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Presenter�
Presentation Notes�
E-government is most probably the largest organizational transformation project of many economies. It is on the agenda of most countries and includes within its scope formulating national vision, planning strategy, developing infrastructure, building capabilities, redesigning processes, delivering e-services, and managing technology.

 

Having said that this presentation offers a strategic framework to guide the development of e-government and looks into future e-government evolution. 

�



Purpose of the presentation
• To offer a strategic framework to guide the 

development of e-government
• To present a roadmap for implementing e- 

government
• To highlight main challenges, with special 

emphasis on addressing major security issues
• To discuss measurements of e-government 
• To look into future e-government evolution
• To recommend the development of an e- 

government observatory for the region



Strategic Framework



Strategic framework to guide the 
development of e-government
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Presenter�
Presentation Notes�
The proposed strategic framework is intended to serve as a guideline for e-government development and consists of six main areas. These areas are:

Vision: Vision presents a picture of what the organization intends ultimately to become in the next five, ten, or fifteen years. A vision has to be politically inspiring and administratively pragmatic;

Targets: There are four target groups, one for each of the four government categories, namely, citizen for Government-to-Citizen (G2C), business for Government-to-business (G2B), employee Government-to-Employee (G2E), and government Government-to-Government (G2G);

Themes: Themes help in focusing on the main issue to be addressed for each target (see box for an example);

Objectives: 

Programmes: Programmes supplement the above areas of the strategic framework with well-defined projects. Each programme must have high impact on a number of areas identified in the strategic framework. 

Projects: Projects are the building blocks for developing an integrated e-government system. It is very important to keep in mind that a successful initial project can become the selling point for all future efforts and can create political momentum that is needed for e-government initiatives. Each project must have an owner and a time frame for its delivery. �



Example
Delivery of world class public services in the digital economy

Citizen Business Employee Government

Citizen Business People Connect    care 
easy matter most together 

Offer citizens 
faster, more 
responsive, 
more 
convenient & 
less 
complicated 
means to 
public services

Vision

Target

Theme

Enable 
businesses to 
interact, 
transact and 
communicate 
with the 
government 
online, with 
greater speed 
& convenience

Develop & 
cultivate IT 
capabilities 
among public 
services 
officers to 
deliver efficient 
and cost 
effective 
services0

Objectives Promote 
greater 
productivity, 
efficiency, 
flexibility & 
convenience 
through 
integrated 
platforms for 
delivery of 
public services

Source: E-government in Asia: enabling public services innovation in the 21st century, compiled and edited by James 
SL Yong, ISBN 9812325913, 2003, page 26

G2C G2B G2E G2G



Results-based 
management system (RBM)

RBM is a powerful system that:
• Improves strategic planning
• Enables better justification and allocation of 

resources
• Provides ongoing monitoring and 

assessment of performance 
• Emphasises achieving results in order to 

fulfil development goals
Source: UNDP, Handbook on monitoring and evaluating for results, “RBM in UNDP: overview and general principles”, 
http://www.undp.org/eo/rbm/index.htm.



Main elements of the logical 
framework programme 1/2

Objectives Objectives are overall desired achievements involving a process of 
change that aim to meet certain needs of identified end-users within a 
given period of time. 

Objectives describe the intended achievements, rather than the 
intended actions, of the programme.

Expected 
accomplish- 
ments
(results)

Expected accomplishments are a desired outcome involving benefit to 
end-users and are expressed in quantitative or qualitative terms. They 
are the direct consequence or effect of the generation of outputs and 
lead to the fulfillment of a certain objective.

Expected accomplishments describe what should happen in order to 
meet programme objectives.



Main elements of the logical 
framework programme 2/2

Outputs
(projects)

Outputs are the final products or services delivered by a programme 
or sub-programme to end-users. Outputs include studies, training and 
projects. 
Outputs describe the products and services delivered to target 
beneficiaries.

Owner of the 
output and 
time frame

The main entity responsible for the output and the time frame for 
completing the  output. 
Suggest grouping outputs into three categories: Short term, medium 
term and long term.

Indicators of 
achievement

Indicators of achievement are used to measure the extent to which 
objectives and/or expected accomplishments have been achieved and 
correspond, directly or indirectly, to the objective or expected 
accomplishments. 
Indicators of achievement describe that which demonstrates that the 
expected accomplishments have indeed been made. 



Example of G2B programme
Objective Expected 

accomplishments
outputs Owner/Time 

frame
Indicators of 
achievement

Enable businesses 
to interact, 
transact and 
communicate with 
the government 
online, with 
greater speed & 
convenience

To increase 
national 
bandwidth with a 
view to develop 
broadband access

To increase 
number of e- 
government 
services targeting 
the private sector 
as well as their 
transparency and 
accountability

Develop an 
affordable, secure 
and reliable ICT 
infrastructure at the 
national level 

Automate business 
registrations and 
streamline 
interactions with 
Government such as 
tax processes, 
customs 
declarations, 
building permits and 
renewal of licences

MoT / Short 
term

MoICT / Short 
term

Increase Internet 
penetration rate 
as well as 
throughput among 
private firms

Number of G2B e- 
government 
services 
completed

Number of firms 
using these 
services

Programme title:___________________________________



Example of G2G programme
Objective Expected 

accomplishments
outputs Owner / Time 

frame
Indicators of 
achievement

Enhanced 
government 
processes and 
optimised 
resources 
allocation

To automate back 
office operations

To increase 
sharing of 
information

Develop e- 
government 
metadata standard

Implement ERP in 
ministries

Build adequate ICT 
infrastructure 
among ministries

MoICT / Short 
term

MoICT and 
respective 
ministries / 
Short term

MoT / Short 
term

Increased number 
of ministries with 
automated core 
processes;

Increase number 
of government 
organizations that 
are interconnected 
to exchange 
information as 
well as  optimise 
resources 
allocation;

Programme title:___________________________________



GUIDELINES FOR DEVELOPING 
PROJECT CONCEPT PAPERS

Concept paper header
• Project identification panel.
• Executive summary. 

Concept paper body
• Objectives
• Background and 

justification
• Project description
• Expected accomplishments 

and indicators of 
achievement

• Activities
• Budget and timeline

A project concept paper is a concise 
presentation of a project, addressed 
to high-level management meetings, 
that provides the basis for project 
selection for subsequent 
consideration by relevant 
organizations or programme 
managers



Roadmap
&

Implementation model 



Roadmap for e-gov implementation

Keep relationship with private sector & NGO’s

Define a vision & priority areas

Assess e-government readiness

Find e-leaders & political will

Select the right projects

Plan & manage e-government project

Overcome resistance from within a government

Measure & communicate progress



Organizations responsible for 
implementing e-government

Selected organizations from ESCWA member countries 
responsible for e-government :

• Egypt: Ministry of Communications and Information 
Technology http://www.mcit.gov.eg

• Jordan: Ministry of Communications and Information 
Technology (MoICT) http://www.moict.gov.jo

• Lebanon: Mainly OMSAR – a proposal is underway to establish 
a higher council for ICT reporting directly to the PM office

• Qatar: Supreme council of ICT (ictQatar) 
http://www.ict.gov.qa/en/Default.aspx

Presenter�
Presentation Notes�
Governments have established specific agencies to manage e-government initiatives. In some countries, it is the ministry of communications and information technology that is responsible for implementing the government initiative; in others a council is established to fulfil this job. �



E-government 
development models

P r o p o s e d  
b y /  S o u r c e S t a g e  1 S t a g e   2 S t a g e  3 S t a g e   4 S t a g e  5 S t a g e   6

D e l o i t t e  
R e s e a r c h

In fo r m a t i o n  
p u b l i s h i n g /  
d i s s i m i n a t i o n

" O ffi c i a l "  t w o -
w a y  t r a n s a c t i o n

M u l t i - p u r p o s e  
p o r t a l s

P o r t a l  
p e r s o n a l i z a t i o n

C l u s t e r i n g  o f 
c o m m o n  
s e r vc i e s

F u l l  i n t e g r a t i o n  
&  e n t e r p r i s e  
t r a n s fo r m a t i o n

E l m a g a r m i d  &  
M c Ive r

O n e - w a y  
c o m m u n i c a t i o n

T w o - w a y  
c o m m u n c i a t i o n

C o m p l e x  
t r a n s a c t i o n s

In t e g r a t i o n  
a c r o s s  
g o ve r n m e n t  
a d m i n i s t r a t i o n - -

L a y n e  &  L e e C a t a l o g u e T r a n s a c t i o n
V e r t i c a l  
i n t e g r a t i o n

H o r i z o n t a l  
i n t e g r a t i o n - -

W a t s o n  
& M u n d y In i t i a t i o n In fu s i o n C u s t o m i z a t i o n - - -

Source: E-government in Asia: enabling public services innovation in the 21st century, compiled and edited by 
James SL Yong, ISBN 9812325913, 2003, page 17



Proposed stages of 
E-government development

Presence

Interaction

Transaction

Transformation

Presenter�
Presentation Notes�
E-government goes through four typical stages, namely: 

Presence stage, which consists of a web site containing static information;

Interaction stage, which involves the exchange of information and electronic forms that can be completed electronically or printed and then transmitted by mail;

Transaction stage, where functions are automated and there are more streamlining capabilities;

Transformation stage, in which the current structure is transformed, including relevant laws and procedures, paving the way for a new virtual organization.

�



Presence Interaction Transaction Transformation

To be completed as soon
as possible

To be completed
by 2006

To be completed by
2010

To be completed
by 2015

Phase 1 Phase 2 Phase 3 Phase 4

Transforms existing
structure, laws, and
procedures and paves the
way for a new virtual
organization

Automates government
functions and has more
streamline capabilities

provides electronic
forms that can be filled
electronically or printed
and then sent by mail

is similar to an
electronic brochure
presenting only passive
information

Proposed milestones based on e- 
government stages

ESCWA, Capacity building in selected ICT applications in ESCWA member countries, Volume 1: e-government and 
e-commerce, E/ESCWA/ICTD/2003/6 

Presenter�
Presentation Notes�
It is a good practice to associate with each one of the above stages a target date so that governments set milestones for monitoring progress of work. �



A practitioner’s perspective

Source: E-government in Asia: enabling public services innovation in the 21st century, compiled and edited by 
James SL Yong, ISBN 9812325913, 2003, page 381

A holistic approach
E-gov architecture
Funding strategies

Deployment roadmap
High accessibility
Digital inclusion

Commercial partnership
Expectation management
E-lifestyle transformation

Conifdence building

Public service
reforms

Long-term
commitment

Transparency
&

accountbility

Active public
participation

High level
expectation

Massive
change

High
profile

Policy
&

Legistaltion

New digital
frontier

Privacy &
Security

Political

Public
serviceSocial

Technological Economic

Strategic responses

Challenges

Context

Presenter�
Presentation Notes�
From a practitioner’s perspective, always keep in mind that e-government initiative is a multipurpose endeavour that tackles political, social, economical, governmental, and technological issues. 

A common strategy, nowadays, is to transform the government into a citizen-centric organization, as elaborated in the next section.




From organizational silos into 
citizen-centric

Portal

Open a  business

Employment services

Centralized e-procurement

Pursue education

Ministry
Of

Finance

Ministry
Of

Health

Ministry
Of

Justice

Ministry
Of

education

Information storage

Silo 

Presenter�
Presentation Notes�
Government silos are usually characterized by lack of cooperation between different ministries or public agencies as well as limited exchange of information and sharing of data. These characteristics often lead to lessen commitments to achieve government goals. 



Government must investigate enabling end-to-end operations, those that cut horizontally across vertical silos of ministries and public agencies 

�



Portal management

Main issues
• Restructuring to attain 

strong levels of inter- 
agency cooperation and 
coordinated service 
delivery

• Digital signature
• Electronic creation, 

delivery, storage and 
retrieval of government 
documents

• Agency ownership 
• Portal security

Content-related issues
• Who creates content?
• Who approves content?
• Who maintains individual 

communities?
• What is the process for 

managing user feedback 
and queries?

• How should content be 
structured (taxonomy)?

A common misconception is to treat portal as a stand alone application

Presenter�
Presentation Notes�
E-government portal is the proper tool to make the transition to citizen-centricity, however this change requires fundamental rethinking of systems and processes that go far beyond the technology.



There are numerous factors to consider when creating citizen-centric strategies:

Driving change in government is not the same as in the corporate world; for instance, government cannot just shut down expensive face-to-face channels even if it can justify the return on investment of moving services online. 

Political will and leadership support are always important in driving change.

Major challenges often involve building capabilities of government employees in order to take advantage of new processes and understand the reasons for change and their roles in the new environment. In this context , the technical challenges to citizen-centricity are less important. 

raising awareness of the citizens to become information seekers and develop the skills needed to access e-government portals.�



E-government interoperability 
challenge

Portal

Middleware, 
workflow

and 
content 

management 
systems

Internet

Call center

Digital TV

Mobile/PDA

Back Office
Communication 

channels

G2G G2C

G2B
G2E



Example of e-government portals 

Selected e-government portals from ESCWA member 
countries:

• Egypt: http://www.egypt.gov.eg

• Qatar: http://www.e.gov.qa/eGovPortal/index.jsp

• UAE (Dubai): http://www.dubai.ae/

• UAE Federal e-government portal: 
http://www.government.ae/gov/en/index.jsp

http://www.egypt.gov.eg/
http://www.e.gov.qa/eGovPortal/index.jsp
http://www.dubai.ae/
http://www.government.ae/gov/en/index.jsp


Source: http://www.e.gov.qa/eGovPortal/index.jsp



Main security issues

Infrastructure
security

Application
security

Information
assurance

Identity
management

Presenter�
Presentation Notes�
Infrastructure security is about establishing and maintaining a high level of network security.

Application security 

Identity management addresses the challenges of managing identifiable access to information and applications.

Information assurance is about providing adequate protection against illegitimate access and ensure live data protection.�



Measurements of 
e-government

Presenter�
Presentation Notes�
There are different methods and measurements that are available to gauge e-government implementation. These measurements are mostly valuable to policy makers and decision makers, particularly in the formulation of policies and the development of strategic programmes and projects. 

�



ICT indicators for e-government 
in the European union

Eurostat: 
– D.1 Nbr of basic public services fully 

available on-line (List of 20 basic 
public services -12 for citizens & 8 for 
business)

– D.2 % of individuals using the 
Internet for Interacting with pubic 
authorities broken down by purpose

– D.3 % of enterprises using the 
Internet for interacting with public 
authorities broken down by purpose

Citizens Businesses

Income Taxes Social Contribution for 
Employees

Job Search VAT

Social Security Benefits Corporate Tax

Personal Documents Registration of a New 
Company

Car Registration Submission of Data to the 
Statistical Office

Application for Building 
Permission

Custom Declaration

Declaration to the Police Environment-related Permits

Public Libraries Public Procurement

Birth and Marriage 
Certificates

Enrolment in Higher 
Education

Announcement of Moving

Health-related ServicesSource: http://europa.eu.int/comm/eurostat

Presenter�
Presentation Notes�
the Eurostat e-government indicators for the European Union, which includes the number of basic public services fully available on-line and the percentage of individuals / enterprises using the Internet for interacting with public authorities broken down by purpose �



Source: BundOnline 2005 Implementation plan 2004 status and outlook, Federal Ministry of the Interior, 
Germany

Presenter�
Presentation Notes�
The German government has launched the BundOnline initiative to strengthen the federal administration’s services and client orientation. 338 services were available online by the end of 2004, and many more services were available on the Internet than the 376 originally planned, by the end of 2005. �



UN global e-government readiness 
report 2005

Rank Country index
42 United Arab Emirates 0.5718
53 Bahrain 0.5282
62 Qatar 0.4895
68 Jordan 0.4639
71 Lebanon 0.4560
75 Kuwait 0.4431
80 Saudi Arabia 0.4105
99 Egypt 0.3793

112 Oman 0.3405
118 Iraq 0.3334
132 Syria Arab Republic 0.2871
154 Yemen 0.2125

World 
Average 
0.4267

Source: United Nations, UN global e-government readiness report 2005, UNPAN/2005/14, page 199

Out of 
179 

countries

Presenter�
Presentation Notes�
There are also indices that are available to measure e-government readiness. The most known index is the one developed by the UN Global readiness report. In the last edition of this report, namely the edition for the year 2005, the top three countries from Western Asia are United Arab Emirates, Bahrain, and Qatar, ranking at 42, 53, and 62 respectively out of the 179 countries included in this report. In addition, six countries from the region were ranked above the world average index of 0.4267 �



Classifications of 
e-government indicators

• Macro level (capital expenditure, mobile telephony 
services, Internet indicators, …)

• Micro level (% of government department with 
implemented ERP, % government employees with 
email address and using it, …)

• Impact (Extent of repeat use of e-government portal, 
proportion of e-government users satisfied,reduced 
prices for “charged-for” services, reduced fraud, 
increased tax collection, …)

Presenter�
Presentation Notes�
A general classification for e-government measurements would include macro level indicators[1], micro level indicators[2], and impact indicators[3].

�[1] For example capital expenditure on e-government projects, mobile telephone services, etc.

[2] For example percentage of government department with implemented enterprise resource planning applications, percentage government employees with an email address and using it, etc.

[3] For example proportion of e-government users satisfied, reduced prices for “charged-for” services, reduced fraud, increased tax collection, etc.

�



Future e-government evolution



One of the engines of a 
nation’s economic thrust

E-services to
constituents

Evolving role of e-government

Source: E-government in Asia: enabling public services innovation in the 21st century, compiled and edited by 
James SL Yong, ISBN 9812325913, 2003, page 407

Internal efficiency,
automationPhase 1

Phase 2

Phase 3

Presenter�
Presentation Notes�
In general, the evolving role of e-government has so far gone through two main phases, the first is related to achieving internal efficiencies and the second is about increasing effectiveness through the dissemination of e-services to constitutions. In the next phase, e-government will become one of the engines of a nation’s economic thrust �



Evolution of e-government

Source: Beyond E-government: the world’s most successful technology-enabled transformations, Booz Allen and 
Hamilton- INSEAD, page 12

Presenter�
Presentation Notes�
Booz Allen refer to it as “t-government or transformational government”. The next generation of e-government depends on how government leaderships take actions and are willing to adopt innovative solutions to enhance the relationships between government and its constituents, thus leading to significant changes in realising policy objectives enabled by ICT and improving governments’ capacities to better adapt to the new knowledge-intensive economy.

��



Knowledge management in the 
public sector

Knowledge
management

Public sector challenges

Increase public demands

Breakdown of Govt monopolies

Breakdown of Govt bureaucracies

Results

Knowledge society

Improve decision-making

Learning Government

Presenter�
Presentation Notes�
How Government can improve their practices to better adapt to the new knowledge-intensive economy?

KM is not a “systems solution” it is a “people solutions”

Need to articulate what KM means to the organisation

Need to match KM capabilities against existing technologies

�



Proposed regional project



E-government observatory

• E-government Fact sheets (presenting an overview of 
the e-government situation and progress in each 
ESCWA Member States)

• E-government library
• E-government case studies
• List of major e-government events
• E-government news and weekly e-government 

newsletter
Target senior decision-makers in the public and private sector to closely 
follow ongoing e-government developments

Provides valuable insight into e-government strategies, 
initiatives and projects

Source: http://europa.eu.int/idabc/en/
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Thank you
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