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Introductory comments

Project goals and role of OECD
Our functions as analysts

NB: vast diversity of conditions & experiences in the region
B From tiny to huge populations

B From wealthy to poor levels of per capita income

B From dense to sparse distributions (mega-cities to deserts)

B Varieties of economic and governance systems




Project ambitions

Assess recent activities in e-Government

Compare study countries with UN and OECD goals
Consider appropriateness of OECD guidelines
Gather high-level views of e-Government roll-out
Analyze managers’ opinions

Offer recommendations




Agenda

Baseline

Expectations

Working theories and measures
Intermediaries & intermediation
Cases

Egypt
Morocco
Jordan
Bahrain
Dubai

Furthering the study




Your views,

Achievements, problems & potential Please!

Over 40 years of gov. ICT in Arab region

National computer centers in UAE
Early UN-sponsored facilities & training in Egypt, Morocco

Jordanian state airline computerisation shortly after pioneering
American Airlines booking system

Egyptian Cabinet Information & Decision Support Center

[1 Egyptian governates implementations

[1 Elite and mass IT literacy training



Your views,

Achievements, problems & potential Pleasel!

Persistent lag of infrastructure in most places
Mainly limited to automating administrative services
Participation low

Trailing ambitions




Your views,

Achievements, problems & potential Please!

Moving towards project goals of connectedness and
inclusiveness

Replicating/emulating regional best practices
Routine Arabization/localization
Keeping closer to world best practices




Baseline

Common features of e-Government
B Use of databases
B Data transfer and basic communication functions

Further developed features
Advanced features

Our case study countries exemplify
The full range of functionalities



UN reports

4 UN e-Government readiness surveys since 2002
B |Intended as a measuring tool of strengths & weaknesses

B E-Government readiness knowledge base:
http://www.unpan.org/egovkb/
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Review of OECD studies & actions

OECD “E-government for Better Government” 2005
“E-procurement” 2006




Expectations

External sources

Engineering potentialities: “since we can do it, we should”

Ideal conditions: “efficiency gains accrued from modernization”
Exemplars: “world leaders, e.g. the Netherlands, set the standard”
League tables: U.N. indexes

Best practice guidelines: OECD practices

Effects

B Normative planning

M Standard metrics

B Decoupled rivalry for higher league table ranking

B [egal & rhetorical formalities not reflective of capabilities & actions




Your views,
Please!

How can we foster appropriate expectations?

What should be exemplars?
How can we best explain to policy makers?
How should popular expectations be managed?




Theories & metrics

“2nd Generation e-Government”

M Provision of services at the front-end

B Supported by integration, consolidation and innovation in back-end
B Systems to achieve maximum cost savings

B Improve service delivery

From e-Government to connected governance
From connected governance to engaged citizenry




Evolving approach to public service delivery

Traditional Government ﬁ- e-Government - Connected

Government

! ' !

Traditional Modes of ﬁ-— e-Jervices ﬁ- Value of Servic

service Delivery

UN 2008, p. 4



What measures should we emphasize?

Processes rather than functional potential or status

Embeddedness in the organization [“institutionalization’]
B Transparency

B Part of a community of practice

B Backward compatibility

W Visibility only during failure

Seen as situated work practices

Bijan Azad & Samer Faraj, “Govt. Info. Q.” 26 (2009)
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The research fills the gap between
eGovernment, eReadiness and Trust
from Demand Side

& =B

eReadiness

- ICT infrastructure

-ICT usage

- Human capital

- ICT regulations

eGovernment Trust

- Technology trust
-Information protection
-Security
-Privacy

- eGovernment service trust
-Credibility of the service
-Customer satisfaction
-Response on time

-w__r

-Why eReady citizens are not using eGovernment?

An important issues to explain

-What is the perception of non-eReady citizens of eGovernment and would they use it if they become eReady or not?




Research Findings
Significant Factors Affecting eGovernment Usage (Egyptian students 07)

[1 PC and telephone penetration at home

[1 Computing and Internet connectivity at school
[1 Regular use of the Internet

[1 Computer and Internet knowledge
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Research Findings
Non-Significant Factors Affecting eGovernment Usage

[ Internet speed and prices
[1 Using Internet in public places and Internet cafés

[1 Computing and Internet formal education

Evidence COUNTER
Primacy of Infrastructure

Non significant Sub-Factors
UCAS, 2006
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Research Findings from Egypt

O

L

Citizens using eGovernment services were more eReady than
students

eReadiness is an essential factor for eGovernment success

In developing nations, the role of champions has the greatest
effect when moving from non-eReady to eReady status helping to
provide more potential users of eGovernment projects

Diffusing eGovernment projects should not be postponed until the
community becomes eReady, reaching critical mass level is vital

eReadiness is important but has different impacts on
eGovernment

Each government should prioritize, based on local conditions,
which factors are more important to focus on



Intermediaries & intermediation

Training civil servants
The burden on the public

Role of “guides”
B Internet cafes

B Relatives and friends (especially youngsters)
M Librarians and paid intermediaries




How can we assess the role of intermediaries?

Intermediation by

m Officials

B Trained assistants

B Cyber café staff

B Informal help by family members/friends

Intermediation for
B Filling out forms

B Understanding goals
B Engaging in correspondance




UN E-Readiness Comparison (2007)
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Cases: Egypt, Morocco, Jordan, Bahrain, Dubai

E-Readiness |Legal | Admin | Procurement | Connected- | Inclusive-
UN 2008 cover | Eval ness ness
Egypt N, S, M,
U
Morocco N,U,P
Jordan N, U, P
Bahrain N, M, P
Dubai N, M, P

N=national; S=sectoral; M=ministry; U=unit; P=project Level




Objectives/expectations

National level Ministry/agency level General
expectations

Egypt Raise ranking Monitor progress by inst.
Measure tech. Align govt standards
readiness Recognise best achievers

Morocco JProject impact &
productivity

Jordan |} ldentify uptake Align strategic objectives
Coordination tasks | Compare among entities

Bahrain JProg. measuring | Track changes
Benchmarking validation

Dubai

OECD 07 Questionnaire; “Measuring & Evaluation Rept. 07



Egypt

Internet participation
Telecoms/broadband potential
UN E-Government Readiness

Key government bodies
Major projects
Legislative position
Procurement situation
Ambitions/expectations



Morocco

Internet participation
Telecoms/broadband potential
UN E-Government Readiness

Key government bodies
Major projects
Legislative position
Procurement situation
Ambitions/expectations



Jordan

Internet participation
Telecoms/broadband potential
UN E-Government Readiness

Key government bodies
Major projects
Legislative position
Procurement situation
Ambitions/expectations



Bahrain

Internet participation
Telecoms/broadband potential
UN E-Government Readiness

Key government bodies
Major projects
Legislative position
Procurement situation
Ambitions/expectations



Dubai

Internet participation
Telecoms/broadband potential
UN E-Government Readiness

Key government bodies
Major projects
Legislative position
Procurement situation
Ambitions/expectations




Transformation agenda for connected governance
(Harman & Roy 2007)

Aligning Values, Cross Jurisdictional
':ijl.::;'- vies and Collaboration and
Culture COnsansus

Frivala/Public

E-Gov Delivery
Fartnership

SKills

Vision and Engagement and
Leadership Empowermenl

People
Developmeant



Questions for public sector organizations re.
customer-centricity

1.
2.
3.

~N o OB

Do you have clarity on your customers’ needs and preferences?
s access to your organization and information straightforward?

Is the customer dealing with numerous hand-offs and with too many
agencies to solve the enquiry?

s the customer getting effective support from your organization?
Are those customers with specialist needs getting the right support?
What are the first-time resolution rates?

s you organization leveraging efficiency to redeploy to front-line
services?

Are the employees motivated and equipped with the right tools for
delivering an excellent service?

s your customer service function fit for the future challenge?
Do you have the capability to track the benefits of change?



A note on comparisons

The limited utility of comparisons

B Benchmarking more useful at the level of functionality than in
aggregate

W Utility for identifying exemplars, best practice, good solutions to
common problems

Opportunities to collaborate on common situations
B Language (Arabic and minority languages)

B Software sharing

M Staff training

Sensitizing to help identify unusual problems




Furthering the study

The questionnaire
Interviews
Observations

Analysis of legal & procedural elements
Feedback




The questionnaire

Purpose of the questionnaire
Content

Procedures for distributing

Utility in relation to other evidence




Interviews

Value of interviews for opinions, expectations, attitudes
Interviewees

Procedures for interviewing
Assessing interview materials

Using the evidence




Observations

Office practices (especially ‘back office’)
Assessing interfaces

Viewing users

Consideration of customer experiences




