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Abstract

Electronic government has been established as an effective mechanism for increasing government
productivity and efficiency as well as a key enabler for citizen-centric services. Although e-
government efforts in most developing countries started in the early 2000’s and huge investments have
been made by respective governments, implementation and diffusion has been extremely laggard
compared to Western nations. However, there has been no universal model for evaluating the
effectiveness of e-government implementation and adoption. From an institutional perspective though,
economic, political and social as well as technological issues signify the most fundamental pressures
that organisations face when implementing change. Using institutional theory as conceptual lens, this
paper aims to provide a better understanding of the pressures that influence the success of e-
government projects. This is achieved using an empirical study in a large ministry in Oman by
reflecting on their e-government implementation efforts.

Keywords: e-government, institutional theory, public sector, Oman.

1 Introduction

Governments around the world have been using different levels of information and communication
technologies (ICTs) to deliver their services however, public administration has been viewed over the
years as inefficient and lethargic in their execution of citizen’s services (Weerakkody and Dhillon,
2008). Since then, many governments initiating e-government projects with a view of offering better
and more accessible services to citizens (Weerakkody and Dhillon, 2008). This shift has been
facilitated largely as a result of the availability of innovative and cost effective ICT solutions and the
evolution of the Internet. While developed countries have exploited the power of the Internet to
successfully e-enable public services and entice citizens, developing countries have been
comparatively slow in developing successful e-government strategies (Weerakkody et al., 2007). E-
government discusses the manner in which governments make use of the exchange of information and
services that are pertinent with regards to citizens, individual businesses, and other governmental
agencies to name a few (Welch, et al., 2005). When e-government is implemented successfully, it will
ensure that there is improvement in processes within government agencies, efficiency is achieved, and
public services are better managed and delivered (Riley, 2003; Irani et al., 2007). However, for e-
government implementation to be widespread and successful, exemplary strategies and practices need
to be identified in addition to establishing and prioritizing processes to be e-enabled. Furthermore,
every e-government programme needs to have a clear idea of the proposed benefits to citizens, what
challenges need to be overcome and the level of institutional change that needs to take place for it to
be successful in a given context (Hazlett and Hill., 2003).

Given this context, the rationale for undertaking this research is to gain a better understanding about
the implementation of ‘electronic services’ from the Omani government perspective. The lack of prior



published research that explores the implementation aspects of electronic services in Oman offered
further motivation and rationale for undertaking this research. This study will particularly aim to
answer the research question: what are the internal and external pressures influencing e-government
implementation in Omani governmental agencies? Additionally, the research contributes to theory and
practice by conceptualising electronic services implementation in the public sector from a theoretical
perspective by using institutional theory as a lens. Consequently, institutional theory is used in this
study to formulate a taxonomy to synergise electronic services implementation challenges in the
public sector and offer a reference point for practitioners and researchers involved in public sector
online services development to relate implementation paradoxes and associated complexities. This will
help in providing a better understanding to the complexities of electronic services implementation,
particularly from an Omani perspective.

In order to achieve the aforementioned aim, the paper is structured as follows. The next section briefly
examines the background of different factors of e-government and as published in the literature. This
is followed in section three by identifying the key pressures that influence organisational change from
a institutional theory literature perspective to map the implementation challenges as identified from
the e-government literature. Next, an overview of the research approach used for this study is offered.
This is followed by a discussion of the empirical research findings highlighting the most salient issues
currently influencing e-government implementation in the context of Oman and proposing a taxonomy
based on e-government implementation in Oman. The paper concludes in section six acknowledging
research limitations and offering suggestions for future research directions.

2 Background on E-Government Implementation Challenges

One of the most significant current issues in e-government success is the adoption and diffusion of e-
government services (Moon, 2002). Such issues strongly rely on the implementation of a good
infrastructure that facilitates e-services flow between e-government stakeholders, government,
citizens, and business (Moon and Norris, 2005). However, many researchers have identified other
challenges that are common in respect to develop a successful e-government implementation in
developing countries include privacy and security (Al-Khouri and Bal, 2007;; Bwoma and Huang,
2003), accessibility (Abanumy et al, 2005; Chesi et al., 2005), infrastructure (Al-Khouri and Bal,
2007; Bwoma and Huang, 2003; Chesi et al., 2005), and IT workforce capability (Bwoma and Huang,
2003; Chesi et al., 2005). Wilford et al., (2004) argues that researchers in the field of e-government
consider security and privacy as one of the most important key challenges for the implementation of
an e-government system. Security issues commonly consist of computer security, privacy and
confidentiality of personal data (Al-Khouri and Bal, 2007; Bwoma and Huang, 2003). Conklin and
White (2006) justify that information that is stored in databases and systems remain very valuable. In
this case, security and privacy issues should be monitored and reviewed continuously.
Underestimating the importance of this factor can result in unauthorized access to sensitive
information and loss of citizens’ trust, which might lead to e-government failure. Therefore, building a
solid trust environment by providing a high level of data privacy, data integrity and user authorisation
will ensure electronic transaction security and online identity authentication (Al-Khori and Bal, 2007;
Conklin and White, 2006).

However, the fundamental concept behind the implementation of e-government is the extreme change
that it will introduce to the way services are delivered within public sector institutions (Nelson, 2003).
Therefore, any changes within formal structural organisations such as government units will mostly
impose challenges that are surrounded by the procedures of those changes within the same
organisation; nevertheless, these changes will lead the organisations to new and more advanced
desirable situation (King et al, 1994). Drawing from the study done by Aldrich et al., (2002), it can be
argued that there is no single list of challenges to e-government implementation. However, e-
government initiatives are not easy to implement as highlighted by many researchers (Weerakkody et
al., 2007; Irani et al., 2005). Ndou (2004) suggests that e-government initiatives are complex strategies



that contain a number of challenges that could impede e-government implementation. Moreover, many
researchers such as Howard, 2001; Jun and Weare, (2010); and Welch, et al., (2005), argue that e-
government includes fundamental transformation of the existing government which consist of other
changes in many elements within public sector organisations including structure, process, culture and
beliefs of the public sector stakeholders. Thus, these changes create several challenges within
government organisations (Howard, 2001; Hazlett and Hill 2003; Irani et al., 2005).

The challenges resulting from organisational change have been classified by many researchers,
including the above mentioned, into four key pressures. These themes include economic (North, 1990;
Hirsch and Lounsbury, 1996), political (Orren and Stephen, 1994), social (Burke and Donald, 1981;
Swidler, 1986) and technological (King et al., 1994; Teo, et al., 2003) pressures. Thus, based on this
view, the need for a more comprehensive approach was essential to develop an integrated model of
institutions drawing on and encompassing much of the contemporary work of the e-government
phenomenon. For this reason, the authors posit that the use of institutional theory is appropriate as it
offers a far more broad and in-depth view of the key internal and external pressures influencing
change. Further, in the context of e-government, institutional theory in particular has been applied by
various scholars such as Kim et al., (2009), Silva and Figueroa (2002), and Welch et al., (2010) to
study the implementation of electronic services in the public sector.

3 A Theoretical Framework to Evaluate Pressures Influencing E-
government Implementation

The implementation of electronic services in the public sector involves introducing fundamental
changes to established business practices in governments’ institutions. Therefore, in the study of
public online services it is imperative to understand how these changes will affect public sector
institutions and the resulting challenges they impose (Reffat, 2003; Nelson, 2003; Weerakkody and
Dhillon, 2008). In an environment where citizens’ needs and demands continuously change,
institutions need to respond as quickly as possible to these changes. In this respect, an institution’s
response to these changes will often depend on economic, political, social and technological
developments and trends in different markets or national contexts (Wheelen and Hunger, 2002;
Centeno et al. 2005). There are a number of theories that have been proposed over the years to study
organisational change, such as system theory, social theory, and the theory of Reasoned Action
(Kritsonis and Student 2004). Among the most widely used and earliest theories of organisational
change are Lewin’s model (Lewin 1958; 1951), Lippitt’s model (Lippitt et al. 1958), and Institutional
theory (Scott 1987; 2001; DiMaggio and Powell 1991). In the context of public online services,
institutional theory in particular has been applied by various scholars such as Kim et al. (2009), Silva
and Figueroa (2002) and Currie and Guah (2007) to study the implementation of electronic services in
the public sector.

Drawing from these arguments, this research adopts an approach to study e-government related change
by considering the key pressures influencing implementation from economic, political, social and
technological sides. These factors are discussed below from an institutional theory lens where the
theory is used primarily as a frame of reference for classifying the internal and external influences on
electronic service implementation in the public sector.

Economic Pressures

Many researchers such as Williamson, (1981) and North, (1990) have paid relative attention toward
the effects of economic pressures on organisational behaviours. According to Starbuck (1976), the
goals of organisation are strongly related to the economic status, whereby these pressures were the
main driver for the relationship between the status of the economy and the methods used to evaluate
workers' performance. Further, researchers in the technology field have noted that economic pressure
occurs mainly around issues such as transaction costs (Lubbe and Heerden, 2003). Both issues are



derived from economic status that could impact on organisations to involve the implementation of any
technologies to improve the performance of a given service.

In the framework that was designed by DiMaggio and Powell (1983) for classifying the main
institution pressures, they argue that to obtain a ’survival economic situation’ the practices and the
adopters on which the organisation is dependent must remain in good graces. Thus, economic
pressures are considered as the main motivator of 1T-enabled change that will utilise information
systems to facilitate inter-organisational relationship among public sector (Ciborra, 1983).

for e-government, economic pressures helps the government to implement efficient and effective
practices of work by minimising various cost, eliminating government corruption and reducing the
number of physical buildings (Eggers, 2004). According to Sang et al., (2009) e-government is a
powerful tool that helps governments to improve the governance of public administration and reduce
the lack of transparency and accountability in order to deliver best practices of public services. Also,
from an economic perspective, the UN report “Leveraging e-government at a time of financial and
economic crisis” (2010) confirmed that protection of social expenditure should be one of the main
characteristics of e-government implementation whereby all stakeholders of e-government will
benefit. Moreover, Eggers (2004) argued that economic resources are very important to help
strengthen e-government implementation to develop effective governance and increased transparency.

Political Pressures

According to Hannaway (1993) Political pressure is a significant force for organisations that operate in
the same institutional environment and with similar technologies. Similarly, in this research, the
political system of e-government could be conducted to extend the understanding of the political
conditions under which public organizations adopt and modify their rules and regulation by the wider
institutional environment (or other governmental units) (ibid). In the context of institutional theory
literature, a political pressure is viewed as a significant force that generates different changes and
explains how organizations are operating in the same environment and with similar technologies
(Scott, 2001). Further, Institutional theory explain how political pressures influence the structuring of
new rules, procedures and organisation activities which are required to develop a successful
organisation (Shepsle, 1986). O'Donnell et al., (2003) suggested that new rules and activities will
pressure and direct the new decisions of top management in organisations, thus, top management
support plays an important role in shaping the recent and future rules and regulation of the
organisation.

Social Pressures

Developments of e-government are limited by the society’s usage and adoption of the internet
(Pudjianto and Hangjung, 2009). While governments concentrate on modern technologies to deliver
public services and transform their traditional services to a more advance level of electronic
transaction through e-government implementation, the adoption of these services by citizens remain an
ambiguity (Bjorck, 2004). Given this context, institutional theory explains how external pressures can
control the input processes of an organisation, resulting in actions that would ultimately increase the
quality of services and improve customer satisfaction (Bjorck, 2004). By gaining customers’
satisfaction, organisations will be able to reduce any negative external pressure of social behaviour
within an e-government context. This procedure will help public organisations to transform from
traditional services to online services with respect to social behaviour. Worthy of note here is the
result that transformation will have on the implementation of new rules, procedures and organisational
processes that relate to and shape social behaviours (Liang et al., 2007; Teo et al., 2003). Thus, the
government must provide a strategy to leverage the level of internet knowledge among citizens(Sang
et al., 2009).

Technological Pressures

In the traditional literature of institutional theory, IT is conceptualised as unfolding within the changes
of the structural and behavioural context of the organisation to desire better efficiency of its business



processes (Bjorck, 2004; Teo et al., 2003). Many researchers, such as Teo et al., (2003) and Liang et
al., (2007) have considered institutional theory to study the affect of information technology on
organisational business processes. The adoption of any new or innovative technology can often be
explained by environmental influences that occur due to the various relationships of the organisation
(e.g. with suppliers, customers and employees) (Teo et al., 2003). Finally, those relationships and
their norms are the main reason for the diffusion of new IT guidelines (Teo et al., 2003). The
customers and suppliers norms are explained by many researches as ‘normative pressures’ (Kondra
and Hurst, 2009; Mignerat and Rivard, 2005). However, according to Silva and Figueroa (2002), the
pressure varies from one norm to another (i.e. pressure from customers is stronger than that of
suppliers); but the combined pressure from suppliers, customers, employees and other influences was
found to have a stronger impact on the adoption of technologies (ibid). Additionally, from the
government’s point of view, those pressures have led government to adopt online services and several
features of ICT, such as security and privacy and using interoperability standards for building e-
government systems (Silva and Figueroa, 2002).

More recently, institutional theory has been used to study the effects of internal and external
influences on large scale IT implementation. For example, a study by Liang et al., (2007) has pointed
to the influence of top management in mediating the effect of institutional pressures on IT assimilation
in large-scale enterprise systems. Other researchers, such as DiMaggio and Powell (1983), and Teo et
al., (2003) have all advocated the use of institutional theory for identifying and examining key
institutional determinants of IT-based adoption. Bjorck (2004) proposes institutional theory for the
stability of the institutional perspective in IS/IT security in organisations. Orlikowski et al., (1995)
argue that individuals employ institutional structures of signification, legitimization, and domination
to make sense of the technology. Kim et al., (2009) have used institutional theory as an analytical
perspective to documents and to evaluate the development of an e-government system (an anti-
corruption system) in the Seoul Metropolitan government. The study by Teo et al., (2003) utilises
institutional theory as a lens to understand the factors that enable the adoption in information
technology. Their study showed that institutional pressures have resulted in a significant influence on
organisational intention to adopt a system, and the understanding of institutional pressures when
investigating information technology innovations adoption.

4 Empirical Data Collection and Findings

In order to create a link between theory and empirical data, this research uses a case study
methodology comparing theoretical lens with empirical data gathered from the research field. This
view will support the existing literature by providing the effects of various elements of the case study
in practice. It is important to explore the existing literature and theoretical propositions by utilising the
e-government case used in this study. Interviews represented the main data source in the case study
and acted as the main tool of qualitative research for data collection (Walsham, 1995). They were
conducted between July and September 2010 by visiting the interviewees in their government
departments in Ministry of Manpower (MOMP), in Oman. The case study organisation (MOMP) is a
large governmental agency that is responsible for delivering services to residents in Oman.

The aim of this paper is to focus and analyse findings from one in depth case study to highlight the
salient themes that influence e-government and to elicit key lessons. The case used (MOMP) was
ranked by the United Nationas as one of the top ministries in Oman to establish e-government based
on quality of the e-enabled public services. Additionally, the case suggested was ranked by United
Nation to finish in second place among the world in the category of ‘Improving the Delivery of Public
Services’ with its ‘Manpower Registration System’ (UN, 2010). The case revealed that significant
further exploration, understanding and lessons had to be taken into account before drawing any real
reflections of Omani e-government.

The focus of this paper is examining the factors influencing public sector administrators towards the e-
government services implementation. Therefore, the use of the qualitative research will help in



formulating people thoughts, experiences and participations within the social and cultural context in an
understandable form. Using a semi-structured interview method (Yin, 2003), the director of IT
department, head of website section, head of application development and two employees from
operational level management were interviewed in MOMP. The chosen case comprehensively
illustrated the local administration services within the Omani government and was actively involved in
e-government implementation. The ministry are responsible for delivering key public services and
thus played an important role in the relationship between the Omani government and its citizens. The
case study started by exploring the different roles played by the ministry in the last three years. The
interviewees were chosen because they participated in different projects relating to the e-government
initiative in MOMP. The authors assumed that the interviewees held insightful views of the e-
government initiative in the ministry.

The interviews consisted of forty two independent questions that were identified and structured around
key themes recognised from the literature and an initial semi-structured pilot interview conducted with
the Chief Executive Officer (CEO) of the Information Technology Authority (ITA) in Oman. The
interview with the CEO was held in August 2010, and the questions that were constructed for the case
study was suggested upon the current status of e-government in Oman. The questions identified a set
of relatively standardised items to be described and analysed in the interview. This was done by
having the participants discuss and choose among a set of propositions related to the ITA CEO’s
suggestions. Based on the interview results, a number of items could be considered important in a
focused case study. The questions were divided into three main areas, including establishment of e-
government, pressures (economic, political, social and technological) that are related to e-government
and other expected challenges of e-government development in Ministry of Manpower. Furthermore,
the selection of MOMP for this research was based on insights and suggestions made by the CEO of
ITA related to e-government practices and development by various agencies in Oman. To ensure
voluntary participation, clarity and simplicity of the information gathered, the interviewees decided
convenient times for the interviews. Before the interviews commences, the interviewees were notified
that they could stop and withdraw from the interview at any time if they desired. Interview with each
person lasted between three to five hours and was performed over two to three meetings with the
interviewer, often in the same week. Findings and Discussion: Ministry of Manpower in Oman

The Ministry of Manpower is mainly focused on G2C, G2G and G2B models of e-government. The
objectives of this ministry are as follows: preparation of draft laws and systems regulating the labour
market and vocational training sector in Oman. After conducting interviews at the MOMP with the
director of the IT department, the head of software development, the senior development engineer and
the head of web application from the same IT department working at different levels of management
and responsible for e-government implementation, it was determined that the MOMP’s technological
background illustrates that its IT infrastructure and e-government projects are far more superior than
those in other ministries in Oman. .

The interviews in the MOMP identified a number of different issues that followed the implementation
and diffusion of e-government in the MOMP. As indicated below, the interview results also indicated
that the MOMP investigated in the study was at a successful level of e-government implementation
when compared to the literature on the evolution of e-government and to other ministries in the
sultanate of Oman. The findings are analyzed according to the framework of economic, social,
political and technology pressures proposed in institutional theory.

Economic Pressures

Noticeable economic challenges are a primary obstacle to economic development for public sector
agencies. The head of application development highlighted that “The online based payment system is
fully integrated with all solutions to provide flexibility in payment options for the renewal of labour
permits. The processes have managed and increased the percentage of those using electronic e-
payment transactions, and cash payments were completely eliminated. As a result, the Ministry has
reduced public effort and cost. This initiative of the ministry has played a big role in increasing



income for the ministry and private sector services (assigned by the MOMP) and also increasing
income for the government from the application forms provided by the ministry.” This conforms to
what Lubbe and Heerden (2003) has indicated in their study whereby transactional cost could play an
inflencial role on adding an economical pressure on the organsiation.

The technological background of the IT director of the MOMP illustrates that the MOMP’s IT
infrastructure has been developed in the past ten years, which makes it more convenient for other
ministries to integrate their systems with the MOMP. During the time of integration, the MOMP
vision is to provide convenient electronic services through numerous channels for everyone, with a
special focus on web-based payment services for maximizing citizen usage of Manpower IT and
improving different economic challenges. Thus, the director of the IT department and others mutually
agreed that “over ten years, the (MOMP) has been devoted to improving our ICT infrastructure and
performance under the responsibility of the Information Technology Department. Further, he
continues “...4s technology developed, the MOMP developed a secure payment system using web
services and the new web version of smart forms. The payment system is fully integrated with all
solutions to provide flexibility in payment options for the renewal of labour permits.” Such IT-driven
change will then utilise information systems that will facilitate inter-organisational relationship among
public sector organisation (Ciborra, 1983).

Citizens within the country require better services at lower costs and greater responsiveness in a
dynamic and continuously changing environment; In support of this, the MOMP makes some
innovative use of ICT in delivering services, such as through SMS messaging by Omani jobseekers to
pursue the registration process and transform their data between different public agencies. The web
application manager stated, “The nature of the MOMP’s work is to inform the job providers and
jobseekers of various supports and opportunities that are appropriate for their needs. Thus, since
2005, the MOMP has implemented the SMS system to provide citizens with the needed information to
update all their users with the latest MOMP news. Interestingly, Evans and Yen, (2005) argued that e-
government will protect these expenditures for both the citizens and government. Controlling
expenditures will result in better accessibility and availability of e-government services to
stakeholders and reduce paperwork, the need for physical offices and the number of workforces that
are needed for the public administration (Evans and Yen, 2005; Eggers, 2004).

Political Pressures

In the context of e-government, institutional theory relates to forming new rules, procedures,
arrangements and actions, which are required to develop a successful e-government system (Shepsle,
1986). Those new rules and regulations will influence the decisions and behaviour of leaders and
decision makers in the public sector organisation (O'Donnell et al., 2003). The MOMP acquired
significant implementation support when attempting to build their e-government applications because
of needed top management support and the requirement to provide an integrated system of laws and
regulations. The senior development engineer reported, “...our main key success is implementing
policies and procedures per e-government; in our case, all the new procedures were approved and
followed by top management, besides ensuring successful implementation.” Henriksen and Damsgaard
(2007) noted that there is always a strong need for political consideration when a new strategy comes
into place, such as new technology. However, new technologies will produce a number of
opportunities and problems that could be organised using new rules and regulations (ibid). In the
context of e-government, public administrators need to implement a new vision, which will require
new rules and regulations in order to achieve a new shape of services that will facilitate public sector
transformation (Doherty and King, 2001).

In addition, there was a key relation between management support and the building of a successful e-
government system. The head of software development stated, “...there was a real need to implement
new rules and regulations parallel with the MOMP e-government workflow; thus, our management
provides management understanding and support, strategic plans and better utilisation of
technology.” The IT director added, “Our leadership gives enough support to the IT team and other



participants in the implementation of any e-initiatives in our ministry. ”The MOMP found that the
implementation of the e-government system has shown that the regulatory dimension was most
effective, and strong leadership was crucial to its success. On the other hand, building an open IT
system such as the MOMP e-government system can explore how relations work between public
agencies, and this will encourage other agencies to integrate/share one system.

Social Pressures

Interviewees have highlighted that MOMP has utilised information sharing with citizen to promote
and motivate them to engage with its services. The head of web application reported, “Usually after
implementing new technology, we provide a video tutorial that shows how to use these services. Those
videos are uploaded on our web site for additional support.” Moreover, the head of web application
highlighted that “...the MOMP gives details about the use of eServices in newspapers, radio
interviews and television interviews. Our brochures are distributed among the public through our
offices and through our Website to illustrate and maximise the benefits of eServices. ”

Through their Web site (e-services strategy), which was adopted in 2003 and implemented in May
2007, the MOMP has embarked on an ambitious journey of transforming their services to empower
citizens. Thus, the MOMP has facilitated social participation, increased the quality of life, increased
privacy and security and established e-payment in one single Web site. When we discussed the social
issues of e-government with the IT department participators, the director of the IT department replied,
“Citizens can post queries/complaints and check their progress with the relevant MOMP departments.
This shows how the MOMP is committed to incorporating citizen’s participation into its decision
making process.” Thus, transformation will influence the implementation of new rules, procedures
and organisational processes that relate to and shape social behaviours (Liang et al., 2007; Teo et al.,
2003). The MOMP e-government implementation is used as a tool to ultimately increase and control
the quality of its services and improve customer satisfaction. To maintain the improvement of
customer satisfaction, the MOMP organisation will be able to improve citizens’ empowerment and
transparency within e-government context.

Technological Pressures

From the interviewee’s point of view, technological influences have led the MOMP to adopt online
services and ICT related procedures such as security and privacy, system reliability and availability
and international standards for successful e-government implementation. Thus, one of the most
important issues in the e-government model is integration among different government agencies. The
head of software development highlighted that the MOMP e-government system allows other
government bodies to establish a standard system or network among government agencies with faster
and more efficient information exchange. The director of the IT department reported...Our IT team
has implemented technology-related solutions as well as policies and procedures for the MOMP
online services to maintain systems stability. ”

One of the key issues that emerged during the empirical research revolved around the appropriate use
of ICT standards and systems integration that public agencies face. In the literature, several authors
such as Irani et al., (2008) identified IT standards as a major factor during the implementation and
integration of various technologies in an e-government context. Moreover, the head of software
development added, “When we started our in-house software development, we decided that using the
latest application software is an initial step. This has reduced standard related problems and has
made upgrades and integration with other agency applications easier this results in a convenient
environment for any internal and external integration.” The integration factor is seen in the literature
as a key success factor to enable “joined up” access to e-government services through the concept of a
single portal Irani et al., 2007; Weerakkody and Dhillon, 2008). The empirical evidence in the MOMP
case also highlighted the importance of maintaining a single point of access to the various online
services provided by the respective governments. The above discussed theoretical classification of the
internal and external influence factors on e-government implementation are captured in the taxonomy
presented in table 1.
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= - - providing the needed management
S support actions towards e-government services . .
a understanding and strategic plans.
requlation overr?ment in order to achieve public transaction and obtain a healthy environment for
9 g - P e-government implementation.
sector transformation
The ability to access information and The MOMP undertook to train citizens about the
Digital divide transaction services, and citizen e-government initiative and distribute its
participation. brochures, newspaper and TV/Radio programs.
.‘_5" Citizen Empower the citizens by reduce efforts ;I'uhe Ig/:tof’;ﬂrzr?gs;ﬁge%ztzn:az malilégsls\;il dOf
3 empowerment to obtain their needs. bp - Y
delivers services.
Transparenc Sharing of information and participate The MOMP provides feedback form, online
olicigs y the citizens with new rules and polls, and hotline complains for the citizens to
P regulation participate in the existing rules and conditions.
Standardisation Standard use of different development tools | The MOMP system can integrate with any other
— within e-government implementation public agency applications.
8
2 - _
2 - Operate e g_overnmen@ Ina stabl_e and Formulate and shape the quality of the MOMP e-
e Stability secure environment (include privacy .
< - government service
S and security)
s Internal and Integrates a system across different The MOMP is providing the access to citizens
external roles that provide a full and real ‘one and other users from one single integrated
integration stop shop’/portal. gateway.

Table 1 A Conceptual Taxonomy for understanding the Implementation and Institutionalisation of e
government Initiatives

5

Conclusion

This research conceptualised the pressures influencing e-government implementation success in the
context of a large public ministry in Oman. Through this research, the authors have attempted to
highlight some of the key factors that can enable the e-government implementation process to succeed.
While the e-government literature showed that there is a lack of prior published research that explores
the economic, political, social and technological pressures of e-government, institutional theory
offered a theoretical lens for outlining these pressures. From an empirical perspective, this study
explored one Omani government ministry who is involved in e-government implementation. The case
study findings indicated that recent implementations of e-government in the MOMP have continued to
follow the guidelines and procedures set by the national government for implementing e-government.
Nevertheless, it was clear that the MOMP, although having achieved a successful level of e-
government implementation at present, faced many different challenges.




The aim of this research was to explore the pressures that influence e-government implementation
empirically in the context of Oman. While the literature review identified a number of key pressures
that influence e-government implementation, the MOMP case study conducted revealed the influence
of these pressures in practice. As a qualitative research, this study has been conducted to explore e-
government implementation efforts in the MOMP and the subsequent challenges faced within the past
three years. By proposing a conceptual taxonomy for understanding the implementation and
institutionalisation of e-government initiatives, the authors hope that this study has taken a step further
in helping to clarify the paradoxical nature of e-government implementation.

As outlined from the empirical findings; economic, political, social and technological pressures have a
considerable as much as significant impact on the implementation of e-government projects. Reducing
transactional costs, evolution and growth of ICT and protecting expenditures were outlined as the
main factors of economic pressures. While leadership, top management support, and regulation were
seen as political pressures, digital divide, citizen empowerment as well as policies transparency have
been highlighted as the main social pressures that influence e-government implementations. Finally,
there has been an emphasis on standardisation, stability, internal and external integration as
technological pressures.

The practical implications from this study for policy makers and e-government project implementers
in Oman can be summarised as follows:

e The challenges outlined in this study indicate that these objectives are not easy to realise in
practice and that more focus is needed to develop strategies which would minimise the
negative impact of these challenges. Thereby, appropriately addressing these factors will result
in improvement of e-government implementation and diffusion efforts in Oman.

e  Well-coordinated efforts are needed by various government agencies’ leaders and policy
makers as well as implementers to substantiate that a good level of standardisation, stability
and integration among used technologies are provided to ensure the quality of the public
sector services. Therefore, for the e-government project (eOman) implementation,
technological factors have to be considered for providing a better service quality

Although the single case study is acknowledged as a research limitation, the research data was
collected using in-depth interviews with key employees responsible for e-government, official
government documentation and observations. To increase the ability to generalise and utilise the
empirical findings in the wider Omani context, the authors have planned to pursue further research in
two other ministries during the third quarter of 2011 to maintain the needed level of triangulation.
Future research could also target other cities in Oman to examine the willingness of other traditional
ministries to shift to e-government services. Finally, the current study was not specifically designed to
evaluate issues related to citizens’ perspective on the adoption of and value added by e-government.
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