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Abstract 

E-governance is a new area of study for researchers. Governments are sincere and keen in 

making use of the power of Information and Communication Technology (ICT) to 

improve their services to the citizens and establishing an on-line communication system 

with them in order to create an on-going system of feedback for policy making. Though 

use of technology in the government is nothing new, yet the advent of Internet and World 

Wide Web made a world of difference in realizing the objectives of improving services, 

relationships and a host of other things. Governments in the developed world, such as 

US, UK and Singapore have taken a lead in their on-line presence. However, in 

developing countries like India, experiments are going on at various levels-states, center 

and at municipal level to offer to the citizens what their counterparts are receiving in the 

first world. 

A relevant question arises about the judgment on the effectiveness of the e-governance 

programmes created. How do we determine criteria which can be used in analyzing, 

assessing and improving the e-governance projects? Are there any universal criteria or 

they will differ according to the type of the e-governance programmes. Then closely 

related to this issue is the subject of change management. How do we move from the 

manual processes, systems, procedures to the electronic processes, systems and 

procedures that will create effectiveness in the e-governance programme. There are issues 

relating to human behaviour, attitudes, beliefs, values and much more that will gain 

prominence in the change management process. This study was undertaken with the 

objective of researching on the factors of effectiveness and change management with the 

ultimate objective of developing a framework of effectiveness and change management 

in order to create (an) effective e-governance programme(s). 

The methodology followed here consisted of first determining factors of effectiveness 

and change management through literature survey. Then some existing e-governance 

programmes in India and in other countries through data obtained through primary as 

well as secondary sources were studied. Based upon this study of cases, factors of 

effectiveness and change management were refined and then a set of Propositions were 



developed. A questionnaire was then designed to carry out a survey to test the 

propositions. Three types of e-governance programmes, namely for the government 

agency, for the users and for the partner agencies of the government were taken up for the 

purpose of developing factors of effectiveness and change management and developing a 

framework for the same. The groups chosen for survey work were: Vendors (hardware 

and software), Internal planners, External users and then Internal users of e-governance 

services. Questionnaire survey was carried out for each of the individual groups as well 

as for the entire group. Through various statistical tools, the framework as above was 

developed upon the synthesis of data obtained from the questionnaire survey as well as 

from the case studies. Finally, factors of effectiveness and change management for three 

different types of programmes were determined for three frameworks for three different 

types of programmes (El, E2 and E3). Many types of micro-results were also obtained in 

the process. In the final analysis, findings of the research were re-visited vis-a-vis the 

case studies and an attempt was made to cross-check the findings obtained in the final 

analysis. Similarly, the research questions and the objectives of the research were also 

revisited and the same were cross-verified with the results obtained. A number of key 

learnings has emanated from the research. The research contributions from the present 

study has also been listed. Lastly, limitations of the present study along with suggestions 

for future work have also been included in this study. 

The results obtained in this research can be utilized by governments, which want to make 

better use of their resources by concentrating in areas that are important for the target 

group and using a strategic framework that will ensure faster delivery of the project, 

better satisfaction for the user-groups and a networked government that will bring in 

additional advantages in connecting with the citizens. The process of change management 

can be better addressed, if the findings of this research were to be put into practice. 

ii 



Contents 

Abstract 

List of Figures 	 xi 

List of Tables 	 xii 

List of Annexures 	 xviii 

Chapter 1 Introduction to the Study 1 

1.1 Background 1 

1.2 Context of the Study 2 

1.3 Current Stage of Knowledge on e-Governance 3 

1.4 Need for Research 10 

1.5 Objective of the Study 13 

1.6 Scope of the Study 13 

1.7 Brief Outline of the Methodology 14 

1.8 Organisation of the Report 15 

1.9 Concluding Remarks 18 

Chapter 2 Literature Review 19 

2.1 Introduction 19 

2.2 Understanding E-governance 19 

2.2.1 Issue of Digital Divide 26 
2.2.2 E-Governance in India 29 

iii 



2.3 Review of Research on Effectiveness of 

E-governance 

38 

2.3.1 Effectiveness in E-Governance 43 

2.4 Review of. Research on Change Management 50 

2.4.1 Change Management in e-governance 52 

2.4.2 Factors of Change Management 61 

2.5 Research Gaps 62 

2.6 Concluding Remarks 63 

Chapter 3 	Research Design 	 64 
3.1 	Introduction 	 64 

3.2 	Objectives of the Study 	 64 

3.3 	Research Questions 	 65 

3.4 	Issues to be addressed 	 66 

3.5 	Scope of Research 	 70 

3.6 	Research Model 	 71 

3.7 	Research Methodology 	 74 

	

3.7.1 	Case Study Method 	 75 

	

3.7.2 	Questionnaire Survey 	 76 

	

3.7.3 	Questionnaire Design 	 76 

	

3.7.4 	Questionnaire Validation 	 76 

	

3.7.5 	Questionnaire Format 	 78 

3.8 	Flow Chart for Research Methodology 	 80 

3.9 	Concluding Remarks 	 80 

iv 



Chapter 4 Cases Studied 
	

81 
on e-Governance –Based on Primary Data 

4.1 	Introduction 	 81 

4.2 	Classification of the e-governance projects studied 	 81 

4.2.1 Successful Projects 	 81 

4.2.2 Partailly Successful Projects 	 81 

4.3 	The Methodology of Case Studies 	 82 

4.4 	A Case Study of a Successful Project 	 82 

4.4.1 Case 1-- Study of an Effective and Successful e-Governed 	83 
Municipal Corporation: KDMC Experiment Study 

4.5 	Study of Partially Successful Projects 	 93 

4.5.1 Case 2--Computerization in Customs and 	 94 
Central Excise Department 

4.6 	Comparison and Synthesis of Cases 	 108 

4.6.1 Factors of effectiveness in the two cases studied 	 109 

4.6.1 Factors of change management in the two 	 110 

cases studied 

4.7 	Concluding Remarks 	 111 

Chapter 5 	Case Studies on e-governance 	 112 
—Based on Secondary Data 

5.1 	Introduction 	 112 

5.2 	The Methodology of Case Studies Studied 	 112 

5.2.1 Successful Projects 
	 112 

5.2.2 Partially Successful e-Governance Projects 	 113 

5.2.2 Failed e-Governance Projects 	 113 

v 



5.3 	Case Studies of Successful Projects 	 113 

5.3.1 	Case 1-- Modernizing Tax Administration in Singapore 	 114 

5.3.2 	Case 2: Beijing's Business E-Park 	 118 

5.3.3 Case 3- Citizen Service Centers in Bahia,•Brazil 	 122 

5.3.4 	Case 4- Electronic Birth Registration in Bangladesh 	 125 

5.3.5: Case 5- Front-End First: Citizen Payment at FRIENDS 	 128 
Centres in Kerala 

5.3.6: Case 6-- Computerized Interstate Check Posts in Gujarat 	 132 

	

5.4 	Study of Partially Successful Projects 	 136 

	

5.4.1 	Case 7-Cameroon Government's Tax's Web Site 	 136 

	

5.4.2 	Case 8- Mandals Online in Andhra Pradesh 
	

140 

	

5.4.3 	Case 9- SETU: A Citizen Facilitation Centre in India 
	143 

	

5.5 	 Study of Failed Projects 
	 146 

5.5.1 	Case 10- Failed Electronic Voter Registration in Uganda 	146 

5.5.2 	Case 11- A Land Licensing and Planning System 	 149 

for Beira City, Mozambique 

5.5.3 	Case 12- Thailand's Troubled Tax Computerization Project 	153 

	

5.6 	 Comparison and Synthesis of Cases 	 159 

	

5.7 	 Concluding Remarks 	 164 

vi 



Chapter 6 Formulation of Propositions 
and Questionnaire Design 

6.1 	Introduction 

165 

165 

6.2 Summary of Factors of Effectiveness Relating 
to Strategy and Change Management 

165 

6.2.1 Factors of Effectiveness Relating to Strategy 166 

6.2.2 Factors of Change Management 167 

6.3 Benefit Matrix for Four Different Types of 170 
Stakeholders 

6.3.1 Benefits to the Users 172 

6.3.2 Benefits to the government agencies 173 

6.3.3 Benefits to other partners 173 

6.3.4 Benefits to the society/community 173 

6.4 Formulation of Propositions 173 

6.4.1 Propositions of Research (On Effectiveness) 174 

6.4.2 Propositions on Change Management 177 

6.5 Designing the questionnaire 180 

6.6 Questionnaire Validation 182 

6.7 Administering the Questionnaire 183 

6.8 Concluding Remarks 186 

Chapter 7 Analysis for All Groups Combined 	187 

7.1 Introduction 187 

7.2 Questionnaire Response 187 
7.2.1 Profile of Respondents: 187 

vii 



	

7.3 	Univariate Analysis 	 191 

	

7.4 	Bivariate Analysis 	 195 

7.5 

7.4.1: Effectiveness of E-governance Programme 
for the Government Agency (For El) 

7.4.2: Effectiveness of E-governance Programme 
from Users' perspective (For E2) 

7.4.3 	Effectiveness of E-governance Programme 
for the Partner Agencies of the Government (For E3) 

Multivariate Analysis 

197 

198 

198 

199 

7.5.1 Step-wise Regression (Determinants of Effectiveness) 199 
— El (Government Agency) 

7.5.2 Step-wise Regression (Determinants of Effectiveness) 201 
—E2 (Users) 

7.5.3 Step-wise Regression (Determinants of Effectiveness) 203 
—E3 (Partner Agencies) 

7.6 Final Analysis 206 

7.7 Concluding Remarks 208 

Chapter 8 Analysis for Different 	 209 
Groups of Respondents 

8.1 

8.2 

Introduction 

Bivariate analysis 

209 

209 

8.2.1 Bivariate Analysis for Group 1 (Vendors) 209 

8.2.2 Bivariate Analysis for Group 2 (Planners) 213 

8.2.3 Bivariate Analysis for Group 3 (External Users) 217 

8.2.4 Bivariate Analysis for Group 4 (Internal Users) 221 

8.3 Summary of Results of Bivariate Analysis 225 

8.4 Multivariate Analysis 228 

viii 



	

8.4.1 	Multivariate Analysis for Group 1 (Vendors) 	 228 

8.4.2 	Multivariate Analysis for Group 2 (Planners) 	 233 

8.4.3 	Multivariate Analysis for Group 3 (External Users) 	 238 

	

8.4.4 	Multivariate Analysis for Group 4 (Internal Users) 	 242 

8.5 	Comparison of Results in Multivariate Analysis 	 247 
for Different Groups 

8.6 	Duncan's Mean Test 	 251 

8.7 	Concluding Remarks 	 252 

Chapter 9 Micro Analysis of Important Variables 	254 

9.1 	Introduction 	 254 

9.2 	Analysis of Important Variables 	 254 

9.2.1 V16—Top level Political Commitment 	 255 

9.2.2 V-13 - Media Campaign 	 257 

9.2.3 V9 - Organizational Change 	 258 

9.2.4 V6-- Public Private Partnership 	 259 

9.2.5 V4--Immediate Benefits 	 259 

9.2.6 Benefits from e-governance programme 	 263 

to the Government 

9.3 	Concluding Remarks 	 265 

Chapter 10 	Learning and Conclusions 	 266 

10.1 	Introduction 	 266 

10.2 	Summary of this Study 	 266 

10.3 	Framework of Effectiveness and 	 269 

Change Management 

10.3.1 Framework of effectiveness and change management 	 270 

ix 



for the government agency (El) 

10.3.2 Framework of effectiveness and change management 	 273 
for the users (E2) 

10.3.3 Framework of effectiveness and change management 	 277 
for the partner agency (E3) 

10.3.4 Overall Framework of effectiveness and 	 280 
change management 

10.4 	Revisiting Research Questions and Objectives 	 281 

10.4.1 Revisiting objectives of the study 	 281 

10.4.1 Revisiting Research questions 	 283 

10.5 Key Learnings from the Study 284 
10.6 Major Recommendations 286 

10.7 Significant Research Contributions 289 
10.8 Limitations of this Study 290 
10.9 Suggestions for Further Work 291 

10.10 Concluding Remarks 292 

References 	 293 


	Page 1
	Page 2
	Page 3
	Page 4
	Page 5
	Page 6
	Page 7
	Page 8
	Page 9
	Page 10
	Page 11
	Page 12
	Page 13
	Page 14
	Page 15
	Page 16

