The ability to prioritise an accurate specified 

requirement during an information system development process ensures a strong 

focus on organisational needs (Doherty and King, 1998).  

• Future needs: the proposed system’s ability to satisfy users and the organisation’s 

likely future business needs (Al-Mushayt et al., 2001). 

3. Human Issues  

This group includes those issues which have an influential impact on the working 

practices and the environment of specific employees. It is suggested that the following 

issues have a behavioural orientation:  

• Training needs: appropriate training is a requirement that ensures all users of a 

system have the necessary skills and awareness to operate the system successfully 

(Clegg et al., 1997).  

• Level of user motivation: It is important that an assessment is made of how the 

motivational needs of the users will be satisfied by the proposed system (Clegg et 

al., 1997). 

• Redesigning of jobs: In parallel with the design of a new system, it is essential that 

there is redesigning of the jobs which the system either directly or indirectly 

affects (Al-Mushayt et al., 2001).  

4. Transitional Issues  
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These issues refer to whether the timing of an implementation and the perceived level 

of disruption are addressed during the development of the information system. It has 

been argued that these types of issue can have a significant impact on the long term 

success or failure of the information system (Flowers, 1996).  

 

Figure 3.1: Classification of organisational issues (Adapted from Doherty et al., 2003)  

3.2.3 Critique of Relevant Literature 

From the literature review presented in the previous part of this chapter, it is evident 

that organisational issues in determining the success or failure of IS projects are 

profoundly important. In addition, previous studies have offered useful contributions 

to the understanding and classification of organisational issues in developing IS. 
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Despite this, it is necessary to reconsider such classification in the case of                     

e-government. Researchers such as Gil-Garcia and Pardo (2005) and Kim and Layne 

(2001), for example, argued that the organisational issues that should be considered as 

the main challenges in e-government are: project size and complexity; user or 

organisational diversity; the lack of alignment between organisational goals and IT 

projects; multiple or conflicting goals; and resistance to change. 

Therefore, the next part of this chapter highlights some of the key organisational 

issues (which include most of the issues above) and which, it is argued here, should be 

considered in the adoption of e-government initiatives, namely: organisational culture, 

attitudes to change and users’ acceptance of technology. These issues are relating to 

those individuals who will accept or reject the decision to adopt the e-government 

initiatives. 

3.3 THE AFFECT OF ORGANISATIONAL ISSUES ON 

THE ADOPTION OF TECHNOLOGY 

The following section highlights the important of some organisational issues in 

relation to develop IS project within organisation. It identifies some important issues 

by their definition, related theory to them followed by some study regarding them. 

Then it concludes by some factors in relation to IS adoption. 

3.3.1 Organisational culture 

The term “culture” refers broadly to a relatively stable set of beliefs, values and 

behaviours commonly held by a society (Cooper, 1994). However, there is no 

agreement between scholars about a particular definition for this concept. There are 

several sources of culture: language, nationality, education, ethnicity, religion, family, 

gender, social class and organisation (Usunier, 1993). The term, however, has recently 

been widely used in the context of organisations and has a major influence on 

organisational life (Capon and Disbury, 2000). For example; the concept of 

organisational culture has been borrowed from anthropology (Cooper, 1994). 

According to Schein (1985) organisational culture is defined as “the pattern of basic 
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assumption that a given group has invented, discovered or developed in learning to 

cope with its problems of external adaptation and internal integration and that have 

worked well enough to be considered valid and therefore, to be taught to new 

members as the correct way to perceive think and feel in relation to these problems 

(Schein, 1985: 6).”  

There are many determinants of organisational culture for example and according to 

Capon and Disbury (2000), it includes two levels: observable and unobservable 

characteristics. The observable level includes architecture, dress, behaviour patterns, 

rules, stories, myths, language and ceremonies while the unobservable level of culture 

is composed of the shared values, norms, beliefs and assumptions of the organisation’s 

members. Schein (1985) pointed out that assumption represents what members believe 

to be reality while values are social principles, goals and standards; they define what 

the members of an organisation care about, such as tradition, freedom, wealth or 

loyalty. In addition, Hatch (1997) argued that norms are closely associated with 

values. They are unwritten rules that allow members of a culture to know what is 

expected of them in a wide variety of situations.  

Johnson and Scholes (1999:73) identified six elements of organisational culture. They 

called it the “paradigm culture web”, as shown in Figure 3.2. 

 

Figure 3.2: The determinants of organisational culture ( Johnson and Scholes, 1999) 
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This paradigm illustrates the way the employees of an organisation behave towards 

each other and towards the external environment. The elements are: 

• The stories that are told by employees to each other about important events, 

successes, disasters, heroes and villains. Most of these have evolved over the 

years and have become part of the organisation’s tradition (Ward and Peppard, 

1996). 

• The symbols include logos, office structures, dress codes, job titles and the 

type of language and terminology commonly used in an organisation. They are 

often so much ingrained in daily life that they may not be recognised (Ward 

and Peppard, 1996).  

• The power structure which relates to the distribution of power among 

employees in the organisation as, and accepted by, the less powerful 

employees of the organisation (Johnson and Scholes, 1999). 

• The control systems which include the pay, measurements and reward systems 

in an organisation; these have great impact on the quantity or quality of work 

(Johnson and Scholes, 1999). 

• The organisational structure which reflects power structures and what is 

important in the organisation. Functions, departments, geographically-based 

business units, product-based business units, flat management hierarchies, and 

large bureaucratic hierarchies, are all examples of how the structure of an 

organisation can have an impact on the paradigm (Ward and Peppard, 1996)  

• The rituals and routines which are the special events through which employees 

learn what is important in the organisation (Johnson and Scholes, 1999). 

3.3.1.1 Organisational Culture Theory  

Weber and Schweiger (1992) examined the impact and consequences of a culture 

characterized by negative attitudes. Such a culture, established by negative attitudes, 

reduces the commitment of managers when new technology is implemented; it also 

inhibits their employees’ cooperation and support. Furthermore, such negative 

attitudes may generate individual resistance. Culture interaction theory examines such 

resistance and asserts that the employees’ behaviour is explained by technology and 

people. Such resistance is caused by a culture conflict between the presumed 
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organisational culture and the actual organisational culture; this leads to user 

resistance which hampers the implementation of the technology.  

3.3.1.2 Studies about the impact of organizational culture on IS 

There are many studies that have investigated the effect of organisational culture on 

technology so, for the purpose of this research; two significant studies have been 

reviewed as follows: Ledbetter et al. (1985) examined the relationship between 

organisational culture and the acceptance of Office Automation (OA) systems. They 

suggested that certain important factors influenced the acceptance of office 

automation, ensuring the system’s success. Such factors include communication 

within or across the organisation, employees’ attitudes toward management, and 

employees’ general knowledge of OA terms and concepts. The results suggest that 

both organisational and individual characteristics are important when the technology 

is introduced. 

Viswanath et al. (2003) examined the effects of social context on Technology 

Acceptance Model (TAM) variables using four different systems at four organisations. 

The social context was regarded as organisational culture, which is composed of three 

dimensions: subjective norm and image. The results show that the usefulness is 

influenced by subject norm and image, subjective norm has a direct effect on the 

intention to use, which implies that organisational culture has the potential to affect 

the acceptance of technology.  

3.3.2 Attitude to Change  

This section highlights the issue of personal attitudes towards any change within 

organisations in general and with technology in particular. The present study discusses 

long-term change in organisations in relation to e-government. Therefore, the 

Organisational Change Theory is introduced at this point. 

3.3.2.1 Organisational Change Theory  

Schein (1964) developed a planned change theory, reflecting unplanned impending 

crises and the existence of resistance to change in organisations. The theory argues 
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that the resistance to new organisational change is separated into two levels: 

individual resistance and organisational resistance. The individual level includes fear 

of the unknown, threats to social relationships and failure to recognize the need for 

change. However, the organisational level includes structural inertia, work group 

inertia, previously unsuccessful efforts and threats to the existing balance of power. 

Such resistance on the part of members to impede incremental changes are built up 

through unexpected or sudden organisational behaviour.  

3.3.2.2 Studies in Relation to the Adoption of Technology 

For the purpose of this study two significant studies are introduced, as follows: 

Markus (1983) introduced three reasons to explain the causes of resistance to 

management information systems. Firstly, resistance is likely to happen because of 

internal factors, such as individual characteristics; secondly, owing to a poor system 

being implemented (technology characteristics); and thirdly, because of the interaction 

of a specific system’s design features with aspects of the organisational context of the 

system’s use. The study implies that positive attitudes, such as a person’s belief that 

change tends to produce positive effects for the individual, propensity to enjoy a 

change and look forward to change, and a tendency to initiate and support change, 

may have the potential to influence the acceptance of technology.  

Secondly, Nelson (1990) suggested an approach to integrate organisational, work 

group, and job factors that affect the relationship between an individual’s attitude and 

the implementation of technology. This approach demonstrates that technological 

innovation requires both technical and social change affecting the behaviour of 

individuals and groups within the organisation. It implies that structural change alters 

the information flows and work designs of the organisation due to the adoption of new 

information technology in the workplace. Therefore, Nelson attempted to demonstrate 

the role of organisational characteristics affecting the relationship between an 

individual’s attitudes and behaviour, and the implementation of the new technology. 

Figure 3.3 shows the Interaction Framework (Nelson, 1990). 
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Figure 3.3: the Interaction Framework (Nelson, 1990) 

3.3.3  Users’ Acceptance of Technology  

This section demonstrates variables affecting the acceptance of technology and its 

perceived ease of use and usefulness by the individual. Therefore, the Theory of 

Reasoned Action and the Technology Acceptance Model (TAM) as important works 

in the adoption of technology are discussed below. 

3.3.3.1 Theory of Reasoned Action (TRA)  

The TRA is concerned with the determinants of consciously intended behaviours 

(Ajzen and Fishbein, 1980). The foundation of the TRA conceptual framework is 

provided by the distinction between beliefs, attitudes, intentions and behaviours. 

Behavioural intention is defined as “the strength of one’s intention to perform a 

specified behaviour” (Ajzen and Fishbein, 1980: 288), while attitude is defined as “an 

individual’s positive or negative feelings about performing the target behaviour” 

(p216). Subjective norm is defined as “the person’s perception that most people who 

are important to him think he should or should not perform the behaviour” (p. 302).  

Ajzen and Fishbein, (1980) insist that the TRA is an appropriate model for the study 

of the determinants of user behaviour as a theoretical foundation, since it predict and 

explains behaviour across a wide variety of domains. According to this model, a 

person’s behaviour is determined by behavioural intention. The behavioural intention 

is jointly determined by relative weights by the person’s attitude and the subjective 
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norm concerning the behaviour. Figure 3.4 demonstrates the mechanism of a person’s 

actual behaviour, integrating cognitive responses and intention.  

 

Figure 3.4: Theory of Reasoned Action 

3.3.3.2 Technology Acceptance Model (TAM)  

The Technology Acceptance Model (TAM), for Davis (1989), is the most feasible 

model for describing users’ acceptance and usage of technology in the field of 

Information Systems. In this case Lee et al. (2005) have reviewed 101 articles about 

TAM were which published by leading IS journal and conferences in the past eighteen 

years with survey of 32 leading IS researchers. The results emphasized that TAM is 

one of the most important model in the IS filed. 

TAM uses two perceptions: “perceived ease of use” and “usefulness”. These 

determine an individual’s behavioural intention to use a technology. Perceived of ease 

of use is defined as “the extent to which a person believes that using a technology will 

be free of effort” (Davis, 1989: 985). This is a construct reflecting an individual’s 

assessment of the effort involved in the process of using the system. Perceived 

usefulness is defined as “the degree to which a person believed that using a particular 

system would enhance job performance” (Davis, 1989: 985).  

The TAM has emerged as a powerful way to represent the antecedent of system usage 

through beliefs about these two factors (Davis et al., 1992). Computer usage is 

determined by intention, which is viewed as being jointly determined by the person’s 

attitude toward using the system and its perceived usefulness. Figure 3.5 demonstrates 

the original TAM, which proposes that attitude (a positive response) and usefulness 
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may have the potential to influence the intention actually to use the system. 

Particularly, the relationship between usefulness and intention implies that the person 

believes that his/her job performance is enhanced regardless of positive or negative 

feelings (Davis et al., 1992).  

 

Figure 3.5: Original Technology Acceptance Model 

According to Davis (1989: 985), the goal of the TAM is to provide an explanation of 

the determinants of computer acceptance that are generally capable of explaining user 

behaviour across a broad range of end-user Technology and user populations. 

Acceptance has been considered the most dominant factor in achieving business 

success. It becomes a fundamental part of the organisational plan and strategy of a 

small firm and the TAM has proven to be a successful framework in predicting and 

explaining usage across a variety of systems (Roberts and Henderson, 2000; 

Venkatesh and Davis, 2000). 

 In this case, two significant studies have been reviewed about the TAM in terms of 

the adoption of information systems.  

Firstly, Igbaria et al. (1997) examined software usage along with organisational 

factors in small firms. Extra-organisational factors (lack of external support) and intra-

organisational factors (lack of internal and external support) in small firms were 

identified while the subjects were considered to have low levels of computer 

experience. As can be seen in Figure 3.6, the study showed that perceived ease of use 

is a major factor in explaining perceived usefulness and system usage. In other words, 

the perceived usefulness has a strong effect on system usage. Management support 

also has a significant effect on perceived ease of use and perceived usefulness while 
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internal support and internal training do not significantly affect either ease of use or 

usefulness. This implies that perceived usefulness is the most important predictor 

affecting actual usage for inexperienced users and external support is relatively more 

important in small companies. 

 

Figure 3.6: Factors Affecting Personal Computing Acceptance 

Roberts and Henderson (2000) expanded the TAM by adding computer anxiety, 

subjective norm and computer satisfaction. The subjects of this study were local area 

network PC users including personnel from junior clerical staff to senior executives. 

Computer anxiety was recorded on a three-item scale: “anxiety”, “confidence” and 

“like” while satisfaction was measured by a nine-item scale: accuracy, speed, 

reliability, assistance, layout and display, manuals, training, flexibility and 

communication. The results showed that perceived fun has a positive effect on user 

acceptance, computer anxiety has a negative effect on both fun and usefulness, and 

subjective norms have a direct effect on usefulness. Furthermore, computer anxiety is 

more strongly related to perceived fun than perceived usefulness.  

 

 

Figure 3.7: Extension Model of the TAM (Roberts and Henderson, 2000) 
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3.3.3.3 Critique of Relevant Literature in IS 

There is concrete evidence that organisational culture, attitude towards change, and 

users’ acceptance of technology has an influence on the acceptance and use of 

Information Systems. In addition, the TAM has a great power in examining the 

adoption of technology in this field. Although e-government is based on ICT, there are 

many organisational issues that should be taken into account for its adoption. This is 

because e-government is fundamentally about transformation in the public sector. As a 

result, organisational culture, attitude towards change, and acceptance of technology 

are considered as key issues in the adoption of e-government. However, other issues 

that rise in developing e-commerce and e-government systems remain important to 

review in order to achieve a greater understanding of how scholars have applied these 

issues in the world of e-government. The next section, therefore, reviews significant 

studies that have been conducted recently concerning e-commerce and the adoption of 

e-government. 

3.3.4 E-commerce Adoption in Relation to Organisational Issues 

There are many similarities between e-commerce and e-government, as mentioned in 

the previous chapter. Accordingly, investigating the factors that influence the adoption 

of e-commerce is essential in terms of understanding this process. For the purpose of 

this research, two significant studies are reviewed below to identify the key 

organisational issues in relation to the adoption e-government. 

Tung and Rieck (2005) examined factors influencing the adoption of electronic 

government services among business organisations in Singapore by drawing on 

Rogers’ Innovation Diffusion Theory, social influence and barriers to adoption. Their 

study's results show a significant positive relationship between perceived benefits, 

external pressure and social influence, and the firm’s decision to adopt   e-government 

services.  

Similarly, Molla and Licher (2005) identified the relevant contextual and 

organisational factors that might affect e- commerce adoption in South Africa as a 

developing country by using a survey conducted in 1000 organisations via email; 150 
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companies responded. The results indicated that organisational factors, including 

human, business and technology resources, and awareness, are more significant than 

environmental factors. This study offers evidence of the importance of organisational 

issues in the adoption of e-commerce. 

3.3.4.1 Critique of Relevant Literature on E-commerce  

Even though Tung and Rieck’s study is related to the work of this research, the 

contextual setting for that study is Singapore where the maturity of e-government is 

high; it ranks second in the world in terms of e-government maturity (UN, 2008). 

Secondly, Singapore’s population is highly computer literate. Therefore, it is different 

from the case of the KSA which is in the initial stages of adopting e-government and 

also has a different culture and educational system. Tung and Rieck’s study focused 

on (G to B) whereas this study focuses on (G 2 G). Consequently, organisations from 

different businesses face different operating conditions and may possess different 

requirements. 

In addition, Molla and Licher’s study is important regarding e-government adoption, 

especially since this study was conducted in a developing country. However, it should 

be noted that the e-government context is different, as discussed in Chapter 2. Even 

so, some factors that are investigated in this study should be taken into account when 

developing e-government initiatives. These include awareness and “e-readiness” as an 

important issue in a developing country such as the Kingdom of Saudi Arabia (KSA).  

3.3.5 E-government Adoption in the Public Sector 

This section examines the factors that have driven the introduction and adoption of        

e-government in the public sector. The first part provides an overview of the factors 

that have influenced the introduction and adoption of e-government while the second 

part reviews a number of empirical studies with different perspectives on the 

introduction and adoption of e-government across different political systems. For 

example, before e-government emerges as a tool of reforming public sector, there 

were many ideas and agenda for doing so.  Kettl (2005) for example discussed some 
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ideas and principles underlying the government reform. The principles are 

summarised in the Table 3.2. 

Kettl (2005) attempted to capture the nature of public sector reform across a number 

of countries. He bases his argument on three chief observations drawn from the 

shifting relations between government and civil society over the past three decades. 

First, management reform has undeniably swept around the world as evidenced by 

changes in consolidated democracies, developing democracies, and even authoritarian 

states. Second, the movement is based on six core components shared in common: 

productivity, privatisation, service orientation, decentralization, policy, and 

accountability. Third, these reforms are pushed by a variety of factors including 

economic crises, political questions regarding the role of government, expanded 

expectations of citizens, cost saving, and institutional challenges.  

Table 3.2: Kettl Principles 

Principles Description 

Market Alignment The public sector would be more efficient and effective if it was 
more like the private sector entity by using its methods, and market-
style strategies to drive public policy, strategies and behaviour. 

Productivity 
Enhancement 

The key here is the insistent search of greater efficiency- often 
driven by public demand for more services to be provided without 
commensurate increase in taxes. 

Service Orientation Instead of designing programmes from the perspective of the service 
providers and managing them through existing bureaucracies, 
reformers put the service recipients first. 

Decentralisation A key structural reform to break up tightly integrated ministerial 
departments and replace them with an “agency model”, which 
allows programme implementation activities to be moved to 
relatively autonomous agency while policymaking remains in a 
central unit. 

Separation of 
Policymaking and 
Service Delivery 

By splitting the roles of purchaser of services (the policy function) 
from that of providing the service (the service delivery function), 
government administrations can remove a potential conflict of 
intentions and improve their policymaking and monitoring. 

Accountability To prove their ability of governments to get officials to focus on 
outputs and outcomes, rather than processes and structures. In 
addition, the citizen-centric approach makes them accountable for 
their performances not only up the chain of command, but also to 
their stakeholders. 
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These factors, according to Kettl (2005) captured the pressing tests facing 

governments in the twenty-first century, and to face them, governments have opted to 

pursue an agenda of management reform. It can be argued that e-government is 

emerged as a tool for reforming public sector and as continues efforts to achieve the 

goals that stated above. 

3.3.5.1 Studies in Relation to E-government Adoption (G 2 G)  

Many studies have been conducted recently about the adoption of e-government in 

different environments with different purposes and perspectives. For the purpose of 

this research, ten studies have been reviewed in order to investigate the main factors 

that affect the adoption or implementation of e-government. These are presented 

below. 

First of all, Vassilakis et al. (2005) ran a survey among electronic service stakeholder 

groups, to identify the barriers to electronic service development. Respondents came 

from three countries in the EU (UK, Spain, and Greece).The result shows barriers 

such as: legislative which related to the existence of appropriate regulations; 

administrative barriers, related to lack of appropriate business models; technological 

barriers, associated with the availability of suitable tools, standards, and infrastructure 

to use electronic services. Also the study identified user-culture barriers, which are set 

by the user groups’ culture or profile and social barriers, such as fear of job loss or 

status degradation. In fact, some of these obstacles have already been documented in 

some publications (West, 2004; OECD, 2003). 

Secondly, Smith and Jamieson (2006) pointed out the key drivers and inhibitors for 

information system security in e-government. Their study highlighted some key 

implementation issues such as awareness, active management support, training, and 

appropriate funding. Thirdly, Joia and Foundation (2007) conducted an explanatory 

case study involving the Brazilian Central Bank. The study identified some key 

success factors including security, organisational culture and training. It also point out 

many obstacles for e-government such as high risk for managers; lack of coordination 

and cooperation; high expectations and hidden costs; resistance and technical barriers 

such as incompatibility of systems.  
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Fourthly, Kim and Lee (2004) studied how three organisational factors as independent 

variables influenced the knowledge-sharing capabilities of public organisations. These 

three variables were organisational culture, organisational structure and Information 

technology. The study incorporated data from a 2003 survey of public employees 

working in five national government agency in South Korea. The results suggest that 

organisational culture, structure and information technology all exert significant forces 

on knowledge-sharing capabilities among South Korean government employees.  

Similarly, Grant and Chau (2005) studied the issues to consider when implementing 

shared services such as accountability, culture and management of resources.  The 

study illustrated the sequential changes which will be required over time. The 

organisational imperatives of performance management, risk, reporting, and culture 

can go a long way in establishing a robust administration framework to run a shared 

service organization. Gil-Garcia and Martinez-Moyano (2007) highlighted how public 

managers are looking for solutions to their problems and interests whereas the citizens 

and other stakeholders looking for better services to create continuous pressures for 

the evolution of e-government definition and requirements. The study emphasised on 

technological and organisational sophistication in order to provide a useful theoretical 

model to understand the evolution of e-government  

Esteves and Joseph (2008) developed a three-dimensional framework to assess          

e-government initiatives after-implementation including assessment dimension,          

e-government maturity level, and stakeholders. The result arise the importance of 

strategy; stakeholders needs; technological issues and organisational issues for 

evaluation of e-government implementation. However, they confirmed that all aspects 

of the model will not be applicable to every e-government project. Therefore, these 

issues are essential to consider before implementation which the current study will 

taken in its account. 

In developing countries Chen et al. (2006) mentioned the need to bridge the gap 

between developed and developing countries in term of developing strategy to adopt 

e-government system. The study highlights the importance of learning from success 

implementation in developed one, at the main time focus in each country position to 

develop their strategy that fit with its characteristics and conditions. 
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In the Arabic regional context, Zaied et al (2007) investigate e-readiness of e-

government in some public organisations in the State of Kuwait. The results show that 

less than half (46.57%) of the participants agreed that their organisations have 

adequate and appropriate connectivity, infrastructure and IT human skills to 

implement the electronic government systems. Similarly, Ebrahim and Irani (2005) 

developed integrated architecture framework for e-government that represents the 

alignment of IT infrastructure with business process management at organizational 

level in the public sector in Bahrain. The study classifies the barriers that might 

complicate the implementation of e-government architecture into five dimensions 

include: IT infrastructure; security and privacy; IT skills; organisational issues; and 

cost. The study argued that the awareness of these barriers is important for any e-

government project since they will alert the e-government project team with any 

problems or challenges might be existed during the implementation process so they 

will be ready to overcome them.  They called for important of further investigations 

for these barriers in different context. However, they study again confirm some 

barriers that exist already in some studies above and other such as (Deakins and 

Dillon, 2002;  Warkentin et al., 2002; Layne and Lee, 2001; Heeks, 2001).  

3.3.5.2 Critique of the Relevant Literature in e-government  

The previous studies are certainly related to this research work. Firstly, they are 

concerned with e-government to government, a main objective of this study. In 

addition, they discuss the adoption and implementation of e-government from 

different perspectives such as organisational and technological and social 

perspectives, which is also the main direction of this work.  Nevertheless, some of 

theses studies such as (Kim and Lee, 2004; Grant and Chau, 2005; Gil-Garcia and 

Martinez-Moyano , 2007) confront several issues which are different from the present 

study. Firstly, Kim and Lee’s study deals with e-government with a focus on 

knowledge-sharing capabilities whereas this work’s objective is to explore the 

adoption of e-government in general. Secondly, all studies were conducted in different 

contexts such as South Korea, which is significantly different from the environment of 

the Kingdom of Saudi Arabia in terms of culture, technology and e-government 

maturity. 



Chapter 3: Literature Review/theoretical background 
 

                                                                                            

                                                                                                                                    60  

On the other hand, studies such as (Vassilakis at el, 2005; Smith and Jamieson, 2006; 

Ebrahim and Irani, 2005) focus on the barriers that face e-government implementation 

in different contexts. Even though these barriers are important to be considered in this 

current study , other factors in relation to e-government adoption at the initial stage is 

also essential to explore in order to emphasis other success factors in e-government 

development particularly in developing countries.  

3.4 CHAPTER SUMMARY  

The current study differs from previous studies in many aspects such as this study 

considers new issues such as motivating factors for e-government adoption in 

developing countries which none of the previous studies did. Secondly the current 

study considers factors that exist in the literature review on IS, e-commerce and e-

government focusing on technological and organisational issues with new research 

context in the Kingdom of Saudi Arabia. Thirdly, none of the previous research has 

studied the coherent link between national and organisational level and this gap will 

be covered in the current study. Finally, developing a comprehensive framework is 

one of the key objectives of the current study through an empirical (qualitative) study 

within the context of Saudi Arabia.  

In summary, the purposes of literature reviews in the last two chapters are: to build     

a strong theoretical background for the research by applying relevant theories in this 

context; to identify the key organisational issues in relation to the adoption of e-

government and to identify the gaps that should be addressed in this research in 

relation to these issues. The next chapter highlights the main characteristics of the 

Kingdom of Saudi Arabia which is represent the context for an empirical study.   
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CHAPTER 

4  

THE KINGDOM OF SAUDI ARABIA: CASE 

STUDY BACKGROUND 

4.1 INTRODUCTION  

Many governments worldwide are developing and implementing strategies to deliver 

e-government services to citizens and businesses online in order to support the 

modernization of the public sector. For governmental organisations, using ICT may 

help to create profound improvements in the efficiency, convenience and quality of 

service (Jones and Crowe, 2001).  

The previous chapter discussed issues that affect the adoption of technology in general 

and of e-government in particular although, with the rapid implementation of             

e-government, there is no universal model that can be applied in all countries. This is 

because each country has its own circumstances which reflect its environment, 

including factors such as the economic, political, cultural and social systems which 

might influence the adoption of e-government in the target country. Nonetheless, 

utilizing the experience of others is essential to avoid problems that may impede the 

adoption of e-government. Therefore, this chapter offers some brief information about 

the Kingdom of Saudi Arabia (KSA) which is the main focus as a case study in this 

research and will highlight the main characteristics of the Kingdom, such as its 

geography, population, economy and cultural system. This is followed by a focus on 

its initiative regarding IT and e-government.  
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4.2   CHARACTERISTICS OF THE KINGDOM OF 

SAUDI ARABIA 

The official name of the country is The Kingdom of Saudi Arabia (KSA). Even so, 

internationally, it is widely called Saudi Arabia and therefore both names will be used 

interchangeably in this research. The official language is Arabic. However, English is 

widely spoken in the business community. The Kingdom is a monarchy as the nation 

is ruled by a royal family although there were some municipal council elections late in 

2004 at a local level. 

4.2.1 Location, Size and Population 

The Kingdom of Saudi Arabia is situated in the Southern-Eastern part of the Asian 

continent. It occupies 2,240,000 square kilometres about 865,000 square miles ( Saudi 

Network, 2005). According to Al-Farsy (2003), the vital importance of the location of 

KSA is as a bridge between the Western world and Asia. With Africa on one side and 

Iran and South Asia on the other, it is in the middle of the strategically important 

Indian Ocean area, as can be seen in the map in Figure (4.1). Concerning the 

population of the Kingdom of Saudi Arabia, and according to the Central Department 

of Statistics in the KSA, the total population reached 24 million in mid-2006, the 

annual growth rate of 2.5 percent; however, a part of this total population, 5,576,076 

or roughly 25 percent, consists of foreign nationals who have come to work in the 

country. 54.3% of the whole population are males, 45.7% are female and 

approximately more than half of the population is under the age of 20 (Saudi National 

Population, 2005; Al-Soma, 2006). Consequently, this high rate of youth might allow 

the KSA to adopt technological solutions more easily because young people might 

more readily accept technology. Table 4.1 shows some facts about Saudi Arabia’s 

profile.  
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Table 4.1: Saudi Arabia’s National Profile sources (Adapted from Al-Soma, 2006 and 

MCIT, 2007) 

Population • Population: 24M (74% Saudis) 
• Annual growth (GACR)  2.5% (26M+ in 2010) 
• 51% less than 20 years of age 
• Household size is relatively large (Average 5 persons). 

Area • 2,240,000 square kilometres 

Economy • Natural resources:   petroleum, natural gas, iron ore, gold 
and copper 

• GDP( Gross Domestic Product) > 370 B $ 
• GDP per capital > US$15,700 
• Heavy investment in creating a leading ICT economy 

Gov. organisations • 350 

Education • 5M students 
• Majority of international scholarships are in the ICT field 

ICT Indicators Penetration rate in KSA by end of 2006: 
•  Fixed Lines 16.4%   (4 M lines) 
•  Mobile 81.7%      (19 M Cellular) 
•  Internet ~ 19.6%     (4.1 M users) 
• Broadband ~1%  

 

      

      Figure 4.1: Location of Saudi Arabia (World Fact Book, 2005) 
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Figure 4.2: Map of Saudi Arabia (National Saudi Communication, 2005; 3) 

4.2.2 The Saudi Arabian Economy 

The economy of Saudi Arabia is oil-based. This is because the Kingdom has the 

largest reserves of petroleum in the world (25% of the proved reserves), ranks as the 

largest exporter of petroleum, and plays a leading role in OPEC (World Fact Book, 

2005). The petroleum sector accounts for roughly 75% of budget revenues, 45% of 

GDP, and 90% of export earnings. About 40% of GDP comes from the private sector   

(Saudi Network, 2005). However, there are many other resources to enhance the Saudi 

economy such as natural gas, iron ore, gold and copper. Accordingly, the Saudi 

government, through the public sector, plays a major role in the Kingdom's economic 

activity (World Fact Book, 2005).  In recent years, however, the government has 

encouraged private sector growth in order to reduce the Kingdom's dependence on oil 

by establishing free enterprise. As a result, the private sector is becoming 
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progressively more involved in and responsible for the industrial development and 

modernisation of the country (Al-Farsy, 2003). 

In addition, in the last two decades, the Saudi government has established many 

national plans to employ technological solutions as part of its economic system.  As a 

result, a new study has pointed out that the Kingdom of Saudi Arabia's is now ranked 

45 in the list of the first 60 of the world’s leading economic systems (Economist 

Intelligence Unit, 2005). This study considers “information technological readiness”, 

that is, the extent of a nation’s disposition to adopt new information technology 

solutions in different economic sectors. Nonetheless, economic reforms in Saudi 

Arabia are proceeding cautiously because of deep-rooted political and social 

conservatism (Yamani, 2000).  

4.2.3 The Culture of Saudi Arabia 

In order to understand the Saudi Arabian culture it is important to consider many 

aspects which distinguish this culture, such as religion, the tribal system, its regime 

and modernisation. Firstly, historically, Saudi Arabia has occupied a special place in 

the Islamic world because it is the home of the Prophet Muhammad and the two Holy 

Mosques for Muslims. Therefore, it is the heartland of Islam and plays a leading role 

in the Arab and Muslim worlds (Al-Farsy, 2003). Today, the world-wide community 

of Muslims, which embraces the people of many races and cultures, numbers 

approximately one billion turn towards Makkah in Saudi Arabia five times a day 

(AlMunajjed, 1997). Saudi Arabia’s culture, therefore, is, by its very nature, religious 

and Islam plays a central role in defining this culture, acting as a major force in 

determining the social norms, patterns, traditions, obligations, privileges and practices 

of society. This is especially so since Islam is not only religious ideology but a 

comprehensive system which embraces detailed prescriptions for the entire way of life 

(Al-Saggaf, 2004).  

Secondly, the tribal system is clearly apparent in Saudi society. While it is similar to 

other countries with strong kinship and tribal traditions, Saudi Arabia nevertheless 

retains many elements of these traditions even under the new socio-economic 

conditions. Kinship and the affiliation to a clan or tribe still affects an individual's 
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place in society and might influence his/her success or failure, both in the traditional 

and in the new spheres of activity (Vassiliev, 2000).  

Thirdly, the Saudi government supports modernization in all aspects of life in Saudi 

society and so, for this reason, the government has imported expertise from all over 

the world to support the transformation of Saudi Arabia to a modern country. In 

addition, Saudi Arabia has conserved, though in a new form, many values of Arab and 

Islamic civilization and the traditional system of power and government while, at the 

same time, adopting Western technology, a market economy, a modern state education 

system, and health-care and other public sector services (Vassiliev, 2000). According 

to Al-Sudairy (2000:9), Saudi Arabia is developing with the aid of foreign expertise 

while, at the same time, it is a major economic power. Therefore, it has unique 

contradictions because its people have to deal with a business world whose ethics (or 

lack of them) are radically different from the moral, social and religious principles of 

Islam that motivate their society.  

In fact, the principles of Islam encourage people to make choices that are best for 

themselves in their lives unless this choice affects the lives of others. Vassiliev (2000) 

pointed out that, in Saudi Arabia, modern scientific and technological knowledge is 

accessible, not only to a few individuals but to a large part of the population, who 

nevertheless continue to maintain their religious convictions and their traditional 

cultural and ethical background. King Faisal, a famous ruler of the KSA, stated that he 

was: “Sorry for those who think Islam … impedes progress or stands as an obstacle in 

the way of advanced development. Those who think so must have not understood [the] 

essential principles of Islam. The opposite is the truth. The most important 

requirements Islam calls for are to maintain progress, to carry out justice, to create 

equality, and to breed in people good behaviour and in nations moral conduct” (cited 

in Al-Farsy, 2003:3).   

Based on the discussion above, Saudi Arabia’s culture is a unique one. According to 

Vassiliev (2000: 482) in his book “The History of Saudi Arabia”: 

“….It is difficult to say whether this combination of modern and traditional 

elements, of Western and Arab civilizations, will prove to be an organic 
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synthesis or a mechanical sum of the arts. The socio-political and economic 

model of Saudi Arabia is unique. With regard to Saudi Arabia’s role in the 

areas of oil, finance and Islam, any serious changes or social unrest in the 

country may have far-reaching international consequences.”  

 As a result, and according to Hofstede's study (1997), national culture affects 

organisational culture and these issues are therefore important considerations when 

developing and implementing e-government in the public sector in Saudi Arabia.  For 

example, the effect of culture can be illustrated in the adoption of the Internet, which 

was introduced in Saudi Arabia in late April 1997 after a long period of discussion 

and consultation among the Saudi authorities. Finally, it was agreed that a tailored 

version would be made available to the public. To enable this, a huge filter system 

was set up in Riyadh in conjunction with an American company. The reason for 

having such a filter system was that the Saudi authorities had serious concerns about 

the arrival of undesirable material (for example pornography) on home computer 

screens and also for other cultural, religious and political reasons (Al-Saggaf, 2004).  

4.3 INFORMATION AND COMMUNICATION 

TECHNOLOGY (ICT) IN SAUDI ARABIA  

Information and communication technology is now playing an essential role in the 

economies of many nations and, as a result, the government of the Kingdom of Saudi 

Arabia has given it top priority. During the past fifty years, the IT sector has witnessed 

radical changes. For instance, IT applications have spread rapidly to cover many 

sectors for the purpose of enhancing productivity and advancing performance in the 

fields of finance, industry, commerce, education, government and health care (Al-

Tawil et al., 2003; Al-Turki and Tang, 1998; Al-Sudairy, 2000). In spite of this, 

Information Technology in Saudi Arabia is still a relatively young technology if 

compared to some developed countries like the USA, the UK, Japan and Canada. IT 

systems have been rapidly diffused within local private and public organisations and 

many organisations have introduced Information Systems in some form or another to 

support and improve the efficiency and effectiveness of their functions; this is more 
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apparent in the government sector and in large and medium sized private organisations 

than in small organisations (Al-Turki and Tang, 1998).  

According to (Al-Turki and Tang, 1998) the introduction and development process of 

IT systems in SA has concentrated on three dimensions: computerization of some 

public and private organisations; establishment of education and training institutes and 

programs to prepare human resources that will develop, operate and maintain IT 

systems and building the basic infrastructure to support IT. The Saudi government 

actively encourages and promotes the utilization of Information Technology systems 

in the economy through its own consumption and its import, trade and industrial 

activities. These policies encourage public and private organisations to adopt and 

implement modern and advanced IT systems (Al-Tawil et al., 2003). As a result, most 

of the Saudi public organisations, as well as many organisations in the private sector, 

have invested large amounts of money in buying computers and IT-related products 

(Abdul-Gader, 1989). 

However, IT diffusion in a country like Saudi Arabia is a very complex process and is 

often associated with many problems. These problems are not only scientific and 

technical but also, and possibly more importantly, cultural, educational, economic, 

political and social (Al-Sudairy, 2000). According to Al-Turki and Tang (1998), the 

major problems faced by most organisations in Saudi Arabia concerning using IT are: 

• IT budget constraints 

• Low top management support  

• Lack of IT planning  

• Lack of qualified human resources 

• Lack of sufficient training. 

The next section highlights the e-readiness in Saudi Arabia regarding its ICT 

infrastructure, Internet diffusion, E-commerce and E-government. This section offers 

important indications regarding the real situation in Saudi Arabia in these areas.  
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4.3.1 ICT Infrastructure  

National infrastructure refers to the availability of the basic structures and facilities in 

different aspects of life; these include the economic, educational, scientific and 

technological, social, telecommunication and health facilities in a country (Al-

Smmary, 2005).  However, an adequate and modern telecommunication infrastructure 

is the backbone of the economic and social development of any country. Al-Turki and 

Tang (1998) pointed out that, if any country lacks an adequate telecommunication 

infrastructure, its economic, IT and social development will, subsequently, be either 

weak or progressing slowly. This is because, for any country, communications 

represent the backbone of information technology. 

As a consequence, attempts to build an ICT infrastructure in KSA took place early on 

alongside the rapid development of the country.  Recently, the Saudi government has 

concentrated on improving the Information Technology (IT) infrastructure by opening 

the telecommunication sectors to privatisation by 2007 (Abanumy and Mayhew, 

2005). In addition, the government has created special organisations to control and 

monitor ICT services to the public. Consequently, in 2003, the government created the 

Ministry of Communication and Information Technology to control IT services by 

formulating IT regulations and constructing future plans (Saudi’s National plan, 

2004). Moreover, it constructed the Communication and Information Technology 

Authority to monitor ICT services in the country. Figure (4-3) shows the progress in 

IT developments.  

With regard to the people of Saudi, the government realised the necessity of reducing 

computer illiteracy among citizens. Therefore, the government introduced, in May 

2005, a new initiative to provide a computer for each house at a low cost (MCIT, 

2004). In addition, the Ministry of Education introduced new courses to educate pupils 

in public schools about ICT. It has also developed a plan to create computer labs for 

all public schools (Abanumy and Mayhew, 2005).  
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Figure 4.3: National ICT Scene Timeline in Saudi Arabia (MCIT, 2008) 

4.3.2 Computerisation in Saudi organisations  

Saudi Arabia represents a good market for computing and IT products and services. 

According to a report in 2001, the Kingdom of Saudi Arabia was ranked as the largest 

market for selling PCs in the Middle East in 2001 and as one of the five largest 

markets in the world in terms of the rapid development of PC marketing in the same 

year (Ministry of Commerce in KSA, 2001:12).  

On the one hand, the utilization of IT systems in some sectors in KSA, namely in the 

banking, oil and petrochemical sectors, is considered to be among the most advanced 

in the world (Abdul-Gader, 1989). This is due to the huge budgets that these sectors 

have invested or received from the government (Al-Turki and Tang, 1998). On the 

other hand, over the past 30 years, KSA has witnessed an increase in the adoption and 

utilization of IT systems in public organisations. This increase was accompanied by 

the Saudi government’s plans to prepare the necessary human resources that would 

manage, operate and maintain this infrastructure. 

However, some of the most common problems associated with computerization in 

KSA are the shortage of an adequately trained workforce, language barriers and a lack 

of co-operation between organisations (Al-Sudairy, 2000). In addition, Abdul-Gader 

and Alangari (1994), in their extensive study which covered 18 government 

organisations, found that Saudi managers are less likely to accept IT applications if 
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they themselves: show high levels of computer isolation; do not feel that IT is needed 

in the type of work they are doing; question their ability to use IT applications; and 

lack sufficient computer knowledge. However, this study was conducted in 1995 and 

so it is necessary to reconsider whether or not these factors remain barriers that hinder 

the adoption of e-government in KSA; this will be considered in this research. 

4.3.3 The Internet in the KSA  

In April 1997, the Saudi government officially allowed access to the Internet. 

However, many Saudi organisations and individuals already had some access to the 

Internet before that date. For example, Saudi ARAMCO, KACST, King Faisal 

Specialist Hospital and KFUPM had access either through satellites or through special 

access facilities from outside the Kingdom (Al-Turki and Tang, 1998). Currently 

(2008) there are more than 4 million Internet users in the country, which is about 15% 

of the total population (Alriyadh, 2008). A recent study, carried out by Al-Tawil et al. 

(2003) concerning the effect of the Internet in Saudi Arabia, indicated that the Internet 

has brought a new dynamic global platform to Saudi society, education and the 

economy. It has created virtually unlimited potential for leaping forward in terms of 

economic development and capital growth. It has also addressed the Kingdom's issues 

and concerns for achieving ubiquitous education at all levels. In addition, this study 

pointed out that the popularity of this medium is evident with its upward spiralling 

growth in terms of the rising number of users/subscribers, as Figure 4.4 shows. 

Nevertheless, the technology and applications that would benefit from the Internet are 

still very much in their initial stages and have yet to mature (Sadiq et al., 2003).  
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Figure 4.4: Number of users/subscribers (Adopted from Al-Sabti, 2005: 12). 

4.3.4 E-commerce in Saudi Arabia  

E-commerce can be defined as carrying out and completing the operation of shopping, 

both the selling and the purchase, by electronic means, especially the Internet (MC, 

2001). The Saudi business community is becoming increasingly aware of the value of 

electronic commerce.  According to Atallah (2001), the electronic commerce market 

in the Kingdom can be divided into two categories: firstly, Saudi trading partners 

(distributors and agents of major international suppliers) and transportation 

companies; and, secondly, major national companies that procure from a large number 

of local and international suppliers. In the commercial sector, there are significant 

companies that are in the process of implementing e-commerce such as, Saudi 

Aramco; Saudi Arabian Basic Industries (SABIC) and most banking companies in 

Saudi Arabia. 

In addition, the Ministry of Commerce (MC) in KSA is responsible for the 

development and implementation of e-commerce in the whole country through the 

following work programmer: 
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• Developing an Infrastructure of Public Keys (PKI) in order to provide a safe 

environment that will guarantee security and secrecy in electronic dealings. 

• Developing a Payment System to carry out all the bank operations required for the 

completion of such dealings quickly and safely using electronic means.   

• Identifying the requirements to ensure the security of information and the protection 

of privacy.  

• Supporting the spread of applications regarding electronic commerce and 

encouraging investment in such Technology.  

• Spreading awareness of the importance of electronic commerce. 

4.4   E-GOVERNMENT INITIATIVE  

The IT National Plan in KSA reflects the key interest of the government in supporting 

the transformation towards e-government. However, to translate these principles and 

regulations into reality, more effort is needed (Al-Shareef, 2003).  For this, e-

government initiatives were launched as part of the country’s overall information 

technology plans in 2003 and this focused on ICT as a tool for reforming public 

organisations (Saudi Computer Society, 2004).  The main objectives focused on three 

areas, namely e-readiness, the e-society and IT training. These are described in more 

detail below:  

E-readiness: It addressed by improving IT infrastructures; supporting the country’s 

economy; initiating e-learning, e-government and e-health; improving productivity at 

low additional cost; setting up standards and guidelines for national networks; and 

developing a security framework to preserve the characteristics of Saudi society in a 

digital age (Saudi Computer Society, 2004). In the light of this, in 2005, the Saudi 

government created “Yesser”, the e- government programme designed to achieve 

continuous growth and development within government (MCIT, 2004). The main 

objectives of this programme were to enhance the productivity of public 

organisations; to provide government services to citizens and businesses in a simple 

and convenient way; and to provide necessary information in a timely and highly 

accurate style (Saudi Computer Society, 2004). 
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Al-Sabti (2005) indicated that e-government is the major vehicle for transforming the 

public sector into part of the information society and the main object for this project 

(Yesser) is to enable and facilitate this transformation by supporting governmental 

organisations in term of methodologies, data, standards and knowledge, as the Figure 

4.5 below shows.  

 

Figure 4.5: Yesser Approach 

In general, the aim of e-government initiative in KSA is to ease and speed up 

transactions in government organisations (G2G), between government organisations 

and citizens (G2C), and between government organisations and business organisations 

(G2B), as the figure below illustrates. 

 

Figure 4.6: E-government domains in the Saudi project 
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This project aims at identifying the major services that government organisations 

provide to individuals, businesses and public sectors. However, the main focus for this 

project is G-G. 

E-society: - The government in KSA has realised the importance of reducing 

computer illiteracy among citizens. Consequently, the government introduced, in May 

2005, a new scheme to provide a computer for each house at a low cost and encourage 

educational system to response to teaching IT (MCIT, 2004).  

IT training: - The Ministry of Education in KSA introduced new courses to educate 

pupils in public schools about ICT. It has also devised a plan to build computer labs 

for all public schools. In addition, most Universities and Colleges in KSA have 

technical colleges which offer ICT courses. 

Regarding e-government initiatives among organisations in the public sector, there are 

many projects in Saudi Arabia that have implemented e-government activities in a 

variety of ways, as the following Table 4.2 shows. 

Table 4.2: Electronic services within some public organisations in Saudi Arabia 

(Sources:  Al-Sabti, 2005: 9; Al-Smmary, 2005:6). 

Project Description of the main objective 
E-Payment Gateway 
“Sadad” 

 

Building the e-payment gateway to: 
 Facilitate G2B and B2B electronic payments. 
 Include G2C in future. 

Smart Cards 
 

Issuing national ID cards using smart card technology. This system: 
 Have computer chips for storing personal identification information and 

thumbprints, as well as medical and driving records. 
 May also hold digital certificates. 

E-Umrah 
 

Supports international import/export processus.  
 Covers complete workflow (Customs, General Organization of Ports, cargo + 

customs clearance agents etc.) 
 It can speed up the process by a factor of 7. 
 It can cut down the cost by half. 

The Madinah E-
Government Project 

The Municipality of Almadinah portal offers: 
 G2B services. 
 G2C services. 

MOI (Ministry of 
Interior ) Portal 

This citizen portal.  
  Provides 20+ services electronically, including passports, birth certificates, 

drivers’ licenses, etc.   
  Offers 100 kiosks. 

Home PCs 
 

This is a national initiative led by the CITC and MCIT and executed by the private 
sector. It allows: 

  The citizen to buy a home PC paying by monthly instalments (100 SR) for 
two years. The total cost is 2600 SR 

  Free Internet access for a limited time. 
  Discounted training. 
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From the table (4.2) it can be seen that many efforts have been made in terms of              

the implementation of e-government in the public sector in KSA. However, these 

efforts are at the initial stage and are, as yet, not working together. Thus, the new 

project, Yesser, aims to make these projects work co-operatively. 

4.5 SUMMARY AND CRITIQUE OF THE RELEVANT 

WORK 

The Kingdom of Saudi Arabia has unique conditions in its economic, cultural and ICT 

infrastructure, as has been discussed above. Therefore, it is difficult to apply a ready-

made model for the adoption of e-government without considering all these issues. By 

analysing these circumstances, it can be said that there are many strengths that could 

help and facilitate the adoption of this technology in KSA. These include:  

• KSA is a huge nation and therefore e-government could facilitate and enhance the 

communication between different parts of the country among public organisations. 

This, in turn, might lead to reductions in cost for government agency and, at the 

same time, make it easy for people to access government services online. 

• KSA is the centre of the Islamic World and this fact may encourage the government 

to improve its services online as the E- Umrah project is designed to deal with the 

approximately two million pilgrims who come to KSA annually. This would help to 

maintain a positive image of the Kingdom as an Islamic leader and as a modern 

country. 

• The Kingdom is the largest Arab economy, which might help governmental 

organisations financially, enhancing their efforts to adopt technological solutions.   

• It is a free market with minimal taxes, which might help to increase markets for PCs 

and e-commerce initiatives. This may encourage government agency to adopt e-

government.  

• The population has a high proportion of young people; these account for more than 

half the total population. It could be argued that this fact is one of the most 

important factors in the adoption of any new technology. This is because young 

people are more accepting of technology and are better qualified in using computers 

and the Internet. 
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• KSA is the largest IT market in the region and this factor could help to improve 

computer literacy among citizens and employees. It may also lead governmental 

organisations to seek e-government solutions. 

On the other hand, there are many problems emerge from the literature which might 

hinder the introduction of   e-government in KSA.  These factors include:  

• There are insufficient local IT professionals and inadequate employee skills.  

• There is still a lack of education and training facilities, especially for IT training, as 

some of the studies above indicated. 

• There is a lack of a security infrastructure which might influence the adoption of e-

government on the part of citizens. 

Since the main focus in this research is G to G in e-government situations in Saudi 

Arabia, it is necessary to examine key issues within the public sector, such as whether 

or not the infrastructure of organisations is ready. This is because e-government can 

only progress if the organisations themselves exist to act as a focus for awareness and 

as a means to facilitate e-government. In addition, it must be ascertained to what 

extent the human infrastructure is ready: are the attitudes, knowledge and skills in 

place, particularly within the public sector, since they are required to initiate, 

implement and continue the e-government initiative. There are also mindset gaps due 

to general resistance to change, the lack of citizen-orientation, resistance to 

information sharing etc. Moreover, it is essential to see if the technological 

infrastructure is ready.  This is also because many organisations are a long way short 

of the computing and telecommunications infrastructure on which many Western      

e-government initiatives have been based. 

Therefore, this research will consider these issues in its investigation, as well as 

considering the previous work in literature reviews, in order to determine the key 

issues that can facilitate or hinder the adoption of e-government among organisations 

in the public sector in the Kingdom of Saudi Arabia. 
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CHAPTER 

5  

THE EXPLORATORY QUALITATIVE 

STUDY 

 There are always many ways to tackle a problem – some good some bad, but 

 probably several good ways. There is no single perfect design. A research 

 method for a given problem is not like the solution to problem in algebra. It is 

 more like a recipe of beef stroganoff; there is no one best receipt….(Simon, 

 1969: 4) 

5.1 INTRODUCTION 

E-government is a new phenomenon which can be classified under information 

systems disciplines. In information systems (IS) there are many research 

methodologies and strategies available. In addition, as mentioned in the previous 

chapters, there are many issues must be consider  in e-government project such as; 

social; technological; cultural issues etc. Consequently, different research approaches 

and methods can be adapted from other disciplines such as sociology, natural sciences, 

political sciences and business studies etc in order to address these issues. This chapter 

outlines the steps taken to address the aims, objectives and research questions in this 

study. It explains and justifies the choice of the methodology that the researcher 

employed in conducting the empirical research. Consequently, in this chapter,                  

a discussion of the reasons for selecting the research approach and strategy is 

presented, together with a description of the most appropriate methods of collecting 

data for the research.  
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In order to fulfil the objectives of this study, this chapter includes the following 

sections: a justification of the chosen research philosophy and strategy; a justification 

of the use of qualitative research including the use of a case study; and a discussion of 

the method used for data collection and how the data were analyzed.  

5.2 RESEARCH PHILOSOPHY  

There are three main schools of thought (paradigms) relevant for conducting empirical 

studies in the area of Information System (IS). These are: the positivist school, the 

interpretivist school and the critical social school (Orlikowski and Baroudi, 1991; 

Galliers 1991; Walsham, 1995; Myers, 1997 and Oates, 2006). Furthermore, some 

researchers mentioned that it could be possible to adopt paradigms to be used in IS 

from other disciplines such as social science which is also multi-disciplinary 

(Orlikowski and Baroudi, 1991). According to Oates (2006:282) a paradigm is a set of 

shared assumption or ways of thinking about how to do research and gain knowledge. 

First of all, in the positivist school of thought, researchers must endeavour to achieve 

objectivity and to discover realities that can be replicated by other researchers (Myers, 

1997; Walsham, 1995). In such cases, positivists not only believe that truly objective 

research is possible, they also posit that it is the best approach to discovering any 

phenomenon and then making a prediction about it. Objectivity can be maintained by 

using scientific methodologies and by relying on the rules of formal logic and 

statistical assumption to test theories and draw conclusions in an independent and 

unbiased manner (Myers, 1997). In other words, the assumption behind the positivist 

school is that there is an objective truth existing in the world. This can be discovered 

by using scientific methods where the focus is on measuring relationships between 

variables systematically and statistically (Cassell and Symon, 1994). The positivist 

paradigm typically isolates dependent and independent variables with the aim of 

explaining and predicting the phenomenon under study (Ngwenyama and Lee, 1997; 

Cassell and Symon, 1994). 

On the other hand, the emphasis in the interpretivist school is on constructivist 

approaches where there is no clear-cut objectivity or reality (Cassell and Symon, 

1994). Social phenomena emerge from the shared creativity of individuals and 
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sometimes cannot be studied objectively. Therefore, the interpretivist school's answer 

to the ontological question is that reality is a social construct which is fabricated by 

human beings in relation to each other (Lincoln and Guba, 2000; Oates, 2006). In 

other words, reality is contingent upon human meaning; this forms a vital part of the 

study matter (Walsham, 1995; Lee, 1991).  

The epistemological position acknowledges the inter-subjectivity between researchers 

and those being researched since both engage in a dynamic interaction that creates the 

meaning of findings. Access to social reality is gained through constructions such as 

language, consciousness and shared meanings and hence, knowledge is always a 

human construction and is therefore never value-free (Myers, 1997). As a result, the 

interpretivist school's answer to the methodological question is that research 

methodologies must cover the complexity of human sense-making and deal with 

interpreting the meanings and behaviour of the observed human actors; it must not 

rely only on the collection of objective facts and data (Myers, 1997; Lee, 1991). 

Finally, in contrast to the positivist and interpretative schools, the critical school 

believes that reality is historically constituted and that it is defined through a discourse 

(Orlikowski and Baroudi, 1991). Hence, it takes the ontological position that reality is 

historically and socially constituted and incorporates various forms of social; political; 

cultural; ethnic and gender domination. The epistemological position is that the 

researcher and the investigated object are interactively linked; thus, knowledge of the 

social world is value-loaded (Guba and Lincoln, 1994). The role of this school's 

researchers is to expose and criticise unjust and inequitable conditions in society from 

which people require liberation; their role is not only to explain (or understand) the 

social phenomena (Oates, 2006). The critical school adapts the research methodology 

of the interpretive school with the aim of meeting certain requirements. The following 

Table 5.1 summarises the main characteristics of these three types of philosophy. 
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Table 5.1: Characteristics of research paradigms 

School of 
Philosophy 

Characteristics References 

Positivist • Assumes reality is objectively given and can be 
described by measurable properties. 
• Independent of researchers and their instruments.  
• Tends to produce quantitative data. 
• Concerns hypothesis testing. 
• Seeks to test theory. 
• Knowledge consists of facts that are independent.  
• Data are highly specific and precise.  

Walsham (1995); Yin (2003a); 
Remenyi (1998);  
Denzin and Lincoln (1998);  
Hussey and Hussey (1997); 
Lee and Baskerville(2003); 
Myers (1997);  
Orlikowski and Baroudi (1991). 
Oates (2006). 

Interpretivist • Seeks to describe, understand and translate 
phenomena through meanings that people assign to 
them. 
• Aims to understand the context of IS and how it is 
influenced by context.  
• Aims to understand the deeper structure of 
phenomena within cultural and contextual situations. 
• Data rich and subjective  
• Tends to produce qualitative data.   
•  Often concerned with generating theories.  

Yin (2003a); Remenyi (1998);  
Denzin and Lincoln (1998);  
Hussey and Hussey (1997); 
Lee and Baskerville (2003);  
Myers (1997). 
 

Critical  • Reality is historically constituted.  
• The epistemological position is that the researcher 

and the investigated object are interactively 
linked. 

• Knowledge of the social world is value loaded. 
• It exposes and critiques unjust and inequitable 

conditions in society from which people require 
liberation; it does not only seek to understand 
social phenomenon. 

Guba and Lincoln (1994); 
Lee (1991); Orlikowski and 
Baroudi (1991); Oates (2006). 

5.2.1 Chosen Research Philosophy  

One of the most important stages in this research is choosing an appropriate research 

philosophy, approach and method(s) for empirical inquiry, as there are many 

Information Systems (ISs), research methodologies and strategies available to pick 

from. This research deals with the adoption of e-government within the public sector, 

and it is therefore necessary to understand in some depth the adoption process from 

the point of view of its meaning to people as a social contract. Therefore, based on the 

discussion above, the research approach that was followed throughout this research 

can be described as being broadly interpretive. There are many reasons behind this 

choice and these might be classified as follows: 

• Interpretive studies usually attempt to understand phenomena through the 

meanings that people assign to them. According to Walsham (1995:4-5), 

research in IS is: “aimed at producing an understanding of the context of the 
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information system, and the process whereby the information system influences 

and is influenced by the context”.  In such a case, an interpretivist approach 

would allow the researcher to study empirically the factors that might encourage 

or hinder the adoption of e-government in a natural setting. Furthermore, these 

factors, as reported in Chapters 2, 3 and 4, are also influenced by many research 

issues and disciplines; such as organisational, managerial, technical, social 

and/or environmental.  

• The unit of analysis in this research is the public sector which is a complex 

social structure/context that is managed and controlled by different people's 

sense-making: that is the e-government adoption process influences and is 

influenced by them. Therefore, for the reasons explained thus far, the 

interpretivist approach is the most useful approach to adopt in understanding this 

process.  

• The adoption of e-government, as discussed in the previous chapters, is about 

dealing with many issues (e.g. organisational, technical and environmental), and 

therefore cannot be taken as one issue where facts and values are independent. 

As a result, the positivist approach cannot be used in this research since, as 

stated in the Table 5.1 above; the positivist attitude assumes that knowledge 

consists of facts that are independent and distinct.  In addition, the evidence for 

IS research can be obtained through a positivist approach if there is hypothesis 

testing, quantifiable measures of variables or formal propositions. Since there 

are none of these in this research, the positivist approach cannot be used. This 

approach would allow sense to be made of this complex social reality in the light 

of the inherent influences and restrictions of the technology. Consequently, 

examining only the objective facts (i.e. the adoption process and contextual 

influences surrounding the technology) would be insufficient. 

• The researcher considers the adoption of e-government as a complex process 

that is taking place within an organisational context; it influences and is 

influenced by the context over time. E-government can be seen as an interactive 

and communicative medium that might become deeply embedded within social 

practices within a specific organisational context (Ebrahim et al., 2003). In 

addition, e-government systems can be shaped according to many organisational 

and technological issues; they can affect every aspect of how public 

organisations deliver their services to citizens, other public agency and 
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businesses. Therefore, it is very important to gain an in-depth understanding of 

e-government adoption through the meanings that its stakeholders assign to it. It 

is also necessary to draw attention to the required adoption activities and the 

change management required to fully adopt an e-government system at an 

organisational and national level. 

In the light of this, the researcher selected a methodology that enabled an 

interpretation to be made of the socially constructed meanings and behaviour 

pertaining to these issues by some stakeholders. In doing so, the study endeavoured to 

gain a deep understanding of the e-government adoption process at both a national and 

an agency level. In particular, the researcher was interested in the key issues and 

challenges that might restrict the adoption of e-government. In the spirit of the 

interpretivist school, the researcher’s approach throughout the study was to understand 

e-government adoption and to build a new theory, rather than to test established 

theories or to expose unjust conditions. This was achieved by studying a number of 

existing theories and adoption perspectives as different theoretical lenses through 

which a complex phenomenon might be viewed.  

5.3 ADOPTION OF QUALITATIVE RESEARCH 

METHODOLOGY  

There are many research methodologies and methods available in IS. However, before 

a decision is made on the adoption of qualitative research methods, this section 

examines the strengths and weaknesses of the qualitative research methodology as 

listed in Table 5.2.  

Qualitative research is often confused with the interpretivist approach; the same goes 

for quantitative and positivist approaches. However, both interpretivist and positivist 

methodologies are merely philosophical stances or orientations to research; not all 

qualitative and quantitative researchers necessarily subscribe to them (Remenyi, 

1998). The terms "qualitative" and "quantitative" refer to a variety of methods of 

inquiry (Myers and Avison, 2002) and derive from different scientific traditions 

(Maykut and Morehouse, 1994). Quantitative research methods were originally 

developed in the natural sciences to study natural phenomena while qualitative 
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research methods, on the other hand, were originally developed in the social sciences 

to enable researchers to study social and cultural phenomena (Myers and Avison, 

2002). In addition, Benbasat et al. (1987) noticed that there is increasing interest in the 

application of qualitative research methods due to the general shift in IS research 

away from technological to managerial and organisational issues; this is mainly the 

scope of this research. Maykut and Morehouse (1994) suggest a clear picture of both 

research methods: the quantitative method is based on observations that are converted 

into discrete units that can be compared to other units by using statistical analysis 

while qualitative research closely examines people's words and actions in narrative or 

descriptive ways, representing the situation as experienced by the researchers. Table 

5.2 summarises some aspects of qualitative research. 

Table 5.2: Strengths and weaknesses for qualitative research 

Strengths References Weaknesses References 
Allows researcher to gain 
in depth understanding of  
phenomenon and its 
complexities of processes   

Benbasat et al. (1987)  
Silverman (2001)  
Yin (2003a) 

Data open to  a number 
of interpretations which 
can reduce accuracy of 
result  

Silverman (2001)  

It enables the study of IS 
in their natural setting 

Maykut and  
Morehouse(1994)  
Silverman (2001) 

Smaller sample which 
reduce the 
generalisability and 
controllability  

Silverman (2001)  
Lee(1991)  

Allow researcher to 
generate theories from 
practice 

Myers (1997)  
Benbasat et al. (1987)  
Yin (2003a) 

Data textual with a 
richness that can be lost 
when summarization 
occurs 

Silverman (2001) 

Allow researcher to have 
thick and close 
description of 
phenomenon  

Silverman (2001) Time-consuming in 
terms of data collection 
and data process 
analysis 

Miles and 
Huberman(1994)  
Lee(1991) 

Allows reduction of the 
barriers between 
researcher and user or 
developers of  IS 

Benbasat et al. (1987) Collected data 
unstructured and 
unbounded  

Lee(1991) 

This research will focus on the key factors that affect the adoption of e-government 

within the public sector in Saudi Arabia, including the motivations for change and 

change management and there are a number of reasons why a qualitative approach is 

appropriate for this kind of study. E-government is a relatively new phenomenon. 

Strauss and Corbin (1990) argue that qualitative research methods can be used to 

better understand any phenomenon which is yet little known, as well as to gain new 

perspectives on issues about which much is already known, or to gain more in-depth 
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information that may be difficult to convey quantitatively. This leads to qualitative 

research methods being more fitting than quantitative in this case since, as discussed 

in Chapters 2, 3 and 4, the phenomenon of the adoption process of e-government is a 

relatively new research area and hence there is not much empirical information to 

explain it. Ebrahim et al. (2003) argue that research into models of e-government 

adoption need an exploratory method to identify the required technological and 

organisational issues appropriate for a particular country's circumstances. According 

to Zikmund (1994) and Yin (2003a), exploratory research is initial research conducted 

to clarify and define the nature of the problem and to clarify ambiguous areas.  

The environment of empirical research is an important factor in selecting a method 

that is most suitable and acceptable to achieve the goals of the research. According to 

Taih (2001:199) and Al-Salem (2004: 30), Arabic societies in general, and public 

sector employees in particular, are reluctant to participate in any academic survey, 

fearing that what they convey could be misinterpreted or distorted and used against  

their individual interests. In addition, Al-Turki and Tang (1998) indicated that a 

country such as Saudi Arabia, in which religion and traditions permeate all aspects of 

society, it is essential for researchers to be aware of the cultural characteristics and the 

values of the research environment. According to Hofstede, (1997), individuals in 

traditional societies embrace conservative values and rarely challenge the status quo 

or question existing norms and practices, particularly in the work place. 

In addition, it is clear from the previous section and from tables (5-1) and (5-2) that 

the interpretivist approach is the proper epistemological stance for this research since 

it would appear to require qualitative data. The rationale behind this selection is that 

the intention of this research is to focus on the factors that influence action at the 

decision-making level regarding the adoption of e-government (e.g. public sector 

managers, IT managers, IS professionals). Thus, qualitative research methods will be 

more appropriate than quantitative, as the former are designed to help researchers 

understand people's thoughts and the social and cultural contexts within real life 

(Maykut and Morehouse, 1994; Myers and Avison, 2002; and Strauss and Corbin, 

1990). 

To conclude this section, a qualitative method is the most appropriate for this study 

because the current researcher is attempting to understand the factors that hinder or 
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prompt people in government organisations to adopt e-government. Hence this 

requires a close connection with the people and the working environment within the 

organisation, which (certainly in Saudi Arabia) can only be achieved through detailed 

interviewing and observation. Thus, qualitative research will support the researcher in 

learning from practice and will enable him to understand the factors that influence the 

people. In addition, qualitative research will assist the researcher in studying the 

adoption of e-government in its natural setting and will make the introduction of the 

complexities of the adoption process possible. The natural setting is the place where 

the researcher is most likely to discover or uncover what there is to be known about 

the phenomenon of interest (Maykut and Morehouse, 1994).  

Having justified the adoption of qualitative research methods, considered their 

strengths and weaknesses, and described the characteristics of this research, this study 

will employ a research strategy for the purpose of theory building that takes on board 

an interpretive epistemological stance which will allow the collection of data through 

qualitative research methods.  

5.4 ADOPTION OF THE RESEARCH STRATEGY  

Since e-government adoption is a broad and complex issue which involves many 

stakeholders (e.g. public sector organisations, e-government developers, employees, 

citizens, businesses etc.), the researcher needs to take them into consideration to get a 

clear picture about its adoption. 

 

Figure 5.1: The main Stakeholders for G to G. 
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The study mainly focuses on e-government adoption within the public sector; this is 

affected by the national levels of infrastructure and by policies. In order to understand 

how organisations might be affected by an e-government system, many research 

methods, such as interviews, focus group, document analyses and observation, were 

employed in this study. Therefore, an interpretive case study was selected to be used 

as research strategy under the umbrella of the qualitative category. In fact, case study 

analysis is a well-known approach for carrying out exploratory studies (Eisenhardt, 

1989; Lam, 2005). The rest of this section highlights the case study as the main 

approach. 

The purpose of the following section is to justify a case study as an appropriate 

research strategy that enables the researcher to undertake this study by representing a 

particular style and by employing different research methods. This step is relatively 

difficult because there are quite a number of options available. These include: surveys, 

experiments, simulations, case studies, action research and ethnography; established 

researchers often argue for their own favoured research method (Galliers, 1992).  

5.4.1 Justifying the Use of Case Study 

Taking into account the philosophical and methodological considerations discussed 

above, the most appropriate approach for researching the adoption of e-government 

within the public sector seemed to be the case study. It is the most common qualitative 

approach. It is particularly well suited to be used in Information Systems research 

since the object of the discipline is the study of IS organisations and interest has 

shifted to organisational rather than technical issues (Benbasat et al., 1987; Irani et al., 

1999; Orlikowski and Baroudi, 1991).  In addition, case studies allow a detailed 

contextual analysis of a limited number of events or conditions and their relationships. 

Researchers have used the case study research method for many years across a variety 

of disciplines (Choudrie and Dwivedi, 2005; Myers and Avison, 2002). Social 

scientists, in particular, have made wide use of qualitative research approach to 

examine contemporary real-life situations and provide the basis for the application of 

ideas and extension of methods. Yin (2003a:13) defines the case study research as:  
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"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.'  

Denscombe (2007) posited that case studies focus on one (or just a few) instances of a 

particular phenomenon with a view to providing an in-depth account of events, 

relationships, experiences or processes occurring in that particular instance. Therefore, 

case studies are generally characterised by: 

• In-depth study 
• Focus on relationships and processes 
• Natural setting 
• Multiple sources and multiple methods 

The main strength of the case study approach is that it allows for the use of a variety 

of methods depending on the circumstances and the specific needs of the situation 

(Denscombe, 2007:37). In this case, Yin (2003a:1) also mentioned that case studies 

are in general suitable for making theoretical propositions and used in many research 

areas to contribute to knowledge. It is also worth noting here that Yin (2003a) 

identified the case study as a way of intentionally covering contextual conditions 

which are highly pertinent to the phenomenon being studied, and where there are 

many more variables of interest than there are data points. 

Comparing the case study approach with action research and ethnography methods, it 

can be said that a case study is more appropriate for this study.  Action research for 

example is useful for research that requires specific knowledge for a specific problem 

within a specific situation and is often used as part of a problem solving strategy 

alongside research (Silverman, 2001). The fact that the action researcher is directly 

involved in a real-world planned organization change is a major strength of the 

approach. However, it has been criticised due to the lack of a methodology governing 

the interaction with the host company and the failure to specify clear objectives 

(Baskerville and Wood-harper, 1996). The researcher was not involved in the 

adoption and implementation process of the e-government system in Saudi Arabia, 

and would not be able to be part of or to be heavily involved with the development 

team and interact with them. Thus, it made little sense to select this methodology for 

this study.  
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Similarly an ethnographic approach is the direct description of a culture where 

ethnographers immerse themselves in the lives of the people they study and seek to 

place the phenomena studied in their social and cultural context (Silverman, 2001; 

Atkinson and Hammersley, 1998; Creswell, 1998). This approach is now is used 

within other fields including the IS domain (Myers, 1997). An ethnographic approach 

is not particularly suitable for the area under study as it does not concentrate mainly 

on the culture of specific individual or groups as the main purpose. 

In this research, the case study is used as a vehicle for creating a story or creating a 

narrative description of the e-government adoption process in Saudi Arabia, in such a 

way that it represents value to the body of knowledge (a critical aim for the current 

study). Remenyi (1998) pointed to the case study as providing an explanation of the 

observed phenomenon (i.e. e-government adoption) and demonstrating an 

understanding of the subject of the investigation in its context and environment (i.e. 

the public sector or the organisation). Remenyi (1998) and Yin (2003a) provide some 

reasons that have been analysed and expanded in the use of case study research. The 

researcher is able to study the phenomenon of e-government in a natural setting, learn 

about the state of the art, and then generate relevant theory from the understanding 

gained through observing actual decision-making practices in the adoption of e-

government.  

Regarding the research questions, as illustrated in Chapter One, the researcher answer 

the questions of why, what and how (e.g. How the organisation adopts e-government; 

what factors hinder or facilitate the adoption of e-government etc.). These questions 

are answered with a relatively full understanding of the nature and complexity of the 

phenomenon of e-government and the adoption processes taking place. Since             

e-government adoption in the public sector is not well known, particularly in the Saudi 

Arabian environment, the case study research lends itself to early exploratory 

investigations where the variables are still unknown. This is especially true for 

research in a previously little-studied area and where the phenomenon is not clearly 

understood (Yin, 2003a).  

The objective of this research is to validate the proposed theory of e-government 

adoption so a case study is more suitable for the exploration, classification and 

development of a knowledge-building process and for the detection of patterns of 
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practice. In addition, since this research deals with e-government adoption in Saudi 

Arabia, the researcher considered two important issues: the agency level and the 

national level. The first of these is highly influenced by the national level because, as 

mentioned previously, e-government concerns a government project. Therefore, this 

exploratory study takes a practical approach to investigating the key factors that affect 

the adoption of e-government in Saudi Arabia by using a case study approach with its 

methods to seek those who have significant experience of working on e-government 

projects or have considerable knowledge and experience of this topic.  

However, the use of a single case study has advantages and disadvantages. The 

following section examines the case for single vs. multiple case studies. 

5.4.1.1 Single vs. Multiple Case Studies  

The study of a single case enables the researcher to investigate and get close to 

phenomena; this allows a rich description of primary data, full analysis and an 

identification of structure of phenomena to be made (Irani et al., 1999). However, a 

single case study has limitations; it limits the generalisability of the conclusion, 

models or theory because it is developed from just one case. Also, it leads to the risk 

of misjudging the significance of a single event (Lee, 1989). On the other hand, a 

multiple-case approach may reduce the depth of the study when resources are 

constrained and may not offer the same degree of rich analysis of phenomena as 

studies of single cases. However, it does help to guard against observer bias and 

enables differences in context to be related to constants in terms of processes and 

outcomes (Irani et al., 1999; Lee, 1989).  

The number of case studies conducted depends on how much is known about the 

phenomenon and how much information can be uncovered by including additional 

cases (Dyer et al., 1991). Selecting which and how much fieldwork to undertaken is a 

particularly difficult element of case study research. Stuart et al. (2002) suggest that 

one to three cases is sufficient. They argue that, in terms of deciding on an upper limit, 

the guiding principle has more to do with diminishing returns rather than expanding 

beyond a dozen sites (cited in Eisenhardt, 1989).  
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In the light of the characteristics of this research, a single case study approach is most 

appropriate for this study since a single case study concerns e-government system as 

one project in Saudi Arabia. Even so, the study concerns all stakeholders as possible 

as the researcher can go to cover all issues at both national and agency level. In 

addition, using several methods for one case study with different stakeholders enables 

the researcher to validate and cross-check findings. Also, the analysis of data across 

organisations is possible with this strategy. Dealing with the e-government initiative in 

Saudi Arabia as one case study, therefore, will provide the richness of data required by 

the unit of analysis to validate the conceptual framework. In addition, the conclusion 

derived from the case study will be more powerful and robust than other strategy.  

This research employed a case study within the public sector with different 

stakeholders, using various data collection methods. The reason for this is that the 

proposed method was connected with case study (The Saudi e-government project) at 

a national level to understand the adoption of e-government and how can be affected 

agency level.  

Consequently, the participants in this researcher were from government organisations, 

the private sector and the academic field located in the Kingdom of Saudi Arabia. As 

multiple sources for case study some of them at agency level such as the Institute of 

Public Administration (IPA) and the Ministry of Interior with a line of another sources 

investigation at national level which come across many ministries such as the Ministry 

of Communication and Information Technology (MCIT), as well as an e-government 

team and some expertise as independent experts. These sources provided sufficient 

information for this research as the following table (5.3) shows. The MCIT was 

selected because it was established recently (in 2003) so the researcher was trying to 

understand its objectives and the nature of the relationship between it and the e-

government organisation. In addition, it was selected to be part of the study because it 

was initially identified and described by e-government officials as a main partner in 

the e-government project; however, the researcher discovered that there was no single 

e-service. Thus, it was necessary to investigate the reason behind the absence of such 

an important ministry and its services from participation in the e-government project. 

The MOI was selected to be part of the study because most of the e-government 

services that have been implemented are from that ministry; in addition, the IT 
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director of the MOI is a member of the e-government steering committee. The purpose 

of selecting the Institute of Public Administration (IPA) is because it exists to promote 

the efficiency of civil servants in public sector and prepare them academically and 

practically to ensure a high level of administration, and to support the bases for 

developing the national economy (IPA, 2006). The IPA also participates in the 

administrative reorganisation of government agency and offers advice on 

administrative problems referred to it by ministries and public organisations. In 

addition, it conducts research projects related to administration and cements cultural 

relationships in the field of public administration. Table 5.3 shows that, four 

respondents came from the e-government team (national level); some of these were e-

government steering committee members and some ware the responsible for 

developing the project and mange it. This is the highest managerial level in the e-

government national project. Another four participants were e-government top 

managers and IT managers within some government organisations.  

Finally, the researcher interviewed many independent experts in field of e-government 

or IT in Saudi Arabia in order to clarify certain issues relating to users’ dissatisfaction 

with the e-government services and to get multiple viewpoints. 

Table 5.3: General information about participants in case study 

No Organisations Name Classification No of participants 
A E-government Team  Public sector 4 
B Ministry of Communication 

and Information Technology 
(MCIT)  

Public sector 2 

C Ministry of Interior (MOI)  Public sector 4 
D The Institute of Public 

Administration (IPA) 
Public sector 3 

E Saudi Telecom  Private sector 2 
F Universities   Academic  field 2 
G Focus Group Multi field  5 
Total    22 
Age Range   28-62 
Experience 
Average  

   10.3 years 

Education 
Level  

  6  PhD -  5 MSc - 6 MBA 
5 University Degree (e.g. BSc, 
BA, etc) 
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5.4.2 Strengths and weaknesses of using a case study  

There are a number of challenges in conducting a case study: it is time-consuming, it 

needs skilled interviewers, and the study of a small number of cases can offer no 

grounds for establishing the reliability or the generalisability of findings. Other 

researchers have made the point that the intense introduction to studying the case 

biases the findings (Lubbe, 2003). The issue of generalisation has regularly appeared 

in the literature and it is a frequent criticism of case study research that the results are 

not widely applicable in real life. However, Yin (2003a) in particular, refuted that 

criticism by presenting analytic generalisation as a vehicle for case study 

generalisation. He describes this as follows: "In analytic generalisation, previously 

developed theory is used as a template against which to compare the empirical results 

of the case study" (Yin, 2003a: 32). Therefore, the use of theory before conducting a 

case study becomes the main vehicle for generalising results, as was the case in this 

research. In addition, the results of case study research can have a very high impact 

and many researchers continue to use this method with success in carefully planned 

and crafted studies of real-life situations, issues and problems. 

Unconstrained by the limits imposed by questionnaires and models, it can lead to new 

and creative insights, developments of new theories, and offer high validity for 

practitioners who are ultimately the users of research (Eisenhardt, 1989; Irani et al., 

1999; Yin, 2003a).  Other key strengths of the case study come through conducting 

research in the field and being exposed to real problems since they can focus on the 

practices of an organisation or the creative insights of people at all levels. In this 

study, concepts and theories in Information Systems, from systems evaluation to 

organisational strategy for the adoption of IT, have been examined through this 

research.  

According to Choudrie and Dwivedi (2005), in an analysis of the research approaches 

adopted in the IS field, 633 articles were published in peer-reviewed IS journals (e.g. 

MIS Quarterly, Information Systems Research, European Journal of Information 

Systems, and Information Systems Journal) in the period between 1992 and 2003. 

They found that researchers involved in studies concerning technology adoption used 

predominantly two research approaches: the survey, which was most widely used in 

the domain of technology adoption for users, households and online consumers; and 



Chapter 5: The Exploratory Qualitative Study 

 

                                                                                                                                    94 

case studies, which were employed exclusively to study the adoption of technology in 

organisations, as in this study.  Many researchers, in discussing research 

methodologies, (e.g. Benbasat et al., 1987; Galliers, 1992; Myers and Avison, 2002; 

Yin, 2003a) divided case studies into three common research concepts: exploratory, 

descriptive and explanatory. Exploratory cases are sometimes considered as a prelude 

to social research while explanatory case studies may be used for doing causal 

investigations. Descriptive cases, on the other hand, require a descriptive theory to be 

developed before starting the project. Researchers also argue that the way the research 

question is stated will direct the selection of an appropriate research strategy and that 

case study research questions generally seek to explore 'How ?', 'Why ?', or 'What ?'. 

With regard to the present work, the case study can be classified as an exploratory 

type which is attempting to answer questions that begin, respectively, with How (e.g. 

How do organisations adopt e-government? How do external factors influence the 

adoption process?) and What (What are the factors that influence the adoption of e-

government?). The reasons for selecting the exploratory type of case study is that this 

kind is useful for theory building as it is valuable in developing and refining concepts 

for further study, in this case, with regard to those phenomena which focus on the 

adoption of e-government in public sector organisations. The researcher will therefore 

explore the adoption of e-government and identify those factors that hinder and/or 

support the decision for adoption at both national and agency levels, thus validating 

the conceptual framework developed in Chapters 2, 3 and 4. In addition, since e-

government is a relatively new area with limited research, as stated in Chapters 2 and 

3, the use of a qualitative case study strategy is considered by the researcher as 

appropriate for studying the phenomenon of e-government adoption in the public 

sector since it is capable of delivering the required empirical data for this study.  

Furthermore, based on a review of the e-government literature, a case study strategy 

has not previously been used in the area of e-government in public sector 

organisations in the context of the Kingdom of Saudi Arabia in particular, and there 

has been only limited study of this field in other regions. This is attributed to the fact 

that there is still a lack of published empirical research regarding e-government, which 

this study will help to make good.  
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Accordingly, considering the characteristics of this research and all the reasons 

reported thus far, together with the nature of the phenomena discussed above, the 

researcher is of the opinion that the appropriate research strategy for this study is a 

case study with an interpretive epistemological stance; this will collect qualitative data 

for subsequent analysis and interpretation.  

5.5 DATA COLLECTION METHOD  

Many data collection methods, under the umbrella of case study, have been used in 

this research. Therefore, triangulation data collection methods were used as the 

following sections explain in details.  

5.5.1 Interviews 

 The interview is an important method of generating information in qualitative 

research (Oates, 2006). Yin (2003a:89) also argued that “one of the most important 

sources of case study information is the interview”. He suggested that, although 

interviews are subject to the common problems of bias, poor recall, and inaccurate 

articulation, they are essential since most case studies are about human affairs which 

should be reported and interpreted through the eyes of specific interviewees. In 

addition, he emphasised that they also can provide shortcuts to the prior history of the 

situation, helping the researcher to identify other relevant sources.  

Interviews have been carried out with the e-government team and with experts in 

different fields; data have also been collected from some significant organisations in 

the KSA in order to gain an understanding of the key issues in relation to e-

government system in the public sector. Hence, interviews were used in this study to 

get an insight into the thoughts and experiences of people. However, they were used in 

conjunction with other data collection techniques, specifically with observation and 

documentation analysis techniques with the aim of overcoming the shortcomings of 

this technique. This approach enabled the researcher to obtain in-depth the views and 

experiences of knowledgeable individuals who are intricately involved in e-

government. Yin (2003a) notes that interviews of this nature tend to reach a point of 

data saturation after interviews with about eight individuals. It was decided that there 
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should be between 20 and 25 interviewees involved in the study as the larger set 

would help reduce the data bias, which can be a problem with qualitative research of 

this nature (Stake, 1995; Lam, 2005), and thus increase the reliability of the research 

findings.  Bias was also reduced by the fact that the interviewees were not exposed to 

the same part of the e-government project and had had experiences on different sub-

projects. In addition, triangulation data were used, such as observation and 

documentary analysis. 

Qualitative interviews vary in the degree to which they are structured; they can be 

structured, semi-structured and unstructured (Oates, 2006; Marshall and Rossman, 

2006). Yin (2003a) suggested other names for these forms of interview technique, 

namely, open-ended, focused and structured (or survey) interviews. Structured 

interviews entail more structured questions while open-ended (or unstructured) 

interviews enable researchers to ask respondents for the facts of a matter as well as for 

the respondents’ opinions about events. Focused (semi-structured) interviews allow 

researchers to approach the research questions in a purposeful way. For the purpose of 

this study the researcher mainly used this type of interview technique (a few open and 

structure questions were used). 

“Semi-structured interviews are designed to have a number of interviewer 

questions prepared in advance but such prepared questions are designed to be 

sufficiently open that the subsequent questions of the interviewer cannot be 

planned in advance but must be improvised in a careful and theorized way” 

(Wengraf, 2001: 5). 

The main advantage of using semi-structured interviews more than other types of 

interview is their flexibility and their ability to extract more detailed information from 

the respondents. Also, they allow the exploration of those areas where the interviewee 

perceives gaps, contradictions and difficulties which would not be picked up via 

preset, structured questions. Furthermore, they offer the freedom to explore, probe and 

ask questions that help the researcher to understand and capture the perspectives of the 

programme participants, and thus to cover all particular subject areas without 

predetermining them. An interview guide was developed and used during the data 

collection process and the initial framework, together with the research questions, was 



Chapter 5: The Exploratory Qualitative Study 

 

                                                                                                                                    97 

used in preparing this initial interview guide. The guide was evaluated by conducting 

two pilot interviews. 

The pilot interviews were conducted with different interviewees from different 

managerial levels with the aim of testing the interview questions and the time needed 

for each interview. The people who were interviewed were: one of e-government 

members and one a public manager. The interview questions covered many areas, 

such as general information about e-government and other related public 

organisations, the background of the e-government strategy, the current status of the 

projects, and experiences during the implementation, with special emphasis on 

problems, barriers or challenges that had been encountered. From these pilot 

interviews, it was noted that: 

• Tape-recording was not preferred by interviewees. 

• It was found that people liked to talk about their own experiences and they spent 

a great deal of time in answering one question.  

• Some interviewees asked the researcher to mention their names and their 

opinions explicitly in the research. However, due to ethical issues, the researcher 

kept their personal details in his computer rather than publishing them in this 

research. 

• It was noted that there is a need to interview some interviewees twice in order to 

answer every question. Each interview needed to last at least an hour. 

• During the interviews, the researcher took notes and wrote down the 

interviewees’ answers.  

Based on the above feedback from the pilot interview, the interview questions were 

reviewed. The aim was to collect the most relevant data within the shortest possible 

time. The questions were grouped according to the interviewees’ level and role within 

the organisation (e.g. steering committee members, managerial levels, developers, 

independent experts, etc) and their specialisation. Some irrelevant/redundant questions 

were deleted or moved to another category. It was decided to conduct all interviews in 

Arabic because many respondents preferred the Arabic language. However, some of 

the technological terminologies used are in English. So, if the interviewees spoke in 

Arabic, difficulties in translation may have been encountered. However, the researcher 
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gave the respondents the freedom to answer some of the questions raised in English, if 

they wished to, and at the same time noted their answers in Arabic. 

In addition, the researcher was aware of the importance of maximising the reliability 

of the study; for this reason he gave the interviewees the possibility of studying the 

questions in advance. This enhanced the quality of the answers since interviewees 

could give more consideration to their responses. The interviews were conducted 

using a printed, standardised instrument as an interview guide for semi-structured 

interviews (Appendix 1). However, the interview questions were classified based on 

the interviewees’ managerial positions. In other words, the researcher did not ask all 

interviewees the same questions but rather questions were asked depending on the 

interviewees’ different roles and positions. However, most questions asked based in 

the role were presented in the same way to each interviewee in order to minimise bias. 

Furthermore, all interviewees were asked some open questions with the aim of giving 

them the chance to speak with more freedom; some unplanned questions also emerged 

from the interviewees’ answers. All the interviewees’ answers were typed 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 had said. In doing so, the researcher intended to reduce the risk of interview 

responses being misinterpreted. This procedure was found very useful in overcoming 

the tape-recording issue since only two of the interviewees allowed the researcher to 

tape-record their interviews. 

Table 5.3 presented the characteristics of the interviewees. It can be noted that the 

sample included a wide spread of age and educational backgrounds, and the 

experience of the subjects ensured that they were familiar with the study’s theme. 

Also, it shows that the interviewees had different, though high, levels of education and 

different management positions. The interviewees, as shown in the table 5.3, worked 

for organisations from different sectors and their organisations were of different sizes 

and different types of ownership (public and private). 

Since the main unit of analysis was the Saudi Arabian e-government body, the 

researcher strove to interview as many people as possible from different stakeholder 

levels within that organisation or outside. In addition, the researcher was able to 

interview some experts from both private and academic fields. However, the sample 
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size in this study was restricted by a number of conditions. For example, some 

interviewees were not available to be interviewed because of the importance of their 

roles, their managerial levels, the importance of their organisations in relation to the e-

government organisation, and the availability of time. Consequently, the sample size 

was restricted to the 17 respondents (for the interviews) as individuals who granted 

the request for participation in this study and five respondents in the focus group. As 

indicated in Table 5.3, the majority of the interviewees were from the e-government 

organisation while the remaining individuals were from three other organisations or 

ministries, namely the Ministry of the Interior (MOI), the Ministry of Communication 

and Information Technology (MCIT). Furthermore, some e-government users were 

interviewed. The logic behind the selection of those organisations was described 

above.  

5.5.1.1 Focus group interview  

The focus group interview is a qualitative research technique that brings several 

persons in one place to respond to questions and to discuss a topic of particular 

interest to a client (Greenbaum, 1998:4). In addition, Denscombe (2007) stressed that 

focus groups are particularly useful for:  understanding underlying motives and 

meanings that explain particular views; exploring new areas of research; for 

measuring the level of agreement and shared views among a group of people towards 

a particular topic and for checking whether a particular item or experience evokes 

disagreement among members of a group of people. 

Recently, this technique has been used by IS researchers (Oates, 2006). Krueger 

(1994) suggested that the focus group method consists of four phases: planning, 

developing the questions, piloting and analysing the responses. According to 

Greenbaum (1998) a focus group consists of eight to twelve people while others 

(Oates, 2006) limited size to between three and six people because  using  smaller 

sized focus lips to allow more time to each participant and consequently to have more 

in-depth responses on the topic. Denscombe (2007) argued that it is generally 

recommended that it should consist of between six and nine people. For practical 

purposes, however, focus groups sometimes consist of fewer than six people.  
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According to Ebrahim (2005) focus group meetings are essential to gain an in-depth 

understanding of participants’ perceptions and attitudes toward the development of e-

government initiatives in their respective organisations. This method was employed in 

this study by conducting a focus group interview with five experts who participated in 

the E-government Forum in Riyadh Saudi Arabia between 22-25/9/2006. The 

researcher had arranged with them initially and conducted the focus group for one 

hour at the venue of the Forum.  It was noted that the focus group spent a lot of time 

answering a few questions and some members appeared to dominate the talk. 

Nonetheless, this method helped the researcher to get different views about the e-

government situation and to generate consensus views.  

5.5.1.2 The interview procedure 

This empirical study was conducted in the KSA in two phases. The first was between 

15th December 2005 and 25th January 2006 and the second was between 15 

September 2006 and 15 October 2006 in order, first, to highlight the issue that 

stemmed from the literature review regarding the adoption of e-government within 

organisations in the public sector in Saudi Arabia. Also, the study was designed to 

answer many research questions related to e-government adoption and to determine 

the key factors that affect   e-government adoption. The researcher developed a list of 

questions that it was felt were necessary to obtain such information. Although 

permission was received from most of the interviewees to mention their names (in 

order to prove that the interview was conducted with them), due to ethical issues, the 

researcher kept their personal details in his computer rather than publishing them in 

this research. In addition, for reasons of confidentiality, a condition of the interviews 

was that the experts were not required to reveal the identities of their organisations or 

details of any project that might reveal the identity of their organisation. Even if 

organisation’s details were revealed during the course of the interview, it was agreed 

that these would not be disclosed in any research publication.  Participants were 

initially approached in person, via telephone, and/or email and the following 

information was shared: 

• The researcher’s name and his status as a doctoral candidate carrying out research 

on the adoption of e-government. 

• The purpose of the study. 
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• The amount of time required for conducting the interviews, the need to complete a 

demographic questionnaire, and timelines for the study were discussed and an 

agreement was reached. 

• Confidentiality agreements. The procedure for obtaining the required signatures on 

the confidentiality agreements once the participants agreed to be interviewed was 

explained. However, the researcher found this unacceptable in terms of Saudi 

culture. The reason for this was that if an interviewee had already agreed to be 

interviewed, there was no need for him/her to sign this paper.  

• An assurance was given that there were no risks to the participants; a guarantee that 

the interview would remain confidential was given and stressed. 

• The benefit to participants of having their views articulated was suggested.  

Each interview lasted an average of 70 minutes. The interviews were conducted 

separately, all of them by face-to-face meetings except one via Messenger 

intermediary. To better utilise the interview time and to enable interviewees to 

assemble their thoughts beforehand, the arrangements were made by phone and an 

email was sent to each respondent at least two weeks before the interview reminding 

them of the background to the study and presenting them with the interview questions. 

The researcher facilitated the interviews to elicit important concepts but was careful 

not to suggest or introduce concepts that did not come from the interviewee’s own 

utterances. Although the number of interviewees was initially thought to be small, the 

interviews were sufficiently in-depth to generate a significant amount of data. In fact, 

the researcher did reach a point of data saturation.  According to Yin (2003a), after the 

tenth interview, subsequent interviews tend to repeat points already mentioned rather 

than raise any significantly new ideas.  

Each interview was personal and confidential. They were mostly conducted in Arabic 

but English was used with some interviewees who preferred to speak English.  The 

researcher made a convenient arrangement to set up interview appointments with 

those who were willing to participate. However, some of these took the form of 

personal interviews at organisations at which the researcher had contacts. This might 

raise the issue of bias. The use of other sources of data gathering such as document 

analysis will expectedly provide a counterweight to whatever bias might come from 

the interview process. 
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5.5.1.3 Writing up the Interviews 

After each interview the researcher wrote a transcript for the whole interview and then 

sent it back to the interviewee within two days to ensure that there was agreement 

about the context of the subject and also to avoid bias. Furthermore, this allowed the 

interviewee to state whether or not he/she was happy with the procedures of the 

research and to ascertain if he/she wanted to omit or add any information. The 

researcher found this effective in terms of increasing confidence, although this 

approach took time and more effort on the part of the researcher.  The researcher was 

able to develop a greater understanding of the adoption of e-government from the 

respondents and, consequently, factors thought to influence e-government were 

identified. All interviews were conducted in Arabic and were either recorded, where 

possible, or written notes were taken.  

Interviewees were selected on the basis of their official appointment as IT officers in 

their respective organisations. The individuals who were interviewed were profiled 

beforehand to ensure that they had had sufficient project experience. To ensure that 

the research well exceeded the point of data saturation, it was decided that there 

should be 20 interviewees involved in the study. The larger set would also help reduce 

data bias (Stake, 1995; Lam, 2005) and increase the reliability of the research 

findings. Bias was also reduced by the fact that the interviewees were not exposed to 

the same e-government project; they had experience on different projects. 

Despite interviews advantage in allowing the researcher to collect detailed information 

and to create research contacts within organisations, interviews can be time-

consuming and costly. In such cases the researcher may have to travel considerable 

distances to meet enough representatives for a study population or to obtain enough 

information about a particular topic.  The researcher tried to spend as much time as 

possible on the case study until the research questions were answered and the aims of 

the research were achieved. The case study site was left when the researcher perceived 

that the empirical returns had become negligible. Hartley (1994: 221) stated that 

“When you have collected enough data (…) you will have to leave”. 
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5.5.2 Documentation 

Documentation, as a complementary instrument, was mainly used to provide 

background information about the e-government project in Saudi Arabia and other 

related public organisation initiatives, describing some specific events during the early 

stages of the e-government adoption process. Indeed, documents provided useful 

additional information to supplement information available from other resources and 

sometimes highlighted new areas that needed to be investigated further by the 

researcher (Yin, 2003a). Documents in this study involved brochures, regulations, 

strategies, plans, newspaper clippings, schedules, presentations and reports (Patton 

and Patton, 1990; Yin, 2003b). Denscombe (2007) opined that the strength of 

documentation lies in: easy access to data; cost-effectiveness; and permanence of data 

(open to public scrutiny).While the drawbacks are: credibility of source; secondary 

data produced for other purposes; social construction . 

The use of this instrument helped a great deal in revealing meanings, developing 

understanding and discovering insights (Merriam, 1988). However, it is worth 

mentioning that the researcher was aware of the built-in bias that might be contained 

in the collected documents, and which was unknown to him (Marshall and Rossman, 

2006; Yin, 2003a). For this reason, the documents were used as a complementary 

source of evidence for the data collection. These documents were classified as 

follows:  
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Table 5.4: Type of Documents 

Type of document Documents/N Examples 
Official   e-
government 
documents 

22 • Vision statement for Saudi Arabia's e-
government initiative.  

• Strategic objectives of Saudi e-government 
initiative.  

• Components of the e-government 
framework.  

• Implementation approach.  
• The e-government Action Plan projects.  
• Priorities of projects and implementation 

sequence.  
• The methodology used to prepare the e-

government action plan 
Official e-
government 
presentations 

25 • The role of the Yesser Project  
• How e-government supports investment  
• E- government economic applications     

Newspapers 
articles 

19 Al-Riyadh newspaper, Okaz newspaper ;  Arab 
News and Saudi Gazatte 

TV interview with 
some e-government 
team 

2 Interview with some of the e-government team 
25/09/2006 

Electronic reports 12 • E-government detailed pilot assessment 
• E-government IT architecture report 
• E-government IT strategy report 

Statistical 
information about 
e-government 
services 

3 • Internet users  
• Landline and mobile penetration  

E-government 
website  

12  

Conferences and 
workshops about e-
government in SA 

2 • 3rd e-government Business Forum 
20/09/2006 

• National e-transactions Conference 2007 
14th - 17th January   

In terms of the document analysis, the researcher derived a good deal of valuable 

background information on the history and operations of the KSA e-government, as 

well as the relationship between the project and its stakeholders over the last three 
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years from this analysis. Specifically, the researcher read the e-government annual 

reports and visited its website for regular update. 

Table 5.5: Some of the websites visited in the period June 2006-January 2008 

Ministry Website link 
E-government website www.yesser.gov.sa 
Ministry of Foreign Affairs (MOFA) www.mofa.gov.sa 
Ministry of the Interior (MOI) www.moi.gov.sa 
Ministry of  the Economy and Planning  www.planning.gov.sa 
Ministry of Municipal Affairs www.momra.gov.sa 
Ministry of Education (MOE) www.moe.gov.sa 
Ministry of Commerce and Industry   (MOCI) www.commerce.gov.sa 
Ministry of Finance (MOF) www.mof.gov.sa 
Ministry of Communications and Information 
Technology (MCIT) 

www.mcit.gov.sa 
 

Saudi Home PC National Program www.tawasul.com.sa 
Communications and Information Technology 
Commission 

www.citc.gov.sa  

Ministry of Justice  www.moj.gov.sa 

5.5.3 Sites visit  

Observation was one of the main research instruments used in the case study where 

detailed descriptions of the setting and the meanings and values of its inhabitants 

needed to be explored. Yin (2003a) divided observation into two main categories: 

direct observation and participant observation. Direct observation takes place when a 

researcher makes a visit to the case study site; this visit can include a range of data 

collection activities from formal to casual. Participant observation, on the other hand, 

takes place when a researcher considers him/herself as an active observer by assuming 

a variety of roles within a case study situation and may actually participate in the 

event being studied. Observations provide information about a physical environment 

and behaviour; therefore they bridge certain gaps in interviews or questionnaires 

(Sapsford and Jupp, 2006). In this study, the researcher used only direct observation 

types but used planned observations as well as casual, unplanned ones. He used an 

interview notebook to record case study notes.  
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In fact, the visits were a good way of obtaining first-hand, accurate information about 

the research subject and gave the researcher the opportunity to meet the people 

involved in making the decisions about e-government implementation in their 

organisations. During some of the visits, the researcher explained that the aim of these 

was merely to gain an understanding of some events that take place inside the e-

government building and other places, such as exhibitions and workshops to which he 

was invited. However, before conducting any observation session, the researcher 

called or visited the e-government team and informed them in advance of the date and 

time of any intended observation. In the case of this study, the site visits allowed the 

researcher to obtain and look at documents; they also enabled the researcher to meet 

and build good personal relationships with many e-government developers within 

these organisations.  

Most of the visits were arranged a few days beforehand. Others took the form of drop-

in visits to ex-colleagues or friends within some organisations. In total, about four 

ministry establishments were visited, some more than once. These visits provided a 

clear picture of the e-government environment in the KSA; they also reflected the 

organisations' experiences with electronic services.  

5.6 DATA REFERENCING 

Throughout the transcript, the researcher has used double quotation marks for actual 

quotations from the note, tape and documentary data. Every interview was given a 

different number to indicate the tape or note so therefore, t1 means tape1, t2 tape 2, 

etc. Similarly, the field notes are labelled in the same way with ‘n’ standing for note 

so that n1 means note 1; n2, note2, etc. The researcher adopted this referencing style 

in order to trace back the sources easily and avoid the complexity that would occur 

repeating figures under different categories. Hence, every respondent is allocated a 

unique tape or note number. 

Although the researcher had the express consent of most of the respondents to 

mention their names in the data, for ethical reasons, pseudonyms were used. 

Nevertheless, the positions and the organisations or communities respondents came 

from were clearly mentioned. However, in some cases, securing complete anonymity 
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was impossible. For instance, the director of the e-government project was 

interviewed but since the researcher had express permission to mention names, he 

concluded that there was no need to worry about that. Mentioning the positions held 

by respondents seemed crucial in giving readers the opportunity to weigh the 

significance or prominence of some of the fundamental views held by the respondents. 

Indeed, it is what gives character and weight to the data extracted from the interviews. 

In other words, it is not only what is being said that matters but also who is saying it. 

5.7 ETHICAL CONSIDERATIONS 

Ethical considerations were a significant factor in conducting this study and hence the 

researcher strove to protect the individual participants and their organisations from 

harmful consequences from the research activities. Ethical considerations require a 

careful treatment of respondents and should consider many major ethical issues that 

include privacy, deception, anonymity, accuracy and confidentiality (Neuman, 2000; 

Rogerson, 2007). According to Sapsford and Jupp (2006:293) research ethics need to 

be addressed throughout the whole research project and not just at the outcome.  The 

ethical requirements were met in conformity to Rogerson (2007) and Sapsford and 

Jupp (2006:293) by: (1) achieving ethical approval from the Faculty Human Research 

Ethics Committee (2) making respondents aware of the research aim prior to the 

interviews; (2) assuring their privacy and anonymity; (3) giving them the 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 privacy 

of the individuals was protected by conducting interviews in a private, closed office, 

by transcribing interviews away from research participants, by referring to individuals 

in transcripts by nick-names which were selected by the researcher and stored in an 

electronic file together with the real names of the interviewees in a very secure folder 

maintained only by the researcher; (6) electronic versions of interview notes were kept 

on the researcher’s laptop; and finally, the researcher tried to behave in a manner that 

would not harm the integrity and reputation of the interviewed organisations. 
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5.8 DATA ANALYSIS 

Data analysis involves examining, categorising, tabulating or otherwise recombining 

the collected data with the aim of finding answers to the stated research questions 

(Yin, 2003a). For Denscombe (2007) analysis means the separation of something into 

its component parts. To do this, the researcher first needs to identify what those parts 

might be, and this links with a further meaning of analysis, which is to trace things 

back to their underlying sources. Analysis, then, involves probing beneath the surface 

appearance of something to discover the component elements which have come 

together to produce it. By tracing things back in this fashion, the researcher aims to 

expose some general principles that can be used to explain the nature of the thing 

being studied and can be applied elsewhere to other situations (Denscombe, 2007). 

Hartley (1994) suggests that data analysis and collection are developed together in an 

iterative process that allows for theory development. However, before discussing the 

data analysis techniques that were used in this study, it is important to outline a 

general strategy for the data analysis process. The role of that strategy was to help the 

researcher to choose from among different techniques and to complete the analytical 

phase of the research successfully. Yin (2003a) states that there are two main 

strategies: relying on theoretical propositions and developing a case study description. 

Relying on theoretical propositions is the first and preferred strategy since the original 

objectives and design of the case study presumably are based on such propositions; 

these in turn reflect a set of research questions, reviews of literature, and new insights. 

Developing a case study description strategy, on the other hand, refers to the 

development of a descriptive framework with the aim of organising the case study. 

This strategy is less desirable than using theoretical propositions strategy but it serves 

as an alternative when the theoretical propositions strategy is unavailable (Yin, 

2003a). This study relied on theoretical propositions which helped the researcher to 

focus on certain data and ignore others. Having chosen the general strategy for the 

data analysis phase, it was very important for the researcher to decide on specific 

analytic techniques that could be used as part of the selected general strategy.  

However, “The analysis of case study evidence is one of the least developed and most 

difficult aspects of doing a case study” (Yin, 2003a:109).  The initial framework that 
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was developed in Chapters 2, 3 and 4, prior to the data collection exercise, was a very 

useful tool in structuring and guiding the data collection and analysis processes.  

Denscombe (2007) provided four principles that could guide a good analysis of 

qualitative data: 

• First: the analysis of the data and the conclusion drawn from the research should be 

firmly rooted in the data. That is the grounding all analyses and conclusions directly 

in the evidence that has been collected. 

• Second, the researcher’s explanation of the data should emerge from a careful and 

meticulous reading of the data. This involves a process of interpretation in which the 

researcher produces meaning out of the raw data. 

• Third, the researcher should avoid introducing unwarranted preconceptions into the 

data analysis.  

• Fourth, it is very important that each piece of raw data material should be identified 

with a unique serial number for reference purposes. The format of this does not 

matter particularly, as long as it enables each separate item to be identified exactly 

in terms of where it should be located (2007: 289-290). 

These guiding principles very strictly followed in the analysis of the data collected. In 

addition, some other data analysis techniques, such as content analysis, cross-

interview analysis, the interview guide approach, coding and classifications were used 

in this study. However, content analysis strategy was mainly adopted as an analytical 

approach for this study with the aid of aspects of Grounded Theory. Content analysis 

is “the process of identifying, coding, and categorising the primary patterns in the 

data” (Patton and Patton, 1990: 381). In particular, the researcher followed broadly the 

three streams (i.e. data reduction, data display and data conclusion drawing) that were 

suggested by Miles and Huberman (1994: 10-12). They suggested those streams “as 

interwoven before, during and after data collection in parallel form, to make up the 

general domain called “analysis” (Miles and Huberman, 1994: 10). As a first step in 

the data analysis process, the initial framework and the interview guide were used in 

identifying the primary patterns in the data. The researcher started reading through all 

the collected data (i.e. official documents, interviews notes, observation notes, 

electronic reports and other official brochures, and local newspapers articles) with the 

aim of creating a rich picture of the whole e-government adoption process including 

its embedded units of analysis. Then, the data were coded according to the themes 
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identified by the initial framework and the interview guide. The collected data were 

then analysed based on the themes that emerged from the literature review prior to the 

data collection. Any new theme were separated, classified and added to their 

respective classes within specific categories or sometimes by creating new classes 

within the same categories. Coding, categorising and classifying the identified patterns 

were carried out using the following Figure 5.2. 

 

Figure 5.2: Components of data analysis (Miles and Huberman, 1994:12) 

According to Miles and Huberman (1994:10), the data reduction process refers to the 

process of selecting, focusing, simplifying, abstracting and transforming the data. 

After that, the researcher moved to the second major flow of analysis which was “data 

display” (Miles and Huberman, 1994); this is concerned with visualising the data. The 

researcher used various display techniques, such as the creation of tables and matrices 

of categories, narrative text, quotations, figures, tabulating the frequency of different 

issues and examining their complexity and their relationships (Gibbs, 2002; Miles and 

Huberman, 1994; Yin 2003a). 

Tables are “a convenient way to make comparisons across different subgroups of the 

data set and between different attributes of individuals” (Gibbs, 2002:187). Indeed, 

tables of data, also referred to as matrices, helped the researcher to a great extent in 

summarising, combining or separating, comparing and contrasting, and reporting 

findings visually. In addition, one of the major advantages of using matrices is that 

they increase the reliability of the research so that any later researcher may repeat the 
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process and may duplicate the findings (Miles and Huberman, 1994). The researcher 

also used direct quotations from the case studies with the aim of adding qualitative 

insights and providing support to the interpretation of the data (Paton and Paton, 

1990). The third major flow of the data analysis process is the need to organise the 

researcher’s thoughts and to get focus. This means finding a structure that can bring 

together all the researcher’s disparate jottings into a coherent story and drawing 

meanings from the displayed data (Gibbs, 2002: 222 and Miles and Huberman, 1994). 

In this study, the researcher used various analytical techniques with regard to this step. 

This involved the classifications and categorisation of the data, noting regularities and 

patterns, deriving explanations, and reviewing and rechecking findings amongst the 

researcher supervisors. In addition, these processes were regularly related to the initial 

framework and, at the same time, enhanced the revision of the framework in the light 

of the analysed data.  

5.9 SUMMARY 

This chapter explained the research strategy and the methodological steps used in the 

empirical study. It began by describing the research philosophy and the main schools 

of thought regarding Information Systems (IS) research. In the light of the main 

schools of thought, the research approach that was used throughout this study was 

positioned as a broadly interpretive case study. In particular, the reader is asked to 

note the location of this study within a strong constructivist tradition and the notion of 

varied data sources in the design as different constructions. 

Other strategies and the case study design were described, with each data source being 

explained, together with its relationship to the preliminary framework. The procedures 

for conducting the empirical research were described to give an appreciation of how 

the case study design evolved as it did and the reactions of the participants to such an 

undertaking.
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CHAPTER 

6  

E-GOVERNMENT ADOPTION AT 

NATIONAL LEVEL 

6.1 INTRODUCTION 

This chapter explains and analyses the case study findings regarding the adoption of 

an e-government system at a national level in Saudi Arabia. It aims to identify the key 

issues that might affect an e-government system at this level in order to understand the 

preparation for its adoption. The case study was conducted from an interpretive 

perspective and triangulation data collection methods were used (Interviews, focus 

group, documents analysis and site visits). In addition, the analysis was guided by an 

initial theoretical framework (Chapters 2 and 3) developed from a combination of 

different suggestions found in the IS adoption and e-government literature. This was 

helpful in collecting data, structuring the study findings, and in overcoming the danger 

of being overwhelmed with the data that were collected. The following sections 

highlight the main findings and answer some research questions regarding the 

adoption of e-government in Saudi Arabia (e.g. why the Saudi government might 

pursue e-government systems and what are the key factors that affect e-government 

adoption at national level etc.). Firstly, the motivating factors to an e-government 

system are presented, followed by the key factors that might influence e-government 

adoption at a national level. This includes two categories: non-technological issues 

(organisational issues) such as strategy, e-government entity, legislation and change 

management, and technological issues such as security and ICT infrastructure. Those 
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two categories are investigated according to the case study’s findings. Figure (6-1) 

illustrates the issues below.   

 

Figure 6.1: Issues effect e-government adoption at notional level 

6.2 MOTIVATIONS FOR THE SAUDI GOVERNMENT 

TO ADOPT AN E-GOVERNMENT SYSTEM 

The adoption of e-government requires that all public sector organisations are 

empowered to carry out their activities electronically (at an agency level). It is only 

after these organisations' electronic-based activities are considered as satisfactory that 

e-government can be said to be ready for proper adoption and implementation at         

a national level. However, the national government is required to create an enabling 

environment (such as the provision of an ICT infrastructure for the whole country) for 

public sector organisations to introduce electronic services into their activities. The 
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two levels of government structures, organisational and national, are equally important 

for a successful e-government project (Al-Shehry et al., 2006). 

The empirical research showed that there are many motivations or reasons behind the 

adoption of e-government in Saudi Arabia both at a national and an agency level. 

These include economic, geographic, political, managerial, social and cultural reasons. 

As a result, these reasons motivate the Saudi government to change towards an e-

government paradigm putting a good deal of pressure on agency to prepare them-

selves for this transformation. The reasons adduced below answer one of the main 

questions posed in this research: Why should the Saudi Government pursue an e-

government system?  

6.2.1  Economic Reasons 

Meeting economic goals is an important issue for any government endeavour as 

almost every country places a premium on attracting good investment; this, in turn, 

provides jobs for its people and helps the economy to grow.  The Saudi economy is 

oil-based. Therefore, one of the most important reasons for e-government adoption     

is economic. For example, Yesser, the Saudi e-government initiative, emphasises 

"increasing return on investment (ROI)” as one of the cardinal reasons for e-

government adoption (Yesser, 2006:1). The country’s 2005 National Plan also stresses 

that: "the Kingdom's government has given special attention to information 

technology because of its effective role in boosting state economies" (National Plan, 

2005:6). All participants in this study have pointed to an economic motivation for the 

adoption of e-government. It is not surprising therefore that one of the country’s        

e-government team members stated: 

"E-government will create an enabling environment for investment to bloom 

and to reduce the dependency on petroleum especially with the Kingdom’s 

membership of the World Trade Organisation (WTO) which facilitates 

investment opportunities." 

Another motivation for the adoption of e-government by public sector organisations is 

cost reduction. This point was confirmed by many interviews. For example, a senior 

manager in one of ministries said: 
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"Yes, we need electronic government for economic, social and security 

reasons. We need it for the purpose of efficiency in terms of cost reduction, 

fairness in meeting citizens’ demands and reduction in fraud and over-

crowdedness."  

These points were echoed by another member of the e-government team who said: 

"E-government will enhance the level of productivity in the public sector as it 

streamlines and improves service delivery procedures which lead to savings in 

efforts and cost."  

In line with the literature, this goal was an essential reason for e-government adoption 

(Lee-kelley and Kolsaker, 2004; World Bank, 2003, Ebrahim et al., 2003; Bonham et 

al., 2001).   

6.2.2  Geographical Reasons 

Saudi Arabia is a big country of roughly 2. 24 million square kms which makes it one 

of the biggest countries in the Middle East. Another issue related to the area is the size 

of the public sector in Saudi Arabia. To provide the services to citizens in different 

parts in the Kingdom, there are 350 organisations in the public sector in Saudi Arabia, 

each with its own budget (chapter 4).  This reason was one of the motivations for the 

Saudi government to adopt electronic services in order to reduce the cost and to 

connect local government effectively with central offices. Many interviews indicated 

this as a reason. For example, one of the independent experts commented on these 

issues and said:  

"Yes, there is need for electronic government for the following reasons. One of 

them is the geographical factor. This is due to the large size of the Kingdom 

and areas are far from each other. So, electronic government is the best way to 

connect those areas."   

It can be understood that the size of the country is an important reason for seeking 

electronic solutions to communication between local and central government, as well 

as to make services more accessible to citizens in different parts of the country. 
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However, in reality, this goal is still far from being realised. According to one of the 

interviewees: 

"In my opinion we have sometimes a beautiful plan and strategy but how can 

we see that this plan is implemented in real life …? I can see that we have a 

gap between planning and implementation." 

Heeks (2003:1) emphasised the importance of this point directly as one of the 

problems that face e-government projects in developing countries and as one that 

might lead to e-government failure, totally or partially: "in a developing country  ... 

the oversize gaps between project design and on-the ground reality are known as 

design-reality gaps." However, there are other factors that might influence the success 

of this project; these are discussed elsewhere in this research. 

6.2.3  Social and Cultural Aspects 

Saudi Arabia is a religious society where the religion of Islam is reflected in different 

aspects of social life. In addition, cultural issues manifest themselves clearly in the 

workplace and in the street. As a result, it can be said that the government takes 

cognizance of these facts in providing services to its citizens. For example, the 

adoption of new technology enables more Saudi women to work and allows them 

access to government services. Some participants pointed out these issues. For 

instance, an independent expert said: 

"In view of the fact that there is no free-mixing between men and women at 

many places of work, technology provides a solution for interactions through 

the Internet".   

However, it is necessary to emphasise that technology is just a tool. The danger in 

seeing the use of this tool as an objective is that the tool will be used but the benefits 

that are needed will not result. 

Another motivation of this sort is that more than two million pilgrims come to Saudi 

Arabia every year from different parts of the world and therefore all government 

agency cooperate and collaborate to provide effective services for them.  For this 
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reason, e-government systems can provide useful solutions for the complex services 

required at this particular period of the year. A respondent explained: 

“We have special circumstances in the Kingdom of Saudi Arabia. For example 

there are more than 2 millions pilgrims who perform the Hajj annually at the 

same time and in specific places. Therefore, all organs of the state cooperate 

and coordinate to serve these visitors.   Thus an e-government system will 

provide them with high quality services by facilitating the government agency’ 

collaboration in this work.”  

Another example is that the tribal system plays an important role in the workplace as 

some government officials are fond of giving preference to their relatives while 

discharging their official responsibilities, even though this act is against their 

workplace ethics. The empirical study reflected these issues. One of the interviewees 

commented:  

“E-government systems will eliminate this kind of corruption- such as helping 

a relative in the work place…. This will be something from the past because 

you cannot do so without the permission of the system.” 

It can be said that e-government is also needed in Saudi Arabia for cultural reasons. 

However, it is important to understand that an e-government system is not a magic 

tool that will solve the public sector’s problems. Thus, a great deal of work must be 

done to make such a system work effectively; this includes retraining the manpower 

within the public sector. 

6.2.4  Reforming the Public Sector  

According to the empirical study, the reforming of the governmental sector was one of 

the motivations for adopting an e-government system through increasing the 

productivity of organisations in the public sector. For example one of the e-

government team members said:  

"Yes, there is a serious need for e-government. I see it as a beginning of 

reform because it improves the country’s service delivery to both individual 

citizens and private sector establishments." 
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From the viewpoints of many participants in this study, it can be seen that the Saudi 

government is keen to solve bureaucratic problems by using electronic means and this 

objective is clear from its strategy for e-government. However, one of the independent 

experts commented on this issue and said:  

"If we are doing our work correctly there is no need for e-government. The 

problem is that we use this technology to overcome our problems in reality, 

especially in the public sector where the organisations do not do their work 

effectively in traditional ways.” 

In fact, there are some problems in the public sector that need to be solved before 

implementing an e-government system. This will be discussed in greater detail in the 

chapters that follow. 

In line with the literature review, many governments worldwide are developing and 

implementing strategies to deliver e-government services to citizens and businesses 

online in order to support the modernisation of the public sector (Jones and Crowe, 

2001; Heeks, 2003; Kittel, 2005).  

6.2.5  Technical Reasons  

The adoption of e-government in the public sector can lead to widespread 

improvement in the ICT infrastructure and in increasing skills for employment. The 

empirical study reflects this motivation in terms of interest in utilising ICT and in 

learning new skills to deal with this technology. For example, one of the IT managers 

in a ministry commented on these issues:  

"I can’t understand why we should continue with manual methods which waste a lot of 

time and effort whereas these tasks can be carried out within seconds with computer 

systems i.e. e-government."  

It can be understood that advances in technology have encouraged the government to 

imitate the private sector in improving services and operations. According to a 

respondent:  
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"E-government will enhance the use of ICT within organizations; employees will learn 

new skills to deal with this technology. In addition the citizens by that time will be 

familiar enough to use this technology." 

This result corroborates some of the views discussed in the literature. For example, 

Atkinson and Ulevich (2000) argued that e-government at all levels might enhance 

and update their own internal computer systems and communication. To conclude, it 

is clear that Saudi organisations, with financial support, have made progress in terms 

of their IT infrastructure and there are still significant differences between these 

organisations and their public sector counterparts in the use of technology.  

6.2.6  Demographic Factors 

More than 60% of the Saudi population is under 25 years old. This was mentioned by 

some participants as an important reason to push towards implementing e-government 

as these young people are likely to be more interested in using technology. One of the 

e-government team said: 

"A large proportion of the population is young and they use mobile phones and 

computers and they are in need of good services."  

It can be seen that there is a good opportunity to involve more people to deal with     

e-government services in Saudi Arabia but there is still a significant risk of a digital 

divide in society, and even among employees in the public sector, because there is still 

a large number of people and employees who are not computer-literate (chapter 4). 

6.2.7  Political Reasons  

Political support is an important issue in e-government projects because e-government 

is a national project and concerns government business as the public sector discharges 

the responsibility of government towards both citizens and businesses.  In addition, 

establishing e-government projects might cost a lot of money. Therefore, there is no 

doubt about the importance of this factor.  Accordingly, in Saudi Arabia, the supreme 

Royal Decree (number 7/B/33181, dated 7/9/2003) included a directive to the Ministry 

of Communication and Information Technology (MCIT) to formulate a plan for 
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providing government services and transactions electronically (Yesser, 2006:2). This 

study shows the importance of political support. For instance, one of the e-government 

team members said: 

"The direction of the country is towards the use of electronic government. King 

Abdullah issued a royal decree backed by the decision of the council of 

Ministers on the use of electronic services to improve the services following 

the steps of other advanced countries." 

In that light, on 27/3/2006, the Council of Ministers issued an important legislation 

regarding the implementation of e-government.  It included details about government 

information and data, and about e-government applications. For example, on              

e-government applications, the council mentioned some important points (SCOM, 

2006): 

• Each government entity shall use e-mail and e-communication media in performing 

its activities. 

• Each government entity shall minimise reliance on traditional methods in providing 

government services as per the conditions and phases of implementing the e-

government applications therein. 

• Each government entity shall set out a detailed plan for the transformation and 

implementation of e-government interoperability.  

There is keen interest from political leaders in the utilisation of an e-government 

system to reform the public sector, to reduce costs, and to provide high quality 

services to citizens. Although there are always numerous regulations in a developing 

country, these regulations are often ineffective in reality (Heeks, 2003). This is 

because there are many barriers in the public sector to impede acting on these rules. 

One of the independent experts commented: 

“Yes, we have political support, but there is no follow up for e-government 

implementation. In other words, the e-government team cannot force 

ministries to change towards e-government at a specific time." 

By reviewing the Saudi e-government strategy, and according to many participants in 

this study, it can be said that there is clear support for the adoption of e-government in 
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the public sector in Saudi Arabia but there are questions about the management of 

change to achieve this target. 

Some aspects of improving the government’s image were mentioned in the literature 

review. In contrast, however, there is no indication of how democratic processes will 

be facilitated in Saudi Arabia’s project in comparison with research mentioned in the 

literature review, such as Moon (2002), OECD (2004) and World Bank (2003).  

6.2.8  Regional Comparisons  

There is a good progress in terms of e-government implementation in many countries 

in the Gulf region such as Qatar, Bahrain, the United Arab Emirates and Kuwait.  

Saudi Arabia is the biggest country in the region and is another member of the Gulf 

Cooperation Council.  Therefore, it should be in a good position to automate its public 

sector activities in line with its neighbours. One of the independent experts 

commented: 

"The citizens look to the neighbouring Gulf states and see how they have made 

good advances in terms of electronic services - take Dubai as an example  ... we 

are the  biggest  country in the export of oil; it is a shame to be late in this 

issue." 

6.2.9  Citizens’ Expectations  

The case study findings show that the e-government project in Saudi Arabia was built 

to meet citizens’ needs. This side of the argument was made clear from the                 

e-government strategy in Saudi Arabia and from many participants in case studies. For 

instance, one of the e-government team members commented: 

“There has been an increase in the awareness of citizens. For example, currently, 

citizens look to the quality of life and not only the cost.  This puts pressure on the 

government and public sector to improve its services." 

It can be seen that one of the main objectives for creating the Yesser program was to 

meet citizen's needs. This goal was confirmed by participants and by the                     

e-government strategy in Saudi Arabia. This result was consistent with the claim of 
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many researchers, such as Ebrahim and Irani (2005), Fairweather and Rogerson 

(2002), Tung and Rieck (2005), Layne and Lee (2001), Moon (2002) and OECD, 

2004). 

6.2.10 Summary 

To summarise this section, it is clear that there are many motivations behind the 

adoption of e-government in Saudi Arabia as can be seen in the following model (6-

2). These include political, social, economic, cultural and managerial reasons, are 

varied and represent milestones in the acceptance of this model. The e-government 

project is at an initial stage in Saudi Arabia and therefore, considering the motivations 

behind adopting this model, these provide a good understanding of factors that might 

affect e-government systems in developing countries. In addition, these motivations 

can work as forces to adopt an e-government system and may put a great deal of 

pressure on organisations in the public sector to change to electronic services. 

However, there are still many factors that might impede this transformation and these 

must therefore be considered in the adoption of e-government as the following 

sections explain. 

 
Figure 6.2: Motivation for e-government adoption 

6.3 FACTORS AFFECTING E-GOVERNMENT 

ADOPTION AT NATIONAL LEVEL  

The following sub-sections cover many issues affecting e-government adoption in 

Saudi Arabia at a national level. These factors were identified by participants in this 
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case study and presented in two main categorises: organisational issues including (e-

government strategy, e-government entity, advantages, awareness, legislation and 

change management) and technological issues including (ICT infrastructure-IT 

standards-Security-e-payment gateway) as Figure 6.2 above shown. 

6.3.1 Organisational Issues at National Level 

In general organisational issues indicate to none technological issues that affect the 

system development (chapter 3). The case study point out to many organisational issues 

that affect e-government system at national level as Figure 6.3 shows. The following 

sections explain such issues.   

 

Figure 6.3: Organisational Issues Effect E-government Adoption at Notional Level 

6.3.1.1 E-government Strategy 

The Saudi e-government project (Yesser) addressed many areas such as                     

e-government regulations, mission, vision and action plans, as well as identifying 

policy options necessary to support the e-government objectives. The project also 

outlined a methodology for determining the government’s readiness, as well as a 

process for identifying and prioritising e-government services. Details of this were 

displayed in the project strategy and in chapter 4. The programme was based on many 

principles such as a unified vision, standards and framework (Yesser, 2006:6). A 

member of the e-government team described the role of Yesser as an enabler and a 

facilitator. For example, one of the e-government team members said: 
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"Yesser enables the implementation of e-government services by ministries and 

other public agency. This can be achieved by building the national 

infrastructure and defining common standards; and by providing best practice 

examples of pilot services."  

On the one hand, Yesser was supposed to play a crucial role in enabling the 

implementation of e-government by reducing the centralisation of its implementation 

while ensuring a minimum level of coordination between government departments 

(Yesser, 2006:6). On the other hand, the empirical study cast some doubts about 

transforming these ideas into reality because some ministries failed to follow the 

general standards set by Yesser. In addition, some important issues, such as the         

re-engineering of business processes, organisational readiness, awareness, and 

participation issues, have not been adequately addressed in Yesser's strategy.   

Many participants confirmed that the coordination between the e-government project 

and the projects of other ministries is lacking. For example, one manager's comment 

on this issue was:  

"Although there are some good initiatives regarding the adoption of an           

e-government system, it is obvious that coordination is not good and there is 

no strategy to share their experiences.  It might be that Yesser, with more 

authority, can lead in this role." 

Clearly, there is a discrepancy between strategy and reality, and this issue needs to be 

carefully addressed in adopting the e-government system. One of the e-government 

team members acknowledged: 

“Unfortunately many organisations are not adopting the standards that we 

have put in place, even though it is free of charge.” 

From this, it can be seen that the problem seems to be related to authority, competition 

and misconceptions about the e-government project.  For example, in terms of central 

focus, it is obvious that the Saudi strategy places more emphasis on technological 

issues rather than on the non-technological aspects, such as human and organisational 

factors. Many interviewees pointed out the dangers of being technologically oriented. 

An expert concluded that: 
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“The main problem is that the e-government project should not be solely a 

technological system……E-government is all about dealing with humans as 

the main stakeholders. If we do not treat these issues carefully it might lead to 

the failure of the project.” 

However, others do not share this view. One IT manager from a government ministry 

argued that:  

“People will follow technology. The most important thing is to establish a 

technological system with high features and the other issues can be sorted out 

easily.”  

In general, some important issues, such as business process, re-engineering, 

organisational readiness, awareness, and participation issues, have not been 

adequately addressed. The role of the ordinary citizen, the private sector and that of 

the educational system in relation to the e-government project needs to be clarified. 

This is because e-government initiatives are a long-term strategy that has to be 

implemented in accordance with the country's long-term strategy to ensure 

commitment and resource allocation for acquiring technology, training employees and 

increasing the citizens’ awareness of the application of technology in their day-to-day 

lives. E-government initiatives can gain universal appeal within the public sector 

through policies which promote awareness, education and training of personnel. 

In the next section, the vision of the e-government project is highlighted in order to 

analyse these issues and demonstrate how the e-government strategy is being 

developed. 

6.3.1.2 E-government Vision 

The vision for Saudi Arabia's e-government initiative can be summarised in the 

following statement:  

“By the end of 2010, everyone in the Kingdom - from anywhere and at any 

time – will be able to enjoy world-class government services offered in a 

seamless, user friendly and secure way by utilizing a variety of electronic 

means” (Yesser strategy, 2006:12). 
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This is an over-ambitious vision considering the fact that several critical issues need to 

be addressed before such lofty goals can be achieved. These issues include 

organisational readiness, managers’ and employees’ awareness and acceptance of this 

technology, and, most importantly, the reaction, input and role of the citizens who are 

ultimately targeted as the end users. From the above, it becomes obvious that it is not 

enough just to have a technological system in place, partly because technology itself 

might create some problems in traditional methods. A manager in one of the ministries 

stressed the need for a wider vision of the e-government system: 

“We need to sort out managerial problems and the reengineering process 

before going online. Otherwise we end up transferring this problem and 

making it more complex with computers.” 

Many participants in the study were sceptical about the viability of achieving this goal 

in the 2010 target set by the government project. However, the e-government team 

argued that its strategy is well integrated and was prepared on the basis of the opinion 

of a group of experts who based their analysis and recommendations on several 

successful experiences in the implementation of e-government in other countries. For 

example, one e-government team member stated that:  

“We have a working plan to achieve that by two parallel tracks…..The first 

one focuses on a pilot e-government project to provide the basic program 

requirements and the second track will take five years to reach formulating the 

policies, procedures, specifications and regulations.” 

The findings from this study indicated that a better mission would be to increase the 

satisfaction of e-government stakeholders by lowering the cost and increasing the 

security and quality of services. However, one of the e-government team members 

believed that the Yesser mission has addressed these issues: 

“Our strategy takes in its consideration all issues that relate to the                 

e-government project in both human and technical terms and you can review 

this strategy to see how we give human issues the required priority.” 

From the above debate, and by reviewing the e-government strategy, it can be 

observed that the action plan included many projects that aim to achieve the strategic 
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objectives of the initiative. These projects are divided, according to their nature, into 

the following types: Infrastructure Projects, E-services Projects and National 

Application Projects.  However, some participants indicated that the mission of         

e-government was narrow and did not address many issues that should be treated 

carefully in the project.   

The vision for Saudi Arabia's e-government initiative was outlined in detail. It sets 

many objectives to be achieved within the next five years. These objectives are 

divided as follows (Saudi eGov strategy, 2005:15): 

• To provide top priority services (150) at a world class level of quality electronically; 

• To provide services in a seamless and user-friendly way and at the highest standards 

of security;  

• To make services available to everyone in the Kingdom and allow 24/7 access from 

cities, as well as from the country areas and outside the country;  

• To realise a 75% adoption rate with respect to the number of users;  

• To deliver all possible official intra-governmental communication in a paperless 

way; 

• To ensure the accessibility of all information needed across government agency and 

the storage of information with as little redundancy as possible; 

• To help improve the use of the country’s assets and resources by increasing 

society’s productivity in private, business and public sectors. 

According to the empirical study, some experts are not convinced of this strategy as 

they believe that many aspects are not covered. Others felt that such a strategy lacked 

broad perspectives and did not go much beyond outlining the role of government 

agency. Indeed, the Yesser mission seems to be too narrow to meet the                     e-

government objectives because the government might have the optimum performance 

of organisational transactions electronically, streamlined business processes and 

integrated information technology solutions but with poor customer service, high 

costs, and a complicated interface which could deter people from using e-government 

service; this might lower people’s satisfaction and might cause unwanted outcomes.  

From the findings of this study, a better mission would be to increase the satisfaction 

of e-government stakeholders with the project through lowering the cost of                 
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e-governance, and by increasing the speed, security, quality and accuracy of services. 

These steps would help the government to achieve its goal of satisfying the needs of 

the people through the use of an e-government system. 

6.3.1.3 E-government Strategy Alignment 

This section sheds light on aligning the e-government strategy mentioned above with 

the overall government strategies, particularly with the government strategies towards 

the development of an information society. The national initiatives aim to contribute 

to the development of the intended information society in the long run, therefore,       

e-government is separated from the other important related and dependent initiatives. 

For example, the study findings showed that each initiative is managed by a separate 

entity and there is no committee or entity that coordinates all these initiatives. One 

expert in this study explained that:  

“In my opinion, there is no clear coordination that exists between the Ministry 

of Education, for example, and the Ministry of Communication and 

Information Technology which is supervising the e-government.” 

From this quotation, it can be said that separating the e-government project from these 

important and related initiatives, and the lack of an entity that coordinates their related 

activities, will inevitably bring about some undesirable results for the project. In fact, 

the e-government initiative was the result of the whole plan for an information society 

in Saudi Arabia, as was mentioned in Chapter Four. Based on this vision, there must 

be good coordination and a direct link between the e-government project and the 

reform project but this was not found to be the case in the study findings. Many 

participants confirmed that there is no relationship between the e-government project 

and the projects of the other ministries. The findings of this study suggest that 

universities and other educational institutions have a crucial role to play in the 

implementation of e-government by providing the necessary technical knowledge and 

skills required for participating or using e-government resources.  

6.3.1.4 E-government Entity  

E-government entity (the organisational structure of the e-government project) is one 

of the key issues raised by participants as an important indication that the Saudi 
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government is interested in e-government adoption.  For instance, one of the               

e-government team members in Saudi Arabia stressed the significance of this issue by 

stating that:  

“Now we have an e-government body which is very important to manage this 

project effectively……all regulations and standards will be put forward in 

order to achieve and develop successful e-government.”  

Although having such an entity for an e-government project is very important, 

nonetheless there is no guarantee that the project will be successful. However, there is 

an on-going debate amongst Saudi experts regarding the e-government entity (or the 

e-government body). Thus, before discussing these issues in detail, it is necessary to 

highlight the e-government structure at a national level in Saudi Arabia, as 

demonstrated by the following Table 6.1 and Figure 6.4.   

 

Figure 6.4: Yesser Hierarchy (2007) 
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Table 6.1: E-government structure at national level (Yesser Strategy, 2006) 

E-gov Structure Members Tasks 

The Supreme 
Supervisory 
Committee 

The Minister of Finance 
(MF), the Minister of 
Communications and 
Information Technology 
(MCIT), and the Governor 
of the Communications and 
Information Technology 
Commission (CITC) 

• Approval of strategies and general policies of e-
government: 

• Supervision of e-government implementation: 
• Follow-up and strategic coordination between 
government organisations: 
• Provision of support for the implementation of e-

government. 

The Steering 
Committee 

Headed by the Governor of 
CITC, the Director General 
of the Computer Centre at 
MF. Committee members 
include a number of 
relevant executives from 
the Ministries (MF, MCIT 
and CITC) as well as the 
Director of the e-
government programme. 

• Execution of strategic resolutions issued by the 
Supreme Supervisory Committee and the 
development of the necessary directive programmes 
to implement these resolutions.  

• Reporting on necessary topics and recommendations 
to the Supreme Supervisory Committee for 
approval.  Direct supervision of the programme's 
administrative tasks.  

• Identifying priorities and formulating policies, 
standards, frameworks and procedures for e-
government projects. 

•   Evaluating the efforts exerted by the government 
and private sector organisations relevant to the e-
government programme. 

Committee in each 
government 
organisation  

Consisting of a member 
directly linked to the top 
executive in that 
organisation. 

Supervise the implementation of the e-government plan 
in their respective organisations. 

The advisory 
group 

Consisting of expert 
members specialising in 
areas related to this field 
from the public and private 
sectors. 

• Participate in the identification of priorities and the 
main directions for e-government. 

• Participate in identifying requirements for the 
implementation of e-government projects, 
implementation and requirements for the application 
and usage of e-government.   

• Provide recommendations on the e-government 
programme to the steering committee. 

The Programme 
Director 
 

The programme has a full 
time Director. 

• Execute the strategic resolutions issued by the 
directive committee. 

•  Assume the preparatory tasks for the Directive 
Committee and supervise secretariats of the High 
Supervisory and Directive Committees. 

•  Report on topics and make necessary 
recommendations to the directive committee.  

• Supervise secretarial duties relevant to the Supreme 
Supervisory and Steering Committees.  

• Suggest detailed work plans, priorities, policies, 
standards, specifications, frameworks and 
procedures for the e-government programme.  

•  Perform the programme's administrative tasks. 
Supervise the work of the programme's Consultant 

The organisational structure of the Saudi e-government programme consists of several 

layers including the e-government programme, the supreme supervisory committee 

and the steering committee.  From the above table and diagram it can be observed that 

this entity needs more consideration, not just in the tasks but in its structure. This 
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entity was responsible for coordinating and managing all the e-government activities 

at a national level. At the same time, other ministries and public agency were 

empowered to continue developing their online services, except those transactional 

services which were considered as the core part of the responsibilities of the               

e-government team. However, the findings suggested that the forming of such an 

entity is a significant issue and needs careful consideration if the implementers of      

e-government are to succeed in both organisational and technological terms regarding 

this national initiative. For instance, an independent expert in the study commented 

that:  

“I think that the Ministry of Communications and Information should be given 

the technical aspect for ICT in building an e-government project. However, the 

whole project should be coordinated by a joint group and be linked directly to 

the Cabinet.” 

It can be noted that there is keen interest from the political arena to follow up 

electronic services. In terms of the relationship between the project and governmental 

organisations, the e-government committee in each government organisation is to be 

directly linked to the top executive in that organisation. The major task of these 

committees is to supervise the implementation of the e-government plan in their 

respective organisations. According to the Yesser Strategy (2006:9), these committees 

are currently being formed.  However, within ministries, no useful progress has been 

made in terms of electronic services.  For instance, one expert stated that: 

“Yes, we have political support, but there is no follow up for e-government 

implementation” .  

This point raised the important question on how to obtain political support in a 

country such as Saudi Arabia where there should be no hitches in implementing 

government policies because all government organisations are supposed to comply 

automatically with the King’s directives. This can be understood from the point of 

view of certain issues that surround e-government adoption; this is explained in the 

following sections.  
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By carefully considering these layers, it was found that their tasks were sometimes 

confusing. However, some participants tried to clarify this point. For example, an 

executive of one of the communication companies in Saudi Arabia pointed out that: 

“The e-government team cannot force the ministries to change towards e-

government within a specified time framework.”  

From this quotation and from other comments from participants, it can be said that   

the e-government body has less power to force many ministries to follow up its 

standards or strategy. The study findings indicated that it is mandatory for all 

ministries to comply with the regulations issued by the cabinet. The problem seems to 

be related to the power distribution among the different government organisations. In 

other words, there are some ministries that would like to spearhead this project rather 

than the Ministry of Communications and Information. For example, a top                 

e-government manager at one of the ministries suggested that:  

“The e-government project should be given to the Ministry that has direct 

interaction with citizens in order to make this project successful and easier.” 

In fact, projects such as e-government are viewed as a national project which should 

be invested with more power to follow up the implementation in reality.  Most 

participants stressed the need for the highest body, linked directly with the cabinet, to 

monitor the progress of e-government implementation as well as to set standards and 

deadlines for accomplishing this goal. One independent expert emphasised that:  

“We need one of the higher authorities such as the King himself or his deputy 

to directly supervise the application of e-government.” 

Regarding this issue, the researcher asked one of the heads of e-government projects, 

during the 3rd Saudi Forum on E-government (22/09/2006), about the importance of a 

new form of e-government entity to connect directly with high authority in the country 

and he answered: “Actually we do not need to add more layers”. However, one of the 

recommendations from that conference was the need to have such a committee to 

report directly to the King about the progress of ministries in terms of e-government 

implementation. In fact, the entity does not have its own separate budget but has an 

organisational model and an organisational structure. Recently (in 2007), the Yesser 
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project was allocated SR3 billon from King Abdullah as a complementary budget 

within the Ministry of Communication and Information Technology (MCIT) to 

support the first step for e-government implementation at a national level. This is a 

significant step towards ensuring the implementation of e-government. 

In general, the situation is still ambiguous with regards to the future of e-government 

entity and its steering committee. It is not clear whether it will continue as a project 

under the supervision of the MCIT or it will be pursued as a separate e-government 

entity. The observations showed that this matter could cause some confusion among 

public sector organisations. In order to manage such an e-government project at           

a national level, reconsidering the authority for this entity should be addressed from 

the beginning, otherwise different standards and requirements will create barriers for 

the development of a successful e-government system in a country like Saudi Arabia.  

6.3.1.5 Laws and Legislation 

E-government adoption requires legislation to preserve the rights of stakeholders who 

deal with electronic services. The legislation will have to be enacted prior to the 

implementation of any e-government project. Legislative requirements include the 

enactment of electronic signature laws, computer crimes etc. In addition, existing 

statutes have to be compatible with the new laws to accommodate the e-service 

requirements. Furthermore, it is necessary to raise awareness in society about these 

new laws and legislation.  One expert explained: 

"It is not enough to introduce new legislation, you also need to make society 

aware of it and train the law enforcement agency to follow and implement the 

new legislation.” 

Another IT manager and member of an e-government task force explained: 

 "The government will be required to amend its existing laws and establish an 

e-business infrastructure by involving the banking system and other financial 

institutions as part of the e-government adoption process.”  

The Saudi e-government project at a national level has realised the importance of this 

issue and therefore has developed many laws regarding electronic services. For 
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instance, a law regarding computer crimes was issued by the cabinet recently (2007), 

and legislation concerning digital signatures has also been implemented, as the 

following table shows. 

Table 6.2: Some laws and regulations that been developed in relation to the project in 

Saudi Arabia. 

No Law Description 

1 The Tele-Communications Act This was issued as per the supreme royal decree 
number (M/12) dated (4/6/2001), with the 
objective of regulating and restructuring the 
communications sector. 

2 The Electronic Transactions Act The objective of this regulation was to control and 
regulate electronic transactions and provide a legal 
framework. 

3 The National IT Plan (NICTP) 
Project 

This has been completed and is now in the final 
revision stage. The NICTP includes a long-term 
vision for IT in the Kingdom over the next twenty 
years in addition to the first five-year IT Plan. 

4 The Decision to Shift from 
Conventional to Electronic 
Methods 
 

This directs government bodies to utilise electronic 
methods instead of documents and conventional 
methods, and to encourage the use of computers in 
all financial and accounting operations. 

5 E-Government Implementation 
Rules 
 

This was issued by the Council of Ministers 
Resolution No (40) dated (27/3/2006) in order to 
clarify the role of e-government dealing within 
government organisations. 

6 IT Criminal Law 
 

This law was issued in 2007 to formulate a law that 
fights crimes consequent to the abuse of IT, 
computers, and the Internet. 

6.3.1.6   Awareness 

According to participants, awareness is another important factor in the adoption of an 

e-government system in the Saudi Arabian public sector by communicating                

e-government initiatives to the appropriate stakeholders and helping them to realise 

the future benefits of e-government. This issue includes using the mass media to 

introduce the concept of e-government to citizens and, in addition, to present this 

project to public sector organisations by conducting conferences, seminars and 

workshops as part of the effort to raise awareness. This is an important issue in order 

to encourage employees and managers to accept and embrace the e-government 

system as part of their daily operations. 
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Many participants emphasised increasing people's awareness regarding the merits of 

e-government to ensure its acceptability during the adoption process. An expert in this 

study indicated that: 

''Creating awareness among the public sector is a crucial factor in adopting 

electronic services.” 

The government launched an extensive campaign through the mass media. In addition, 

seminars, conferences and workshops were convened to educate employees on the 

potential problems and difficulties emanating from the adoption of e-government. 

According to one member of the e-government teams: 

"…it is not an easy task to convince people to perform their work differently. It 

is important to explain to them how the new technology will help them to 

increase their productivity and improve their organisation's performance.”  

Awareness is something that each agency within the public sector must raise in 

practical terms during the initial development stage of e-government. This includes 

explaining the system to employees, getting their input and ensuring that they 

understand the objectives of the system. A senior manager explained:  

"…awareness can be achieved through educating employees by providing 

technical training in order to increase individuals’ familiarity with computer 

and Internet usage.” 

In the literature, Kotter (1995) indicated that individuals are willing to accept change 

if the potential benefits are outlined and they believe that the transformation is 

possible.  

6.3.1.7 Change Management 

The e-government system represents a radical change in the whole government body. 

At the same time, it is a driver of change across all social levels; this makes the task 

very complex thus requiring a huge effort. Saudi Arabia has a socio-political system 

that is grounded in routines and patterns that are embedded in the cultural context. 

Such contexts are ‘sticky’ and latent and therefore difficult to revolutionise.  Hence, 
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the most complex part of adopting an e-government system will be how to embed and 

manage the change that will be introduced by that system. Salman (2004: 144) 

mentioned that: “many organisations in developing countries would be flustered in 

front of a massive change management challenge to enter the information age.”  In 

terms of e-government, in order to provide the services and use them, radical changes 

are essential and both sides need to be interactively changeable.  One of the                

e-government team stated:  

“Change management is a key challenge that faces e-government adoption in 

Saudi Arabia.”  He continued: This requires treating many related issues, 

such as resistance to change, fear of change, and most importantly, cultural 

issues (e.g. people trust physical and stamped papers more than electronic 

ones).” 

There is an agreement among participants in this study about the importance of 

change management as an essential part of achieving a successful e-government 

project. One expert in this study mentioned that: 

“To enable an e-government system, you have to care about two things: 

strategy planning to implement electronic services in any organisation and 

change management as an instrument of change.” 

It can be understood that change management is an essential part of an e-government 

project. However, this issue is not an easy task to face and has to be transferred from 

paper to reality. The problem sometimes emerges from the change management 

technique and it requires experts and full management support for the change to be 

successful. In Saudi Arabia, the difficulty and complexity of the cultural, political and 

economic institutions are rooted in the system; this is one of the greatest challenges 

and means that a system change is required. To change a system, architectural changes 

must take place and this eventually demands institutional change. One manager said:  

“Change management is not an easy process; it requires full attention, 

especially in large, complex government organisations such as ministries.” 

The following Table 6.3 summarises some issues that arise from participants views of 

change management: 
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Table 6.3: Reasons for resistance to change and how they can be overcome 

Changes towards         
e-government 

Reason for resistance Ways to overcome resistance  
to change 

Transformation of the 
organisational hierarchy 
(traditional) to the 
organisation’s web site. 

Fear of the unknown, since e-
government is a little-known 
phenomenon. 

Training and awareness of staff and 
the establishment of workshops and 
lectures. 

Transition from traditional 
monitoring to control directly 
(electronically). 

Reluctance to make the effort 
involved. 
 

Conferences and forums to 
determine the extent of the progress 
of work regarding     e-government 
strategy. 

Transition from an 
administrative time to the era of 
the Internet (information 
technology and communications 
network). 

Upsetting a well-established 
routine. 

 

Determine the priority of political 
discourse and the extent of follow-
up. 
 

Transition of leadership based 
on the tasks or personnel to 
leadership based on technology 
and communications. 

Fear of failure, especially 
from top managers.  
 

Encouragement from senior 
managers and optimal use of flow 
charts and data tables. 
 

Transformation from face-to-
face direct management to 
remote management.  

Lack of confidence in the 
change implementers. 
 

Setting up various sectors to 
mobilise bureaucratic applications. 

Transformation of the 
department’s physical activities 
to management scheme 
activities. 

Lack of proper 
communication.  
 

Need to address a clear 
communication strategy. 

Transition from manual 
transactions to the execution of 
transactions that are effected 
electronically.  

Lack of clarity regarding the 
objectives of the project for 
managers and staff. 

Set general standards and 
reengineering processes, and raise 
awareness regarding e-government 
roles and objectives.  

The findings from this study highlighted that much dramatic change will happen by 

adopting an e-government system. It also emphasised the importance of organisational 

issues which will have to be addressed such as resistance to change and the lack of 

experience of employees and managers, etc. One of the managers said:  

“In my little experience, many managers and employees could resist the 

change towards the new system because of their fear of unknown change, fear 

of failure and a lack of awareness of efforts on the part of administration.” 

There are two main sources of help for the e-government developers in overcoming 

resistance to change: namely, the support of the top authority in the country and           

a sustained, committed and cooperative executive leadership. In this case, King 



 Chapter 6: E-government Adoption at a National Level 

                                                                                                                                    138 

Abdullah and the cabinet in Saudi Arabia have mandated that e-services must be 

implemented by all organisations in the public sector.  By reviewing e-government 

strategy, Yesser has developed an initial plan for change management including 

challenges such as the fear of change in ministries; the lack of understanding of         

e-government; the lack of a Yesser role and a lack of skills. This will be addressed, 

according to this plan, by clear communication, collaboration and support from 

leadership (Yesser, 2007:13). However, action regarding change management 

concerning the implementation of e-government must be a part of each ministry’s 

strategy to ensure the maximum success of this project.   

In fact, the issue of managing change regarding the e-government system is a 

considerable challenge and needs to be well planned with high levels of commitment 

from the Saudi leadership to enable this transformation. Many participants in this 

study suggested numerous ways for overcoming the resistance of change.  For 

example, they mentioned: 

• Restructuring government institutions to cope with change and the status quo of e-

government.  

• Avoiding duplication and implementing strategies for continuously measuring 

progress in government institutions. 

• Attending to digital indicators to assist in the development of mechanisms for 

development.  

• Attending to priorities to achieve universal access to e-government. 

• Helping decision-makers know and understand the strengths and weaknesses of e-

government system. 

Participants in this study suggested many steps to overcome resistance to change, such 

as explaining the importance of the need for changing to an e-government system, 

forming a working team qualified to implement a homogeneous change initiative, 

creating a vision to guide the change, and formulating a strategy for the success of this 

vision. Indeed, Yesser should deliver the vision of change management and strategy 

for all ministries and also empower others to implement the vision. Yesser needs to 

plan to achieve quick successes in order to create a climate of success in the light of 

these changes and, most importantly, to consolidate new capabilities to work for 

change, not only to convert people to work towards implementing an e-government 
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system but also to understand the purpose of the system. In this regard, an IT manager 

stated, 

“…e-government should be implemented according to the citizens’ needs, not 

the government’s needs.”  

The findings from this study highlighted two solutions to address this concern. One is 

that the government sector should respond to citizens’ suggestions and complaints and 

a second, is that employees should be able and willing to become familiar with online 

services. The success of such projects usually is attributed to citizenship-centric 

efforts and failures are often attributed to the lack of such efforts.  Therefore, it is 

essential for the Yesser e-government project to consider this issue as a top priority in 

order to adopt the e-government system effectively; otherwise, ignoring this issue 

could lead to the risk of e-government failure. Hence, managing the change is 

essential for the successful implementation of the e-government system within the 

complex structure and culture in the public sector organisations in Saudi Arabia.  

Al-Dosri (2006), in a TV programme, said that the e-government system in the Gulf 

region needs top authority support from someone such as a minister, prime minister or 

even higher. The study findings showed that the e-government initiative in Saudi 

Arabia came as a result of the conviction of King Abdullah, the King of Saudi Arabia, 

as one of the e-government team mentioned: 

“We will not reach this high level of improvement without the support of King 

Abdullah.”  

As mentioned previously, in continuation of support for the e-government adoption 

process, the Custodian of the Two Holy Mosques King Abdullah approved, during an 

assembly of cabinet ministers, the allocation of SR 3 billion for the implementation of 

the first phase of the national action plan for e-government projects, commencing in 

2007 and spanning the coming five years (Yesser, 2006: 12). In addition, the cabinet 

in Saudi Arabia decreed that the e-government services must be implemented by all 

organisations in the public sector.  One of the e-government team mentioned their plan 

in terms of the management of change and said:  
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 “We have a plan for change management, which includes increasing citizens’ 

awareness towards the adoption of e-services and also the sharing of best 

practice regarding change management with ministries.” 

By checking the Yesser project plan concerning whether or not to include more 

details, the researcher found that these issues were described in one document as an 

initial plan for change management. The main issues in that plan are summarised as 

follows in the table below:  

Table 6.4: Initial plan for change management (Yesser, 2007: 8) 

Challenge Description Action from Yesser 
Fear of change 
in ministries  

Fear of job losses among department 
employees; departments may fear loss of 
power as a result of online transactions  

Need to have a clear 
communication strategy 

Lack of 
understanding 
of e-government 

E-government still is perceived as a 
simple IT project  

Need to change 
perceptions of e-
government as an IT 
project  

Lack of 
understanding 
of Yesser’s role  

Yesser/MCIT and e-government are not 
perceived as facilitators, but as new 
superiors, telling ministries what to do  

Need to clarify mode of 
collaboration with host 
agency and other 
government agency  

Skills gap Employees might lack skills for process 
mapping and redesigning of their own 
processes 

Need to address skills 
set development of 
government organisation 
employees 

Leadership level 
alignment  

Unclear whether leadership of each host 
agency is aligned  

Need to get top-level 
management to buy in to 
the project 

From the above table, it is clear that Yesser has addressed the main issues in relation 

to change management at a national level; however, this issue is still at a paper stage 

and has not been implemented in reality because there are many issues that must be 

solved at an organisational level; this will be discussed in other sections in this 

research. In addition, the Yesser project has employed many tools to implement 

change management at this level by putting forward guidelines for organisations to 

follow. However, the essential question here is to discover to what extent this plan has 

reached the ministries and organisational levels. One of the e-government team 

commented that: 
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“As you know, we are at initial stages in e-government adoption and we need 

to put things in the right way; also, remember that Yesser’s role is  supportive; 

it does not force other ministries to follow these guidelines.” 

 One expert in this study mentioned that: 

“To manage the change towards electronic services within a public 

organisation, there is the need for experts from the outside…They trust outside 

sources better than internal sources because they are thought to have 

experience about these issues better that their managers and IT managers.” 

In this case, there is a good example at an organisational level in terms of change 

management. For instance, one of the executive managers mentioned their successful 

implementation of change management in adopting e-government services during the 

e-government conference in Saudi Arabia (E-Transaction, 2007). Their plan was 

implemented in three phases, as summarised in the following table:  

Table 6.5: Change management efforts in Ministry (x): 

Phase-1  
 

• Build an awareness of change programme  
• Assess the organisation’s and employees’ readiness for change 
• Identify risks associated with the change programme 
• Conduct current state assessments  
• Determine Key Performance Indicators and Critical Success Factors for the 

implementation of the change programme 
Phase-2  
 

All change management plans are developed such as:
(Corrective plans to address employees’ resistance; Communications plans; 
Culture alignment plans; Leadership development plans; Training plans; 
Resistance management plans; Risk management plans and Reinforcing change 
activities.) 

Phase-3  
 

Implementation of the change management plans: More investment in Human 
Resources; having proper change management processes addressed to different 
levels of management; organisation restructuring; Business Process 
Reengineering (BPR); developing cross-functional teams and ensure top 
management support; legal/legislation reform; organisational cultural change 
and ensuring effective communications.

To summarise, change management is a crucial issue for enabling the implementation 

of e- government. However, such change is viewed as the most difficult challenge that 

e-government developers and managers are likely to face. Most importantly, it 

requires full support from the top authorities at a national level and top management 

support in ministries and other organisational levels.  
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6.3.1.8 Relative Advantages of E-government  

“E-Government enables the public sector to maintain and strengthen good 

governance in the knowledge society” (Irani, 2006:2). 

From the study findings, it was clear that government officials in Saudi Arabia have 

realised the importance of having an e-government system nationwide, as explained in 

the section on motivations. Most participants were confident that the adoption of        

e-government projects would benefit their organisation, and the public sector and 

society at large. This is when comparing e-government with the existing, traditional 

way of doing work; this makes sense for them in terms of relative advantage. Relative 

advantage is defined as “the degree to which an innovation is perceived as being better 

than the idea it supersedes” (Rogers, 1995:32). This can be understood from the e-

government objectives in relation to the government itself, citizens and businesses. As 

mentioned in the Saudi e-government strategy, the government of Saudi Arabia 

attaches high significance to the e-government concept and the transformation process 

that leads to its realisation. It strongly believes in the huge benefits that such a concept 

will entail for the national economy (Yesser, 2006: 3). 

In order to gain these advantages, some participants in this study pointed out that the 

e-government system must operate on a commercial basis, focusing on cost efficiency, 

cost recovery, accountability and transparency. This reflects the awareness of 

government officials with regard to the advantages that such a system would provide 

and its effect on improving the way the government provides its services to its clients. 

Furthermore, participants acknowledged that e-government is the most appropriate 

approach for reforming and reinventing government services with the aim of reducing 

bureaucracy and administrative cost in the provision of public services for both the 

government and for citizens. This can be done through creating a healthy environment 

that encourages public sector staff to be more creative, productive and efficient. In 

fact, with the help of a consulting group, e-government officials in Saudi Arabia 

developed an e-government business model that contained some details of the 

assumptions made for the overall project cost and operating expenses for the Yesser 

project (Yesser, 2007).  
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The findings from this study acknowledged the importance of recognising the 

advantages of an e-government system which is seen as an ideal replacement for the 

current traditional bureaucratic system and, by knowing this; employees will 

encourage the implementation of the new system. For example, executive managers 

commented that:  

“Realising the advantages of e-government will help to overcome some 

barriers in its implementation, such as resistance to change.”  

Another expert in this study said that: 

“E-government initiatives would make it possible for organisations in the 

public sector to collaborate with each other effectively, thus reducing the 

workload and improving their performance.”  

Moreover, participants appreciated the importance of improving services to 

stakeholders and confirmed that every agency should strive to reform their internal 

processes and should improve the delivery of their services to citizens. Every 

participant interviewed confirmed the need to improve the public sector’s performance 

which, in the short and long term, leads to citizen satisfaction and also enhances the 

government’s image as a provider of essential services.  Although the full potential of 

the e-government system is still not yet realised, there is agreement among 

interviewees about the relative advantages of adopting an e-government system.  

According to the study findings, e-government has huge potential benefits for its 

stakeholders; these are classified in the following Table 6.6: 
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Table 6.6: Benefits for adopting e-government System 

Category E-government benefits 
Government to 
Government  
(G 2 G)  

Reform the public sector 
Improve the government’s image  
Improve government services 
Improve communications between government agency 
Connect central government with local government effectively  
Enable the country to service pilgrims effectively  
Improve business processes 
Offer better communication in rural and remote communities 
Reduce costs of servicing: advertising, printed material, staff costs and 
across agency 
Improve collaboration and coordination in the whole of government 
Give consistent methods for assessing agency value and return on 
investment 
Offer consistent mechanisms for tracking the creation of value for citizens. 

Government to Citizens  
(G-C)  

Satisfy citizens’ expectations 
Make government services more convenient for citizens  
Reduce time for getting the services  
Getting the services from anywhere  
Enable citizens to deal with technology easily  
Reduce the cost for citizens 
Reduce the use of roads 
Reduce traffic accidents 
Increase security against crime  
Provide data and information for planning and strategy  
Improve learning opportunities 
Increase community skills and knowledge  
Offer more self-service 
Improve ability to find information 
Find information more easily 
Improve service quality 
Improve work opportunities 
Increase convenience and reduce time for services 
Increase accessibility and availability (24-hours a day, seven days a week) 
Provide faster turn-around of information requests 
Provide faster access to documents and forms. 

Government to Business  
(G-B) 

Increase investment  
Increase return on investment 
Improve the relationship between government and businesses 
Allow the business community to access information and regulations more 
easily.   

Government   to 
Employees  
(G-E)  

Learn new skills 
Create new jobs 
Reduce the pressure of doing work 
Build work teams  
Reduce bureaucratic style  
Share information and knowledge  
Make employees more motivated.  
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It can be said from evidence in the table above that there are many benefits to be 

gained from adopting an e-government system in the public sector in Saudi Arabia. 

From the empirical study it could plausibly be argued that e-government will 

transform Saudi society to a new level of development and will enable it to enter the 

information age. For instance, one member of the e-government team commented: 

“E-government is an instrument to transform Saudi society into an information 

society.”  

This comment shows that there is a real hope that an e-government system might 

affect the development of the whole country due to the large size of the government 

sector as the main player in the Saudi economy. There is little doubt that the ideal        

e-government (i.e. best practice) could bring this hope to reality. By reviewing the 

documents, the potential benefits of an e-government system have long been 

recognised by government officials in Saudi Arabia. The Saudi national plan for 

information aims to encourage the operations of government agency to go online as a 

part of the strategy (SA Information Plan, 2006: 15). However, awareness among 

public sector employees and managers is very important for adopting an e-government 

system. There is a shortfall regarding the delivery of this issue to organisational levels 

according to many participants. For example, an IT manager stated that: 

 “The problem is that many employees in many organisations do not know of 

these benefits, and it is worth promoting these benefits to managers and 

employees.” 

This issue is discussed in detail in another section of this research. 

6.3.2 Technological Issues at National Level  

This section aims to discuss and analyse the study findings regarding key 

technological issues at a national level as critical factors in adopting an e-government 

system. However, it is worth noting that this study does not consider very “detailed” 

(or low-level) technical issues that might cause some challenges to the development 

team, such as “troubleshooting,” “maintaining a high level of performance,” viruses 

and worms,” “vendors’ challenges,” or “setting technical standards” (Al-Sebie and 
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Irani, 2005). These technical issues are common and may be found at every level (e.g. 

organisational levels, ministry levels or a national level). This study deals with those 

key technological issues that affect the adoption of e-government from a broader 

perspective (i.e. at a higher level). Therefore, this section includes information 

regarding the national information and communication technology infrastructure 

(NICT), IT standards and security issues as important technological factors identified 

by participants in terms of the e-government initiative in Saudi Arabia as Figure 6.5 

shows. 

 

Figure 6.5: Technological Issues at Notional Level 

6.3.2.1 National Information and Communication Technology Infrastructure 

(NICT) 

The e-government initiative requires a technologically advanced ICT infrastructure, 

with a higher bandwidth, covering the whole country and providing affordable 

services for the general public (Al-Dosari and King, 2004). In Chapters two and  four, 

the importance of the national ICT infrastructure was discussed as one critical factor 

in adopting the e-government system. NICT consists of the Internet, landlines and 

telecommunication systems that can accommodate e-government applications 

(Salman, 2004).  
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The study findings emphasised the importance of upgrading the telecommunication 

infrastructure to enable government organisations and citizens throughout the country 

to participate in the e-government initiatives. According to the Saudi national ICT 

plan, the long-term vision is: 

 “To transform the country to information society, by providing e-services  for 

all sectors of the society and build a solid ICT industry to become a major 

source of income for the nation.”  

This strategy includes a long-term vision and the first five-year plan for ICT in the 

Kingdom. Its objectives seek to bridge the digital divide by enabling all societal 

sectors to reach and access ICT services easily and to utilise them effectively, create 

job opportunities, raise the efficiency of education and training through ICT, and 

increase the preparation of qualified manpower. The five-year plan includes projects 

such as e-government, e-commerce, tele-work and telemedicine, e-learning, and 

digital Arabic and Islamic/cultural content. The scope also includes ICT industry 

elements such as identifying investment opportunities, research, development, 

innovation, international cooperation, and technology transfer (Saudi N ICT plan, 

2005:5). 

The telecommunication infrastructure is mainly provided and maintained by the Saudi 

Telecom Company and was criticised by many interviewees. For example, one of the 

independent members said: 

“We really face a big challenge with regard to the communication 

infrastructure, mainly with Saudi-Tel. It seems to be unable to develop            

e-government initiative requirements.”  

In addition, at the ministry level, some participants mentioned that one of the 

challenges that they faced is to have a robust telecommunication infrastructure. On the 

other hand, one of the top managers of the Saudi Tel Company commented that: 

“It’s worth mentioning that Saudi Arabia is a huge nation with a massive 

landscape; there are mountains and some natural barriers that forbid the 

transfer of electronic waves, but we have made a huge improvement.”  
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In this study, there is agreement among participants that Saudi Arabia has progressed 

in the development of its telecommunication sector but not sufficiently, except in 

some sectors, such as Internet penetration. The Saudi Telecom Company was the sole 

entity authorised to provide telecommunication services in the country. Now, other 

telecommunication companies, some of which are limited to mobile services, have 

engaged in investing in this sector.  However, in (2007), the whole telecommunication 

sector has been privatised. The developing in this sector has been discussed in chapter 

four. Nonetheless, it is worth mentioning some details about the telecommunication 

sector in relation to the e-government initiative in Saudi Arabia.  

The scope of change in the information community in Saudi Arabia can be seen in the 

number of land phone lines, mobile phone lines, PCs and the number of Internet users 

(MCIT, 2007:4). Accordingly, in Saudi Arabia, the land phone service indices from 

2002 to 2006 showed that services spread by 16.39% (4 M lines) for the landline 

service and 81% for the mobile service (19.6 million  Cellular).  The KSA Internet 

service spread index came to 19%, with the number of Internet users being estimated 

at 4.1 million. The mobile services improved a great deal as it discussed in chapter 

four.  It seems that the privatisation has success in this issue. For example one 

participant in this study said:- 

“Look, when X Company invested in mobile services and landlines—the 

services improved with high quality and reasonable cost.”  

It can be said that one or two companies as the main providers for most 

telecommunication services is not enough in a huge nation such as Saudi Arabia. 

Recently (in 02/2007), the government announced that this sector would be open to 

investment for local and for some international companies. This will lead to 

improvement in the telecommunication services in the whole country and, without 

saying, will facilitate the implementation of e-government in the short term. Table 6.7 

highlights some important indicator for the progress in term of ICT development in 

Saudi Arabia. 
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Table 6.7: The ICT landscape in Saudi Arabia source (MCIT, 2007) 

ICT Metric 
 

Unit 
 

KSA 
2007 

Top 10 
Countries 

Internet Users Per 1000 inhabitants 200 668.60 
Fixed telephone lines Per 1000 inhabitants 167 606.6 
PCs Per 1000 inhabitants 200 704.4 
Mobile telephone subscribers Per 1000 inhabitants 817 912.8 
Cyber security addressed  Scale from 1-10 5.7 7.2 
Broadband subscribers Per 1000 inhabitants 10 139 
Mobile Telephone costs US$ Per 3 minutes peak hours-

local 
0.4 0.2 

Broadband costs US$ per 100 kbits per 
month 

24.0 10.3 

Broadband subscribers Per 1000 inhabitants 200 668.60 

6.3.2.2 Internet Penetration  

As mentioned in Chapter Four, the Internet was introduced for public in Saudi Arabia 

only during the early part of 1997. According to participants in this study, Internet 

penetration and its infrastructure are not sufficient as they are relatively rudimentary. 

For example, only an Internet dial-up service is available for the general public. High-

speed connections, such as DSL services, remain expensive and are available only in 

major cities.  One manager stressed the importance of this issue and said:    

“Imagine that you called people to engage in an e-government service with 

bad-quality Internet services… for example, if you need no less than 10 

minutes to download an application form.” 

In fact, the low quality of the Internet services must be solved, otherwise, people will 

draw back from using any electronic services in the future, and it will be difficult to 

establish their trust again regarding this issue. Participants in this study indicated that 

Internet penetration and its infrastructure are not sufficient. In fact, the penetration of 

the Internet is still low; less than 15% of the whole population is using Internet 

services. The Riyadh Newspaper (a famous Saudi newspaper) ran an online survey 

regarding Internet services. The number of respondents to this survey totalled 21,000 

and 97% of them were not satisfied with Internet services (Riyadh Newspaper, April 

2007). 
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This is an important indication that there is a lack of Internet services, which must be 

sorted out in terms of e-government adoption. However, the e-government services 

can be run with different tools such as a phone call centre, mobile services, Internet 

kiosks, etc. The findings from this study indicated that one of the best solutions for           

e-government services in Saudi Arabia is to adopt ATM machines and mobile services 

because of the high penetration of this technology in Saudi Arabia.  

In summary, ICT infrastructure, particularly the telecommunication infrastructure, 

was found to be one of the most important aspects that must be treated very carefully 

at both a national level, as well as at the level of the organisation. The competition 

between many companies in this sector will enhance the quality of service. In fact, the 

poor quality of the Internet services will affect the accessibility and the availability of 

the e-government services. 

6.3.2.3 Security  

E-government deals with highly sensitive information, which must be protected from 

hackers and Internet criminals. Having a secure e-government system was given a 

great deal of attention in the Saudi Arabian initiative as security issues are one of the 

main obstacles facing the implementation of e-transactions, which are the main 

responsibility of the e-government project. The Internet abounds with criminals who 

steal valuable information, such as credit card numbers, as well as breaking into 

websites and even intercepting and altering data while in transit. According to Fulford 

and Doherty (2003: 106): "It is vital that adequate security and control procedures are 

introduced to ensure that all the information embedded within organisational 

information systems retains its integrity, confidentiality and availability”.  

The study findings emphasised the importance of security issues. According to 

participants in this study, one of the key technological issues that should be treated 

carefully is the issue of security.  One expert commented:  

“The Internet is now used to exchange information, interact with other people,  

perform business transactions, in addition to its use in government and 

military establishments, which by nature require a high level of security.” 
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The e-government officials in Saudi realise that security is a key issue that will 

encourage or discourage government use of the e-government services. At the level of 

the e-government national project, one of its members confirmed the importance of 

security as a major challenge that faces any e-government team. He said:  

 “Developing a security infrastructure and building payment gateways are 

major challenges …In the Saudi project we overcome both of these challenges 

by building a public key infrastructure and smart cards, as well as building a 

secure payment gateway.” 

Therefore, e-government in Saudi Arabia must establish specific aims for its long-

term security infrastructure. To achieve this, the e-government management has 

started implementing two main milestones: a secure authentication system and             

a secure payment gateway. Firstly, the e-government system in Saudi Arabia has 

selected Public Key Infrastructure (PKI) for its e-government project. One                     

e-government team member emphasised the need for PKI and said:  

“Without the use of public keys, the security, privacy and information 

authenticity in such networks will be highly compromised.”  

According to the findings of this study, the main elements of the public key 

infrastructure in the Saudi Arabian project are as follows:  

• Confidentiality (Privacy): enabling users to exchange information where it is not 

possible for others to read or understand the nature of the information. 

• Authentication: the ability to prove the identity of a person in a definite way. 

• Data Integrity: detecting any data modifications, alterations or partial deletions after 

the message is sent. 

• Electronic Signature: the ability to sign documents electronically using digital 

encryption Technology and the ability of the intended receiver to validate that 

signature (Yesser, 2006). 

There are many important applications that must use PKI in terms of e-government 

services, as many participants in this study have mentioned. For instance, secure       e-

mail messages, protect websites where PKI can be used to authenticate users and 

perform secure transactions. Others use electronic signatures, which can be added to 
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documents, messages, forms, etc. More important, to secure and safeguard interaction 

between computers, a system can produce its own digital signature, using timestamps 

for documents and correspondence, where the exact official time of a transaction is 

obtained and attached to the transaction.  

Security functions for any e-government portal are essential and, at the same time, 

very complex. Worldwide, many organisations have learned hard lessons about the 

importance of security, as the Web is available to millions of very intelligent people 

and, unless proper steps are taken, the Web is not very secure. Although there are 

multiple technology that can address one or more aspects of security, unfortunately, 

most of these Technology fail to address all of the Internet’s security problems. 

However, there are numerous Technology that can provide authentication such as 

ranking that requires a user ID and password to be entered; the simplest form of 

security is the use of a so-called “digital signature”, used to ensure the identity of a 

sender. In conjunction with message digests, digital signatures prevent someone from 

altering a message and falsely claiming that the sender wrote the altered message. One 

Saudi expert explained a PKI system as follows: 

“It is a system that creates a trust environment for conducting transactions 

over public networks to develop a framework for issuing certificates to be used 

for confidentiality, integrity, authentication, digital signatures, access control, 

and the creation of original documents, among others.” 

The study findings emphasised the importance of PKI and gave some examples of its 

use, such as: how people can communicate via the Internet without letting others read 

their communication; to ensure that the web site a participant visits is the right web 

site; to enable any person to sign a contract online; and to ensure an Internet document 

is original. In addition, a bank can electronically ascertain the identity of     a customer 

in order to manage traffic, to ascertain the identity of an applicant for the renewal of a 

driver’s licence, or to ascertain the identity of a student who wants to find school 

records.  

A number of achievements have been recorded thus far in Saudi Arabia, such as the 

number of ongoing PKI projects, electronic transactions being in progress, a digital 

signature law that is underway, a certification policy that has been drafted, a 
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government e-procurement system which is being developed, payment for some 

public transactions which have already been enabled via the Internet, and a number of 

awareness programmes, conferences and training that have been undertaken. 

However, during the Saudi e-transaction conferences in January 2007, some experts 

outlined many obstacles facing PKI in the Saudi Arabian environment. These 

obstacles included the weakness of education and training regarding technical 

acceptance and the deployment of employees; the lack of support for key public 

infrastructure programmers; the very high costs; and the presence of difficulties in 

understanding technical issues. 

There is no doubt that having such a security infrastructure will help the                     

e-government development team to develop more transactional services; this will also 

increase the use of the available services over time. However, it is very important for 

e-government implementers to understand that the developed infrastructure must be 

continuously maintained as security is a continuous challenge and no one can 

guarantee electronic security, particularly in the use of e-government services through 

the Internet. Furthermore, security is an ongoing risk associated with most IT projects 

and, in terms of e-government, the degree of risk is raising as the use of public 

networks increases, together with databases that hold citizens’ profiles and 

government information. This issue was confirmed by the study findings. Therefore 

the e-government system needs to incorporate advanced security to ensure protection 

against fraud and other vulnerabilities at all levels of the government information 

infrastructure.  

6.3.2.4 Privacy of Personal Data  

Interviewees all agreed that ensuring the privacy of personal data is a very important 

challenge. Indeed, it is important to mention that many organisations and citizens are 

concerned about the security issue. For instance, one of the managers commented: 

“One of the most important obstacles to the transition from paper to electronic 

means is the inability to include the signing of documents, letters, models, 

etc.”  
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The study findings also pointed out that the challenge of ensuring the privacy of 

personal data could be solved by limiting access to personally identifiable 

information, by training government employees on the importance of privacy, raising 

the awareness of employees of the importance of the privacy of data, limiting 

information taken from the clients only to the level that is really required, and raising 

the awareness of clients about the importance of privacy. 

However, many participants mentioned that trust concerning these technological 

issues still is not sufficient. For example, one of the main challenges in sharing data 

among public organisations in Saudi Arabia is ensuring the security of confidential 

data. Some organisations believe that their data and information is secret and should 

not be shared with others.  However, ensuring the security of confidential data stored 

in e-government organisation databases and e-government sites from attack and 

misuse, as well as ensuring the privacy of personal data provided by citizens as part of 

obtaining government services, is a vital issue. According to one of the members of 

the PKI project in Saudi Arabia:  

“In order to be able to engage in electronic business, four critical aspects of 

infrastructure are needed, namely: Place (communications infrastructure); 

Safe environment (infrastructure for public keys); Financial-exchange 

(electronic payment systems); and Laws and regulations (a systematic, 

integrated infrastructure).”  

From reviewing documents concerning the Saudi project, the table below shows the 

organisations and their responsibility for developing a secure environment for 

electronic dealings in Saudi Arabia.  

Table 6.8: Roles of organisations that are responsible for security in Saudi Arabia. 

No Organisation Tasks 
1 King Abdul Aziz City for Science and 

Technology 
The establishment and operation of the 
National Centre for the ratification of 
digital information and some necessary 
regulations 

2 Ministry of Communications and 
Information Technology 

Supervision of the Standing Committee on 
electronic dealing  

3 Electronic communications and Development of a system for electronic 
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information technology dealing

4 Saudi Communications Company Processing the communications 
infrastructure 

5 Ministry of Trade and Industry Work on the development of regulations 
for electronic commerce 

6 Ministry of Finance Government procurement systems 
7 Ministry of the Interior Preparation of systems privacy and 

information security 
9 Ministry of Culture and Information The inclusion of intellectual property rights 

in electronic dealing 
10 Centre ratification For companies such as Aramco and 

communications companies and monetary 
institutions 

11 Chambers of Commerce Business development gate 

The infrastructure of an integrated security system of public keys will provide a 

suitable environment to deal with security via computer networks. This can be viewed 

as a system for managing encryption keys using digital certificates. According to the 

National Centre for Digital Certification (NCDC: 2007:14) in Saudi Arabia, the digital 

certificate achieves the following key objectives: 

• Verifying identity enables dealers to know each other’s identity conclusively. 

• Assuring the confidentiality information to enable the exchange of information so 

that others can know the nature of that information. 

• Offers safety information by detecting any attempt to change the content of data 

after transmission. 

• Includes an electronic signature to sign a document, enabling the recipient to verify 

the authenticity of the signature. 

In summary, it appears that the participants share the same perceptions regarding the 

importance of the challenge of ensuring the security of confidential data from attack 

and misuse; they agreed that it is a very important challenge. 

6.3.2.5 Developing a Secure Payment Gateway 

As mentioned earlier, providing transactional services requires a secure and 

convenient means of payment that enables e-government constituents to pay for 

services. Payment through Internet sites takes place using so-called “payment 
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gateways”.  The study findings showed that the e-government team in Saudi Arabia 

was able to build an e-government payment gateway; this was considered one of its 

main achievements. As a matter of fact, the development of the payment gateway 

came as the result of the shared efforts of many ministries, principally the                  

e-government development team. The setting up of the payment gateway was 

completed by the Saudi Arabian Monetary Agency (SAMA) while the payment 

gateway (called SADAD) was established in November 2004 by SAMA to facilitate 

and simplify end users’ bill payment transactions through all channels of the Saudi 

banks. The way payment gateway works is very complex, and many parties are 

involved in the payment process of any transaction such as users, the issuer, the         

e-government processes themselves, the acquirer, the financial settlement network, the 

credit source etc. Therefore, the development of e-government payments constitutes a 

significant issue in the effective adoption of this system.  

6.3.2.6 IT standards 

The development of IT standards at a national level is a milestone to enable 

interoperability across different government organisations. Freeman (2000: 26) 

defined IT standards as: "specifications for hardware and software that are either 

widely used and accepted or sanctioned by a standard organisation." Participants in 

this study emphasised the importance of building IT standards that can be used in all 

public sector organisations. In addition, the study indicated that IT infrastructures built 

within many government organisations do not adhere to specific standards and 

therefore lack compatibility. For example, one of the e-government team members 

said: 

 “Each organisation selects technology in accordance with its requirements 

and needs  ... He continued: “I will give you an example. Before the                

e-government project (Yesser), each ministry had its own independent 

databases that served the agency, department or functional unit concerned. 

The problem is that the contents in those databases are redundant and fail to 

assist policy makers in producing accurate and relevant decisions."  
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The Yesser project has developed a plan to help organisations in the public sector to 

set standards by providing them with these standards. However, this issue seems to be 

complex and needs more effort in practice. One IT manager stated: 

"We need to eliminate redundant information and every government agency 

should be responsible for updating the information they provide."  

By reviewing the Yesser framework, an Interoperability system called (YEFI) which 

was developed to provide the necessary foundation and keystone policies which allow 

all government organisations to exchange and process data. It aims to remove 

ambiguities and inconsistencies in the use of data by mandating an agreed set of data 

standards and technical policies for integration (Yesser, 2007: 24).  

6.4 CHAPTER SUMMARY  

The case study findings highlighted the main motivations, technological and 

organisational issues at national level which is required for successful adopting of      

e-government system. The study highlighted many motivating factors which imply 

essential role for government to reform public sector by adopting this system.  The e-

government developers need to understand these motivations in order to stress on the 

key motivations driving this radical change.  The e-readiness at national level is a 

crucial issue for successful implementation of e-government at all levels.  This 

required advance national ICT infrastructure, security, unified standards, e-payment 

etc. However, forming e-government entity, well integrated strategy, clear vision, 

political support and realistic objectives will perform these tasks and manage the 

change towards e-government implementation at the whole country. Finally, to what 

extent the e-readiness at national level determine the speed the adoption process at 

organisational level.  

To conclude, the effect of adopting an e-government system in this context will be 

greater than the effect of implementing a normal IT project in a single organisation. In 

addition, the study aims to draw attention to the nature of developing an e-government 

system and hence will highlight other key technological organisational issues at 

agency levels in the next chapter, that might be generated by having (or lacking) such 

a national e-government entity and an alignment with other government ministries and 
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public agency; the study also considers how these issues are treated in practice. The 

next chapter explains the study findings regarding the issues that affect e-government 

systems at agency level. 
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CHAPTER 

7  

ADOPTION OF E-GOVERNMENT AT AN 

AGENCY LEVEL 

7.1 INTRODUCTION 

The adoption of e-government basically centres around the readiness of agency within 

the public sector to implement this system effectively. An e-government system is not 

like other traditional IT projects that can be developed and managed by a single 

department in a single public organisation. It is a multi-faceted system that functions 

across many organisations. Thus, each ministry or organisation has its own project to 

automate its services in order to join the e-government system on a national basis. The 

adoption of e-government requires that all public sector organisations are empowered 

to carry out their activities electronically at an agency level. It is only after the 

electronic-based activities of these agencies are considered satisfactory that e-

government can said to be ready for its proper adoption and implementation at the 

national level. However, the national government must create an enabling 

environment (such as the provision of an ICT infrastructure for the whole country) in 

order for public sector agency to implement electronic services in their activities. The 

two levels of government structures, agency and national, are equally important if the 

e-government project is to be successful. 

While the national level requirements were discussed in the previous chapter, this 

chapter focuses on the agency level in order to understand the whole picture of              

e-government adoption. For the purpose of this study, this chapter has been divided 

into main sections which cover organisational issues and technological issues 
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according to the study’s findings. The following Figure 7.1 shows the summary of 

study findings concerning the main factors that affect e-government systems at 

government agency level.  

 

Figure 7.1: Technological and Organisational Issues affect e-government at Agency 

Level 

7.2   ORGANISATIONAL ISSUES AT AN AGENCY 

LEVEL  

The participants in this study identified many organisational factors that affect the 

adoption of e-government, such as top management support, organisational culture, 

organisational structure, power distribution and the reward system. The following 

figure (7-1) and the subsections explain these issues in detail. 
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Figure 7.2: Organisational Issues affect e-government at Agency Level 

7.2.1 Top Management Support  

Top management support is one of the organisational factors identified by participants 

as essential to the adoption of electronic services within the government sector. The 

Saudi governmental organisations are highly hierarchic in their structure and most of 

the decision-making processes are transmitted from the top management to the middle 

management until they reach the base, which is concerned with individuals 

responsible for the implementation. In the Saudi public sector, the reform of work 

processes is usually initiated as a result of decisions by senior management reacting to 

the demands, needs and circumstances of the work environment that affect the 

organisation’s performance and output.  

Therefore, top management support is considered to be one of the key factors that can 

facilitate or hinder the adoption of e-government initiatives. The data from the 

interviews revealed that, for an e-government project to be successful in Saudi Arabia, 

public sector senior management needs to support it. However, some participants have 

doubts about such top management support. For example, one manager’s comment on 

this issue was that “some top managers do not understand the e-government system so 

they are not willing to support the whole project in their organisation”. Another IT 

manager mentioned that the problem was how to convert top managers to adopt IT or                    

e-government services. He continued:  
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“A number of general managers do not wish to assume the risks in the 

adoption of e-government at the level of the organisation and prefer to move 

slowly with this  trend.” 

In such cases, the adoption of e-government might face resistance from some 

managers who try to maximise the risk of this system for top management and turn 

back from supporting it. The regulations and the political system’s desire have 

influenced this level, according to the cabinet in Saudi Arabia which states that: “All 

government organisations must use electronic services.” One expert in this study 

commented: 

“Now the majority of top managers will follow the e-government system to 

show that they are of the modern style, rather than delay this issue, especially 

after the political system’s desire to use electronic services.”  

Participants also noted that middle management plays a major role in the adoption of 

IT projects that were designed to improve work processes. One of the IT managers 

gave an example of top management support’s being crucial. He said that: 

 “The organisation (x) has reformed the work process because of a decision 

from its senior manager; as a result, the whole work environment is improved, 

which affects the organisation’s performance and outcomes.” 

Many participants agreed that e-government initiatives could become successful only 

if supported by the organisation’s top management. An e-government initiative is a 

long-term project and this type of project cannot lack top management support. An 

expert in private sector stated that: 

“In order for an e-government to be seriously effective, one has to check the             

e-government strategy in each organisation before implementing it.”  

From this quotation, it can be understood that e-government is a long–term project and 

in order to be successful, it must be a part of each organisation’s strategy in order to 

bring the whole process and training in line with the adoption of e-government.  

However, it is important to realise that this cannot be done overnight; it needs time 

and commitment from leadership. Besides this, many participants indicated the 
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importance of the support of middle managers, especially IT managers. In addition, 

the case study highlighted the importance of creating awareness among top managers 

about the advantages of e-government. In order to gain this support efficiently, the top 

management needs to understand the e-government projects. IT manager stated that: 

 “…there is lack of knowledge from the top management side in terms of               

e-government so we have problems sometimes to convince them about the 

potential benefits of e-government.” 

In fact, the adoption of e-government project needs strong leadership to support it. 

Leadership has many dimensions and characteristics, but an ideal leadership is not 

only for strategy or implementation, but also makes its. This means that 

implementation is less likely without the transformational involvement of the top 

leadership. Lack of leadership is equivalent to an early failure of the e-government 

initiative. This is because e-government adoption includes many processes and 

requires many changes that can be implemented only with strong leadership. An IT 

manager pointed out that:  

 “E-government adoption needs strong leadership…” He clarified this further 

and said: “Leadership is not about making decisions; it is about commitment 

to these decisions.” 

To summarise, it can be said there is agreement among the participants that the                

e-government initiatives cannot start without strong leadership and that lack of 

leadership will lead to the early failure of the project.  

7.2.2 Organisational Structure  

The structure in any organisation plays an important role in defining and distributing 

responsibilities, coordinating routine activities among the organisation’s members, 

and establishing channels of communication within the organisation and between that 

agency and its context. It is essential for any agency that intends to adopt an e-

government system to develop the right organisational structure in order to enable the 

employees to perform their duties as required. This point was confirmed by many 

participants in this study. For example, top manager stated that: 



       Chapter 7:  Adoption of E-government at an Agencies Level

 

                                                                                                                                    164 

 “The restructuring of an organisation was one of the main challenges that 

faced me during the period of my working to develop electronic services with 

many organisations.”  

On the other hand, some participants agreed that the organisation's hierarchical 

structure has its advantages, regarding the enforcement of the adoption of the e-

government system in the Saudi Arabian public sector. However, it is worth noting 

that, in some organisations, the hierarchical structure does not reflect how decisions 

are made. In such cases, some middle management and other qualified staff participate 

indirectly through committees in the decision-making process. For example, one 

expert clarified this issue and said that:  

“To adopt a new way of working, you need some key people within the 

organisation to be leaders for this idea, and the rest of the people will follow 

them.” 

 For this reason, the management can play a vital role in the adoption of e-government 

initiatives. One of the e-government team members stated: 

“Each ministry needs to be responsible for the relationship between its 

organisation and departments while implementing e-government where it 

requires the modification of organisational structure.”  

In the case of Saudi Arabia government agency there is need to reconsider the 

structure of departments to fit with the requirements of e-government services. One e-

government team member commented on this issue by saying: 

“…the way that the decisions are made after implementing e-government is 

different in systematic terms for decision-making, which should be considered 

in the structure of the target organisation.” 

From this quotation, it can be said that an e-government system, in the long term, will 

influence the decision-making process. 

Another important issue in the adoption of e-government is that each agency should 

consider the establishment of a department that is concerned with e-government 
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implementation. In the context of Saudi Arabia, some managers placed themselves in 

the latter category. For instance, one manager said that: 

“Many organisations are not considering team work in a committee for e-

government adoption in their organisational structure.” 

As mentioned in the previous section, e-government adoption must be within the 

strategic planning of any target agency and this requires the adoption of the right 

organisational structure since this is a key for success. In addition, when the 

implementation of e-government moves to a more advanced stage, many 

organisational activities will have to change. Thus a senior manager said that: 

"The committee for e-government adoption has to be linked to the top 

management to be effective."  

To summarise this section, the adoption of an e-government system at the first stage 

requires many changes, including changes within the organisational structure, in order 

to involve all the organisation’s members in e-government activities. E-government 

developers should be fully aware of all of these issues that relate to the structure of the 

organisation and which might cause many difficulties for them; they might even cause 

such a project to fail. It is important to be aware of the impact of ignoring managers’ 

opinions with regard to any issues that might affect the performance of the e-

government system; as such ignorance might end with undesirable results for the 

project as a whole. 

7.2.3 Organisational Culture  

“One of the key barriers to maximizing the potential offered by e-government 

was the need to change individual attitudes and organizational cultures.” 

(Akman et al. 2005:245) 

Organisational culture is one of the main factors that were identified by the 

participants in this study as an important factor influencing the adoption of e-

government. The issue of culture includes values, experiences and assumptions about 

the work and about the organisation and therefore, cultural issues need careful 

treatment during the development of an e-government system at both national and 
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agency levels. Organisational culture influences the exterior envelope of the 

organisation and the result is a variety of individual cultures. Thus, it is considered to 

be one of the most complex issues in dealing with change, especially in an 

environment such as the public sector in Saudi Arabia. To have a clear vision about 

this, some of the unique characteristics of this culture in government organisations in 

the Kingdom of Saudi Arabia need to be discussed. These characteristics are the 

concept of public service or the mental pattern of administrative management, the 

distribution of power, and the awareness of the importance of change. 

The concept of public service or professionalism is ambiguous in the public sector in 

Saudi Arabia; many officials believe that the citizen should seek to obtain the service, 

and generally, the work style can be classified as work-oriented. One of the members 

of the e-government team pointed out that: 

"Unfortunately, the concept of being citizen-centred is lost in the public sector, 

so a number of managers and employees focus on the work rather than the 

clients’ needs."  

Organisational culture is one of the biggest obstacles facing the change to electronic 

government. One of respondent in an academic field commented that:  

"You can observe, for example, in Western countries, the citizen is the target of 

service, as well as in the private sector. Here, we need great efforts to change 

our perception of public service." 

Another important issue is the concept of time. The value of time does not exist within 

the mentality of many employees in the public sector in Saudi Arabia. One manager 

gave this example: “‘Come tomorrow’ is a normal saying that a citizen can hear from 

employees in daily life.” 

 Another participant (an IT manager) emphasised this by giving another example 

when he said:  

"The problem with meetings to discuss strategy for new technology is that you 

will find many members wasting time by discussing ridiculous things or 

details; some just repeat what others have said already, and others just show 
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off that they have knowledge about the subject—even when they do not 

understand it—and by the end of the meeting, you will get nothing 

accomplished." 

Many participants agreed that developing an e-government system could reduce these 

problems effectively. For example, one participant mentioned that his organisation 

suffered from employee absenteeism, which had negative consequences for the 

organisation’s performance and productivity. In addressing this problem, senior 

management introduced disciplinary measures and authorised the installation of               

a computerised attendance system. These initiatives had a profound impact on 

employees’ behaviour. Therefore, they changed their habits and the new work culture 

became the norm and contributed to the improvement in the organisation’s 

performance, productivity and attendance.  

Moreover, the style of many managers can be described as bureaucratic or dictatorial 

rather than democratic. They focus on micro-managing everything while not spending 

any time on the bigger picture or on strategic thinking. So, the pattern of decision-

making is highly centralised in many of the public agency. For example, one manager 

in this study stated that:  

“Some managers usually have a tendency to be egomaniacs, where any 

criticism is taken personally and any advice given is a bad idea since it did not 

originate from them.”  

Most organisations use a structure consisting of a general manager and departmental 

managers such as a finance manager, IT manager, administration manager, production 

manager, and operations manager. Above them, there is a board of managers with a 

chairman of the board. There are also internal and external auditors. As mentioned in 

Chapter 4, in the KSA, the society is organised along the line of tribal systems, while 

modern society came quite rapidly to this area with the discovery of oil. In fewer than 

seventy years, a society that was quite poor and living in the same way as its 

forefathers had for hundreds of years was transformed into a modern society with 

great affluence. Although modernisation brought new ideas, some of the old cultural 

tribal systems have remained. For example, according to some participants in the case 

study, top positions in some of the public organisations could be given based on the 
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tribal system so that someone could be put into a position of general manager of a 

larger organisation without being qualified for that role. In addition, he might be given 

too much power in the organisation, would often rule like a dictator, and would also 

micro-manage everything while not spending any time on the bigger picture or on 

strategic thinking.  One of the senior managers in a government project confirmed this 

point when he said: 

“The management style in some organisations is micro rather than macro. 

They spend most of their time discussing the details of the project that affect its 

major tasks, such as solving the coordination and the cooperation problems 

with other  public agency, the customers’ problems and feedback, the 

strategic issues, etc.” 

These cultural changes in institutions are important in terms of managerial views. A 

senior manager stated: 

“…an agency should be open-minded in terms of new concepts such as                 

e-government, or nothing will change in the organisation.” 

This is an acknowledgement of individuals resisting change and doing new things. 

However, this may be seen as a challenge only at the lower levels while senior-level 

management may be rigid and less innovative. An IT manager stated that: 

"There are some organisations that are not implementing e-government yet 

because of resistance to change." 

One of the middle-level managers explained the obstacles that he has faced frequently 

during the development of the e-government project. One of the obstacles that he 

mentioned was how “to overcome the one-man-show problem.” Another IT manager 

from one of the participating ministries in the e-government project justified why 

some public officials hesitate to cooperate with the management of the e-government 

organisation. He said: “It depends on the mood and the desire of the top manager—if 

he wants to participate or not”.  This gives a clear indication concerning cultural 

issues from the point of view of e-government management and the public sector 

officials. Also, a pattern exists where decision-making is highly centralised in most of 
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the public organisations. A key interviewee from the e-government team described 

this issue by saying:  

“Centralisation is one of the biggest challenges that face e-government 

implementers here in Saudi Arabia, and even government officials in other 

public agency/ministries.” 

In relation to this centralisation, participants mentioned the lack of appreciation for the 

IT initiatives and their dynamic nature, due to cultural issues which is one of the major 

challenges. One IT manager commented that:    

“There is a very big fear of failure among government officials and even 

among  e-government project organisation’s leadership. Risk-taking is avoided 

here.”  

At an initial stage, the adoption of e-government has to be aligned with existing 

decision-making processes. These are based on a top-down approach and change has 

to be introduced gradually. People may be resistant to the adoption of e-government 

initiatives if they threaten or compromise their power, authority and prestige. For 

instance, a top manager indicated: 

"E-government is a major change in our work environment and we expected 

some resistance to change at the initial stages. So we need to bring managers 

and employees on board as partners and stakeholders to ensure their full 

participation to succeed with this project." 

Participants emphasised the importance of users' involvement in projects at an initial 

stage to address problems in order to guarantee their full commitment to and 

enthusiasm for its success. In addition, the complexity of e-government needs to be 

addressed. In this case, complexity is defined as the degree of difficulty in using and 

understanding e-government Technology to perform an organisation’s daily business 

(Salman, 2004). A simplified implementation mechanism will be necessary for the 

successful adoption of e-government initiatives as the e-government initiative is 

difficult to interpret and is likely to be met with resistance and rejection from 

individuals assigned to use the new technology and carry out the new procedures. The 
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focus group noted that any project's success will hinge on the simplicity of the tasks, 

ease of use of the technology, and the economy of time.  

With respect to the users’ culture, there are some cultural issues that relate to the use 

of the e-government services. The research findings showed that there were fears and 

resistance to the use of the e-government services due, either to mistrust, or a bad 

experience with the e-government services. Users still do not trust the e-government 

services, particularly those services that require users to pay online. One of the 

interviewees said:  

 “Most of the services that are available on the e-government website require 

payment online, so I cannot trust their website at this stage. In the future, I 

might trust their service, but once I have found other people using those 

services and paying online without problems.” 

 Another interviewee mentioned that: “the security and the payment procedure” are 

the main sources of his fear of using the e-government services. A third mentioned 

another source, which was a previous bad experience with the e-government services. 

He said:  

“Honestly, after the problem that I explained to you, I will never trust them 

unless they change the current team. They let me down. They do not have 

proper  customer services and I simply might be trapped in between different 

ministries.” 

To conclude, the research findings showed that there are many cultural issues that 

need to be considered and treated carefully during the development of an e-

government system at an agency level. Again, these cultural issues can be found 

internally (i.e. within the e-government organisation itself) or externally amongst the 

participating ministries (and/or other public agency), officials or amongst public users. 

These cultural issues, however, might be overcome by well-planned change 

management, including, for example, retraining the staff and developing an effective 

reward system. The e-government developers must strive to overcome these cultural 

issues, especially in the early stages of developing an e-government system since 

addressing such issues is a very difficult task, or perhaps one of the toughest tasks that 
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will face e-government implementers. “The e-government challenge of changing 

culture is the toughest process to handle since it involves people and their attitudes” 

(Akman et al. 2005: 242). 

Change requires acquiring new knowledge and unlearning the old. This depends on 

cultural transformation and not many organisations have been successful in this. It is 

not only the responsibility of lower or upper managements; it is a systematic 

implementation of the new activities and structure that needs to be brought into the 

process. An IT manager stated that: “…if the organisation’s management is not 

supportive in terms of new innovation, changes will not happen and be implemented.”  

7.2.4 Strategy and Vision  

Each agency within the public sector planning to adopt the e-government system 

needs to include, in its strategy, a roadmap on how to reach the intended objectives; 

this becomes the goal for all decisions and plans in all the departments within the 

target organisation.   Participants emphasised the importance of communicating the 

vision of e-government to all the employees involved in the implementation process. 

A member of the staff stated: 

"Each government agency must include e-government implementation within 

its strategy. It is simply to understand to what extent they are concerned to 

implement this technology or not, just to check their strategy.”  

Organisational strategy can help government agency to achieve their vision in 

transforming the administrative system to improve the provision of services to                      

e-government stakeholders. The focus group indicated that public sector employees 

prefer to maintain their status and duties. Some of the managers felt that the                     

e-government system, which lacks clear objectives, would be heavy and time 

consuming and therefore it is not really in their interest to adopt and implement it. 

Thus, it is important for e-government developers within the public sector in Saudi 

Arabia to link their vision with organisational strategy because e-government is a 

long-term project that cannot be implemented overnight and therefore needs to be an 

essential part of daily life for any target organisation.  An IT manager stated: 
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“Employees who are not computer literate consider e-government initiatives 

as a threat to their jobs, since they will be required to learn new skills related 

to computers and it could be difficult for them to obtain and learn such skills.”  

From this, it can be understood that it is important for e-government adoption that it is 

a part of organisational strategy to retrain these employees and to address their fears 

concerning e-government implementation. The focus group members agreed that the 

success of e-government initiatives in the public sector in Saudi Arabia necessitates a 

clearly defined vision that can be easily understood by and communicated to the 

concerned parties to assist them in realising the organisation’s objectives and 

improving quality and efficiency in the delivery of public services.   

7.2.5 Reward System  

The adoption of an e-government system must be associated with a new reward 

system in order to overcome resistance to change and increase employees’ and 

managers’ commitment toward e-government activities.  However, in the case of the 

Saudi Arabian public sector, a structured reward system, other than job retention, does 

not presently exist. The participants therefore emphasised the importance of changing 

the reward system prior to the implementation of e-government initiatives. A reward 

system refers to the business practice of offering rewards and benefits over and 

beyond wages, salaries and other monetary compensations to satisfy and hold 

desirable staff.  

The reward system is an important way of encouraging an agency’s members to adopt 

the e-government system. However, most participants indicated a lack of such systems 

in many organisations among the public sector in Saudi Arabia. One manager 

commented about this issue thus:  

“Unfortunately, many managers do not care about rewarding their 

employees—and, worse, you can find that some of them are unfair to their 

employees.” 

 This comment is supported by the online voting in the Riyadh Daily Newspaper 

(20/03/2007) where 9,072 participated in the vote. The question was: “Do you think 
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that your boss at work is professional, fair and impartial?” 67% said “No.” This gave 

an indication that the whole organisational environment must be considered, including 

the reward system. 

A finding from the case study showed that, where there is a lack of a reward system, 

individuals were reluctant and unwilling to participate in new projects and were not 

inclined to accept responsibilities. Furthermore, employees were not encouraged to 

spend their time and effort participating in projects; this threatened their job security. 

Some participants mentioned that the successful implementation of the new 

technology would require their involvement in projects from the beginning and others 

indicated that their input was often overlooked. As a result, projects were often 

confronted by obstacles and, in many cases, they ended up being shelved. A senior 

manager recognised the shortcomings of the public sector systems and emphasised 

that: 

“The adoption of an e-government project needs to include an effective reward 

system such as monetary compensation, promotion, and any other perks which 

encourage individuals to accept the e-government system.”  

The IT manager stated that top managers can encourage employees to be involved in 

an e-government project by recognising and appreciating their contribution. On the 

other hand, it is worth mentioning that many participants expressed a willingness to 

adopt       e-government initiatives if their respective organisations would address their 

needs and wants in terms of monetary benefits, career progression and job retention. 

One manager explained:  

"People within organisations will be willing to dedicate their time and effort to 

projects if their management can acknowledge and appreciate their 

contribution."  

In summary, an organisation succeeds in increasing its workers by offering job 

promotions, perks and monetary incentives. However, in the case of the Saudi Arabian 

public sector, a structured reward system, other than job retention, does not exist. The 

participants therefore emphasised the importance of changing the reward system prior 

to the implementation of e-government initiatives. More importantly, the adoption of 
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an e-government system must be associated with new rewards in order to overcome 

resistance to change and increase employees’ and managers’ commitment toward e-

government activities.   

7.2.6 Power Distribution 

Many participants in the case study predicted that the e-government system would 

lead to the shrinking of the traditional government structure in the long run; it could 

result in most of the government services passing to the private sector. Similarly, 

within the public sector, the size of organisations could be reduced by implementing 

the e-government system. One expert’s commented:  

“This result, of course, will not take place overnight and will need a gradual 

shift over time.”  

The adoption of an e-government system will shift and affect the distribution of power 

from some organisations to others, or among departments within an organisation, it 

may reduce the number of some jobs or redesign many other jobs in those 

organisations. Therefore, e-government officials should seek to bring about effective 

change. However, “effective radical change in the public sector is a massive and 

complex undertaking” (Hazlett and Hill 2003: 446). This is because those members 

who lose power will, of course, resist these new changes (or systems). Hence, 

overcoming this kind of resistance will be very difficult and will require effective 

change management skills, as well as requiring “buy-in” from all the ministries and 

public agency involved. If this does not take place, it will cause many conflict among 

government officials. 

Although the e-government initiative in Saudi Arabia is still in the early stages of its 

life cycle, the study findings showed that many conflict have taken place during the 

adoption of some of the planned e-services. Some of these “war stories” have resulted 

in rejecting the developed e-services, while others caused unexpected delays in the 

implementation of such e-services. One of the senior managers of the e-government 

organisation gave an example of some of these “war stories.” He said: 
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“It is clear that implementing any new e-service will be resisted for many 

reasons. Whatever the reasons, there is no doubt that the impact and the fear 

of losing power will be greater and more effective, particularly in the public 

sector in Saudi Arabia.”  

Salman (2004:148) mentioned some possible reasons for resisting the change. He said: 

“Resistance to change would be acute in restructuring an organisation in the public 

sector. Sources of individual resistance would include habit, sense of security, 

economic factors and fear of the unknown. In addition, resistance would include 

structural immobility, narrow focus of change, group inertia, threat of expertise, threat 

to established power relationships and resource allocations.”  

From the above discussion, it can be understood that there is a lack of treatments on 

such issues within many government agency specifically in their strategic plan and 

there is a need for overcoming them during the implementation phase. 

7.2.7 Sharing Knowledge and Data  

The adoption of e-government initiatives requires cooperative efforts from various 

government agency and functional units within them. The case study findings 

identified collaboration among departments and among agency as a significant factor 

in the adoption of e-government. However, one expert commented: 

"The culture of information and knowledge sharing does not exist in the Saudi 

public sector, so a great effort will be required to overcome this problem."  

The case study findings showed a lack of collaboration among the public sector 

agency in terms of sharing data and knowledge. Each organisation in the government 

project relies heavily on its own endeavours to conduct and accomplish day-to-day 

duties. Participants explained that information and knowledge reside in each agency’s 

intranet, groupware and databases, and in people’s minds. Moreover, it was noted that 

even within an organisation, various functional departments do not have access to 

other departments’ information. An IT manager stated that:  
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“…even if there is collaboration between some organisations, this 

collaboration  is very simple and not enough to implement e-government.” 

Successful adoption of the e-government initiative necessitates a culture that promotes 

agency collaboration. However, the culture of information sharing does not exist in 

the many of Saudi public sector, and a great effort by the management will be required 

to address this problem by providing the necessary incentives and training to prepare 

their personnel in order to increase the participants’ and stakeholders’ awareness of 

the merits of information-sharing practices.  

Furthermore, participants indicated that many benefits can be obtained through the 

sharing of information and data. Many participants indicated that some organisations 

store similar and sometimes contradictory data due to an absence of information 

sharing. Yesser was created to establish such collaboration and coordination among 

agency in the public sector in Saudi Arabia. In addition, new legislation is needed to 

help with this issue. However, a senior manager explained that legislation alone will 

not lead to collaboration among the organisations for other reasons. He said:   

“Some public agencies feel that collaboration will result in loss of prestige, 

power, independence and importance.” 

This comment suggests it is important for an e-government implementer to remove the 

fear factor associated with collaboration and establish a culture within the 

organisations that appreciates and promotes the concept of collaboration and 

information sharing.  

7.2.8 Business Processes Reengineering (BPR) 

The aim of e-government is to reinvent agency services and replicate them 

electronically to reduce costs and to improve the quality of services. However, 

restructuring organisations is always associated with reengineering activities involved 

with their business processes and most participants emphasised the importance of this. 

For example, one IT manager commented: 
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"It is a big challenge for e-government adoption because of the complexity and 

the multi-faceted nature of this; a lot of work needs to be done." 

 The participants in this study emphasised the need for an effective programme within 

each agency for the BPR associated with top management support in order to adopt       

e-government successfully. According to Moon and Norris (2005: 48), “E-government 

initiatives are expected to help governments reduce their size, the time demands on 

their staff and their operating costs, and to change staff roles, increase non-tax 

revenues, reengineer business processes and make business processes more efficient.” 

Reengineering issues refer to the impact of a new system on the business processes 

(Doherty and King, 1998). It has already been mentioned that e-government 

constitutes a radical change in terms of aims and that it will, in the long run, shrink the 

traditional government body. Shrinking the government body will result in 

restructuring some (or possibly most) of its ministries and public agency. However, 

restructuring organisations is always associated with reengineering their business 

processes. This is a big challenge because of the complexity, the multi-faceted nature 

of the organisations, and the ambitious promises; however, there is a low success rate, 

even in developed economies (Salman, 2004). An e-government team member added: 

 "Reengineering work processes has to be an essential component of the e-

government strategy for any organisation. From my experience, e-government 

is a vital tool in helping the ministries improves the efficiency and effectiveness 

of their services to the stakeholders.” 

The participants agreed that reform of the work process involves changing the way an 

agency performs its daily tasks in the effort to increase productivity, reduce cost, and 

improve service delivery to citizens and others. This requires a reduction of red tape 

and the elimination of overlapping responsibilities. Reengineering the work process is 

essential prior to and during the implementation of the e-government project. 

Participants stressed that reform would have to start within each agency in the public 

sector while the focus group acknowledged that government agency in Saudi Arabia 

and their activities need to change to be more citizen oriented. Automation alone will 

not improve the situation and the result will be poor services. The reform of the work 

process was one of the most important recommendations of the Saudi forum for e-
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government in September, 2006, a meeting which was conducted by the Computer 

Society to improve the performance of the government’s administrative system.   

7.3 TECHNOLOGICAL ISSUES AT AGENCY LEVEL  

The adoption of e-government requires that government agency in the public sector 

have basic technology in order to move towards this new e-government system. 

Therefore, organisations in the public sector need to automate their services in order to 

implement the e-government system effectively.  However, the case study findings 

revealed many technological issues, such as IT infrastructure, IT expertise, security, 

IT standards and compatibility that must be considered at this level as Figure 7.3 

shows.  The next sections highlight these issues in detail.  

 

Figure 7.3: Technological Issues affect e-government at Agency Level 

7.3.1 IT infrastructure  

For any organisation that seeks to adopt e-government services, IT infrastructure is a 

cornerstone to improving its services. IT infrastructure is explained in chapter two 

represent a set of shared, tangible, IT resources that provide a foundation to enable 

present and future business applications. These resources include the operating 

systems, computer equipment, Local Area Network (LAN), Wide Area Network 

(WAN), network protocols, database management systems, and other software and 

hardware components in the system.  
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The IT infrastructure enables government agency to collaborate, share information 

and participate effectively in e-government initiatives. More importantly, it facilitates 

the effective performance of agency’ day-to-day activities. The case study showed that 

some organisations within the public sector are still lacking in terms of their IT 

infrastructure while others need to invest in the installation of new equipment and 

need to train their employees before considering adopting e-government.  An 

independent expert in this study explained: 

“Many organisations in the public sector need to have an IT infrastructure as 

part of their strategy to develop an e-government system and the use of this 

technology should be part of their day-to-day activities and tasks."  

One of the e-government team emphasised this issue and said: 

 “Successful adoption of the e-government initiative will require ministries to 

have a common IT infrastructure and Yesser will help in this issue.” 

It can be said from the above comments that it is very important to develop an IT 

infrastructure within government organisations in order to adopt the e-government 

system. One of the IT managers in one ministry commented:  

“Unfortunately some organisations in our ministry do not have the basic IT 

infrastructure. So imagine how they can participate in such a project like the               

e-government system.” 

In addition, participants indicated that collaboration among organisations in the public 

sector requires an appropriate IT infrastructure. For this, a one-stop portal that was 

developed by the Ministry of Communication and Information Technology is an 

important step towards creating an information-sharing culture among government 

organisations; this could easily be a part of e-government initiatives.  

7.3.2 IT Security  

Security seems to be a crucial issue at both national and agency levels in terms of 

adapting the e-government system in Saudi Arabia. At agency level, IT security is 

another important technological determinant identified by participants in this study as 
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an essential factor for adopting an e-government system within the public sector. The 

main concerns related to security are: individuals accessing the system must be 

identified and granted appropriate access; information has to be stored and transferred 

securely; and it must be protected against hacking or other forms of computer scam. 

Thus, security standards have to be developed at a national level prior to participating 

in e-government initiatives; this requires the sharing of information and the provision 

of online services. In terms of national security, Yesser chose PKI, as mentioned in 

Chapter 6. However, this issue is still not clear for many organisations in the public 

sector in Saudi Arabia. A senior manager commented:  

"It is difficult to give a green light to proceed with sharing data unless I am 

assured that my organisation’s data are secure and protected. At the end of the 

day, I am responsible for these data."   

However, creating security is not an easy task; it requires broad collaboration among 

every one in an organisation and it will be essential to have national security standards 

which every ministry will have to stick to. Case study findings indicated, for example, 

those government agencies are unwilling to use e-mail via the Internet as part of their 

official day-to-day business. Regarding this, a manager explained:  

"My reluctance can be attributed to the Internet's absence of confidentiality 

and the organisation’s inability to protect its sensitive information.”  

Problems associated with a lack of trust in the technology itself can be seen from that 

comment. In order to use the Internet as a means of communicating with departments 

or with other organisations, more effort is needed to build up trust in the Internet. 

In line with this, there is a lack of awareness concerning this issue because such 

communications can be achieved through a local network or intranet. In fact, the 

participants highlighted that this issue is linked to a lack of trust among managers and 

their employees.  A manager explained: “Many important papers need a signature. 

How we can do that via email?”, An IT manager also commented on this issue and 

said:  

"Many employees and managers do not understand the concept of computer 

security yet. It is easy to start e-government via an intranet (a local network) 
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first and then you could move to the next step by providing services throughout 

the  Internet."  

It can be seen from the quotation above that awareness about using an intranet and the 

Internet is an important issue in accepting the e-government system. More 

importantly, giving priority to data and information in terms of security is crucial 

because some basic information that might not include any important or sensitive 

details might be dealt with as if it were top secret.  

7.3.3 Compatibility  

Compatibility is defined by Rogers (1995:224) as "the degree to which an innovation 

is perceived as being consistent with the existing values, past experiences and needs of 

potential adopters”. The adoption of an e-government system requires both technical 

and organisational compatibility if it is to be accepted by the managers and employees 

within the public sector. Technical compatibility addresses the question of whether the 

technology related to e-government will be compatible with existing systems installed 

in the government agency. This is because many government agency within the public 

sector in Saudi Arabia started implementing and using computers in the early 1970s 

and most of their applications were developed at this time. Slaman (2004:51) points 

out that: “The adoption of e-government provides the organisations with an 

opportunity to replace the proprietary systems with more open systems based on the 

latest technology.” 

In this case, the transfer from proprietary systems to more open ones has made the 

public sector more accessible to e-government initiatives, which are based on Internet 

technology. The focus group mentioned that the readiness of some organisations and 

ministries will enable them to participate effectively in e-government activities. An          

e-government member explained: 

"The ministry with an established IT infrastructure will be better equipped to 

participate effectively in the e-government programme."  

In case of the public sector in Saudi Arabia, some agency will require additional 

investments to acquire Technology, develop applications and train their employees. 
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Some participants acknowledged the importance of preserving the organisation's 

existing values and norms when implementing the e-government initiative. 

7.3.4 Technical expertise  

Possessing technical expertise is an important issue in adopting the e-government 

system. Agency with knowledgeable employees concerning e-government will be 

better equipped to deal with the issue of implementation. Participants in this study 

indicated that the public sector in Saudi Arabia lacked qualified IT employees in their 

respective organisations. Many ministries find it difficult to employ staff with the 

appropriate IT qualifications and skills. An IT manager gave reasons for this: 

"The public sector does not pay technical expertise well; therefore, the private 

sector has a better chance to employ qualified graduates and also many 

experts have transferred to work there."  

Another reason why some agency lack qualified IT personnel is because IT 

departments have little independence or input in the recruitment of new staff. The 

focus group indicated that organisations which have in-house technical expertise were 

open to ideas to promote inter-agency cooperation and coordination. The problem 

emerges sometimes that some government organisations are not able to identify their 

IT requirements because of the lack of IT staff. For example, an IT manager 

complained that his organisation would not be able to participate in any project that 

involved collaboration and the sharing of information with other government agency 

because of the lack of IT staff. 

Many participants acknowledged the importance of investing in the education and 

training of Saudi nationals to participate in e-government initiatives, believing it to be 

the only way to achieve a successful implementation and adoption of e-government 

initiatives. In-house technical employees will have both the technical expertise and 

knowledge of the organisational culture to deal with individuals in their agency.  
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7.4    CHAPTER SUMMARY  

This chapter has identified many important factors that affect the adoption of the       

e-government system in relation to agency level. These factors include organisational 

issues such as top management support, organisational culture, organisational 

structure, power distribution and the reward system. Moreover, the chapter highlights 

some key technological issues (at a high level) such as IT infrastructure, IT expertise, 

security, IT standards and compatibility. These factors must be considered and treated 

carefully before and during the developing of e-government system as figure (7-1) 

shown. This chapter raises a great link between national level (chapter 6) and agency 

level in term of aligns the agency strategy with the requirement of e-government 

architecture at national level. The case studies pointed out the essential role for 

leadership at agency level because of such system requires many changes as a case 

study shown such as in organisational structure; culture as well as the work process. 

To overcome resistance to change careful treatment for organisational culture must be 

recognition by involving all the agency’s members in e-government activities. The 

agency strategy must address the needs of retrain their employees to tackle their fears 

concerning e-government implementation. In addition, a new rewards system must 

associate with developing such project in order to overcome resistance to change and 

increase employees’ and managers’ commitment toward e-government activities. In 

term of technology infrastructure the agency within the public sector need to automate 

their services in order to implement the e-government system effectively. IT 

infrastructure is a cornerstone to improving its services and to enable organisations to 

establish information-sharing culture. This requires additional investments to acquire 

Technology, develop applications and train their employees. The chapter findings, 

therefore, highlight the importance of investing in the education and training of Saudi 

nationals to participate in e-government initiatives. An awareness of these issues 

represents a milestone in overcoming the barriers that stand in the way of the 

implementation of e-government. Thus, the policy makers and developers of e-

government projects must take into consideration these issues and stress on change 

management as a vital strategy in order to enable this transformation to take place. 

The next chapter bring all empirical study (chapter 6 and 7) together with initial 

framework (chapter 2, 3 and 4) to identify the outcome and the contribution of this 

research in the area of e-government in developing countries.  
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CHAPTER 

8  

A FRAMEWORK FOR THE ADOPTION OF 

E-GOVERNMENT 

“The fast-growing area of “e-government” includes within its scope: national 

level, vision and strategic planning, infrastructure development, management of 

technology, process redesign, electronic services delivery and change 

management. In short, e-government is potentially the largest organisational 

transformation project of many economies” (Yong, 2005:1).  

8.1 INTRODUCTION 

The adoption of e-government is a national project; this requires a holistic view and                 

a multidisciplinary approach in order to understand the nature of its development 

within the public sector that is aiming to reinvent government services. This chapter, 

therefore, summarises the outcomes of  empirical research with its triangulation data  

in Chapters 6 and 7 in the form of a framework (model) that deals with the adoption of 

e-government from government to government (G 2 G) perspective; it also seeks to 

answer the main research questions. This model offers an overview of the adoption of 

e-government in developing countries by identifying the key organisational and 

technological issues, both at a national and agencies levels, which must be considered 

before and during the development of an e-government system. The framework shows 

to what extent the case study findings also are supported by the literature (Chapters 2, 

3 and 4). Figure 8.1 illustrates the research model and explains this framework 

according to the case study findings. 
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Figure 8.1: E-government Adoption Model (G-G) 

This chapter is divided into five sections: the e-government adoption model; the key 

issues that affect the adoption of e-government at a national level; the issues that 

affect the system at an agency level; lessons learned from the case study and a 

summary of the main ideas of the chapter. 
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8.2 E-GOVERNMENT ADOPTION MODEL  

The rationale behind developing the framework shown in Figure 8.1 can be classified 

into a number of goals. Firstly, it is intended to facilitate the complex change to an            

e-government system by identifying the key issues that need to be addressed in order 

to make the adoption process successful. Secondly, it seeks to aid an understanding of 

the nature of e-government systems in developing countries such as the Kingdom of 

Saudi Arabia in order to provide policy makers with an effective tool for deciding on 

strategy or evaluating the adoption process. In addition, the research model is 

comprehensive since it takes both a holistic view and a multidisciplinary approach in 

order to overcome some of the shortcomings of other models that were technology- or 

organisation-driven, or which had too narrow a view of this transformation.  

In line with the literature, many models for adopting an information system have 

emerged, including Markus,1983; Nelson, 1990; Davis, 1989; Doherty et al., 2003 

etc.; these are presented in Chapter three (section 3.2 and 3.3). However, adopting an 

e-government system is different as many environmental issues must be considered, 

such as the cooperation between different systems, and the integration within and 

among all government agencies, if the implementation is to be successful. Some 

models regarding the adoption of electronic services found in the literature were 

evaluated in the private sector such as: Tung and Rieck, 2005; Molla and Licher, 2005  

etc (chapter 3,  3-4) conversely, other models considered the public sector such as: 

Layne and Lee, 2001; Vassilakis at el., 2005; Smith and Jamieson, 2006; Joia and 

Foundation 2007; Ebrahim and Irani ,2005 etc (chapter 3,3.5.1). These supported this 

study’s findings by providing a greater understanding of the successful use of 

electronic services. However, this research model overcomes some of the 

shortcomings of the previous models since some of these were technology driven (e.g. 

Layn and Lee, 2001) or focused on only one aspect of e-government adoption. For 

example, Al-Dosari and King, (2004) considered adoption at a national level while 

Ebrahim and Irani, 2005; and Kim and Lee, 2004 worked at an organisational level. 

These studies did not address the great effect that national issues have upon the 

organisation or the influence of government agencies variable levels of readiness at a 

national level. In addition, the validated factors in this model, including the 

organisational and technological issues analysed in Chapters 6 and 7 contribute 



   Chapter 8: A Framework for the Adoption of E-government 

 

 187

significantly to the process of e-government adoption. Furthermore, new influences, 

such as the motivation to change, change management skills, organisational culture 

and power distribution, emerged in this model; these offered greater insight into the  

e-government framework within public sector. 

In addition, other models proposed in the literature, such as Wang, 2003; Carter and 

Belanger, 2004, focused on a government to citizens (G-C) perspective or, in the case 

of Tung and Rieck (2005) on a government to business (G-B) adoption. The research 

model in this study focuses on (G 2 G) in developing countries, taking the Saudi 

Arabian initiative as a case study in order to provide a clear understanding of             

e-government adoption at an initial stage; this study believes that G 2 G elements are 

at the heart of adopting an e-government system.  

Figure 8.1 presents an illustration of the developed framework and the classification 

of the main issues that may be faced during e-government adoption at both an agency 

and at a national level. This section summarises Chapters 6 and 7 which deal with 

those organisational and technological issues that were found to be the main 

challenges for the adoption of e-government in Saudi Arabia. It aims to link these 

issues with the literature review in Chapters 2, 3 and 4.  

E-government requires most government agency to be ready to carry out their 

activities electronically (the agency’ level) while, at the same time, the national level 

is required to create an enabling environment (by providing a suitable ICT 

infrastructure for the whole country, for example) so that agency can implement        

e-government services in their activities. Figure 8.1 illustrates the main organisational 

and technological issues identified, together with their sub-categories; the impact of 

these on the adoption of e-government is described in the following sections. 

8.3 KEY ISSUES INFLUENCING THE ADOPTION OF  

E-GOVERNMENT  

The case study identified critical issues, found at national and/or agency levels that are 

the main drivers of e-government adoption. These include motivation to change to 

such a system, and change management as a mechanism or tool to enable this radical 
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change to take place within both public sector agency and society as a whole; 

organisational and technological factors at both levels also have a great influence on 

e-government implementation. Thus, policy makers and e-government developers 

must pay proper attention to such issues, especially in developing countries where 

cultural issues play a vital role in the workplace. Figure 8.2 shows how motivating 

factors and change management issues affect and are affected at both a national and at 

an agency level. The following subsections explain these according to the main 

findings in Chapter 6. These are then compared with results in the literature review.  

   

Figure 8.2: Motivations and Change Management as Important Part of E-government 

Adoption Model 

8.3.1 Motivating Factors to Change to an E-government System  

Motivation plays an essential role in the adoption of a new idea or technology since it 

influences individuals to seek, complete and comply with adoption processes, 

especially with regard to long-term change as is the case with an e-government 

project. Thus, motivation is essential for the successful adoption of e-government as 

this will encourage the public sector to change to an e-government paradigm and will 

also encourage agency to prepare for this transformation.  
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However, motivation alone cannot guarantee success and therefore thought must be 

translated into reality and action as this is the good way to accept radical change and 

overcome barriers that could face e-government implementation. There must be 

motivation to support change management if the adoption of an e-government system 

is to move forward as illustrated in Figure 8-2.  

The research findings answered one of the main research questions: why is the Saudi 

government pursuing the adoption of an e-government system? The case study found 

many motivations or reasons for this, including economic, political, geographical, 

social, cultural and managerial factors; most of these are supported by the literature 

mentioned in Chapters 2 and 3.  

Firstly, a government may be motivated by economic goals where all participants 

believe that e-government, in the case of Saudi Arabia, will create an enabling 

environment for investment and reduce the dependency on petroleum, especially when 

the country becomes a member of the World Trade Organisation (WTO). There is an 

assumption that e-government will effectively reduce costs for government agency as 

well as for ordinary citizens. In line with the literature, this goal was seen as an 

important reason for e-government adoption (chapter 2 section 2.2.3).  In fact, to 

enable investments to be made in a particular country, regulations, information and 

data must be available for businesses: an e-government system can address these 

issues effectively.  

Secondly, the case study showed that an e-government system can provide a useful 

connection between central and local government, as well as between ministry 

branches. The large size of Saudi Arabia and its public sector was a further motivation 

which encouraged policy makers to pursue an e-government system in order to 

provide services to different parts of the Kingdom through ministry branches more 

cost effectively and more conveniently. The findings from the case study indicated 

that ordinary citizens suffer because of the huge size of the country as they often have 

to travel great distances to carry certain business transactions in major cities. The 

adoption of e-government can automatically reduce both cost and effort for ordinary 

citizens as well as for agency. This is in line with the literature (UN, 2001). 
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The adoption of new technology is also driven by four social and cultural aspects in 

Saudi Arabia as highlighted in the case study findings: it would enable more Saudi 

women to work and to gain access to government services more easily; it would 

provide services for millions of pilgrims who come to Saudi Arabia every year; it 

would also reduce the role of the tribal system in the workplace and help to fight 

corruption. The literature review also notes some cultural aspects, such as fighting 

corruption, as motivations for adopting an e-government system in developing 

countries (Al-Dosari and King 2004 and Salman, 2004). However, it is worth 

mentioning that an e-government system is not a magic wand that will solve all the 

public sector’s problems; as explained in Chapter 6, there is need to align                    

e-government with other programmes of reform.  

In terms of reforming the government sector, many studies in the literature stress that 

an e-government system will reinvent government (e.g. Heeks, 2006; OECD, 2003; 

Kettl, 2005). This can be seen through aspects such as increasing productivity, solving 

bureaucratic problems, encouraging transparency, and creating a healthy environment. 

This was confirmed by participants in the case study in Saudi Arabia. Many 

governments’ worldwide (179 out of 190 UN members according to UN, 2003) are 

developing strategies to implement e-government systems to support the 

modernisation of the public sector. However, e-government as a technological system 

cannot work unless it is also viewed as a social system. In other words, sociological 

aspects of e-government adoption must be understood while at the same time 

acknowledging that it will provide high quality services according to stakeholders’ 

needs. 

Furthermore, adopting an e-government system will automatically enhance the use of 

ICT within organisations; employees will learn new skills to deal with this 

technology. This notion corroborates some of the views discussed in the literature 

(e.g. Atkinson and Ulevich, 2000). The findings of the case study show that the Saudi 

public sector, with financial support, has made good progress in terms of an IT 

infrastructure; however, some agencies still need to invest more in this technology. On 

the one hand, the e-government system may be more accessible and may involve more 

people dealing with e-government services in Saudi Arabia (especially since more 

than 51% percent of the Saudi population is presently less than 25 years old). On the 
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other hand, there is a significant risk of a digital divide developing in society; even 

some employees in the public sector are still not computer-literate.  

The case study also showed that there is a keen interest on the part of political leaders 

in Saudi Arabia to utilise the e-government system to reform the public sector, to 

reduce costs, and to provide high quality services to citizens. This would also improve 

the government’s image as being that of a modern state, as mentioned in the literature 

review in Chapter 2. In contrast, however, there is no indication that e-government in 

the Saudi project will facilitate the democratic process, as noted in the literature 

review by researchers (e.g. Amoretti; 2007; Moon, 2002; World Bank, 2003). In fact, 

that the lack of political and leadership awareness and support are serious barriers to 

the development of an e-government system was confirmed in the literature (e.g. 

Molla, Licher et al., 2002; Hahamis and Iles , 2005).   

The main purpose of the e-government system is to meet citizens’ expectations. In the 

light of this, e-government should be delivered in ways appropriate for them via 

different channels. Consequently, while much e-government relies on 

telecommunication innovations such as bandwidth and speed, there is also a need to 

focus on how to distribute e-government applications to potential users. E-government 

access is concerned with providing services to citizens and businesses in ways that 

they choose and at times appropriate to them; universal access is also essential 

therefore, providers must choose the most appropriate delivery channels. 

Governments should aim for the use of e-government to be customer-centred and 

should aim for transformation rather than automation (OECD, 2003; Heeks, 2006).  

The public sector has traditionally been influenced by supply and therefore, it must 

also focus on needs and demands of customers (Kettl, 2005). E-government could 

have a significant effect on policy and objectives through improved services (such as 

customer satisfaction), reduction of work and saving in time, enhanced economic 

development, and improved policy formulation. In addition, it should aim to redefine 

communities, increase efficiency and enhance citizen participation (Barki et al, 2007). 

Furthermore, e-government could be used as a catalyst to drive transformation across 

the whole society and as a tool to increase foreign investment and economic 

development (Chen. et al., 2006).  
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Finally, it is worth emphasising the role of technology in ensuring success. Some 

studies (e.g. World Bank, 2003; Esteves and Joseph, 2008).) stress that public agency 

should understand the following factors when implementing an e-government system: 

they need to be customer-centred; learn how to cope with change; develop a technical 

infrastructure; collaborate for success; work across distance; break down traditional, 

hierarchical structures; and develop performance measures. 

Currently citizens are concerned with their quality of life. This includes reducing their 

costs, saving time, increasing convenience, and having access to good-quality 

services.  The case study shows that the e-government project in Saudi Arabia aims to 

meet citizens’ needs since these needs have not been satisfied by traditional means. 

This is consistent with the claims of many researchers (e.g. Ebrahim and Irani, 2005; 

Kettl, 2005).  

In summary, the previous section presents an overview of the motivations for adopting                   

e-government systems, as examined in more detail in Chapter 6, these motivations are 

various but include political, social, economic, cultural and managerial reasons and 

such motivations lie at the heart of the acceptance of this model. The e-government 

project is at an initial stage in Saudi Arabia and therefore, considering the motivations 

behind adopting this model will provide a clear understanding of those factors that 

might affect e-government systems in developing countries.   

8.3.2 Change Management 

The literature review in Chapters 2 and 3 and the empirical study in Chapters 6 and 7 

proved that the e-government system is all about creating change in many aspects of 

the public sector including processes, skills, structure, culture etc. and that change 

management is the mechanism to enable this transformation. According to 

SearchSMB (2007), change management is a systematic approach to dealing with 

change, both from the perspective of individuals and organisations. It has three 

different aspects: adapting to change, controlling change, and effecting change, the 

first being the core element that enables the others to be achieved. In the case of Saudi 

Arabia, the Yesser program needs to impose enormous pressure in terms of change 

management and on the availability of skilled resources. To summarise the findings of 

Chapter 6 regarding this issue, Figures 8.1 and 8.2 show the vital importance of 
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change management in the adoption of an e-government system. Change management 

must consider people as well as organisations. 

In one hand, the human factor is extremely important in any transformation process 

and, in the case of e-government, public sector employees will have to change the 

ways they work and interact with citizens.  The case study showed that the radical 

changes that will be caused by the transaction and transformation phases may 

encounter significant resistance from, on the one hand, employees, where costs will be 

incurred to displace, recruit, retain and retrain staff and, on the other, from ordinary 

citizens who must be satisfied with the e-government services. Thus, the satisfaction 

of stakeholders, including citizens, political leaders, employees and contractors that 

deliver support services, must be measured throughout the implementation of the 

system. This measurement should include stakeholders’ perception of privacy and 

security in order to engage them in the adoption process. In Chapter 2, organisational 

change theory (section 3-2-1) was presented to explain the negative attitudes towards 

such a system and many studies have outlined the effect of negative attitudes to IT 

(e.g. theory of TRA, 1980; TAM, 1989; Sharma and Palvia, 2003). Others discuss the 

lack of recognition of e-government as an organisational change rather than as a 

technical issue among the stakeholders (e.g. Heeks, 2006). 

On the other hand, the public sector agencies must make massive changes within a 

given time and skilled resources are already in short supply. Furthermore, the general 

state of awareness in the population constitutes a considerable challenge. In the case 

of Saudi Arabia, for example, Internet penetration, while rapidly growing, is still 

estimated to be below 20%. For the government sector, the challenge is how to move 

from a traditional model (e.g. one that is centralised, hierarchal and operating in a 

physical economy) to e-government which means adapting to a virtual, global, 

knowledge-based, digital economy, alongside making fundamental societal shifts.  

In this case, change management is  the mechanisms that can be used to adopt                 

e-government in Saudi Arabia, as Figure 9-1 shows, this requires addressing issues 

such as resistance to and fear of change, together with important cultural issues; 

people trust physical and stamped papers more than electronic ones, for example. In 

Chapter 3 the researcher examined planned change theory (Schein, 1964) to explain 

how individuals may fear the unknown, view change as a threat to social relationships, 
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and/or may fail to recognise the need for change. In developing countries, change may 

be more complex because of reasons such as lack of transparency, lack of services and 

old habits. This is consistent with many studies concerning e-government (e.g. Ndou, 

2004 and  Heeks, 2002). 

The case study demonstrates the lack of change management skills among ministries 

in the Saudi Arabian public sector; it also highlights the importance of support and 

clear commitment from the top levels of authority in the country in order to move to 

an e-government system. This requires the formation of a qualified team to work 

within each ministry to lead and direct the change initiative. Yesser has developed an 

initial change management plan but this is required for all ministries. 

Chapter 6 outlined the key issues that could cause resistance to change. For example, 

some employees and managers expected to lose their jobs, and there was a lack of 

understanding of the e-government concept, together with a skills gap and a fear of 

failure.  The case study also outlined certain solutions: retraining employees, 

involving them in the project, using effective communications, raising awareness 

about the benefits of e-government, and reducing threats to people’s work. In line with 

the IS literature noted in Chapter 3, a lack of change management skills can lead to the 

failure of Information Systems projects (Ewusi-Mensah and Prazasnyski, 1994; 

Flowers, 1996; Gouliemmos, 2005).   

As mentioned above, this change requires the full support of top-level management at 

a national level and top-level management at the level of ministries and agencies. Also 

in the literature, there is much research which emphasises the need for change 

management to distribute the new idea (e.g. Tambouris, 2001; United Nations, 2001; 

Molla, Licher et al., 2002; Joia, 2004; Grant and Chau, 2005). Other studies note that 

a lack of communication is a challenge in creating change (e.g. Sharma and Palvia, 

2003). 

In Chapter 2, the researcher referred to Spence (1994) regarding the adoption process. 

This process included steps such as raising awareness, gathering interest, and 

evaluating the idea. A pilot trial then takes place and a decision is made to adopt or 

reject the idea. By reviewing the case study results regarding the adoption process in 

the Saudi Arabian project and comparing it with the Spence process, it can be seen 
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that the Saudi e-government project has gone through all the initial adoption processes 

at a national level. Figure (9-2) shows areas of the adoption process that change 

management needs to follow in order to adopt the new e-government system. These 

are as follows:  

•   Awareness Phase. 

The importance of e-government should be communicated to ordinary people, 

employees, managers and other stakeholders as awareness will encourage them to 

think about its future benefits.  This requires appropriate methods such as using the 

mass media, and conducting conferences, seminars and workshops in order to explain 

the system to employees, obtain their input and ensure that they understand the 

objectives of the system, as well as preparing them for change. The case study and 

document analysis indicated that such efforts were being made in the Yesser project 

through conducting many seminars, conferences and workshops. However, a huge 

effort is still needed to communicate the idea further among citizens and the public 

sector; this requires effective coordination and cooperation with all ministries. Studies 

in the literature, (e.g. Rogers, 1995; Spence, 1994; Kotter, 1995; Salman, 2004) 

indicated that individuals are willing to accept change if the potential benefits are 

outlined and they believe that the transformation is possible.  

The case study indicated that there are many motivations for the adoption of an e-

government system in Saudi Arabia, as explained in the previous section.  In the early 

phase, however, there might be no clear objectives or business strategies as most 

public organisations are more concerned with their image. In addition, there might be 

little or no coordination or cooperation between the different agencies. Public 

organisations may start by developing some shared electronic services and then realise 

the benefits of providing electronic services; these services may then take place under 

the umbrella of national initiatives such as the Yesser project.  

• Interest Phase  

In this phase an awareness of the advantages of e-government will encourage 

government officials to discuss such ideas until they become visible. After that, they 

may propose to develop the ideas in the form of a national e-government project, 

passing them to a higher authority for approval.  
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• Evaluation Phase    

Having approved the idea or proposal for developing an e-government system at a 

national level, government officials will start conducting a comprehensive readiness 

study under the supervision of a public organisation, such as the cabinet in the case of 

Saudi Arabia, with the aim of assessing the readiness of their ministries and 

government agency, together with the readiness of their society to use and accept such 

electronic services.  

• Trial phase  

The pilot trials for e-government services in Saudi Arabia have taken place through 

the Yesser project with about 150 services being piloted in the first five years.  Once 

the people and the government are aware of the benefits of implementing these 

services, the project will move onto another phase by convincing the political system 

of these benefits. After conducting the readiness exercises, government officials will 

have a clear indication of the readiness of their ministries and the public agency to 

accept the technology, and readiness from a business and organisational perspective. 

In addition, they will have a clear idea about their society’s readiness to use the e-

services that will be implemented.  

• Decision phase  

Having achieved this, government officials will have a detailed list of the services that 

will be covered: informational services, interactive services, simple and complex 

transactional services, for example. This list might then be filtered with the aim of 

classifying them and deleting any redundancies. After that, a priority list of all the 

services selected will be created after certain criteria have been applied. 

The higher authority depends on the political systems in the country that wishes to 

implement such an e-government system. For example, in Saudi Arabia, the decision 

to start the e-government pilot project was taken by the highest authority in the 

country. In addition, the decision to form an e-government entity was approved by the 

Ministry of ICT. 
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8.4 KEY ISSUES AFFECT E-GOVERNMENT 

ADOPTION AT A NATIONAL LEVEL  

The case study in Chapter 6 identified many organisational issues that are related to 

non-technological aspects that affect, at a national level, e-government adoption. 

These factors reclassified as Figure 8.3 such as: political support, e-government 

strategy, e-government entity and change management. In addition, many 

technological issues are emerged from the case study findings such as ICT 

infrastructure; IT standards; security and e-payment gateway. These are summarised 

in the following sections. 

 

Figure 8.3: Technological and organisational Issues Affect E-government Systems at 

National Level 
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8.4.1 Organisational Issues at a National Level  

8.4.1.1 Political Support  

An e-government system is a national project which is required clear political support. 

There is no doubt about the importance of this factor for the successful adoption of             

e-government projects, as noted in OECD, 2003; Heeks, 2006; Moon, 2002. In the 

case of Saudi Arabia, King Abdullah issued a royal decree backed by the decision of 

the Council of Ministers on the use of electronic services to improve existing ones, 

following the lead of other advanced countries. Despite the interest of political leaders 

in using an e-government system to reform the public sector (e.g. Amoretti, 2007), the 

case study emphasised the importance of following up such political interest on the 

ground; otherwise many obstacles are likely to slow up progress. The literature 

pointed out that the lack of support of political leaders will lead to barriers for 

implementing e-government systems (e.g. United Nations, 2001; Hackney and Jones, 

2002; Molla and Licher, 2002; Heeks, 2003; Hahamis and Iles, 2005).  

8.4.1.2 E-government Strategy and Vision 

Developing a national e-government strategy is the cornerstone of adopting an                   

e-government system.  This strategy needs to offer a wide view of a multi-faceted 

system in order to reflect the needs of stakeholders.  This can be achieved through the 

public sector aligning with the direction of the whole country and of society. It also 

requires consulting experts from different stakeholders group in order to draw up this 

strategy. Also, the experiences of other countries must be considered in order to avoid 

mistakes and learn from their experience at the same time, the conditions and 

circumstances of a particular country must be investigated.  

The case study in Chapter 6 pointed out that Yesser's strategy must address some 

important issues such as organisational readiness, awareness, the role of ordinary 

citizens etc. This is because an e-government initiative is a long-term strategy that has 

to be implemented in accordance with the country's development strategy. Thus, to 

ensure commitment and resource allocation for acquiring technology, training 

employees and increasing the awareness of citizens regarding the application of 

technology in their day-to-day lives.  The vision for Saudi Arabia's e-government 
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initiative points out that, by the end of 2010, e-government services will be accessible 

to all stakeholders through a variety of electronic means. However, many participants 

in the study had doubts about achieving this goal within this specific time limit. 

It should be noted that the Saudi Arabian e-government strategy was prepared on the 

basis of the opinion of a group of experts who, in turn, based their analysis and 

recommendations on experiences of the implementation of e-government in other 

countries. Nonetheless, the case study findings indicated that a better mission would 

have been to increase the satisfaction of e-government stakeholders by lowering cost 

while increasing the security and quality of services (e.g. Joia and Foundation, 2007).  

Others felt that such a strategy lacked broad perspectives and did not go much beyond 

outlining the role of government agencies. It is worth noting that e-government may 

offer the highest performance for electronic organisational transactions, streamlined 

business processes and integrated information technology solutions but bad customer 

service, high costs, and a complicated interface could deter people from using            

e-government, thus lowering people’s satisfaction and causing unwanted outcomes. 

The alignment of e-government strategy with other government initiatives in the 

country is an important issue, yet the case study showed a lack of such alignment in 

the Saudi Arabian project where many participants confirmed that there is fairly good 

relationship between the e-government project and projects in other ministries. The 

case study findings suggested that universities and other educational institutions have 

a crucial role to play in the implementation of e-government by providing the 

necessary technical knowledge and skills required for participating or using               

e-government resources. It can be said that Saudi Arabia has made good progress in 

drawing up its strategy, starting with putting in place a detailed national ICT plan, 

creating a specific Ministry dedicated to ICT, and having already established a 

dedicated e-government facilitative body (Yesser).  This is in addition to the five-year 

e-government Strategy and Action Plan (2006-2010). However, as Gartner (2006) 

points out, the e-government strategy needs to prioritise initiatives across government 

agencies; to be citizen-focused and business-oriented; to recognise and reward senior 

managers; to set up a satisfactory funding model, and to obtain the support of 

leadership. In Chapter 3, the IS literature suggests that a lack of strategy and vision 

can lead to the failure of IS projects (e.g. Flowers, 1996; Whyte and Bytheway, 1996). 
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In line with the literature review, many studies outlined the need for an e-government 

strategy to deliver the idea of e-government as a reality (e.g. OECD, 2003; Heeks, 

2006). Other research in the literature points out that a lack of vision and strategy or 

over-ambitious goals can be problematic in developing electronic services (e.g. United 

Nations, 2001; Chutimaskul, 2002; Heeks, 2003; Lam, 2005). 

8.4.1.3 E-government Entity  

Forming an e-government entity is a crucial issue in the adoption of e-government 

although this is no guarantee that the project will be successful. In Chapter 6 the case 

study showed that the organisational structure of the e-government project was one of 

the key issues raised by participants, as an important indication that the Saudi 

government is interested in e-government adoption.  There is an on-going debate 

amongst Saudi experts regarding the e-government entity (or e-government body). 

The establishment of the Yesser initiative is undoubtedly the most significant 

development in the Saudi initiative since the Kingdom has, for the first time, an 

umbrella organisation tasked with an ‘all-of-government’ approach to the project. 

Significantly, it has a clearly defined governance structure, as illustrated in Chapter 6. 

Yesser’s structure addresses the vital need to enforce its standards and policies as e-

government develops further. It is also noted that Yesser will address such critical 

requirements as the communities of interest concept and a standards framework for 

interoperability. 

The Saudi e-government programme comprises several layers including the e-

government programme, supreme supervisory and committees; this entity is 

responsible for coordinating and managing all e-government activities at a national 

level. At the same time, other ministries and public agencies are empowered to 

continue developing their online services, except those transactional services 

considered as a core part of the responsibilities of the e-government team. Many 

participants claimed that the whole project should be coordinated by a joint group and 

should be linked directly to the Cabinet because there is no follow up for e-

government implementation (chapter 6). For instance, the role of Yesser is as a 

facilitator and enabler; it cannot force ministries to change to e-government within a 

specified time framework. The case study showed that managing the e-government 

project at a national level requires more authority from the beginning, otherwise 
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different standards and requirements will create barriers for the development of a 

successful system in a country like Saudi Arabia.  In line with the literature (e.g. Al-

Dosari and King, 2005; Ndou, 2004; Vassilakis et al., 2005) raise the importance of 

this issue as an essential factor that influences e-government systems in developing 

countries. 

8.4.1.4 Laws and Legislation 

The relative strengths of different laws and regulations also have an effect in adopting 

an e-government system. Existing policies, laws and regulations can be inadequate in 

addressing new kinds of internal and external relationships that result from e-

government. For instance, published and written response policies that are perfectly 

valid for paper documents often prove to be inadequate for electronic documents and 

exchanges; copyright rules and transaction fees need to be reassessed; and funding 

mechanisms for different agencies may require significant changes. Therefore, e-

government adoption will require legislation to safeguard the rights of stakeholders 

who deal with electronic services. More importantly, society must be made aware of 

the new laws and law enforcement agencies need to be trained to implement the new 

legislation within the justice system.  

As presented in Chapter 6, the case study indicated that policy makers in Saudi Arabia 

have realised the importance of this issue and have therefore developed a number of 

laws regarding electronic services. These deal with such aspects as computer crimes 

and digital signatures, as explained in Chapter 6. In the literature (chapter 3) indicate 

the importance of this factor (e.g. Cabinet office, 2000; OECD, 2003; Heeks, 2006; 

Vassilakis et al., 2005).  

8.4.1.5  Relative Advantages of E-government  

Most participants were confident that the adoption of e-government projects would 

benefit public sector organisations and society at large.  In order to obtain these 

advantages, however, participants in this study pointed out that the e-government 

system must focus on cost efficiency, cost recovery, accountability and transparency. 

This reflects the awareness of government officials with regard to the advantages that 

such a system would provide and its effect on improving the way the government 
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provides its services to its clients. Furthermore, participants acknowledge that e-

government is the most appropriate approach for reforming and reinventing 

government services with the aim of reducing bureaucracy and administrative costs 

when providing public services for both government and citizens. 

In fact, making clear the advantages of e-government will help to overcome many 

barriers that face its implementation, such as resistance to change. The case study 

demonstrates that e-government will help to transfer Saudi society to a new platform 

of development, enabling the Kingdom to enter the information age. However, 

participants point out the lack of awareness of its benefit among many employees 

within the public sector. More efforts, therefore, are needed to address these issues in 

the change management plan, as motioned in the previous section. Many studies in the 

literature have addressed the importance of publicising the advantages of any idea or 

system in order to make it acceptable. Such theories and models are noted by Ajzen 

and Fishbein, 1980 (TRA); Davis et al., 1992 (TAM); Rogers, 1995 (DIT); Spance, 

1994. Empirical results have also indicated a positive relationship between perceived 

benefits and e-government adoption, as many authors have presented in their research 

(e.g. Heeks, 2001; Timonen et al., 2002; Chen et al., 2006; Smith and Jamieson, 

2006). 

8.4.2 Technological Issues at a National Level  

Chapter 6 discusses and analyses the case study findings regarding the key 

technological issues at a national level as critical factors in adopting an e-government 

system. However, it is worth noting that this study considers these at a high level 

without focusing on technical details, as discussed in Chapter 6. A variety of 

information and communication technology, such as the Internet, wireless 

communication, application integration and security, play a key role in different 

phases. Technology procurement and sourcing also change from phase to phase. 

Progress through the phases means greater cost and complexity, but also greater 

citizen value. Most of the technological challenges are faced when online transactions 

require unprecedented levels of reliability, availability and security. In the adoption 

phase, the study identified four technological issues at this level: ICT infrastructure, 

security, IT standards and the e-payment gateway.  
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8.4.2.1 ICT Infrastructure 

An e-government initiative requires an ICT infrastructure which is technologically 

advanced, has a higher bandwidth, covers the whole country, and provides affordable 

services for the general public (chapter 2). The scope of development regarding this 

issue can be seen in the number of land phone lines, mobile phone lines, PCs and the 

number of Internet users. In Saudi Arabia, substantial funding has been applied to the 

implementation of ICT throughout the government sector, mostly in infrastructure, 

and an advanced infrastructure is now available in many public agencies, as explained 

in Chapter Four.  However, in terms of e-government, the overall integration 

environment is probably as important as the national infrastructure. Integration covers 

data, architecture and communications and describes much more than the deployment 

of underpinning Technology.  

Case study findings emphasised the importance of upgrading the telecommunication 

infrastructure to enable government agencies and citizens throughout the country to 

participate in e-government initiatives. Saudi Arabia has progressed in the 

development of its telecommunications sector but not sufficiently in Internet services; 

less than 20% of the whole population has high-quality services. In fact, the low 

quality of Internet services must be addressed otherwise people will be reluctant to use 

any electronic services in the future and it will be difficult to establish their trust again 

in them. In addition, e-government services can be run using different tools such as 

phone call centres, mobile services, Internet kiosks, etc. The empirical study indicated 

that one of the best solutions for e-government services in Saudi Arabia in this phase 

is to adopt ATM machines and mobile services because of their high penetration in 

Saudi Arabia (80%). Regarding the Internet in Saudi Arabia, there is no need to 

restrict the dissemination of Internet-based information. As mentioned in Chapter 4, 

the Internet is controlled by complex technological equipment and supplemented by 

human and legislative resources, it is likely to impede the development of the 

proposed Information and the area of e-government not require such system in King 

Abdullaziz City.   

In summary, ICT infrastructure, particularly the telecommunications infrastructure, 

was found to be one of the most important aspects that must be carefully handled at 

both a national and agencies level.  The importance of this factor was noted by several 
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studies, such as Ebrahim, 2004; Heeks, 2006; Ndou, 2004. Others pointed out the risk 

of poor planning and institutional infrastructures for implementation of electronic 

services (e.g. United Nations, 2001; Heeks, 2003).  

8.4.2.2 Security  

Security is a key issue that will encourage or discourage the use of e-government 

services and so developing a security infrastructure and building payment gateways 

are major challenges since an e-government system deals with highly sensitive 

information which must be protected from hackers and Internet criminals.  Making the 

e-government system secure was given a great deal of attention in the Saudi Arabian 

initiative and PKI technology was selected for the project. However, it is also very 

important for e-government implementers to understand that there must be continuous 

maintenance; attack detection and response capabilities. Furthermore, security is an 

ongoing risk associated with most IT projects, and in terms of e-government, the 

degree of risk rises as the use of public networks increases, together with databases 

that hold citizens’ profiles and government information.  

The case study indicated that ensuring the privacy of personal data could be solved by 

limiting access to personally identifiable information, training and raising the 

awareness of government employees concerning the importance of the privacy of data, 

limiting the amount of information taken from clients to a level that is really required, 

and raising the awareness of clients about the importance of privacy. Finally, it is 

worth mentioning that more progress needs to be made than has been already achieved 

in developing e-legislation and a regulatory environment to protect privacy and 

security. For example, no one would access a government service if they thought 

government departments shared their information without permission or consent. This 

is in line with the literature, since much concern about security, confidentiality and 

privacy was expressed in the following studies: Thong ,1999; Heeks, 1999; Layne and 

Lee, 2001; Tambouris, 2001; United Nations, 2001; OECD, 2003; Sharma and Gupta, 

2002; Moon and Norris, 2005. 
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8.4.2.3 E-payment Gateway 

As mentioned earlier in Chapter 6, providing transactional services requires a secure 

and convenient means of payment that enables e-government clients to pay for those 

services. Payment using Internet sites takes place using so-called “payment 

gateways”.  The case study findings showed that the e-government project in Saudi 

Arabia was able to build an e-government payment gateway called (SADAD) which 

was established in 2004 by SAMA to facilitate and simplify the bill payment 

transactions of end users through all channels of the Saudi banks. The importance of 

this point was confirmed by studies (e.g. Salman, 2004; Ibrahim and Irani, 2005). 

8.4.2.4 IT standards 

Developing IT standards at a national level is a milestone to enable interoperability 

across different government agencies. Setting such standards leads to the elimination 

of redundant data and information, and enables government agencies to update their 

databases. In Chapter 7 the case study showed that each government agency selects 

technology in accordance with its requirements and needs; each has its own 

independent databases that serve the relevant customers, departments or functional 

units. The problem is that the contents in those databases are often redundant and no 

common standards are used. 

The Yesser project aims to set IT standards that can be used by different agencies. 

Furthermore, the data analysis showed that the Saudi project has developed a 

programme called YEFI which aims to provide the keystone policies to allow all 

government organisations to exchange and process data. It aims to remove ambiguities 

and inconsistency in the use of data by mandating an agreed set of data standards and 

technical policies for integration (Yesser, 2006:24). The YEFI framework enables 

cross-Ministerial technical and data integration by defining specifications, standards 

and policies. In develop world the UK has the interoperability programme called (e-

GIF) to define the technical policies and specifications governing information flows 

across government and the public sector (Cabinet Office, 2000).      
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8.4.2.5 Summary 

The previous sections have summarised the main findings regarding those factors that 

affect the adoption of e-government at a national level. In addition, they highlight the 

importance of treating these issues at a national level with suggestions for doing so. 

As previously mentioned an e-government system is multi-faceted and requires 

organisations within the public sector to be ready to address these issues to run their 

activities electronically. 

The second part of this chapter discussed and summarised the main findings regarding 

the key issues that facilitate or hinder e-government adoption at an agencies level and 

to what extent these issues affect the adoption of the system at a higher level. As the 

case study showed, there are many vital issues which are related to organisational and 

technological aspects at this level as can be seen in the following sections.  

8.5 E-GOVERNMENT ADOPTION AT AN AGENCY 

LEVEL 

The e-readiness of organisations in the public sector is vital for the successful 

implementation of an e-government system. Thus, each ministry or organisation has 

its own project to automate its services in order to join the e-government system at a 

national level. The adoption of e-government, therefore, requires that all ministries are 

empowered to carry out their activities electronically, particularly because such 

government sectors are normally heavy with institutional structures.  More 

importantly, it is worth noting that an e-government system is not like other traditional 

IT projects that can be developed and managed by a single department in a single 

public organisation, as discussed in Chapter 3. It is a multi-faceted system that takes 

place across many organisations. The study findings identified many organisational 

and technological issues that must be considered at this level, as presented in Chapter 

7 and illustrated in the study model (8-1). These can be seen clearly in Figure 8.4. The 

following subsections discuss these issues in line with the literature review.  
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Figure 8.4: Technological and Organisational Issues affect e-government at Agency 

Level 

8.5.1 Organisational Issues at Agency Level 

The study findings identified many organisational issues at the level of agency that 

affect e-government adoption in the public sector in Saudi Arabia.  These issues are 

inherent in the structures and culture of agency and will act as barriers to hinder the 

transformation to an e-government paradigm if not treated cautiously. In fact, a 

number of previous studies on IS confirm that as illustrated in Chapter 3 (e.g. Al-

Mushayt et al., 2001; Cabrera et al., 2001; Doherty et al., 2003). Furthermore, these 

issues still greatly affect the success of e-government as the case study reported. This 

is also supported by the literature (e.g. Affirm, 2002; Sharma and Palvia, 2003) 

concerning e-services where the issues noted include administrative culture and 

attitudes, business processes etc.  Figure (8-4) illustrated these issues while the 

following sections summarise them in line with the literature review.  
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8.5.1.1 Top Management Support  

E-government provides opportunities for more effective flow back of information to 

policy makers, assisting them to become better policy makers who are then more 

highly regarded by their area (UN, 2008). The case study identified that top 

management support is one of the key factors that can facilitate the adoption of e-

government initiatives in respective agency. This is because an e-government 

initiative is a long-term project and therefore needs the support of strong leadership. 

The case study highlighted the importance of creating awareness among top managers 

about the advantages of e-government while lack of leadership support is equivalent to 

an early failure of the project. In Saudi Arabia participants identified the lack of such 

support in the beginning. However, the situation is changing because of political 

support, as discussed in Chapter 7.  This is supported by the literature review in IS 

(e.g. Ewusi-Mensah and Prazasnyski, 1994; Flowers, 1996). These researches 

identified the lack of such support as a critical factor in IS failure, as presented in 

Chapter three. In addition, much of the literature in the area of e-government also 

supports the importance of leadership roles (e.g. Molla and Licher, 2002; Heeks, 

2003; Sharma and Palvia, 2003; Hahamis and Iles, 2005). 

Others emphasise the great influence of management support (Homburg and BeKkers, 

2002; Pardo and Scholl, 2002). For example, through an in-depth case study of 

Singapore, Thong et al. (2000) found that management support was a significant 

factor that influenced e-government acceptance. 

8.5.1.2 Organisational Structure  

The adoption of an e-government system at the first stage requires some changes in 

organisational structure; this becomes more necessary when moving to later stages. 

On the one hand, this necessitates involving all agency departments in e-government 

activities by engaging the managers and employees to participate in developing the e-

government system.  On the other hand, the organisation's hierarchical structure can 

help in enforcing the adoption of the e-government system. However, the case study 

indicated the importance of realising that the hierarchical structure does not reflect 

how decisions are made in the Saudi public sector and therefore leaders should select 

effective people and departments to be leaders in this initiative, encouraging others to 
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participate in the successful implementation. This result is supported in the literature 

by studies such as those of (Heeks, 2006; Ibrahim and Irania, 2003). Other studies 

have explained the effect of old structures and processes on the adoption of e-services 

(e.g. Tambouris, 2001; Sharma and Palvia, 2003; Joia, 2004; Hahamis and Iles, 2005).  

8.5.1.3 Organisational Culture  

Cultural issues are one of the important factors that affect IS projects, and their 

development and performance; there is much literature in the IS field concerning this 

factor ( e.g. Cooper, 1994; Ledbetter et al., 1985; Viswanath et al., 2003; Hofstede, 

1997). Similarly, factors of organisational culture, such as attitudes, beliefs, values 

and behaviours learned by individuals themselves, or passed on to them by members 

of their social environment, influence the implementation of e-government (e.g. 

Affirm, 2002; Sharma and Palvia, 2003). Some authors perceive cultural barriers as 

the biggest challenge to e-government implementation in developing countries (e.g. 

AL-Dosari, 2004; Ndou, 2004), with cultural barriers being found at managerial, 

agency, national and political levels. These barriers appear as resistance to change on 

the part of citizens and/or within different levels of administration, opposition by 

professional or union interests, negative attitudes, and reluctance to involve various 

elements, lack of e-communications with all constituents for e-services delivery, 

feudalistic structures, corruption, secrecy and seniority. Many studies have reported 

such barriers (e.g. Dunleavy, 2002; Sharma and Palvia, 2003).  

This study has emphasised the need to treat cultural issues carefully at both a national 

and agency level and thus it is considered to be one of the most complex issues in 

dealing with change, especially in an environment such as the public sector in Saudi 

Arabia. According to Sharifi and Zarei (2004: 614): 

“Success in utilizing e-government demands close consideration of the cultural 

background of the society and its social aspects”. 

The case study highlighted some aspects of organisational culture that could create 

barriers for the implementation of e-government in Saudi Arabia. These included the 

lack of a citizen-centric approach, the lack of attitude towards of the value of  the time 

of work, the effect of the tribal system, work habits and management style.  Many 
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participants hoped that developing an e-government system could reduce these 

problems effectively. However, changing employees’ habits with the new work 

culture is a real challenge for e-government implementers in Saudi Arabia.  As 

mentioned in Chapter 4 concerning the KSA, development is usually based on tribal 

systems and the Saudi society has developed quite rapidly in this area with the 

discovery of oil. Although modernisation has brought new ideas, some of the old 

cultural tribal systems remain. Also, decision-making is often highly centralised in 

most of the public agency. Participants emphasised the importance of the involvement 

of users to address problems in projects at the initial stage in order to guarantee their 

full commitment and enthusiasm. Furthermore, a simplified implementation 

mechanism is necessary for the successful adoption of e-government initiatives. 

Cultural issues may be overcome by training an organisation’s employees, using an 

effective reward system that includes either monetary or non-monetary incentives, and 

by creating informative communication plans. Such cultural issues must be overcome 

in the early stages of development of the e-government system otherwise it could lead 

to the failure of the whole project. According to Akman et al. 2005: 2422):  

“The e-government challenge of changing culture is the toughest process to 

handle since it involves people and their attitudes”. 

 In line with this, many studies stress the effect of organisational culture in the 

performance and acceptance of IS and e-government projects, for example, the work 

on theories and models that explain user acceptance (e.g. Ajzen and Fishbein’s work 

(1980) on TRA and Davis et al. (1992) concerning TAM) whose study offers insight 

into organisational culture theory. Others have indicated how culture can lead to 

corruption or lack of transparency, especially in developing countries (e.g. Shama and 

Palvia, 2003). Finally, some studies are related to the cultural characteristics of public 

administration explained how the values and basic beliefs of the public sector 

influence the nature of e-government adoption. For example, Drake et al. (2004) 

illustrated three types of sub-culture in public administration: scientific, political and 

bureaucratic. The members of a scientific sub-culture tend to see information as a 

means of binding them to bodies of knowledge with the aim of resolving problems, 

whereas the members of a political sub-culture are interested in how information can 

help them influence political processes. On the other hand, the members of a 
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bureaucratic sub-culture tend to see information as a convenience and as the 

foundation of managing public administration effectively (Schedler and Scharf, 2000; 

Drake et al., 2004). These studies show the importance of assessing carefully the 

interrelationships between culture and other significant factors influencing e-

government adoption. 

8.5.1.4 Strategy and Vision  

At an agency level the adoption of electronic services requires clear strategy and 

vision. This type of systematic thinking ensures that an agency’s activities, processes, 

designs and goals align with e-government adoption. The case study revealed a lack of 

such strategy within many agency in the public sector in Saudi Arabia whereas others, 

such as the Ministry of Foreign Affairs; the Ministry of Education; the Ministry of the 

Interior; and the Ministry of Communication and Information Technology, had made 

good progress. Thus, it is important for e-government developers within the public 

sector in Saudi Arabia to link their vision with agency strategy because e-government 

is a long-term project that cannot be implemented overnight. Thus result is supported 

by literature (e.g. Chen et al. 2006; Esteves and Joseph, 2008). 

8.5.1.5 Reward System  

The adoption of an e-government system requires the creation of an effective reward 

system in order to overcome resistance to change and increase employees’ and 

managers’ commitment towards the implementation.  The case study shows a lack of 

such a system in the Saudi Arabian public sector other than in the form of job 

retention. In fact, an agency succeeds in increasing its workers’ commitment by 

offering job promotions, “perks”, and monetary incentives. The participants, therefore, 

emphasised the importance of changing the reward system prior to the implementation 

of e-government initiatives to overcome possible resistance to change and increase 

officials’ commitment toward this activity. People can be motivated by appreciating 

their work and by their being allowed to become involved in the project. In line with 

the literature, some studies indicated the importance of such a system in implementing 

e-government (Salman, 2004; Al-dosira, 2004; Ebrahim and Irania, 2003). This again 

proves the importance of the link between national and agency levels in terms of 
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adopting an e-government system since the essential part of new reward system can be 

drawn at a national level.  

8.5.1.6 Power Distribution 

The study predicts that the e-government system will lead to a shrinking of the 

traditional government structure in the long term; indeed, many government services 

could pass to the private sector. Similarly, within the public sector, the size of 

organisations could be reduced by implementing e-government and this perhaps lead 

to reductions in employee numbers and the redesigning of processes and tasks. In 

addition, the adoption of e-government will affect the distribution of power in some 

agency, shifting power to others or within other agency departments, reducing some 

jobs, or redesigning other jobs within the organisations. Thus, members who lose 

power could resist these new changes; this may particularly affect the public sector in 

Saudi Arabia where culture plays an important role. This must be considered by 

developers in Saudi Arabia in their strategic plan during the implementation phase. 

Some studies indicated the importance of this factor (Johnson and Scholes, 1999; 

Hazlett and Hill. 2003). 

8.5.1.7 Sharing Knowledge and Data  

The idea of e-government is to make government services available from a one-stop 

portal at anytime, anywhere. Better coordination of government services delivery 

Therefore its adoption requires cooperative efforts from various government agency 

and functional units. However, the case study in Chapter 7 indicates there is a lack of 

sharing of knowledge and data among public sector agency in Saudi Arabia. This 

serious problem threatens the implementation since the sharing of data; information, 

experience and knowledge, and the focus on citizens’ needs as a primary aim are at 

the heart of the project. To overcome such a problem, Yesser aims to establish such 

collaboration and coordination among organisations in the public sector and that 

require a new legislations associated with e-government implementation. This will 

also help remove the fear factor connected with collaboration and will help establish a 

culture within the organisations that appreciates and promotes the concept of 

collaboration and information sharing. 
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The case study findings showed that some agency see information as a unique source 

of power and advantage and there is a marked reluctance to share it. Even when 

mandated, this attitude can easily frustrate planned data integration initiatives and 

processes that cross ministerial boundaries. In the literature, the lack of organisational 

cooperation among administration departments was pointed out by, (e.g. Molla and 

Licher, 2002; Eyob (2004); Joia (2004); Grant and Chau (2005) and Jioa and 

Foundation (2007). 

8.5.1.8 Business Processes Reengineering (BPR) 

Reengineering work processes is an essential component of e-government adoption 

for any organisation. Most bureaucratic processes in the public sector are built around 

the assumption of a hierarchical structure and the existence of a paper trail. 

Constituent-centred and electronic interactions reverse some of these assumptions so 

processes need to be redesigned accordingly. All participants agreed that reforming 

work processes involves changing the way an agency performs its daily tasks in order 

to increase productivity, reduce costs, and improve the service delivery to 

stakeholders. This entails reducing red tape and eliminating the overlapping of 

responsibilities. Reengineering work processes is essential prior to and during the 

implementation of an e-government project. 

Government agency in Saudi Arabia need to change their activities to be citizen-

orientated as automation alone will not improve results; instead, processes must be 

aligned to the demands of stakeholders. Subsequently, redesigned processes must be 

accompanied by changes to work practices, reporting structures and accountability. 

The case study findings indicated that some progress has been made in these areas in 

some public agency in Saudi Arabia with the successful implementation of the smart 

card and e-Passport facilities. However, much remains to be done as many areas in 

other agency still maintain traditional processes. Providing one-stop access (a portal) 

to government services, it was felt, would attract stakeholders, forcing public agency 

to re-engineer their processes but, in most cases, the demand did not materialise 

because citizens have a different relation with their government than with their bank 

and other private sector organisations. Most interactions actually take place to 

discharge managerial obligations and to comply with rules and policies; few are seen 

as providing the expected value. There is much support in the literature for the study’s 
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findings. For example, several authors: Kawalek and Wastall (2005) and Barki et al, 

2007), have empirically shown, through case studies and simulations, that an absence 

of a clear and well-executed process reengineering strategy significantly hinders e-

government adoption and success. 

8.5.2 Technological Issues at an Agency Level 

E-government adoption requires government agency in the public sector to have 

adequate technological resources in order to move towards an e-government system. 

However, the case study findings in Chapter 7 highlight many technological issues at 

an agency such as those concerning IT infrastructure, IT expertise, security, IT 

standards and compatibility.  The next sections highlight these issues as a part of the 

e-government adoption model, as Figure (8-4) shows.  

8.5.2.1 IT infrastructure  

At an agency level, IT infrastructure is at the core of improving services and is the 

starting point in the adoption of an e-government system. In addition, it enables 

government agency to collaborate, share information and participate effectively in e-

government initiatives. As reported in Chapter 8, the case study found that the 

complexity of the existing IT infrastructure, organisational networks and 

communication capabilities, and the availability of reliable security and privacy tools 

have influenced the agency' decision to move from using traditional methods to using 

an e-government system. This factor is in accordance with the literature (e.g. Caudle 

et al., 1991; Kuan and Chau 2001; Lee et al., 2003) whose studies reported that IT 

infrastructure affects the adoption of many IT projects. Caudle et al (1991) supports 

this view and states that: 

“The existence of adequate IT equipment and Technology in the organisation 

is a major determinant of adoption of new innovation”. 

For example, limitations in network capacity and bandwidth, the legacy of many                

pre-existing applications and database systems, and issues concerning security and 

privacy affected the implementation process. In addition, other studies reported that an 

inadequate technological infrastructure is a serious barrier (e.g. Tambouris, 2001; 
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United Nations, 2001; Heeks, 2003; OECD, 2003; Eyob, 2004; Norris and Moon, 

2005; Vassilakis at el., 2005). 

The case study showed that some agency within the public sector in Saudi Arabia still 

lack an adequate IT infrastructure; others need to invest in the installation of new 

equipment and to train their employees before considering the adoption of e-

government.  The successful adoption of the system will require ministries to have a 

common IT infrastructure and, in this case, Yesser must support this aspect in the 

Saudi public sector.  

8.5.2.2 IT Security  

The issue of security is an important factor at both an agency and at a national level, 

as explained in previous sections. At an agency level, the main concerns related to 

security are: that individuals accessing the system must be identified and granted the 

appropriate access; that information is stored and transferred securely; and that 

information is protected against hacking or other forms of computer scam. Achieving 

security is not an easy task as it requires collaboration between everyone in the 

organisation. It is also essential to have national security standards, to which every 

ministry will adhere. Many participants indicated that some government agencies are 

unwilling to use e-mail through the Internet as part of their official day-to-day 

business because of security concern. 

The level of security that is established by the national e-government project is 

important in overcoming concerns regarding security once organisations join the e-

government portal. In addition, anxieties regarding security must be viewed at a 

reasonable level as some ordinary data or information can sometimes be dealt with as 

if it were top secret in many organisations because of cultural issues. Security is a 

focus as a technical concern according to many reports and studies (e.g. United 

Nations, 2001; Heeks, 2003; OECD, 2003; Eyob, 2004). In addition, several authors 

have shown that data security, accessibility and perceived confidentiality significantly 

influence individuals’ adoption of e-government services (e.g. Jaeger, 2003; Lee and 

Rao, 2003; Warkentin et al., 2002; Joia and Foundation 2007). 
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8.5.2.3 Compatibility  

Adopting an e-government system based on the latest technology requires addressing 

technical compatibility or, in other words, to what extent these new Technology will 

be compatible with existing systems installed in the government agency. The case 

study pointed out the importance of addressing this issue since the national e-

government project is new (2005) whereas the public sector in Saudi Arabia started 

implementing and using computers more than fifty years ago (Al-Tawil et al., 2003). 

The readiness of government agency, therefore, in terms of IT infrastructure needs to 

be a priority and an additional investment in IT is required, followed by the 

development of e-service applications; these need employees to be retrained as an on-

going task. In addition, the case study addressed the importance of compatibility 

between the organisation's existing values and norms and the new values when 

implementing the e-government initiative. The complexity of e-government 

development owing to the complexity of government administrative systems is also 

discussed in many studies such as (Tambouries, 2001; Fang, 2002; Ebrahim and Irani , 

2005; Zaied et al, ., 2007).  

8.5.2.4 Technical Expertise  

The e-government system is based on utilising the potential of the latest advances in 

ICT to improve the quality of services.  This requires qualified staffs that are able to 

employ, operate and maintain these Technology within their respective organisations. 

Participants in this study indicated that many public sector organisations in Saudi 

Arabia lack qualified IT employees and ministries find difficulty to employ staff with 

the appropriate IT qualifications and skills. This problem seems to be related to the 

lack of a reward system in the public sector when compared to the highly competitive 

private sector, as well as the shortage of qualified IT professionals in the labour 

market. One argument is that the private sector can fill these gaps in terms of qualified 

staff by building an IT infrastructure within public organisations.  

However, having qualified IT staff can guarantee fair co-operation with the private 

sector and the need for collaboration must be evaluated but, in the long term, 

organisations must rely on their own resources. The case study acknowledged the 

importance of greater investment in the education and training of Saudi nationals to 
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participate in e-government initiatives; this is essential if the nation wishes to move 

towards an information age. In line with the literature, many studies (e.g. Cabinet 

Office, 2000; Chen, 2003; Chircu and Kauffinan, 2000; Heeks, 1999; Pavlichev and 

Garson, 2004) agree that the provision of qualified IT staff is a critical factor that will 

influence the implementation of e-government and IT projects. Other studies report a 

lack of skills amongst administrative staff as an obstacle for e-government 

implementation: (e.g. Cohen and Eimicke, 2002; Heeks, 2003; Eyob, 2004; Hahamis 

and Iles, 2005; Zaied et al,. 2007).  

8.5.2.5 IT Standards 

IT standards are important if government agencies are to share information and 

knowledge, to collaborate and to participate positively in providing e-government 

services to citizens. E-government initiatives require all government agencies to adopt 

standards based on Internet and World Wide Web Technology. The application of 

these standards is considered by researchers and IT professionals to be one of the 

Internet's most valuable contributions (Bajgoric, 2001:30). They are used to improve 

data collation and access, and to overcome the difficulty of using different types of 

information systems by introducing a single interface. They also assist organisations 

in overcoming users’ resistance to change from one environment to another 

(Vassilakis at el., 2005). This can be achieved through the introduction of an 

interoperability framework that includes the policies, standards and guidelines that can 

help government agency to exchange data, documents, images and multimedia and 

business processes to migrate from proprietary systems to the new systems. This study 

also acknowledges the importance of adhering to mandatory IT standards which are 

set by the e-government project as in the case of the UK’s e-Government 

Interoperability Framework (eGIF) which aims to achieve seamless information. e-

GIF defines the technical policies and specifications governing information flows 

across government and the public sector (eGIF , 2007) and covers interconnectivity, 

data integration, access to e-services and content management. The Saudi e-

government project has developed a similar initiative called YEFFY to carry out this 

role, as previously discussed in Chapter7. 
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8.6 UNDERSTANDING E-GOVERNMENT ADOPTION 

IN SAUDI ARABIA  

The Saudi Arabian e-government project (Yesser) is co-ordinated via a decentralised 

approach to facilitate and enable its adoption within the public sector agency. This 

form of project was established as an essential part of the National Communications 

and Information Technology Plan in early 2005. As mentioned previously, with regard 

to Yesser, there has been a lack of strategic IT planning, an uncoordinated deployment 

of IT resources, a low level of investment in ICT and a ‘legacy’ problem within 

government nationwide. In order to address these issues, the ministries of MCIT and 

MF with Saudi Communication Company (SCC) were involved as a supreme 

committee for the Yesser project. For example, the Ministry of Finance (MF) is to be 

commended on the massive investment in public sector ICT recently.  

Despite the major progress that has been made recently, the existing level of ICT 

skills in the public sector is low, and many issues related to the adoption of the new e-

services must be addressed. As mentioned in Chapter four, the formal establishment of 

the e-government programme began only in 2005 and in terms of e-government at an 

agency level, individual ministries undertook their own initiatives independently; little 

progress was made using that approach, with government sites being largely confined 

to static information and rudimentary interaction. It appears furthermore that little was 

accomplished in terms of applying cross-government standards or redesigning 

processes to reflect the potential of e-government implementation. 

Since the establishment of the ICT Ministry, and especially the Yesser project, 

substantial progress has been made. According to the UN (2005) and Gartner (2006), 

KSA is moving rapidly up the rankings among e-government projects worldwide 

improving by 25 places between 2003 and 2005. According to the UN index 

(2005:50), Saudi Arabia has improved its global ranking in terms of e-government, 

moving from 90th position in 2004 to 80th by 2005 from among 179 countries. In 

United Nations Survey 2008 Saudi Arabia improved its ranking to be 70 instead of 80 

in 2005 among other countries. One of the author publications that emerge from this 

thesis is cited in UN survey 2008 to evaluate the progress of Saudi Arabian                

e-government project  (apendex2) (United Nations, 2008: 82). 
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Chapters 4, 6 and 7 illustrated what the e-government developers in Saudi Arabia 

expected from adopting an e-government system and how they built their strategic 

vision. As mentioned in Chapters 4 and 6, the role of Yesser is to build the national 

infrastructure and to define common standards by providing best practice examples of 

pilot services. The case study findings in Chapter 6 indicated that Yesser strategy 

covered many areas such as regulations, mission, vision and action plans. The 

programme was based on principles such as creating a unified vision, standards, a 

framework and reducing centralisation. However, the case study findings showed 

some shortcomings in drawing up this strategy such as a lack of coordination and a 

lack of involvement of ministries. In addition, the case study highlighted the lack of 

authority of Yesser and a lack of attention to users’ issues, a digital-divide and a lack 

reengineering processes. 

E-government adoption in Saudi Arabia is still at an initial stage. At such an initial 

stage many requirements must be met at a national level according many studies and 

reports (e.g. Lyne and Lee, 2001; United Nations, 2001 and Al-Dosari, 2005). The 

Saudi Arabian project is still carrying out the early activities in all levels of the 

ministries and public agency with regard to the development of web services. Table 

(8.1) listed the criteria used by some researchers (e.g. Al-Dosari, 2004; UN, 2001) to 

identify the stages of development of e-government at a national level. These criteria 

were revised by empirical research to show the stage at which the Saudi government 

lies in terms of e-government evaluation.  

At an agency level, many ministries in Saudi Arabia have started to build their own 

website that provides static information about the ministry, its departments, services 

or officials. Some ministries and public agency might also be able to provide some 

interactive services. The website analysis showed a few transactional services in this 

stage within some ministries, such as MI, MF and MH; good examples of projects 

were presented in Chapter 4. These agencies had adequate IT infrastructures and could 

handle some transactional services which require the presence of certain major 

milestones including a secure authentication system, a secure payment gateway and 

the development of an e-law to protect the parties involved in such transactional 

services. Yesser, at a national level, has almost built in these requirements. 
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 The case study and website analysis showed that some organisations in the public 

sector still do not have their own website and also lack IT applications as yet. The 

reasons are related to the lack of the required infrastructures, a lack of skilled 

resources, a lack of interest and other issues that were summarised in the previous 

sections. Although the implementation of e-government processes in Saudi 

government agency varies, empirical data indicated that each organisation viewed the 

adoption of e-government as an evolutionary process involving a sequence of stages, 

starting with online presentations and followed by some interactive features and 

capabilities for users.  Some agency’ websites are offering progressively some full 

transactional capabilities between users and a set of services. Another important issue 

that must be treated carefully during the initial stage is to conduct a Business Process 

Reengineering (BPR) exercise for those services that have been selected and 

prioritised for the implementation phase. It is worth noting here that the case study 

indicated a lack of BPR in Saudi Arabian public sector organisations; this could 

impede the development of further electronic services in the required time. 

Table 8.1: E-government characteristics at an initial stage 

Initial stage features   
 

Type of possible          
e-services

Key progress indicators for Saudi            
 e-government  according to case study

1. Establishing a strategic plan for 
e-government 

2. Assessing public agencies’   
readiness. 

3. Developing an e-services 
detailed plan, e-services 
implementation plan, risk 
management plan, ICT strategy, 
IT architecture, IT security etc. 

4. Development standards, IT 
operations standards and 
policies, performance 
measurements, etc. 

5. Forming an e-government entity  
6. Equipping the e-government 

entity with the required 
resources. 

7. Developing an electronic law 
8. Prioritizing government services 

that need to be reproduced 
electronically. 

Informational, 
interactive and 
transactional services 
are possible in this 
stage. However, 
transactional services 
will be very limited 
and might be 
implemented for the 
purpose of testing 
governments’ 
infrastructures. There 
might some 
ministries or other 
public agency that 
still do not even have 
a presence on the 
web and hence still 
do not provide any 
services. 

• E-government mission, strategic vision 
and objectives developed and 
documented. 

• Having a detailed national e-government, 
e-services detailed plan, e-services 
implementation plan, risk management 
plan, ICT strategy, IT architecture, IT 
development standards, IT operations 
standards and policies, and 
performance measurements. 

• Having a list of all transactional services 
that need to be implemented at least in 
the next five years, including their 
types (i.e. simple or complex services) 
and the expected transactions volume 
for each service on yearly basis. 

• Having a detailed implementation plan 
• Having a detailed communication plan. 
• Having an e-law in place 

To summarise this section, the Saudi government has taken very serious measures to 

adopt e-government and, by extension, to move towards an information society and 

the introduction of a knowledge-based workplace. The extensive investment in the 
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ICT infrastructure and the establishment of the Yesser program are evidence of this. 

The strong support of King Abdullah has also been made clear and this should have an 

enormous impact. It must be remembered, though, that e-government can only be as 

good as ‘ordinary’ government. This means that, if the underlying systems, processes, 

reporting mechanisms, bureaucracy and attitudes remain unchanged, and all issues 

that the case study reported are not treated carefully, the Yesser initiative will very 

quickly lose its impetus. For these reasons, this research recommends a careful 

evaluation of the potential problems the research has identified in the preceding 

sections. If competently addressed, the way will be clear to make even greater 

achievements in the coming years. 

8.7 SUCCESSFUL FACTORS LEARNED FROM THE 

CASE STUDY  

This study provides many lessons concerning the adoption of an e-government system 

in developing countries (using the Saudi Arabian initiative as a case study). These can 

be summarised as follows:  

• The adoption of an e-government initiative in developing countries is 

surrounded by many organisational and technological issues that may restrict its 

successful implementation. Therefore, these need more consideration at an early 

stage otherwise they may cause the project to fail.    

• Developing an e-government strategy, including a mission, vision and 

objectives, as well as a detailed implementation plan, are examples of the 

activities that indicate that e-government adoption is taking place at an initial 

stage.   

• Forming an e-government entity (an e-government project) that is responsible 

for managing e-government activities nationwide is essential in adopting such a 

system. However, full authority for this entity should be given from the 

beginning and the main organisational alignment issues must be considered and 

treated carefully during the first stage of developing an e-government system.  

• Policy makers should prepare to implement their strategy carefully with a clear 

vision, clear objectives and a clear implementation plan otherwise they will stay 
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in the initial stage for a long time (possibly for many years). In such a case, a 

government body should be given stronger authority to assume clear 

responsibility, to initiate performance measurements, and to perform follow-up 

during the implementation of an e-government project. 

• Ministries and other public agencies should make sure that they have qualified 

development teams by training the existing development staff and providing 

them with the required advanced tools. 

• The issue of a digital divide among citizens should be noted as an important part 

of e-government strategy. This can be done through building a network of ICT 

learning centres across the country with the aim of bridging the gap that might 

be created by the presence of the e-government services.  

• The primary technological activities that take place in an e-government initiative 

are major milestones. These are activities such as developing the e-government 

portal, developing a secure payment gateway, developing a secure authentication 

system, and developing many simple transactional services, as well as some 

transactional services of a complex type.  Failure to accomplish these milestones 

and treat them carefully might lead to the failure of the whole initiative. Other 

non-technological milestones that must be completed include developing service 

centres, improving the post system, and developing an e-law.  

• Change management is a crucial issue in adopting an e-government system.  The 

shift to e-government is a change of government in the transformation of the 

business of government (e.g., improving service quality and delivery, reducing 

costs and renewing administrative processes). E-government adoption seems to 

require a new mindset in the government sector. Such transformations require 

strong change management skills, top authority support, and committed and 

cooperative executive leadership.   

• Security issues must take the highest level of priority as e-government 

implementers will start developing the transactional services at this stage which 

then requires e-government users to pay for their transactions online. 

• E-government adoption must have the major components of a robust ICT 

infrastructure in each ministry and in each public organisation, before 

introducing transactional services. The ICT infrastructure is composed of three 

main parts: the network, hardware and operating systems; telecommunication 
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facilities that involve high-speed Internet services and leased lines to 

participating ministries and agencies; and major software components which 

include web servers, application servers and database servers.  

• The main goal of having an e-government system must be to achieve satisfaction 

for stakeholders; to achieve this is very difficult but in spite of this,                    

e-government implementers must strive to reach this target as far as possible. 

Providing seamless services and making them available 24 hours a day, 7 days a 

week, 365 days a year through the different access channels is one of the factors 

that can help e-government implementers to achieve their goal. Implementers 

must be more citizen-focused and must work hard to provide high quality 

services; they must avoid deploying any poor services, ensure the accessibility 

of the implemented services, and must provide the highest level of support to e-

government users. 

• Training public employees and involving them in the development of                

e-government services is an important issue with regard to the continuous efforts 

to market e-government services and promote many outreach programmes.   

• Organisational structure and culture have a powerful impact on the ability of 

public sector organisations to build e-government. The complexity of existing 

management processes and business models, the lack of support of senior 

officials in the implementation process, the lack of rewards, and a lack of 

participation on the part of stakeholders played a negative role and restricted the 

growth of the e-government adoption process within government agencies.  

• The political role and level of commitment of high authority, and the ability of 

mid- and high-level management within the public sector, are very important to 

the support and success of e-government projects.  

• Policy makers in their agencies need to think about performance issues with 

regard to e-government systems over a longer term and to pay attention to 

system sustainability. The government should establish service standards and 

evaluate the performance of each government agency activity based on these. 

They should show, not only the initial start-up costs (e.g. hardware and 

software), but also the operating, management, consultancy and maintenance 

costs. In addition, it is necessary to develop evaluation measures for websites 

from the perspective of contents, design, stability, and so forth. 
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• Cultural issues and issues regarding structure can contribute to resistance to 

change for a variety reasons. Therefore, the role of the top authority and top 

management is essential concerning such issues, since they can send strong 

signals about the importance of e-government projects to other stakeholders 

within government organisations in order to involve them in the project process, 

to build support, and thus to minimise resistance.  

• In order to advance to the implementation process of e-government and develop 

efficient G to G interaction, information sharing and collaboration need to be 

more advance. This requires strong relationships, trust, communication and 

cooperation between government agencies on the one hand, and with the Yesser 

project on the other. This is critical to integration. Policies, regulations, 

standards, and protocols that facilitate cooperation and collaboration need to be 

established prior to data transmission across government organisations.  

8.8 CHAPTER SUMMARY 

The adoption of e-government is a key challenge for public sectors in developing 

countries, as the case study showed by using the example of Saudi Arabia. This 

chapter, therefore, has summarised Chapters 6 and 7 and has presented the case study 

findings in the shape of a framework that has been developed for the adoption of e-

government from a government to government (G 2 G) perspective. This framework 

comprised of two main dimensions of that change: namely the technological and the 

organisational dimensions. Identifying factors that influence e-government adoption is 

essential for e-government developers in order to enable them to understand the nature 

of the e-government evolution and properly to estimate the extent of the activities that 

need to be carried out. More importantly, such a framework provides a roadmap for 

them to draw their strategy for this transformation and evaluate their progress in a 

clear and appropriate way. Empirical evidence has confirmed the applicability and 

validity of this framework in the public sector in Saudi Arabia, and possibly in other, 

similar, countries. Furthermore, the empirical results also point out the vital 

relationship between agency and national levels in terms of developing an                   

e-government system successfully. The empirical framework for e-government 
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adoption is comprehensive and processes should be carried out in parallel, such as 

awareness with evaluation and trials with evaluation etc.  

Furthermore, the framework will be useful for e-government policy makers to enable 

them to understand, plan and perform the gradual shift of government services, to 

anticipate the challenges and risks that might face them, and to assess the progress of 

e-government. It can be used as a tool to determine the road ahead for implementing 

an e-government system in the public sector and to identify the key practices, 

processes, possible goals, progress indicators and key conditions required. In addition, 

it provides guidance on how to evolve toward a culture of excellence in providing and 

managing an e-government system. The developed framework is, in fact, based on a 

synthesis of fieldwork results with different suggestions found in the literature of IS 

implementation and e-government literature (Chapter 2 and 3). It was also presented 

and discussed as a published paper in four academic conferences before and after 

conducting the field study. 
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CHAPTER 

9  

CONCLUSIONS AND RECOMMENDATIONS  

9.1 INTRODUCTION 

This chapter presents the main findings and conclusions derived from the literature 

analysis and the empirical research. Chapter 8 presented the major contributions made 

by this study in the form of a comprehensive framework that deals with the adoption 

of e-government. In light of this, the research attempted to add significant inputs to 

knowledge by shedding light on specific factors regarding the development and 

adoption of e-government. A case study concerning the Kingdom of Saudi Arabia was 

conducted in order to define country-specific issues that might hinder the introduction 

of an e-government system. It is believed that the research objectives and outcomes 

will assist KSA and any other countries with similar characteristics regarding key 

factors in the planning and implementation of e-government.  

This chapter, therefore, summarises and presents the key findings of the study along 

with an evaluation of the research findings. It starts with an overview of these findings 

and then discusses the contributions made by the research to the body of knowledge. It 

summarises and explores the methodological and theoretical implications of the 

research. The limitations of the research are discussed together with possible 

directions for future research.  Finally, the learning experiences are summarised with 

the thesis ending with concluding remarks.  
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9.2 AN OVERVIEW OF THE STUDY  

In today’s economy, modern advances in ICT coupled with improved access to more 

information than ever before, have increased the potential benefits of such Technology 

for people all over the world. In the light of this, both the private and public sectors 

have realised the potential of electronic applications in their context.   E-government, 

has emerged as a way of addressing issues in public sector bureaucracies especially in 

developing countries, such as poor quality services, inefficiency, and the lack of a 

clear vision of stakeholders’ needs. 

As a result, e-government research has become more prominent in the Information 

System (IS) literature over the last fifteen years. The normative literature has focused 

mainly on fundamental issues such as definitions of e-government, together with its 

applications, benefits, stages and interactions yet although such systems have been 

shown to have potential, practical experience and research have shown that e-

government projects are not easy to implement. In fact, the failure rates reported by 

consulting companies, associations of government officials, and international 

organisations, seem to indicate that e-government projects are even more complex 

than other initiatives for administrative reform. The case of e-government in 

developing countries is especially interesting because it has a higher rate of failure 

than similar systems in developed countries (chapter 3 sections 3.7). 

To date, the adoption of e-government has become a major part of strategic action 

plans for governments in modernising the public sector agency, increasing efficiency, 

saving money through the increased centralisation of resources and economies of 

scale, and unifying government ICT applications.  However, many government 

officials view e-government incorrectly as merely the setting up of a server where web 

pages are posted. The reason for this is that there is confusion among many 

government officials about the concept and strategic objectives of e-government 

adoption. There is also a lack of awareness in government agency regarding the 

adoption process, together with critical factors that might influence the adoption of e-

government and, as a result, many government agency are still in the early stages of e-

government adoption. 
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The success of e-government depends on both theory and practice. To date there has 

been little research undertaken regarding e-government in developing countries. This 

research attempted to capture precisely the real complexity of e-government 

phenomena thought an empirical study to provide a better explanation of complex 

situations especially in developing countries. The framework provided in this study is 

comprehensive and is able to integrate elements of previous theories and studies in IS, 

e-commerce and e-government and, therefore, this research shows how e-government 

initiatives can be complex, especially at the adoption stage. 

In developing countries, developing e-government system is often hampered by a lack 

of adequate technological, managerial, financial, and human resources, as well as 

requiring to introduction of complex legal and policy frameworks (chapters 2 and 3). 

Developers of e-government systems face specific challenges resulting from their 

interaction with different stakeholders including citizens, businesses, public sector 

employees, and non-profit organisations. These stakeholders are generally not 

homogeneous therefore some of the information and services must be targeted to 

specific sub-populations.  

The findings of this study go from exploring the key factors that affect e-government 

adoption to providing explanations for the mechanisms and dynamics of the process of 

change management. These factors, at both a national and an agency level, change 

management practices. Motivations for change were also found to be empirically 

significant factors when developing an e-government system (chapter 6, section 6.2). 

It seems clear, however, that there is not a single path to e-government success and 

this study  found (chapters 6; 7 and 8) that many aspects were influenced by different 

economic, social and political factors, particularly in developing countries such as 

Saudi Arabia. However, the development of e-government can be managed to create a 

project that will provide useful information and a great number of electronic services 

if all organisational and technical issues at a national and agency level are addressed.  

It is also important to note that certain factors, such as political support and a clear 

change management approach are required on a consistent and continuous basis.  

A range of issues, such as managerial strategies, organisational structures and cultural 

factors, can lead to the success or failure of an e-government project. Furthermore, 

there is a dynamic relationship between information Technology and the social 
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structures around them. Organisational and technological factors have the potential to 

shape information Technology in government settings and, over time, these factors 

can also have an impact on a range of aspects: new legislation, reorganisation, the 

changing expectations of citizens, etc.  

9.3 RESEARCH OUTCOMES  

The major outcomes derived from this research are summarised and the main research 

questions were addressed which about what are the key issues that affect                     

e-government systems at both national and agency level?. The main objective of the 

research for developing e-government adoption model has been achieved as explained 

below:  

• Reviewing the normative literature in the area of Information Systems in general 

and particularly in the area of e-government, revealed the absence of a 

comprehensive theoretical model that could represent the adoption process of               

e-government in terms of technological and organisational issues in developing 

countries. The reason for this is mainly that e-government is a relatively new 

research area and adoption strategies have not been widely discussed in the 

literature. Hence, a gap existed regarding an adoption framework for                     

e-government in the public sector in developing countries in general, and in 

Saudi Arabia in particular. This led the researcher to review and analyse these 

aspects from other relevant areas such as IS, e-services and e-commerce in order 

to formulate an initial framework to address these issues. 

• A literature analysis was carried out to assess the main characteristics of an                

e-government system in order to obtain a clear understanding for this project. In 

this case, classifications of e-government adoption, stages of adoption, the 

similarities and differences with e-commerce, aspects of IS and other paradigms 

were investigated in order to increase awareness for the development of this 

project. In addition, a classification for the motivations for adopting an                     

e-government system was devised. 

• The literature analysis, in conjunction with the empirical data, showed that the 

adoption of e-government is not straightforward since e-government is a far-

reaching strategy that affects many aspects regarding organisations, the public 
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sector and society as a whole. This is why many government projects in 

developing countries fail or are still at a very early stage of e-government 

adoption. Another important reason for delay in adopting such systems is that            

e-government requires significant changes to be made to all organisational 

aspects, including infrastructure, culture and power distribution; these, in turn, 

can create resistance to change and can create barriers to the development of          

e-government. 

• A conceptual framework from the literature review was proposed to address the 

gaps in the literature regarding e-government adoption. This framework was 

then empirically validated and modified to create a novel conceptual framework 

for the adoption of e-government which addresses organisational and 

technological factors at both a national and agency level.  

• Based on empirical data, a novel taxonomy was generated for organisational 

issues that affect e-government adoption at national and agency levels; new 

classifications regarding key technological issues were put forward.  These will 

aid policy makers in developing a successful e-government strategy. 

9.4 CONTRIBUTION OF THE RESEARCH TO 

KNOWLEDGE 

The outcomes noted above have led the researcher in this thesis to propose novel 

contributions in the area of e-government. By addressing the gap in the literature 

regarding e-government adoption and by developing an empirical framework that 

outlines the key factors that affect e-government adoption in public sector, the 

researcher has proposed and then empirically confirmed three particular contributions.  

1. Creating a novel framework for e-government adoption constitutes the central 

contribution of this research and is based on empirical work that provides a 

comprehensive model of e-government in the public sector (Figure 8.1). This 

framework integrates a set of models that portrays a roadmap of the e-government 

adoption process, and a technology-organisational model at both a national and an 

agency level. This framework reduces the confusion surrounding the e-government 

adoption process in the public sector by promoting the understanding of the 

adoption process, by identifying the requirements for ICT tools, and by highlighting 



   Chapter 9: Conclusions and Recommendations 

 

 231

the importance of organisational readiness and the impact of a national strategy in 

this area. The framework will help decision makers to set out a vision statement and 

a strategic action plan for the future of public sector agency by identifying key 

factors that will affect this adoption. In addition, the proposed framework will allow 

e-government developers to understand and evaluate the maturity of their                

e-government projects. In doing so, the outcomes of this framework will help in 

identifying parameters of evaluation in conjunction with the literature that can be of 

benefit in determining the existing adoption process.  

2. Determining e-government characteristics is another important contribution of this 

thesis since there was a lack of literature regarding the ICT requirements, 

appropriate integration Technology, and infrastructure mapping for e-government. 

The empirical evidence of this framework supports an understanding of the                     

e-government implementation process while the critical analysis of the literature, 

extended by the researcher to become an integrated framework for e-government, 

represents the alignment of infrastructure with business process management in the 

public sector.  

3. Devising a novel taxonomy for e-government motivating factors and benefits is the 

third contribution made by this research. Although the literature indicates, on                    

a theoretical basis, both the barriers to and the benefits of e-government adoption, 

the contribution of this research has been to validate both the motivations and 

benefits of adoption through the analysis of empirical data derived from the case 

study and then by the proposal of a novel taxonomy. The findings confirmed some 

of these motivations and benefits proposed in Chapters 2 and 3, and also showed 

new motivations and benefits, as indicated in Chapters 7 and 8. Therefore, the 

classification presented in Chapters 2 and 3 was improved to categorise motivations 

as well as benefits and base them on their contexts and levels of importance. 

9.5 IMPLICATIONS OF THE STUDY  

The implications of the current and future research efforts with regard to                     

e-government adoption can be divided into methodological and theoretical issues. 

Methodological issues are those that relate to the implications of the research design 

for future empirical efforts. The contributions of this study that relate to 

methodological issues are the use of initial framework, triangulation and the use of an 

interpretive case study approach. Firstly, the framework developed for this study is a 
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refined version of the initial framework that was developed based on a synthesis of 

different suggestions found in the literature of IS implementation; e-commerce 

systems and literature concerning e-government (Chapters 2 and 3). The initial 

framework was very useful in structuring the collection and analysis of the data. 

Secondly, triangulated data, including semi-structured interviews, indirect 

observations and documentation were used as primary sources of evidence in the case 

study; secondary sources of evidence, such as local newspaper articles and workshops 

to which the researcher was invited, were also used in this study. The major advantage 

of using triangulation is that the weaknesses in each of the single data collection 

methods will be compensated by the counter-balancing strengths of another and it is 

very useful in reducing the chances of error and misinterpretation. Finally, the use of 

an interpretive case study was found to be very useful in providing a holistic picture, 

together with an in-depth understanding of the adoption of an e-government system in 

the public sector; it also allowed the researcher to identify inconsistencies thus 

arriving at a deeper insight. Bias was limited by making multiple entry points into the 

case study site so that the site was considered from the viewpoints of different e-

government stakeholders, such as e-government committee members, developers, IT 

managers, top management, members of the academic field, and some e-government 

users.  

In terms of the implications for practice, the framework that is presented as the major 

contribution of this study in Chapter 8 ,Figure (8-1) offers an operational classification 

for the adoption process of e-government which will be useful to developers to 

understand, map and perform the gradual shift of government services to an e-system, 

to anticipate the challenges and risks that might face them, and to assess their              

e-government progress. E-government is a relatively new field yet most countries over 

the world are now involved in its implementation. This framework is therefore 

proposed for those countries with smaller-scale projects and modest circumstances 

and conditions, as is the case in Saudi Arabia. The developed framework also helps 

implementers of e-government to recognise the key adoption issues that might 

facilitate or restrict the adoption of such a system, as well as how these issues could be 

treated in practice. 
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9.6 RESEARCH LIMITATIONS  

The framework presented in Chapter 8 can be used as background theory for 

researchers. However, the proposed research is confined to the limited geographical 

area where it has been conducted and the small number, albeit representative, of 

government members interviewed. It is therefore difficult to generalise from these 

results to other regions of the world without considering these limitations. The 

research does, however, give an image of what the context is in Saudi Arabia and 

highlights some issues that could be used by decision makers and ICT specialists in 

implementing e-government.  

As presented in Chapter 5, the research approach for this study was a qualitative one. 

Since e-government adoption is a little-known phenomenon, this allowed the 

researcher to understand and examine the adoption processes in depth, to determine 

existing adoption factors, and to identify future strategies for the evolution of e-

government through detailed interviewing and observation. In addition, qualitative 

research methods facilitate the generalisation of soft, rich contextual data, associated 

with human and organisational issues. However, there is always concern about the 

degree to which qualitative research can be generalised outside the confines of the 

investigation, especially when the stakeholder sample of a case study is relatively 

small. 

Although only three organisations at agency level were investigated in this research, 

raising the sample size would not increase its external validity and statistical 

generalisation is out of the scope of this study. A potential avenue of future research 

would be to test this framework with other implementations that took place in similar 

situations. 

9.7 RECOMMENDATIONS FOR FURTHER RESEARCH  

E-government is a relatively new topic and there are many areas that still need to be 

studied so future work should expand the understanding of e-government beyond the 

scope of the present research. There are some areas that relate to this research which 

are working of future investigation. These include: 
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• The development of a framework for e-government adoption was based on Saudi 

Arabia as a case study. Therefore, the researcher recommends validating this 

framework in different contexts to extend the generalisability and contribution of 

this framework.  

• The researcher focused on G 2 G (Government to Government) factors that could 

influence the adoption of e-government. Therefore, an important proposition would 

be to study their organisational factors to identify their significance. These factors 

could include: the quality of human resources, centralisation, formalisation and lack 

of resources, as well as environmental factors, such as citizens’ readiness.  

• It would be useful to retest factors identified in this research in different contexts to 

determine if they have the same impact or are less significant. These factors could 

be classified into two categories: critical success factors or critical failure factors.  

• A further recommendation is to develop a model that can address change 

management within the public sector as a result of e-government adoption. It is 

obvious that e-government affects many aspects within the government body, such 

as structure, cultural and business processes, and the relationship between 

government and citizens; therefore change management as an enabling factor needs 

a separate study.  

• Exploring factors affecting the usage of e-government services (Government to 

Citizens) is another important area of research that needs to be carried out in order 

to address the needs of citizens in developing such project.  

• Further research work might investigate the relationship between culture and gender 

and the introduction of technological such as e-government innovations. 

• Ethical issues surrounding the implementation of an e-government system is an 

important subject as demonstrated in this study where privacy and security were 

raised as important factors. Therefore, focus on this area is a critical point for future 

study.  

9.8 LEARNING EXPERIENCES 

Over the last three years the researcher has had the opportunity to exchange 

knowledge and ideas with researchers in the Centre of Computing and Social 

Responsibility and other research students at the Information Society Programme at 

De Montfort University. In particular, the researcher has been exposed to a range of 
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ideas, aspects and techniques from the social sciences and now views the world in a 

much less mechanistic way. He has learned how to be more focused on the topic of 

the study, how to search, collect and analyse literature that is related to the study 

theme and how to agree, disagree, discuss and argue with them on certain aspects. In 

addition, he has learned about the philosophical assumptions that might underpin this 

research and how to select a suitable empirical techniques and a relevant research 

strategy. Finally, it is worth mentioning that this study has given the researcher the 

chance to interact with many students from different countries and with multi-cultural 

backgrounds, sharing knowledge and exchanging ideas with them. 

9.9 CONCLUDING REMARKS 

It was intended in this research to build a theory (i.e. a framework for e-government 

adoption) in order to provide both theoretical and practical insights into an e-

government system in developing countries by taking Saudi Arabia as a case study. 

The adoption of e-government is a lengthy and very complex process. Although many 

scholars have tried to understand the e-government phenomenon, there were clear 

differences in their foci and perspectives, and there was no agreement between 

scholars on a specified approach to e-government systems; neither is there agreement 

on the number of stages required for developing an e-government system. 

Overall, there is a general consensus among researchers and practitioners that 

e-government problems are not only about the complexity of technology, but also 

related to organisational, behavioural, institutional, socio-structural and cultural 

aspects. This study provides evidence of the influence of different organisational and 

technological factors on the success of e-government although the relative impact of 

these factors may be different according to specific initiatives and environmental 

conditions. This study intended to bridge this gap. A framework that combined 

evidence from the literature with the findings of the interpretive case study was 

developed in this thesis to narrow the gap between e-government adoption in theory 

and practice. The developed framework determines the road ahead for implementing 

an e-government system and to identify the key practices, processes, possible goals 

and progress. E-government success is a theoretical and practical concern. 

Theoretically, few comprehensive efforts have been made to understand information 
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Technology in government sites. The comprehensive approach presented in this thesis 

is also able to integrate elements of previous studies that look at specific sub-

components of the social phenomenon of interest.  Practically, policy makers at all 

levels of government can increase their success rates by modifying certain 

organisational structures and processes, or even engage other stakeholders in 

organisational changes. Understanding the complexity of e-government can help to set 

more realistic goals and to develop better e-government; this was the primary goal of 

this research. 

The evidence found is that no study to date has focused on e-government adoption at 

both a national and agency level and hence this study can be considered as one of the 

pioneer studies in this area. This study has made a novel contribution to the area of e-

government and has expanded the boundaries of knowledge, especially for 

governments that are seeking to implement e-government in developing countries.  
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APPENDIX 1: INTERVIEW GUIDE 

Part 1: Interview Guide 

 The Interview Agenda Aim  

The interview agenda used to collect the primary data from the interviewees 
personally during both interview type, structured and semi-structured. The questions is 
demonstrated for interviewees and explained to them by the researcher and then filled 
by the researcher to verify the accuracy and validity of answers.  

 The Interview Questions aims 

1. To gather information about the e-government readiness within public 
sector in The KSA. 

2. To identify personal attitude towards change in case of e-government 
adoption.  

3. To investigate the key organisational, technological and human issues that 
might be effect the adoption of e-government. 

4. To identify the main barriers for e-government adoption in public sector in 
KSA. 

5. To see wither or not any gap between plan and reality in case of                      
e-government adopting within organisations in Public sector.  

 Possible stakeholders to be asked 

• E-government developers (Team and committee) 
• IT Managers and Senior managers 
• Policy Makers (Ministers and Top managers) 
• Academic staff, Who are specialist in this field 
• Members of private sectors how provide essential service for the project. 
 

 Instructions: 

1. Give an overview of the study and its aim 
2. Ask for a permission to use the cassette recorder.  
3. Explain the nature of 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. Take any questions regarding the nature of the interview. 
7. The following letter was provided to the interviewers to cover those issues: 

 Dear/ Respondent 

Thank you for taking the time to participate in this research. I really appreciate your 
participation and I will be happy to provide you a copy of summary for this research if 
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you want. This interview is part of my research project which is about    e-government 
adoption in the Kingdom of Saudi Arabia from perspective of management 
information systems. 

The purpose of this research is to explore from experts opinion, factors that might be 
facilitate or hinder e-government adoption within organisations in public sector. The 
contribution of this study will help policy makers and e-government developer to take 
into their account factors which expert consider an important in order to maximize the 
benefits and avoid problems of developing e-government. 

 I would like to inform you that your participation is voluntary. In addition these 
questions are submitted to you before the interview meeting to read through them and 
obtain appropriate and relevant information. There is no right or wrong answers. What 
matters is your personal opinion. You can ignore any questions that you do not want 
to answer. All responses are strictly confidential and will closely guarded so that no 
one person can be identified. No answers of individuals or small groups of individuals 
will ever be released.  

Important Concepts in this research 

E-government initiatives are essential change efforts planned to use new and 
emerging technologies (ICT) especially the Internet  to support a transformation in 
the operation and effectiveness of government in order to deliver information and 
services to citizens and other stakeholders  online (Pardo,2000).  

Adoption, Adoption for this research is the decision to utilize electronic government to 
share information with other government agencies and provide services to the general 
public and to make full use of information technology as the best course of action 
available (Rogers, 1995 and Salm, 2004: 104). 

This research is conducted under the supervision of professor / Simon Rogerson in the 
Faculty of Computing and Engineering in De Montfort University in UK. 

With appreciation./ Abdullah Mohammed Alshehry 

 1 Interviewee demographics 

Title and Name . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . .  

Position . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . ……………. . . .. . . . . . . .  

Organization . . . . . . . . . . . . . . . . . . . . . . . . . . . . . ………….. . . . . . . . . . . . . . . . . . . . . . 

Phone/E-mail . . . . ……………………………………….………………………………. 

Date of interview………………………………………………………………………….. 

Venue…………………………………………………………………………………………. 

Duration (hours)…………………………………………………………………………... 

Education and training 

Age  

How would you describe your role in respect of the e-government project? 
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Part 2   Questions for E-government Team 

1. In your opinion do you think The Kingdom of Saudi Arabia needs to pursue             
e-government applications? If yes why?  

2. In your opinion what are the benefits for developing e-government project in 
Saudi Arabia? 

3. Have e-government team set a strategy plan for e-government adoption?  Yes/ 
No How? 

4. What are the key goals of the e-government strategy? 
5. What is the government vision, plan, programme to address e-government 

goals? 
6. To what extent was the e-government implementation planned? 
7. How would you summarize the adoption process to date? (Key events, 

episodes) 
8. Do you think the organisations in public sector are welling to adapt to change 

in technology and work processes?  
9. Can you describe whether or not the e-government team has already 

investigated the main barriers for e-government adoption in public sector? If 
yes How and in which level? If no Why? 

10. Can you describe the main barriers for e-government adoption within public 
sector? 

11. Can you think of any way that e-government project is different from other IT 
projects?  

12. Important are the following stages for e-government adoption in Saudi’s public 
sector?  0 Nothing -1 Somewhat - 2 I agree -3 I strongly agree  

 
Stage Proposed adoption stage  0 1 2 3 

1 Information delivery ( Initial stage)     

2 One way services Interaction ( Interaction stage)     

3 Two way services delivery Interaction 

(Transaction stages) 

    

4 Government Integration (Integration stage)     

5 Other     

 

13. What do you think is required before adopting new ideas like e-government to 
agencies in public sector? 
14. From your experience, what are the factors that will encourage government 

agencies to adopt e-government initiatives?  
15. What do you think the organisations in public sector need to be able to 

participate successfully in the e-government initiative?  
16. Is e-government purely driven by political appointees (or embedded in the 

public sector and independent of a particular appointee)? 
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17. Is e-government development the responsibility of each public 
organisation/ministry or is it a responsibility of a central e-government 
organisation? 

 
Part three/   Questions for an Independent expertise 

1. In your opinion what are the benefits for developing e-government project in 
Saudi Arabia? 

2. Do you think the organisations in public sector are interest in e-government 
applications?  If yes Why if No why also? 

3. Can you describe the main barriers for e-government adoption within public 
sector public sector? 

4. From your experience, what are the factors that will encourage government 
agencies to adopt e-government initiatives?  

5. What do you think the organisations in public sector need to be able to 
participate successfully in the e-government initiative?  

6. Can you describe the overall acceptability of e-government initiatives in the 
government (IT staff, senior management and employees)?  

7. Do you think the position; fear of change will make some mangers or 
employees resist e-government adoption? Yes/ No How? 

8. Do you believe that the e-government cost has direct influence to the process 
of   e-government adoption in organisations in public sector?  Yes /No / I don’t 
know.  How? 

9. Do you think that e-commerce model is different from e-government model?   
How?  

10.  Do some government organisations-which have performed reasonable 
progress in e-government- impact other organisation decisions toward 
accelerating the adoption of e-government in order to remain competitive? 
Yes/No.  

11. Do you believe that the benefits derived from e-government have direct 
influence to organisations decision making toward adoption of e-government? 

a. Yes/ No 
12. Is privacy of information protected in e-government organisation legislation? 
13. Has the government taken any steps to put in place consumer protection for e-

government transactions? 
14. Have clear rules been established to ensure security of data and transactions? 
15. Is there are any regulation and legislation in place or being developed related 

to e-government? 
16. Would you describe change management as a skill that can be found as a part 

of e-government adoption? If yes, explain? 
17. Are there any specific areas that you would like to see included/excluded in 

this research instrument? 
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Part four \ Managers and IT Managers) 

• Organisational Details 

Organisational Name   

Telephone No  

E-mail  

 

1. In your opinion can your organisation offer services electronically to your 
clients or constituents? Yes/ No Why? 

2. Do you share knowledge electronically or manually with other government 
agencies?  

3.        If yes, describe the advantages and disadvantages?  
4.        If no, what are the major obstacles?  
5. How the e-government project was promoted (e.g. advertising campaigns, 

promotional material or initiatives)?  
6. What were the objectives of developing websites for this ministry and other 

ministries in your opinion? 
7. Does your organisation have intranet-based communication as a part of IT 

infrastructure?  Yes or No  
• If yes how important are the following Intranet benefits to your 

organisation?  
 

Intranet Benefits Yes No 

Improving the communication and coordination between 
employees within the organisation  

  

Enhance the quality of decision making process in the 
organisation management  

  

Reduce the costs and time of content development, 
duplication, distribution and usage  

  

Others   

8. Do your organisational top management has a clear vision and realise the 
significant of e-government project?   Yes or No   Why? 

9. How would you describe the IT infrastructure progress in your organisation?  
i. Very good progress  

ii. Somewhat proper IT infrastructure progress  
iii. Slow progress since the lack of commitment and support from top 

management, lack of in-house IT expertise and shortage of 
necessary funds. 

iv. Other ………………………. 
10. How would you describe the maturity and readiness of the IT infrastructure for 

the adoption e-government? E.g  (High medium not mature enough) why? 
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11. What are the key problems of IT infrastructure in your organisation that will 
impact negatively the adoption of e-government? For example  

i. Integration problems (e.g. integrating data residing in multiple databases  
through  out the organisation, connecting the applications and 
processes within and between organisation departments)  

ii.Unreliable networks and communication infrastructure   
iii. The required technologic and applications for e-government adoption are 

not compatible with existing applications and systems in 
organisation due to their complexity  

iv.Other ……….. 
12. How would you describe the qualification level of IT staff in your 

organisation?  

• IT employees are strongly qualified to support IT applications and 
systems and they capable to treat all complex situations and needs from 
organisation 

• IT employees are qualified but for a particular systems and applications 
and they incapable to maintain some sophisticated technologies such as 
middleware technologies, database oriented, transaction oriented, and 
message oriented 

• Most of IT employees in organisation are not qualified to deal with IT 
applications and systems problems, configuration, and development as 
well as network engineering and management 

• Other ………… 

13. How would you describe the IT training strategy that has been applied in your 
organisation?  

i.We have a clear vision for the importance of training strategy and top 
management support this vision. 

ii.We have set a training strategy plan for the organisation but not 
completely follow it due to lack of support form top management and 
employees.  

iii.We have not set a training strategy plan in organisation  
iv.D. Other ………………. 

14. How is the support level from top management in your organisation toward 
adoption of government?  

i.There is active commitment and support from top management 
ii.There is somewhat commitment and support from top management  

iii.In most cases the top management pays no attention to the adoption 
process of government  

iv.There is no commitment and support from top management. 
15. What are the benefits derived from e-government adoption in your 

organisation? (Indicate all that apply 0   Not important   2 Very important) 

E-government expected Benefits 0 1 2 
Improve management and support decision making process    
More organised government business  process     
Increase collaboration among other public organisation     
Increase organisation productivity    
Reducing operation cost of services delivery     
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Enhance the ICT infrastructure    
Increase the exchange of data between organisation      
Improving the efficiency of government services      
Quick processing and response to citizen’s needs and expectation      
Developing new skills and motivation for employees    
Other     
 

16. What are the barriers to e-government adoption in your organisation? Please 
indicate for these follow barriers. 

 Barriers for e-government adoption 

Organisational Issues 0 1 2 3 4 
Lack of top management support      
Unclear vision and management strategy      
Resistance to change from management and 
employees 

     

Complexities of existing business processes      
Organisational   structure        
Lack of coordination between departments.      
Resistance to change related to organisational 
culture 

     

Lack of reword systems      
Cultural issues      
Lack of awareness about e-government       
Negatively attitude towards e-government      
Lack of IT training       
Lack of IT expertise       
Lack of finding        
Other       

Technological issues      
Unreliable networks and communication      
Existing systems are incompatible and 
complex  

     

No integration across internal systems      
Lack of security rules, polices and privacy laws      
Threats from viruses, hackers and Trojans.      
Developing website by unskilled staff      
Lack of employees with IT skills      
Lack of standards for IT       
High cost of IT infrastructure       
High cost of professionals and consultancies       
Other      
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