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ABSTRACT

The concept and practice of e-government remafaslg new phenomenon in the Sub Sahara
Africa, particularly in Zimbabwe. It has proceedatla rather glatial pace regardless of its
introduction many decades ago as one of the kayegies of the New Public Management.
This study therefore strives to identify the reastm this problem which has led to the slow
progression in the implementation of e-governmaitiatives. Particularly, the study focuses
its attention on the various implementation chajemnthat continue to contribute to the current
state of e-government in Africa in general and Zaimle in particular. The current state of e-
government in Zimbabwe mirrors the deep rooted lprab ranging from financial, political,
organisational and even socio economic. These gmublhave led to the failure by various
governments in the developing world to fully realtbe benefits of e-government notably the
reformation of the public sector to make it a respee and accessible institution which values
the importance of efficiently and effectively deding social goods and public services to the
citizens. E-government is also instrumental in enguthat public sector institutions are
economic and as such manage their public expeeditad public finances in a manner that is
cognisant of the needs and interests of the ma3&es.is a key consideration that African
governments should prioritise in the wake of sesifinancial and economic challenges that
bedevil the continent. In that respect, the concégt-government needs be taken seriously in
order to ameliorate these problems encounteredeamfrican public sector. In light of that,
this research also seeks to highlight opportungiresented in the successful implementation of
e-government in order for policy makers, the acadeand general public to appreciate this
concept and its practice. The study proceeded faogqualitative perspective and the data
gathered confirmed, in the major findings that nafghe challenges experienced ranged from
those highlighted above. Major conclusions werevedrat basing on the findings identified in
Chapter four of the study, for instance, the céntanclusion based on the role that e-
government can play in improving the public seewod this is captured in the fifth chapter of
the dissertation. Additionally, in chapter five etlmesearch undertook the task to propose
possible measures or strategies that can be aduptddress or solve these implementation
challenges in order for e-government initiativesb® successfully undertaken, these were
presented in form of recommendations.
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CHAPTER ONE
INTRODUCTION
1.0 Background

With the dawn of the technological age, due to wisigread of Information
Communication Technologies (ICTs), e-government fast becoming of prime
importance. (Nkohkwo and Islam 2013). It has besralded as the new way forward for
the public sector in both developing and the desetoworld.(Dada 2006:1) This has
prompted many governments in Sub Sahara Africaaid hinking of going digital and

Zimbabwe has been caught in that wave as well.

However, despite the zeal and commitment towardsptaah of e-government most
African governments still find it difficult to trahate the commitment to real and
meaningful implementation as they have faced a adyof common problems which
have continued to place Africa where it finds itseh the technological and e-
government map on the global stage. Zimbabwe isngstocountries in the developing
world that is experiencing challenges in implemeg&-government initiatives in the bid
to improve the outlook and reform the performanéethe public sector. Problems
bedevilling implementation of such initiatives araultifold. According to Al Rashidi
(20010:3), these problems can vary from resistanoe employees, legal systems
constraints, cultural and political constraints;klaof senior management commitment,
negative employee and user attitude and resisttnchange. These problems can be
both internal and external and contribute immensethe state e-government projects in

Zimbabwe finds themselves in.

According to United Nations (2012), Zimbabwe’s mexs in the implementation and
growth of the ICTs and e-government has been ulestBbr instance in 2008, Zimbabwe
was ranked 138 in the world rankings and 129 in02@thich was an improvement.

However, in the subsequent years, the country’kimgs fell to 133 in 2012.



History of the application of ICTs in Zimbabwe’slpiec sector can be traced back to
1972 with the institution of the Central Computi&grvices (CCS), which was aimed at
providing ICT services to the public service. Tias then followed with the adoption of
the Integrated Results Based Management (IRBM)eB®ysh 2005, in which the e-
government is an integral component and one ofttlee important under pinners of the
main pillars or cornerstones of the system. Th&eeafollowing the advent of the
Inclusive Government under the Global Political égment, a fully-fledged Ministry of
Information Communication Technology was establisivgh the mandate of promoting
the use of ICTs to enhance national competitivereasd socio-economic growth.
(http://egov.comesa.int/index.php/submit-an-e-gorernt-article/55-zimbabwe-e-
government-updates.pdf). Despite the evidence eictuntry’s over three decades long
experience of its commitment expressed towardssfoamation of the public sector
through the employment of ICTs, there continuebdahallenges that have arrested the

growth of this sector most, if not all, which aneglementation related.

Zimbabwe has up to date only managed implementafiamly a sizeable e-government
projects whilst some fail to even take off, dying eonsummation stage. The
establishment of the Public Finance Management e8ystChitungwiza Hospital's
District Health Information Systems, Zimbabwe RawenAuthority (ZIMRA)'s
Fiscalisation Project, Computerisation of the Liglecencing Board, Computerisation
of the Registrar General’s Passport Office and tfidhe Parliament of Zimbabwe and
establishment of the Public Service Computer Badadagement Information Systems
are e-initiatives that have so far, among otheesnbimplemented. However, it has been
noted that, although there has been consideraltendment towards these initiatives
their implementation has remained nightmarish arablpmatic. These initiatives are
notably hampered mainly by the shortage of findnoesources, dearth in technical
expertise, lack of political will indicated by ineguate legislation and specific policy

directives to govern and support the implementabiotmese initiatives.



Ngulube (2007), citing InfoDev (2002), further adittait, a raft of problems affect the
implementation of e-government in most Sub Saharauntries and reveals that
Zimbabwe is not spared by problems related to Gfciccess to ICTs, lack of requisite
ICT infrastructure, the digital divide, IT illitecg, lack of legislative backing amongst

many others that hinder the successful implemeamtatf e-government initiatives.

1.1 Statement of the Problem

Adoption of e-government in Zimbabwe has been m@drey at a glatial pace and hence
delaying prospects of improving the public secemgendering inclusiveness in decision
making and entrenching the people’s confidencédir government aimed at enhancing

good governance.

Efforts towards e-government development have beéemlt a heavy blow as their
implementation has proven to be complex, experaiverather very slow. E-government
projects in Zimbabwe have been marred by severemgntation problems with most of

them even dying at embryonic or nascent stages.

Transformation of the Parliament of Zimbabwe hasrbsuffering from problems which
are hampering the successful implementation of ii@iffatives such as establishing an
interactive website that is accessible to everyr &l can offer all services and
information related to parliament without necedgdnaving to physically frequent the
parliament building. Parliament of Zimbabwe hostsi@bsite which however is only
instrumental in informing the public or users bt capacitated to interact in terms of
receiving feedback and establishment of chat roemhese citizens can interact with their
representatives in the parliament and follow paréatary debate and or download
information packages such as Hansards, watch pestitary proceedings online and
participate in parliamentary proceedings to inceeasansparency and promote

participation.

These problems are further reinforced by the latkadequate infrastructure and

necessary requisite technical skills, lack of asdesinternet and other IT consumables



required for one to operate such facilities sifeytare expensive and out of reach of the
majority who are rural dwellers. This continuesb®a privilege for their urban counter
parts despite the increase of internet able madhitenes. These are further compounded
by general political and economic problems thatdbentry has been facing for the past
decade or so.\

1.2 Resear ch Objectives

Objectives of the study were:

i.  Tounderstand the fundamental nature of e-goverbmen

ii. To identify challenges encountered in the implemgon of e-government
initiatives in Zimbabwe.

lii.  To analyse how other governments have dealt witi sonplementation related
problems
To ascertain whether e government initiatives & ik promoting accountability,
transparency and participation in public sectocpsses

iv. ~To propose/recommend strategies that can be dtilise ensure effective
implementation of e-government

1.3 Justification of the Study

This research played an important role in invesingethe reason behind failure of most
e-government initiatives in Zimbabwe. In its putsefiunderstanding specific challenges
encountered in implementing e-government projeébtsstudy came up with suggestions
or recommendations as to how policy makers can dtata policies that resonate with

the interests of the public in order to mitigate ahallenges beforehand.

Particularly, findings from this research shouldutiésed in planning and designing of e-
government and other related projects that the rgovent and other stakeholders might
consider implementing. This project also soughtdatribute to the existing bodies of
knowledge in the ICTs sector for both the public gmivate sectors and the academic
fraternity.



Given the limited research and publication in theddf of e-government, this research
aspired to contribute in covering those gaps bydpai published scholarly work upon its
completion focusing specifically on proffering stduns to problems encountered in

implementation of e-government initiatives in theveloping world.

The study also endeavoured to contribute to thertsff proposed in the Zimbabwe
Agenda for Sustainable Socio-Economic TransformatiZIMASSET), towards
modernisation of the public sector. It suggestetth lmmediate and long term strategies
that can be undertaken to ensure the smooth impl@tien of these initiatives.

This research referred to case studies in devedopnd developed world where e-
government initiatives have been implemented beiforerder to draw lessons on how

implementation related problems would be dealt with

1.4 Hypothesis

E-government initiatives fail because of lack abger implementation procedures

1.5 Resear ch Questions

i.  What is the nature of e-government?
ii. What challenges or problems are encountered ineimehting e government
initiatives in Zimbabwe?

iii.  How have other governments addressed such prolteting past?

iv. ~Does implementation of e-government initiatives réase transparency,
accountability and promote all stakeholder partitign in public sector processes?
v. Which strategies can be adopted to ensure effedtimelementation of e-

government projects?



1.6 Limitations of the Study

The study encountered challenges or barriers iasattg information from the relevant
public institutions whose members are sworn toesscunder the Official Secrets Act
(OSA). To be specific, the researcher was deniechigsion to undertake research in the
Office of the President and Cabinet's Modernisatiz@partment which is the primary
institution championing e-government in Zimbabwaeaitivig for the response which took
so long to come delayed and also impeded datactiolhesince crucial details related to
e-government initiatives in Zimbabwe could not beessed and hence compromised the
quality of data required and impacted negativelytiom research timeframe since the
research could now only be confined to the Parligna@d the Ministry of ICTs and its
parastatals in the public sector. Nonethelessrdbearcher will endeavoured to prepare
letters of notification to relevant managementhia institutions with targeted respondents
in order to be granted clearance to proceed wighréisearch and access every relevant
piece of data within the time provided.

The research also suffered another setback whexpérienced challenges in accessing
key informants whom are mostly senior governmefitiafs who often had very busy
schedules. Of particular mention are the ActingriClef Parliament and the Permanent
Secretary in the MolICTPCSs who took over two mortthgrant the researcher a slot
within their schedules To ratify this, highest lewé patience should be exercised and
timely booking of meetings with high profile govemant officials should be done prior.
In some instances, the researcher resorted to lexgnéne interview questions to the
respondents since they indicated their inabilitynteet with the researcher physically
notably the Parliament’s Network Administrator.

Lack of regular internet access can also becamieigation to the study since the
research also depended on the internet for otlsmareh requirements. The researcher

only had access to internet during the day at thieeysity of Zimbabwe.



1.7 Delimitation of the Study

The study took place in Harare and specificallyu®d on the Parliament of Zimbabwe.
Nonetheless, other related government instituteush as the Ministry of Information

and Communication Technologies, Postal and Co@&wices were considered in this
research since it is the relevant ministry admamiag ICT and e-government policies.
Interest was placed on the period beginning 2011132@hen there was noticeable
expression of commitment towards e-government atmges, notably within the

Parliament of Zimbabwe, such as the establishmeoniine management information

systems, redesigning and upgrading of the Parlitangmwebsite and so forth.

Respondents were drawn from the mentioned ingiitgtiwith additional ones coming
from parastatals such as Netone, Telone and Zamehe private sector respondents
were drawn from Barclays Bank, 23Century Systems and also from the Zimbabwe

National Chamber of Commerce. Ordinary citizensenadso interviewed.

1.8 Organisation of the Study

Chapter One- Introduction- contains the brief outline of alet other chapters of the

dissertation

Chapter Two- Literature Review- includes the literature revjewonceptual and

theoretical framework
Chapter Three- Methodology- contains an outline of the reseangthodology
Chapter Four- Findings- highlights the major findings of thesearch

Chapter Five- Conclusions and Recommendations- contains recomatiens and

conclusion to be used in addressing the problem



CHAPTER TWO

LITERATURE REVIEW
2.0 Introduction

This chapter reviews related study literature itoadance with the main categories
grounding the study. The chapter shall also prothedink between existing knowledge,
the theoretical framework chosen and how they @ffeexplanation to the understanding
of e-government in general and implementation engks encountered thereof. The
chapter is broken into two major categories i.enceptual framework and theoretical
framework. The conceptual framework includes d&bns, overview and discussion of
key concepts of the study which are electronic gowent and implementation. In the
meanwhile, theoretical framework presents the tkeounderpinning the concept of
implementation of e government from a public polpsrspective aimed at providing an
understanding on how these challenges can be aatelib Also covered in this chapter
is a brief presentation on international best jcast providing lessons both from the
emerging economies in the Asian hemisphere andla@ng world pertaining to how

Zimbabwe can better tackle and resolve implemeartathallenges of a common or

similar nature.

2.1 Conceptual Framewor k

2.1.1 Electronic Government: The Concept

E- Government is a contemporary function aimedrgroving the outlook, performance
and accessibility of the public sector. It emergsdone of the major sub-doctrines or
reform strategies of the New Public Managementadisse intended to reform the public
sector and it emanated from Europe in the late 4$9F6government basically connotes
the application and utilization of information andmmunication technologies (ICTs) in
order to enhance and improve efficiency and effeciess of the public sector. (ECA
2004).



E-government has been considered as a necessargngiteon for nurturing and
promoting accountability in the public sector. Tliginion is also embraced by ECA
(2004) when the report observes that “.....the opveatof new information and
communication systems are seen as an essential ooemp in the creation of
accountability”. ICTs are regarded as major trettdse in the creation of a modern
government which values its citizens and customsl apholds transparency,

accountability and efficient and effective disparmsaof public services and goods.

Heeks (1998) in ECA (2004) emphasizes the impontaalization of the potential that
ICTs have in improving public administration acties and how it can enhance
accountability in decision making. He expresses thy remarking that “.....when a
decision is taken, information about that decisaod its outcomes must flow to all those
to whom the decision maker is accountable”. He asgues that, without such
information flow, and without the information systeo carry that flow, there can be no
accountability because there can be no knowleddleeoflecision. Thus, the introduction
of ICTs in the public sector aims at ensuring pubinvolvement and popular

participation by citizens in public policy and dgon making.
2.1.2 E-Government: Definitions and Overview

E-government has been known by various names ssclelectronic government,
electronic governance, digital government, onlirevegnment, e gov etc. (Gronland
2004: 1) in Alseheri and Drew (2010: 1).

Alseheri and Drew (2010: 1) also acknowledge thisterce of various definitions that
pertain to e-government. They observe that “... tlaeeemany definitions for the term e-
government and the differences reflect the presitin the government strategies”.
However, the duo chose to abide by the definitifiared by Fany (2002) that refers to e
government as “....a way of governments to use thst imnmovative ICTs, particularly
web based internet applications, to provide citszand businesses with more convenient
access to government information and servicesnpyave the quality of services and to



provide greater opportunities to participate in demtic institutions and processes”.
This is a more generic definition of e-governmemtanpassing all its key components

and aspirations.

UNESCO (2005: 5) defines e-government as use of [@Tpromote more efficient and
effective government and make it more accessibtk amtountable to its citizens. The
report identifies four key characteristics of e-gmment that includeslectronic service
delivery, eectronic workflow, electronic voting and electronic productivity. E-
government, in basic terms refers to, or means ggnetrnance. The real reason for
initiation of e government is to achieve good goesce. Since governance primarily
refers to the manner in which power is exercisedgoyernments in managing a
country’s resources, good governance involves rarigectivity areas and an important
facilitator of the same is the application of IQTthe process of governance (UNESCO
2005: 7). In this regard, ICTs in the public sectore-government are an important
enabler of good governance by virtue of their rafein enhancing the outlook,

performance and accessibility of government faegiand services.

The reason for the sudden rise in e-governmentipescin the contemporary world is
due to the fact that e-government systems havec#ipability of promoting better
governance. E-government helps in achieving grea&ficiency in government
performance by raising service performance, sergda@®ery, by eliminating inefficient
processes and reducing bottlenecks and red taibe iservice delivery process as much
as possible. It is further added that, most oftitnes the need for e-government is driven
by the country’s need for rationalization sincecx@nment is considered to be cheaper,
fewer people are needed to do the work and conneai¢Nkohkwo and Islam 2013
citing OECD 2003, Mutala 2008 in Nkohkwo and Isl261.3).

One of the major propositions of e-government s tieed for making public services
readily available to the citizens. Heeks (2006erefto the 24/7 agency which is an
extension of his previous idea on the 5 Ws and Wikch arewho, what, when, where

and how. This implies that e government, as argued by Bl§@R06) will ensure the
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fulltime accessibility and availability of publi@srices throughout the day, week, month
and year at any moment and anywhere. (Nkohkwo slach12013).

2.1.3 The Scope of E- Government

The strength of e-government is derived from itdilical connection with information
society. It empowers government departments to oré&tvand integrate their services
using ICTs in order to improve and enhance relatigm between government and the
citizens. (Ngulube 2007: 1).

2.1.2.1 Primary Models of e-government

These are popularly referred to@smary models of e government. According to Seifert
(2003), there are three models of e-governmenthenaientifies them in the following
order: Government to Government (G2G), GovernmemtBusiness (G2B) and
Government to Citizens (G2C). The scholar acknogésdthe existence of a fourth
sector known as Government to Employee (G2E) bwuielrer argues that it is a sub
component of G2G and as such will be discussed rutidg model as the review

continues since it is an intra-agency activity.
2.1.2.2Government to Government (G2G)

This delivery model concerns itself with sharing ddta and conduct of electronic
exchange of information amongst various governrdepiartments. It is argued that such
platforms promote the establishment of common oe @top portals that ensure
harmonization of electronic linkage between and mgn@overnment departments
meanwhile creating efficient government machineRar Seifert (2003: 4), G2G
represents the backbone of government. He arga¢gtivernments should in invest in
efforts to enhance and update their internal systamd procedures for electronic
transactions to take place amongst a network ofip@gencies, businesses and the
citizens. Here focus is placed on improving backendack office operations. This point
is also shared by Atkinson and Ulerich (2008).
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G2G encourages both intra and inter-governmentahettivity at various levels and

tiers of government, for instance, central, fedeedional and local levels. (Seifert 2003:
4). It is a platform that is aimed at de-bureauzirag the public sector and doing away
with rigid lines of communication. It emphasisetemoperability and creating a seamless
horizontal system of administration. Here, refeeeig also made to harmonisation of

payroll systems, wage brackets and any other eraploglated information systems.
2.1.2.3Government to Citizen (G2C)

UNESCO (2005: 9) observes that this is the fornintdéraction that takes place where
electronic dissemination of information and elecicodelivery of services takes place,
fulfilling the primary objective of “e-governmentThe submission further notes that
initiatives in this delivery model attempt to mak®ansactions such as obtaining of
certificates, renewing licenses, payment of bilisl &axes and applying for government
schemes less time consuming and convenient. Alsthasized here is the inclusion of

citizen participation in the public process of natl interest (ibid.).

G2C initiatives are designed to facilitate citizemeraction with government through
creation of “one stop shopping” site where citizérensact with multiple agencies,
without requiring them to initiate physical contagith each agency individually. This
promotes easy accessibility of government servevesilable online. (Hasson 2000,
Seifert 2003)

2.1.2.4Government to Business (G2B)

It involves improved and efficient procurement obds and services by the government
from commercial entities. It also includes salgo¥ernment goods to the public with the
potential for reducing costs through improved preowent practices and competition.
(UNESCO 2005: 9). Seifert (2003) also concurs \hik view. However, whilst this may
be correct about developments of G2B e-governmregeneral in the developed world,

due to infrastructural and budgetary constraiits,developing world, notably Africa, is
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yet to realize the and experience successful G2igatimes and a fully efficient and
functional e-government system.

2.2.4 Evolution of e-government
Stages of e-government

Gartner Group developed the Open Government Mgtiviadel which identifies four
maturity phases or stages namelinformation, interaction, transaction and
transformative. This is the commonly used template in the develamt and evolution of

e government initiatives. However, it should betkiepmind that these stages are not
dependent on each other. (Seifert 2003, UNESCO)2005

2.2.4 1lnformation

This is the fundamental phase of e-government deweént. It is also called Web
Presence Stage where only the web site is staticis@d to provide basic information to
the citizen. (Allah et al 2014: 4). This stage egamts the simplest and least expensive
entrance into e-government, but also offers fewpsbns for citizens (Seifert 2003: 10).
Thus, it can be argued and noted that, most casnin the developing world are still
struggling at this stage due to financial and stinactural shortcomings. Websites of the
said countries exist for the mere purpose to comecat, though in a linear fashion with

the users.

According to UNESCO (2005: 11), an ideal way foegmring a nation to enter this stage
would be setting up a National Portal providingeady and comprehensive access to the
information online ranging from profile of the rati, Parliament, Constitution,
Executive, Judiciary to government publicationsyggament services and government
schemes for the citizens or businesses. Examplesatidnal portals can include the
“firstgov” initiative in the United States of Amea symbolized by
http:/Mww.firstgov.goy the United Kingdom's “Directgov” indicated by

http:/Mww.directgov.goy Singapore’s http://www.gov.sp and lastly Zimbabwe’s
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http://www.gov.zw. These constitute an importanttpa the whole e-government
evolution process enhancing accessibility and sgasf information pertaining to affairs
of the state.

2.2.4.2Interaction

This phase deals with the involvement of the puiblithe functioning of the government.
Through use of technology, the interaction betwgewernment and citizens/businesses
can be stimulated and made more effective (UNES®O52 11). Interactions are
relatively simple and generally revolve around ination provision. These types of
initiatives are designed to help the customer awoaking a trip to an office or make a
phone call by making information or forms availableund the clock 24 hours. (Seifert
2003: 10). This raises the level of trust of ciigen the government but also saves a lot
of time by providing services on a 24/7 basis (USES2005).

2.2.4.3Transaction

Transaction initiatives are more complex than saripformation provision and embody
the types of activities popularly associated withogernment (Seifert 2003: 10). They
also enable clients to complete their tasks attang of the day or night. At this stage,
there shall be an active database and promotia@itipén engagement and participation.
Priority should be given to the establishment ob tway communication systems and
enactment of interoperable technology promoting G3&C, G2B and G2E.

Also involved at this level of e-government is tbstablishment of websites and their
applications to allow users to conduct transactmmge. Online monetary transaction is
a crucial component of this phase (UNESCO 2005:. This phase demonstrates
advancements of technologies such as digital sigesitand certificates, payment

gateways and results in long term cost saving emmidvement in productivity (ibid.).

14



2.2.4 . 4Transformation

This phase alludes to the stage where governmest dume through the full

transformation process and all citizen servicesbairg made available online through a
single “virtual” counter round the clock (UNESCOQE) 11). Seifert (2003) christens it
the “highest order of e-government evolution inities”. At this stage,

ministerial/departmental/agency lines of demarcatare removed and services are
clustered along common needs (UNESCO 2005). Howepsoviding such fully

integrated services shall require broad organimatichange, aligning organizational
setup with the new capacities and integrating barak operations and infrastructure in
such a coherent and seamless manner that thengoset can effectively acquire the
distinction of acquiring “digital statehood” (ib)d.In other words, transformative e-
government initiatives often seek to remove orgational barriers that promote agency-

centric solutions in favor of customer-centric $mins (Seifert 2003).

From the foregoing, it should be understood thgoeernment is to be seen as a
continuous process and not just a means to an enamend in itself. Since various
countries exist at different levels of maturityterms of resources and infrastructure, the
adoption of e-government also has to be viewetienform of different maturity phases.
Also important is to acknowledge that in as muchchallenges experienced seem
common, they are contextual and as such will tenloetconfigured exclusively different

from country to country,
2.2.5 Implementationthe Definition

Implementation is understood to be the “carryingg @ua basic public policy decision
usually incorporated in a statute but can be irmfaf important executive orders,
directives or court decisions (Mazmanian and Sabati983). For Grindle (1980)
implementation refers to the establishment of la fivat allows goals of public policies to
be realized as outcomes. He further substantibtgsit is a process of translating broad
policy statements into action programs that bringnge (ibid.).
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The process of implementation is often rife witlakdnges and obstacles and to that end,
this study intends to explore and further inveséghae nature of these hurdles bedeviling
this process. Pressman and Widalvsky (1984: xviletstore that, as programs are put
into practice (implemented) it becomes appareritibaeveryone is equally affected by
them. Program clientele and other interested par(&akeholders) take different
positions on what exactly shall be implemented iangthat way. This alone, proves how
complicated the process of implementation can cwtto be. It is also indicative of the
fact that implementation can be viewed and pradtiddferently by various actors and
that is sufficient to cause problems in the proc€mnging roles of the context and even
content of policies are raised as issues by Prassmd Widalvsky (1984) when they
observe that, as programmes are altered by theiromments and organisations are
affected by their programs, mutual adaptation ckargpth the context and content of
what is being implemented. In this instance, tted®lars emphasise the role played by
the environment within which policies are being lempented which can be political,
economic, social and even technological and thetiengial to poise challenges in the e-
government implementation process as will be no&er in the review. Since
implementation is a highly iterative process, theme likely to be lessons drawn from the

process and hence the need to pay particular asd ekttention to detail.

In conclusion, Pressman and Widalvsky (1984:14vjsadthat “.....simplicity in policies

is much to be desired.....the fewer the steps inbivecarrying out the program, the
fewer the opportunities for disaster to overtak&lite more directly the policy aims at its
targets, the fewer the decisions involved in itimadte realization and the greater
likelihood it will be implemented”. In basic termemphasis is being placed on clearly
articulating the goals and objectives of a poliey avoidance of ambiguity as a pre

cursor to successful implementation of e-governmeiities and projects.
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2.3 Achilles hill of e-government implementatidriie Challenges

There are growing numbers of e-government projecisie of which are contributing to
public sector reform and delivering gains of e#iety and effectiveness across a broad
agenda. However, this picture must be set alongsigrificant challenges (Heeks
2003:1). There are common challenges widely expee@ in the e-government
implementation process and as such, it should texirfoom an earlier point that some of
these problems have a direct effect whilst othdfsctthe process from a remote
perspective, indirectly. Gichoya (2005) in Abdetsé2007: 2) bemoans that, the poor
infrastructure, poor data systems and capabiliackéd of skilled personnel and
leadership are some of the common challenges oblgms faced in the bid to
successfully execute e-government initiatives imio&f Digital divide, legal and policy
frameworks, e-illiteracy, security and privacy issufinancial or budgetary constraints,
lack of political will, bureaucratic disinterest@an as other significant e-government
challenges (Ngulube 2007: 182, Nkwe 2010: 3). HEmwtle as the study progresses,
these challenges will be reviewed separate fronh edicer and assess their impact on

hampering efforts aimed at implementing e goverrirmetiatives.

Nkohkwo and Islam (2013: 256) postulate that tretsdlenges are interconnected, that is
to say, a relationship exists among these idestifieallenges. These scholars further
went to develop a concept for easy articulation amdierstanding of these challenges. In
their concept known as IF-POSH, which summarisesiova aspects such as
infrastructure, finance, politics, organisations, socio-economic aspects, and human
aspects, they cluster these challenges under thematicpgnga which will be discussed
as the review progresses. The diagram below seaNahorate the interconnectedness of

these implementation challenges
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Figure 1 IF-POSH- Thethematic challenges on implementing e-gover nment
initiatives

Source: Nkowkho and Islam (2010: 257)

A brief discussion of each of these thematic chgis will be discussed below and effort
will be made to reveal how they link with one arestland their exclusive impact on

efforts of implementing e government initiatives.
2.3.1Infrastructural Aspects/Challenges

ICT Infrastructural challenges particularly dommé#te research on the challenges to the
successful implementation of e-government initedivin Sub Sahara Africa (SSA).
(Nkohkwo and Islam 2013: 256). Citing Ndou (20@$)d Ebrahim and Irani (2005),
these authors further conclude that, with ICT istiracture being the most common

theme, one could assert that this is the mainehgd for e-government in SSA

ICT infrastructural aspects remain the main chagkefor e-government. (Ndou 2004,
Ebrahim and Irani 2005, Nkohkwo and Islam 2013jingiBonham et al (2001), Bourn
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(2002) and Dillon and Pelgrin (2001), Nkohkwo amsthin (2013: 258) postulate that,
infrastructure is a huge challenge as also argyetidaforementioned scholars that it is
a major barrier to provision of government servicestransactions online. They also
argue that, unreliable infrastructure will furtharfluence to degrade e-government
performance of respective governments. In concaaeNgulube (2007: 163) also adds
that, the lack of ICT infrastructure in Africa hasriously restricted use of internet and
the adoption of e-government in SSA. Internet umestitutes a critical position in the e

government matrix since most if not all of the aties or transactions require one to be
connected and lack of that deals a debilitatingvbtm the efforts of carrying out e-

government activities, a serious obstacle to implatation of such initiatives. According

to Ngulube (2007), what actually exacerbate theastn are the unaffordable internet

rates and charges in SSA that make access veigudlitind nearly impossible.
2.3.2Financial Aspects Budgetary Constraints

Adequate funding or significant budgetary supparttihe bedrock of successful e-
government projects. However, this has equally ggbia serious threat to successful
implementation of e-government initiatives in theeloping world including Zimbabwe
due to unprecedented economic hardships experiemcethat part of the world.
According to Nkohkwo and Islam (2013: 258), the triagportant aspects found under
this bracket of challenges (financial) are “fundiagd cost of e government services”.
Citing Ebrahim and Irani (2005), they reveal tttae main source of funding in public
sector organisations come from the central govemimeaking it hard to control and
sometimes goes in cycles of “‘east and faminat thake it difficult to plan sustainable
IT initiatives. (Heeks 1999) in Nkohkwo and Isla®il3: 258).

Additionally, Misuraca (2007) in Heflain (2009: 13osits that, high cost of ICT
equipment, applications and services remains ardeteto the adoption or successful
implementation of e-government projects. Hencefdtils study also observes that ICT
consumables and services including internet coggé laanegative impact on the efforts

aimed at successful implementing e governmentaings. It can also be further added
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that financial costs and budgetary preparationsilshbe carefully considered as their

inadequacy will be detrimental to the implementatid e government initiatives.
2.3.3Political Aspects/Barriers

Leadership and the political climate or environmseate the major or dominant issues
under this theme of challenges. Ebrahim and 1r200%) and Maclure (2001) are of the
conviction that government leadership support of iGitiatives is crucial since Ndou
(2004:16) opines that “leadership is one of thendriving forces for every new and
innovative project or initiative”. At this stageigt also critical to emphasise the role that
political will, to be exercised by the bureaucratiad political leadership of the day, will
play in ensuring successful implementation of e egomnent plans. This is also
emphasised by Alseheri and Drew (2010: 40) who erdghat e-government
implementation needs support from the highest lesfelgovernment for successful
completion. Ndou (2004: 16) concludes by citingt tleadership is necessary before,
during and after implementation. However, in masses, e-government initiatives die

prematurely due to lack of their prioritization the top leadership in government.

Policy and legal framework aspects are hereundssidered as political aspects and they
contribute to the successful implementation of eegoment or failure thereof. Various
scholars advise on the crucial necessity of engatiear and elaborate e-government
policies and legislation which are the basis fodeneking any e government project.
Ndou (2004: 13) underscores that, processing avemment principles and functions
requires a range of new rules, policies, laws awislative changes to regulate and
govern electronic activities including electronigretures, electronic archiving, and
freedom of information, data protection, computéme, intellectual property rights and
copyright issues. It can be noted that failure raftcand align these basic policy and
legislative considerations is nightmarish to thdom$ aimed at implementing e

government tasks.
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2.34 Organisational Aspects/Problems

Here, the prevailing issues or sub themes incledddrship and change management at
organizational level. Nkohkwo and Islam (2013: 258) this instance focus will be
directed to the Parliament of Zimbabwe as an osgdinn. Garnet (1992) and Sharma
and Gupta (2003), in Nkohkwo and Islam (2013) afr¢he notion that, in order to
maintain the values and vision of all stakeholderan e-government initiative there is
need for organizational skills and communicatiod #ms can be derived from capable
leadership. Dada (2006: 5) subscribes to a simitawpoint by adding that the issue of
change forms hard and soft gaps, as an e governiédtive constitutes the
realignment of working practices and governmentcfiams. Dada (2006) also advises
that, the public sector must change and reengiitegorocesses to adapt to the new
technology and culture of e government managen¥énis, organizational change and
adaptation is an important variable in the impletagon of e-government initiatives for
failure to acquire that dynamism within organisatiotasked with overseeing these
initiatives will result in their collapse or failarof successful completion. With that in
mind, the role occupied by such aspects shouldbeotinderestimated but should be

carefully dealt with.
2.3.5S0cioeconomic Aspects/Challenges

According to Transparency International, in theerehce made by Nkohkwo and Islam
(2013: 259), six of the most corrupt countries lire world are located in the SSA.
Coupled with corruption, poverty levels in the @gicause serious developmental
challenges (ibid). Corruption, poverty, languageriba and e-illiteracy are dominant
themes in this category and these are potentiallynful to e government implementation

initiatives.

Ngulube (2007: 163) referring to Braaksma (2004 &iknowledges that, information
literacy is fundamental to the use of informati@saurces in the knowledge age. It is

also argued that ICT literacy among citizens playsignificant role in that it prepares
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them for compliance towards e-government projeetsch making the implementation
process a lot easier. It is fundamental to thatgkof citizens in their bid to access and
utilize electronic information. (Ngulube 2007). dan be noted that without necessary
social and electronic skills it will be mammoth foitizens to understand electronic
projects administered to them by the governmenis Tiould be a barrier even to
accessing e-government services that will be radedby the government rendering all

efforts worthless.

2.4 Prospects of Attaining e-Government: Lessons fElsewhere

This subsection examines case studies drawn franmekemplary countries testifying the
possibility of attaining e-government meanwhile \pding key lessons for Zimbabwe,
notably how the government can prepare for undergakerious efforts of establishing
an e-government environment in Zimbabwe. Two caskde reviewed, Botswana will
represent the developing world, specifically Sub&a Africa whist e-government cases
from the India will represent the emerging econanigarticularly bridging the gap
between the developing world and the capital Nedhthe study can be able to draw
comparisons from cases of similar developmentalooktto serve as inspiration and

challenge to Zimbabwe
2.4.1 The Budding of e-Government in Sub Sahara&&fiThe tale of Botswana

Botswana presents a very unique though interestage on the growth of the e-
government sector and implementation of electrariated initiatives in the public
sector. As chronicled by Nkwe (2012:42), the Botsavgovernment has been a player in
the ICT market for a longtime having automatedutsctions some years back. He argues
that the continued growth in the use of ICTs redcheeater proportions between the

years 1990-2000 when large systems within goverhmere introduced.

The Botswana government has expressed commitmeatrde successful establishment
of an electronic and online public sector. Thigndicated by laying of legal, regulatory

and institutional mechanisms to cater for easysandoth proliferation of e-government.
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For Nkwe (2012), the Government of Botswana (Go&)ssICTs as a key driver of its
developmental agendaconomic growth, poverty reduction and global competitiveness.
The adoption of the Maitlano ICT Policy in 1997 wimihas the following goalsreating
an enabling environment, universal service and access ICT facilities, making Botswana a
regional ICT hub. The government, as heralded by Nkwe (2012) hasrabhnaged to put
in place different legal and regulatory frameworksuch as Botswana
Telecommunications Authority (BTA) and the Botswarelecommunications Company

as ICT regulatory bodies and watchdogs.

Botswana recognizes the important role occupiedthgy parliament in the general
discourse of good governance and in 2012 signakedmportance of ICTs as enabler of
good governance by crafting, launching and impldamgrthe ICT Master Plan through
the Parliament of Botswana which is a represergdiiovdy of the general populace and
recognizing it as a key champion of e-governmd@T (Master Plan 2012: v). This is
reflective of a government seriously committed e tmplementation of e-government
and as such provides a relevant lesson for the amban government notably on the
aspect of e government policy coordination and @ngntation. More to this, a National
e-Government Strategy (2011-2016) was launched witbudget of USD76 million
meant to cater for its implementation. This is aduct of the e-Government Strategy
Conference that was held on 30-31 May 2011 where state actors including the
private sector and non governmental organisatibi3(s) participated. The strategy in
fact emphasises the crucial role that non stateragilay in the implementation of e-

government initiatives. (National e-Government &igg 2011).

Various e government initiatives or projects haveerb flourishing in Botswana.
However, this section will target a few for a briahalysis and these are Land

Management Information Systems, e- Legislation, esh@arning.

According to Nkwe (2012:43), in May 2008, the GoRdartook to improvdand
management through the introduction of electronic managemafitrmation systems.

The development of these systems flowed from thmtwy's ICT policy, which provided
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a roadmap that guided the transformation of thentguoward e-government through
the adoption of ICT strategies (ibid). Nkwe furtheostulates that Botswana has a
dedicated agenda towards the promotion of e-govemhnbecause its leaders have

understood the importance of e-government to anegjgble extent.

e- Legidation is another successful e-government initiative d@peimdertaken in
Botswana. A pillar of e-democracy, the major golthas project is to provide online
connectivity to laws and policies. Nkwe (2012) rothat, it has helped in support of
service delivery through electronic means and pliag citizens basic rights and
protection in a connected world. Hence it can bechdhat, this gesture plays a critical
role in cultivating a democratic culture in thatiz#ns can access all laws and policies
governing them and also in a way renders them tatpaslay in their governance since

they can review these laws and policies.

Another e-government project currently underwaythe e-Learning initiative. In

Botswana, as observed by various scholars, thera bt of efforts invested towards ICT
enhanced leanership. Nkwe (2012) reveals that ikeadNational e-Learning Committee
tasked with formulating and promotion of e-learniimgBotswana. Maitlamo (2008)
states that, government has invested in broad beomhection to all schools,
refurbishment of computers and training of teacltserd administrators on e-learning.
Other noteworthy e government projects in Botswamdude e-Health, e-Business

among other minor e government initiatives.

More so, also noteworthy is theParliament that has to this end been considered a
successful e-government venture in Botswana by mi&ily commentators. The
parliamentary website offers citizens a platformirtteract with their representatives in
parliament through an electronic facility called otBwana Speaks”. This facility
strengthens the citizens’ voice and at the same #&ssists parliamentarians to carry out

their duties efficiently and effectively
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2.4.3 E-Government in the Emerging Economies: Tage®f India

India has a long history of e-government or e goaece as is sometimes loosely
referred to. Origins of e government in India cam tbaced to the computerization
initiatives of the government in the 1970s. Accoglio Ernst & Young (2009: 7), setting
up of the National Informatics Centre in 1977, ®velop and manage an information
system for the Government of India (Gol). HoweubBe main thrust for e-Governance
was provided by the launching of NICNET in 1987 he tnational satellite-based
computer network. This was followed by the launtthe District Information System of

the National Informatics Centre (DISNIC) programctmmputerize all district offices in

the country for which free hardware and software wtiered to the State Governments.
NICNET was extended via the State capitals to @lridt headquarters by 1990.
(http://arc.gov.in/11threp/arc_11threport ch4.(28/01/15)

The telecommunications and internet revolution myrithe 1990s impelled the
Government of India (Gol) to expose avenues for dieGvery of citizens services
through IT solutions and this decade witnessed mousee government initiatives in the

country at national, state, district and even blieskels. (Ernst & Young 2009:7)

Government of India has invested in national anchlldegislative and institutional
frameworks for the establishment, implementatiod development of e government.
Noteworthy is the prime national e government stggt known as the National e
Government Plan (NeGP) launched in May 2006 with mhain objective to have a
comprehensive e government strategy and prograrmdéaa. One of its ambitions is to
lay foundation and provide impetus for long ternowgth of e-governance in India. By
creating governance and institutional mechanisnassatting up core infrastructure and
policies. (ibid). NeGP targets various areas iniclgdoolitical ownership and national
vision, program and project management, architecturd standards, core and support

ICT infrastructure and re-engineering and changeagament. (Ernst & Young 2009:7)
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Online statistics reveal that India has also ire@dteavily in e government initiatives
and this reflects priorities in utilizing ICT toammsform the government and realize the
vision of NeGP, which is “...to make all governmeat\sces accessible to all common
man in his locality, through common service delweutlets and ensure efficiency,
transparency and reliability of such services &brdable costs and realize basic needs
for the common man” (ibid). It has also emerged,thmsupport of e government, Gol
has incurred a total cost of an estimated IRN28bias of 2011 with the huge chunk
of the amount dedicated to infrastructure. Below #we indications of how the money

has been expended to finance e-government ingisitiv

State Data Centre Scheme — INR16.320 million

Capacity Building Schemes- INR3.130 million

State Wide Area Networks — INRI 33.340 million

Common Service Centre Scheme — INRI 571420 million
(Sourcenttp://dgindia.ciol.com/content/top _stories/200&080801.asp

Commitment towards e government in India and itsefies and opportunities are not
only realized at national level but also local. sTis indicated by local e-government
initiatives that will be reviewed as cases for pdovg lessons for Zimbabwe, below.
Prasad (2012: 183) believes that this is one obtiectives laid in the NeGP, to extend
internet and ICT services to the remotest aredsdia with the aim to improve service
delivery and enhance democracy. Monga (2008: 530 ahcknowledges the
transformation of services as a result of e govemtmnitiatives in India when the
scholar argues that, the metamorphosis in the tguafi delivery of services to the
citizens by the government has been more pronouinceztent years with the advent of

e-governance.
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Case One- Village Information Kiosks for Warana @peratives in India.

According to Cecchino and Reina (2002) fifty fouitlage information kiosks are
facilitating the Warana Group of Co operatives (WGR the sugar cane production

process in three stages and these are:

First stage: With the yearly registration for pktian, when supervisors from

WGC record mutations (changes to land property)
Second stage: With the issuance of harvesting p&rmi
Third stage: With payment information.

It is hence noted, also, that, WGC pays farmerdHeir crops in instalments which are
credited to their bank accounts and these farnisitskiosks to receive payments and do
all necessary procedures in a one stop shop kindkcamplete transactions such as
depositing money spent on transport and harvestittgthe system without having to
look for a bank but via online facilities.

(http://www.egov4dev.org/success/case/warana.3hti@nceforth, it can be argued that

such grassroots projects indicate how deep e gmenrh has penetrated the Indian

society and as such transformed the livelihoodsofitizens.
Case Two — SETU: A Citizen Facilitation Centreridlia

This is a one stop service center for citizens Wwhoe to visit government offices for
certificates, permits, authentication, affidavitglather services. Singh (2002) notes that
this was set up by the government of Maharashtage sin India in the City of
Aurungabad and also reveals that SETU in the llacguage means a “bridge to connect
the administration and the general public”. Theteaattempts to apply ICTs to provide
greater transparency, accessibility and efficieiocthe procedures in decision making. It
also makes use of the web to make information abkEl to the clients.

(http://www.egov4dev.org/success/case/setu.ghtml

27



25THEORETICAL FRAMEWORK

2.5.1 Introduction

This section highlights and discusses two majootiles or approaches underpinning the
(public policy) implementation discourse and ashsteferred to, above, as “theoretical
framework” as they constitute the fundamental dispgion of this study. These are (a)
Top-Down Approach (TDA) which explains the clastiaad rational nature of policy
implementation and narrates the policy implemeotatdiscipline from a centrally
controlled perspective, and, (b) Bottom-Up ApprodBiJA), an antonym to the top
down approach and describes policy implementatiom fa user's and service deliverers
perspective as one of its central argument is dagarthe implementation process as a

multi stakeholder initiative and not only proroghte the central government.

2.5.2 Top-Down Theory

This policy implementation model assumes that imgetation begins with policy
objectives and that implementation proceeds im@ali fashion. Scholars argue that this
model is a direct descendant of the Rational Puldiministration and by design; it is a
scientific explanation of how public policies amaplemented which assumes distinct

policy formulation and implementation.

The top down approach lays emphasis on the actoosdesign the policy and the factors
which can be manipulated from the centre. In tlgoeernment policy implementation
discourse, this approach assumes that in Zimbalbwén$tance, e-government policy
implementation should solely be the occupatiorhefModernisation Departement in the
Office of the President and Cabinet and the Miwisfrinformation and Communication
Technologies, Postal and Courier Services (MolCTR®iich constitutes central
government. It can hence be argued that, this appralso subsumes the notion that,
implementation, even of e-government policies canshiccessful without involving
multiple relevant agencies or non state actorslo#is so by the virtue of its narrowed

overemphasis on the potent role of the central goment in the implementation matrix
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in the meanwhile underestimating the impact thahwiti stakeholder orientation can
have on the implementation particularly of e- gowmeent initiatives. Central focus of the
TDA is on the policy objectives prescribed by tlatitical elite. None the less, it can be
argued that , top down models perceive the stapaigt of policy implementation as the
decision to set policy objectives and identifiesitcal actors as the most influential in

producing desired effects of the decision. (Mazmam@ind Sabatier 1983).

The duo further reveal that, top down theorists @réhe view that implementation is
influenced by three sets of variables, and these faactability of the problem; ability to
structure the problem and non statutory variabkes.a prescriptive model, one can
observe that such a model attempts to develop gkzedle policy advice across
different policy areas and this can be considesedree of its shortcomings since policy
implementation is an exclusively distinct arena ahhcannot be considered general. It
further ignores that policy implementation is a teom specific discipline which cannot
be generalised. In actual fact, e- government @diand initiatives are normally prone to
challenges that are context borne such as, legaltomment, lack of relevant and
adequate infrastructure, skills dearth and mangrothll these problems can be argued to
be mainly context based; hence it is misleadingateempt to generalize policy

implementation instructions as the case is withTtbé.

However, in as much as e-government policies aitidtives in Zimbabwe can argued to
be formulated and implemented in a fashion closetgmbling the top down trend, it is
advisable not to fully incorporate all the prestiops or suggestions made by this model
for it can potentially cause a myriad of challenghat will seriously hamper the
implementation efforts. More so, TDA can be replest for its deliberate attempt to
downplay the crucial part played by environmentatl a&ontextual variables in the
process of implementation. It also ignores theigance of past actions yet the process

of implementation is considered as iterative ahibaly learning experience (Bardach).
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2.5.3 Bottom-Up Approach

Schofield (2001) perceives the Bottom UP Approaslihe embodiment of all criticism
against TDA. He argues that, this model was dewsldpm the inadequacies of TDA,
which, according to him, ignore the behavioral aspé implementation and the key role

of local implementers.

The scholar further laments that, the main focu$@A was on the motives and actions
of actors involved in implementation and the assionp that formulation and
implementation are an integrated process and agrig8ve in nature as emphasis is on
explaining the role of factors causing difficulty implementation. TDA over simplifies
the implementation process by ignoring variousdecaind stakeholders involved during
the process and even after, yet scholars like Bar@gacall it a game, an indication that

it's a complex process.

Instead, Hjern and Potter (1981) and Hull and Hjg®82) indicate that, BUA lays

emphasis on target groups and service deliventlaystate that, policy originates from
this level. To add, bottom up models explain thaliqy implementation can be better
understood by looking the policy or initiative frotine viewpoint of target groups and
service deliverers. This can be argued to be a@cband accurate observation in relation
to implementation of e-government initiatives inetkense that, success or failure,
challenges or opportunities for such projects carbbést interpreted or understood by

those affected by them, end users and those gingattaking in their implementation.

Matland (1995) concurs with the afore mentionedntlgositing that implementation
takes place in two phases and levels which are ariagel and micro level. He argues
that at macro level, it is where centrally locatextors devise a government program
whilst the micro level consists of local implemestavho react to these plans and
develop their own plans and implement them. Hentefthe scholar further claims that,
implementation problems often arise out of the raxtdon of policy at micro level

institutions arguing that central actors can omigiriectly influence micro level factors,
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and autonomy at the local levels is necessary lmvahdaptation of policy to suit

contextual factors.

However, BUA also has its own share of weaknessésaome of the major criticism
leveled against it is its over emphasis on thesfeanof autonomy and responsibility on
local implementers. Whereas policy control needset@xercised by actors whose power
to formulate policies is derived by virtue of theimg elected officials. Schofield (2001)
also adds that it is actually possible for ratigstalto control or influence the goals and
strategies of local implementers by determiningituonal structure, resources made

available to them and their access to the actualeimentation arena.

Nonetheless, it is not absolutely cast in ston&ashich theory or approach should be
adopted in the implementation of e-governmentatiites. It is the prerogative of those
in control to choose given the disparate attributetsengths and weaknesses that
characterize these two major theories of policylementation. In actual fact, these two
approaches can be reconciliatory applied simultasigoin a complimentary fashion.
Bernam (1980) advises also that, the use of atlyasle two can be determined based on
the parameters describing the policy context. Gnatiner hand, Matland concludes by
arguing that, the dangers associated with TDA aststance, disregard or pro forma
compliance while BUA can lead to cooption and pitrefiindividual goals which are

contrary to the policy objectives.

2.6 Implications of the Literature Review on the Study

The utilization of ICTSs in the public sector ogevernment has been seen to be a
potential bringer of a modernized system of goveceawhich is efficient, accountable,
and effective and citizen centric. E-government lbeesn heralded by various scholars as
a package of reforms that advocate for a transpapaperless and seam less public
administration. Developing countries have been mesescrambling for opportunities to
create environment for the establishment and mmalifon of ICTs in the daily

management of the public sector. However, the iterr@s not been easy going as
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indicated in the above review of implementationatedl challenges that bedevil e-
government initiatives and these range from inftestral challenges, budgetary
constraints, and organizational challenges, liteiasues and the digital divide amongst
many other. The review above attempted to unpaglctimcept of e-government and the

implementation matrix.
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CHAPTER THREE
METHODOLOGY
3.0 Introduction

This chapter reviews the methodology which the stadopted in collecting and
analysing the data. The choice of the methodologjgected was influenced by the
objectives of the study and the nature of the mfdron required as outlined in the study
topic. Henceforth, this section will discuss thee&rch design, data collection methods,
sampling methods, types and procedures; data amalysethods and ethical
considerations that the study adhered to. Also rclasion of this chapter will be
included in order to highlight the merits and deitseof this study with the view to

analyse their implications on the overall study.

3.1 Research Design

The study proceeded from a predominantly qualiasipproach to determine the style of
sampling its population for research, choice ofadabllection methods and data

collection procedures, data analysis, interpretadiod presentation.

3.2 Qualitative Resear ch

This is a means of exploring and understanding hwliwiduals or groups ascribe to a
social or human problem. Creswell (2009: 4). Tippraach squarely dovetailed with the
inquiry being made by this study which seeks tol@epand understand the nature of
implementation challenges in e-government initiagivin Zimbabwe with particular
reference to the Parliament of Zimbabwe as a cagdy.sin the same vein, Creswell
(2009) further adds another characteristic of gate methodology when he observes
that, this process of research involves emergirestipns and procedures, data typically
collected in the participant’ setting , data anatiysductively from particulars to general
themes and the researcher making interpretatiotiseomeaning of the data. Likewise,
this study identifies the parliamentary institutias a unit of reference, a particular case,

in order to identify and analyse the challengesngflementation of initiatives that are
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ICT related so that they can reflect the generaupe of what really obtains within these

public institutions and also to provide lessonsfibure related inquiries.

Given that research methodology is a continuum fkaever changing and ever
developing (Leedy 1993: 137), it is critical to enstand that, this study proceeded in an
iterative manner that include constant modificatiofy for instance, data collection
procedures and tools to suit the prevailing coadsgi This reveals the flexible nature of
gualitative approach to research which is one o thajor advantages of this
methodology. This is also supported by MariamolL&edy (2009:140) who describes
gualitative research as “...a creative, scientifiogeiss that necessitates a great deal of
critical thinking, as well as emotional and intetigal energy. One must have a true
desire to discover meaning and develop understgnaind explain phenomena in the
most thorough way possible ...... gualitative is nabvehly, undisciplined “soft”
research but creative scholarship at its best.i@tiaé research renders the researcher an
opportunity to develop an understanding, not orilthe data being gathered but also of
the social setting within which research is takpigce. This is also reflected in Eisner
(1991)’s contribution in Leedy (1993: 143), thabatitative research considers the self as
an instrument that engages the situation and msdese of it. It is also interpretive in
that inquirers try to account for what they haveegi an account of. Thus, this study
proceeded in a qualitative manner mainly for thesoms to gain a comprehensive and
personal understanding of the situation prevailmthe implementation of e-government

initiatives in Zimbabwe, particularly within the piament.

3.3 Resear ch Philosophy

The study was informed by the social constructiwiggdw or interpretive research
philosophy. This is a perspective often seen asgproach to qualitative research.
(Mertens 1998 in Creswell (2009: 4). Creswell Hert adds that “....in social
constructivism, individuals seek an understandihthe world that they live and work.
Individuals develop meanings toward certain olgjectthings, these meanings are varied

and multiple, leading the researcher to look fomptexity of views rather than
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narrowing meanings into a few categories or idedise..questions become broad and
general so that the participants can constructnmgaf the situation, typically forged in

discussions and interactions with other personkis Guotation explains essentially how
this study was designed, how data collection procesiand techniques were formulated

and implemented and also how findings were analysed

3.4 Study Area and Unit of Analysis

The study was undertaken in Harare and particulaitlyin the Parliament of Zimbabwe.
The target population purposively consisted ofdaeior management of the Parliament
of Zimbabwe beginning from Director Level up to @kerk of Parliament. Also included
in the study were junior management and staff wioongrised of the Network
Administrator (responsible for the Parliament's witd and other network related
activities), IT Technician, and users from non-catepartments such as Human

Resources and External Relations.

The second tier of respondents was also purposidedyvn from the Ministry of
Information Communication Technologies, Postal @odrier Services. This cluster was
made up of the Director of Research, Infrastructanel Development Management
(Head E-government at Ministry level), Director iegl Co Ordination, Director ICT
Services, Principal Director and the Permanente®ay. One staffer from e-government

department also completed the ministerial cohort.

The Clerk of the Parliamentary Portfolio Select Qaittee on ICTP&CS and a Member
of Parliament from Zaka Constituency (Rural Zimbahwwvho is also a member of the
Select Committee and a businessman in the ICTrsecmpleted another tier of
respondents purposively selected to provide a voawgrom the members of parliament

and also responsible for ICTs in the PoZ.

Members from the business and academia sectorsatstituted another section of the
respondents and also included general membersedgsithlic in order to provide varied

insights on their appreciation of e-government imabwe and particularly ICT

35



programmes within the Parliament of Zimbabwe. Thesspondents were also
purposively selected while members of the businesstor were reached through
snowballing by way of referrals. This was also thse with members from the academia
who, upon interviewing the first respondent, puipely selected; the researcher was
referred to other colleagues whom he felt wereggims$ul in this subject area. This helped
to cater for almost all areas of the society whaldde affected by e-government
activities and also to present a fully represeortati unit of analysis seeing that not
everyone from the population could be interviewegk do time, financial and other

logistical constraints that this academic studyld@d@ot provide for.

Another group of respondents comprised of senionagament from state owned
enterprises who were purposively drawn from Telddetone and Zarnet. In example,
one manager from Zarnet was reached through snbmgalnce he was referred by one
colleague from another parastatal. This group coatd be ignored given their
complimentary role to the central government whighasked with policy formulation
whilst these entities are pivotal in the impleméntaof these ICT policies and any other

related activities.

3.5 Sampling Procedure and Technique

According to Leedy (1985: 144) the composition adaanple is derived from selecting
units from those of a much larger population. Engheés made on the importance of the
sample to be carefully chosen that through it, teeearcher is able to see all the
characteristics of the population with the samati@hship that he would see them were
he actually to inspect the total population in fadgenceforth, due to the nature of the
topic of this study, the size and target populatidrich appeared highly technical and
sophisticated, the research resorted to applying mobability sampling techniques

particularly purposive sampling (which was the m@mgn sampling method) and

cumulatively, snowball sampling (which was more domplimentary role) since the

target population is made up of senior executives rmanagement from the public and

private sectors.
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3.5.1 Purposive Sampling

This is a type of nonprobability sampling in whittte units to be observed are selected
on the basis of the researcher's judgment abouthwdmes will be the most useful or
representative. It is dependent entirely on theaeher or expert’'s judgement on the
purpose of selecting a sample (Babbie 2007: 184mé@ 2007: 142). Silverman (2010:
141) argues that, purposive sampling allows ushimose a case because it illustrates
some feature or process we are interested in, agutmwever that, this is not a simple
process but it requires critical thinking. He at#®@s Denzin and Lincoln (1994:202) who
reveal that this process is purposive and not nando.seeks out groups, settings and
individuals where the processes being studied as hikely to occur.

Therefore, given the technical nature of the coumsieg pursued by this inquiry, the
study opted for this type of sampling due to tihat information required could be found
from certain specific individuals. This was alsadgd by the fact that, in Zimbabwe, not
everyone is tasked with implementation of certaimidatives. It can be noted also from
the composition of the unit of analysis for thisidst that purposive or judgemental
sampling could be the only logical and suitablehtegue that any study of this nature
could utilise.

This technique was favoured as the relevant onmgdleat, since the study proceeded
qualitatively, it was also only sensible to empkByon-probability sampling technique
and in this case, judgemental or reputational sexgpéchnique. More so, this technique
is reputable for its economic nature that limitedaurces can be expended and an in-
depth understanding of a situation can be undeamntakdiller and Whicker 1999: 111).

3.5.2 Snowball Sampling

This sampling method was used complimentarily dedearlier. Snowball sampling is a
nonprobability sampling method often employed &idiresearch whereby each person
interviewed may be asked to suggest additional lpefap interviewing. (Babbie 2007:

184). According to Neuman (2007: 142) the cruoggt@ire of this method is that “each
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person or unit is connected with another throughrect or indirect linkage. Thus, this
method was instrumental in that respondents irsémor management positions would
refer the researcher to other members in the 1G3os who are resourceful and
sometimes unavoidable players in the implementatiatrix of e-government initiatives,
this was the case mainly with respondents drawm ftike business sector and certain

parastatals.

Snowballing played a very crucial role in fillinge gaps in areas which could not be
covered by respondents that would have been sdlaciially by way of purposive
sampling, in this case helping to expand the uhamalysis identified by the study and
also increasing opportunities of representationwds also instrumental in reaching the
highly esteemed and often not accessible officeb a8 that of the Permanent Secretary
of the Ministry of ICTs and Clerk of Parliament whee often deemed tightly scheduled
officials. Neuman (2007: 144) reveals that, one afsenowball sampling is to sample a
network. Thus, for a subject such as e-governnmredimbabwe, which is still at nascent
stages, it is possibly one of the only ways (refisjrto have fully covered all the relevant
stakeholders in that sector because depending/smielespondents identified by way of
judgemental sampling would have jeopardised theys&ind undermined its potential for
generalizability since it could have given critimeom to dismiss the work as not fully
representative. Hence, it can be noted how crisralwballing was in facilitating the
accessibility of certain, normally difficult to aess, portions of the target population. It
was also key in that it helped in preserving timeited resources that were used for the

study.

There is, henceforth, continued emphasis on thetgivole played by this type of
sampling which secondarily aided the research émtiflying and accessing respondents
who were initially not included in the first sampbepulation earmarked for interviews
and as such assisted in expanding the sample pigouia order to involve other critical
stakeholders who play a crucial role in the impletagon of e-government initiatives in

Zimbabwe.
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3.6 Data Collection Procedure and | nstruments

This section presents various qualitative methodk@ocedures that were employed in
collecting relevant data to respond to the needsedaby this inquiry in chapter one

through research objectives and research questi@sinformant interviews, in-depth

interviews and non-participatory observation cdostd major sources of primary data
collection instruments. In this respect, questiguisiing the interviews were drawn based
on the study’s objectives and questions and sontkewh were informed by issues that
emerged in the literature review chapter. Secondaryces of data collection were also
referred to, and these were in form of newspap@lies, magazines, conference reports,

parliamentary reports and selected journals andeston the internet.

3.6.1 Interviews

For the purposes of this study, qualitative intewsing will be made reference to since its
various types are the ones which were employeddibtecting primary data. Interviewing
is essentially an interaction or conversation betwthe interviewer and the respondent
in which the interviewer identifies the generalediion for the conversation and pursues
specific topics raised by the respondent; the wegrer normally has a general plan for
the interview and the topics to be covered. (Bakbi@7:306)

Leedy (1985:140) emphasises that interviews shooéd considered as strictly
professional situations that demand equally pradess planning and conduct on the part
of the interviewer. This is a relevant reminderngemade by Leedy in the sense that,
often times, there is that sense of casual appraawingst interviewers when preparing
and conducting interviews which however, has aimalely negative effect on the
quality and accuracy of the final outcome of thedgt Nonetheless, interviews help in

keeping an easy, friendly and yet professional aphere. (ibid).

Rubin and Rubin (1995:46- 47) in Babbie (2007: 3@%gjue that the continuous nature of
interviewing means the questioning is redesignealufhout the project. They argue that

it is a tool that offers research flexibility argliterative and continuous rather than other
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rigid tools such as questionnaires which are lockedtone. This is one of the major
advantages of qualitative research interviews; theguably render the researcher the
opportunity to even verify the data being collecsatte it will be done at first hand, face
to face. Henceforth, this study made use of twaallp related types of interviews to
collect primary data from the target respondents] ¢hese were in form of Key

Informant Interviews and In depth Interviews.
3.6.1.2 Key Informant Interviews (KIIs)

These were conducted with respondents drawn fraroisand executive management
portfolios who wield crucial information regardipolicy implementation issues in their
organisations. In the target group drawn from thadi@#ment of Zimbabwe, Klls were
undertaken from the level of Director to that oftiaAg Clerk of Parliament. Director IT
Services of the Parliament of Zimbabwe was a ckréspondent in this selection. In the
MoICTP&CSs, Klls were done from the level of Direcup to the Permanent Secretary
whilst in the private sector; one Managing Direatbia leading financial institution was

interviewed.

The rationale behind targeting the high profilei@#iis was informed by the fact that,
these are the incumbents who manage projects ardincenitiatives within their

departments and as such present a good opporfanitye needs of this study, which are
to ascertain first-hand information relating to iempentation challenges of (e-
government) projects within their institutions. Fbe selected interviewees proved
worthwhile for the Klis since they possessed vdkeiaknowledge and experience

concerning the subject at hand, of policy impleragab.

During the course of administering Klls, new andanticipated concepts and ideas
emerged which the researcher considered crucialportant for the study and opened
other areas that were initially not included in tfesign of the study. This can be argued
to be due to the high levels of knowledge and diqeethat characterise this calibre of

respondents, who have considerably lengthy yeaegmérience in their respective fields.
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They also provided the practical viewpoint of e-goument as they endeavoured to strike
a comparison between the current status and wheradtion ought to be in as far as
championing the e-government agenda is concermedhi$ respect, they were also
instrumental in highlighting e-government successriess in Zimbabwe although

implementation still appears to be piecemeal tlmamprehensive and fully engaging.
3.6.1.3 In Depth Interviews (IDIs)

This study also employed in depth interviews inlesdding primary data from the
population sample identified. In depth interviewsra carried out mainly on junior staff
members who are directly involved in the implem#ataof e-government initiatives in
Zimbabwe. In the two major institutions for thisearch, Parliament of Zimbabwe and
the MolICTs, junior staff were targeted and theseewe form of Data Technicians, IT
Technicians, IT Assistants, Network AdministratoidaAssistants and in some isolated

cases, Interns in the IT and e-government depattfieom the identified institutions.

Following Boyce and Neale (2006: 3)’s definitioratH.... In-depth interviewing is a
gualitative research technique that involves cotidgcintensive individual interviews
with a small number of respondents to explore tpenspectives on a particular idea,
programme or situation. IDIs proved suitable fa plinior technical staff who are hands
on with the projects or initiatives being implemehtby these public institutions.
Henceforth, this group of respondents would nomngltovide accurate and honest
information that would not have been acquired fitthen management who often want to
present an “all things are normal” picture. More isodepth interviews were relevant for
this group or tier of respondents since they cawvigil more time due to their not so busy
work programmes compared to that of the senioixecaive management. To this end,
a minimum of forty five minutes were spend with leacespondent since the
environments were more relaxed and as such gavecdheersations room for the
researcher to probe further and also to identify nencepts that would arise during the

interview.
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For Berry (1999), in depth interviews can also ékenred to as unstructured interviews,
the type in which the researcher has room to elnfgrmation in order to achieve a
holistic understanding and also to explore intemgsareas for further investigation. This
is an accurate observation made concerning this oydnterviews as it was confirmed
when this study undertook them. They provided thygootunity to fill the research puzzle
spaces left from key informant interviews as moetaded information was gathered
relating to real challenges faced in the implem@mtaof e-government initiatives in

Zimbabwe.

3.6.2 Documentary Search

This refers to reviewing any scholarly article @acdment that is relevant to the subject
of inquiry. According to Phillips (1971:147) docunig refer to any published materials
that may be used as a source of information...... thoslld mean any material, the
recording (and publishing) of which has not bees riésult of any special effort on the
part of the investigator. Henceforth, the studylisgd magazines, newspaper articles,
conference reports, international bulletins, iné¢rbased sources and website, minutes

from meetings and many other.

Creswell (2009:180) reveals that, review of sudhteel material or publication enables
the researcher to obtain the language and the vadnaisrticipants and is advantageous in
that they can be accessed at any time convenighetoesearcher. This is indeed valid,
since this study utilised this material in extragtiother information that illuminated the
findings acquired through research and this wa doainly at the researcher’s time and
proved to be an unobtrusive source of informationmictv is inexpensive and time

conservative.

3.6.3 Observation

The data gathering process provided the reseatoh@vserve certain behavioural traits

that were instrumental in data collection sincaided the interviewer in formulating
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probing and follow up questions in lieu of gettadully comprehensive understanding of
the interviewee’s perspectives about the situaitiomquiry. This is also buttressed by

Phillips (1971: 159), when he argues that “...comroation seems to proceed at a non-
verbal as well as a verbal level, and the intereilewho is alert to non-verbal cues and
adept at interpreting their significance may emevgh a far greater knowledge than the
one who pays attention to verbal responses alofkis is a relevant and accurate
analysis by Phillips since observations were imsgmtal in helping the interviewer to

probe further.

3.7 Data Analysis

Creswell (2009: 183) postulates that, the procéstata analysis involves making sense
out of text and image data....it involves preparing tlata for analysis, moving deeper
and deeper and deeper into understanding the i@senting the data and making an
interpretation of larger meaning of data. This @wcial stage which involves identifying

themes and patterns and breaking up the data irtoageable units of trends and
relationships (Koshy 2005: 108, Monton 2001: 1@Hyta analysis plays a crucial role in

organising and presenting evidence to support slarade in the study (Koshy 2005).

Therefore, for the purpose of this study, themdtta analysis was used as the primary
data analysis technique. This tool was instrumentdealing with data derived from the
interviews and identified certain emerging and canrthemes of group of thoughts or
sentiments which were used to identify mainly th@jon problems or challenges

experienced in the implementation of e-governmeitiitives.

In addition, content analysis was also utilisedtlas secondary tool or method for
analysing data. Data analysed through this metraslextracted mainly from documents,
i.e. textual data. Relevant content was gleanedlyntom magazines, journal articles
and newspapers with the aim to enhance the qualfity create meaning of the data

gathered through research.
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3.8 Ethical Considerations

Issues on ethics were planned for and observechgluhe study. Permission was
obtained from relevant authorities, participantgeiviewees and relevant officials. A
consent clause was added on the survey tool andoatddged by prospective
respondents before interviews. Respondents wenerembf the protection of their
identities upon provision of information and theearcher highlighted beforehand that
there were no benefit derivatives from taking parthe study. Responses were used for

the purpose of academic research and were secuaidimes.
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CHAPTER FOUR
DATA PRESENTATION, ANALYSISAND INTERPRETATION
4.0 Introduction

This chapter presents findings from the researderaken to investigate the challenges
of implementation of e-government initiatives inmtiabwe. Data was collected from
various public and private institutions notably IRament of Zimbabwe, Ministry of
ICTPCSs, Zimbabwe National Chamber of Commerce (ZN@cademia (University of
Zimbabwe) and from ordinary Citizens. A total numbaf 18 respondents were
interviewed with key informant interviews conductaad eleven respondents drawn from
the Parliament of Zimbabwe, Ministry of ICTPCSs atm® academia. This group
comprised of well experienced members from seni@nagement positions which
included the Clerk of Parliament and the Permaisaaretary from the Parliament and
Ministry, respectively. In the meanwhile, sevenesthnderwent the process of in-depth
interviews and these included ordinary citizensygte sector, junior staff and a local
Member of Parliament (M.P). Additional informatiomas derived from texts which
included conference presentations from the E-TeftitaAExpo 2015 hosted by Ministry
of ICTs between 12 and 14 March 2015 in Harare,baiowe. Magazines, Newspapers
and Conference brochures and reports provided atbheessary data for this study.
Interview meetings lasted between 30 to 45 minates data was recorded using a note

book and a voice recorder. Generally, interviewcsphere was relaxed and friendly.

4.1 E-Government in Zimbabwe: A Barometer of a Fundamental Under standing

Generally, there appears to be a basic unders@adirito what e-government refers to.
Data collected during key informant interview seasi indicate a fundamental
understanding of e-government shown by the defimstigiven by the respondents. There
is consensus to the notion that, central to e-gowent is the utility of Information
Communication technologies (ICTs). Although levefsunderstanding differed, due to
area of expertise and profession, there was a comegoeement on the fact that e-

government entailed the use of ICTs to improve ria&ure, role and mandate of the
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public sector institutions in providing better sees to the public. For instance, a
respondent drawn from the Parliament of Zimbabwe iara senior managerial position

understood e-government to refer to:

“...the process of automating government functionsritter to increase their efficiency.
For instance, at the PoZ, electronic processing @ayanent of salaries, hosting of a
website, presence of PoZ on the social media pratfoand utilisation of other

management information systems”

The Principal Director of Information Services hé tParliament of Zimbabwe however
gave a comprehensive and fully detailed explanaifashat is entailed by e-government.

And according to him, this would mean:

“...the deployment of ICTs for the development ofteyss and processes that contribute
to efficiency in government leading to improvememd efficiency of government

systems. It is the establishment of virtual offieesopposed to physically visiting offices.
In the parliament, this would mean e-Parliamentesys; procedures and processes
should be computer based; efficient and accesgigernment, service provision and
timely availability of information to the citizenat their convenience and boundless

accessibility of government services should.”

A simple definition was also derived from anothespondent in a key informant
interview who indicated that e-government transldte a “...migration from too much
paperwork and hard copies to reduced paperworksafticcopies; utilisation of ICTs for
communication purposes”. Henceforth, as arguedeeanh, it emerged that, fundamental
to the understanding of e-government is the cetytraf ICTs in the public sector and
their role in enhancing efficiency and effectivemie$ public sector institutions. This is in
line with the definition and understanding of e-govment as argued by the UNESCO
(2005) who reveal that e-government is use of I@3 promote more efficient and

effective government and make it more accessiblé accountable to its citizens.
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Therefore, it can be noted that there is a gemeradensus even amongst the respondents

as to what is entailed by e-government.

On the same note, respondents from the Ministrp atglicated a knowledgeable
understanding of e-government and as such themissibns could not be ignored. An
example can be drawn from the definition offered thg Director of Infrastructure

and...... who revealed that,

“....e-government refers to government’s doing ofibess with its citizenry through the
use of internet and other electronic means of comcation. One advantage of this is

that it extends business beyond ordinary workingy$io

The Principal Director in the same Ministry highitgd that this process involved the
provision of services by government to its citizearsd business through electronic
means. He further argued that e-government entaitetal mind shift of the government
from compartmentalised administration to integragesernance system where services
are accessed uniformly and government systems,egges and procedures are
interoperable. Thus, it can be noted that, emphmaie in these two definitions is on the
aspect of improved government services envisageithandeployment of ICTs in the
public sector. Also starkly emerging is the betleit ICTs can enhance the universal and
timely accessibility of public services if deployptbperly. These sentiments were also
echoed by the Permanent Secretary of the Ministhere; in his definition of e-
government, highlighted benefits derived from inmpéanting e-government projects such

as the aspect of inclusivity and accessibility.

However, in as much as there appeared to be amsusérom key informant interviews
on what fundamentally connotes e-government; tlas mot the case with the junior staff
from both the Ministry and the PoZ. From the in ttejnterviews conducted with junior
officers of PoZ and other respondents from loweérranks in the MICTPCS, it came out
that their knowledge concerning fundamental debfnal issues in e-government was

limited. For instance, an interview with an 1.T ioffr from PoZ provided a fragmentary
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explanation of e-government and how it can besadlias a reform tool for the public
sector or the PoZ itself. This was also similarhwitther responses derived from the
Ministry which can be argued to be indicative oflaaek of a comprehensive approach
towards understanding, and let alone, implementadiboe-government. The study can
therefor postulate that, there are limited effootsnone at all to sensitise all members of
public institutions on what is meant by e-governmdime research also identified that,
critical information on e-government seems to berigilege of a few in the senior

managerial positions and as such constitutes &bé&orthe proliferation of e-government

concept which is a precursor to its successfurmédion.

On the same token, another shortcoming was revéalad interview with an ordinary
citizen who displayed lack of knowledge about wbagovernment is all about. The
respondent could not even define e-government smd¢em the subject was novel. In
responding to subsequent questions pertaining souhderstanding of social media
platforms such as Facebook and Whatsapp, the rdepbrappeared impressionably
acquainted to these facilities which revealed mdeustanding of the existence of ICTs
but surprisingly was clueless about the role of4@T the public sector and particularly
what e-government is all about. Additionally, thrgerviewee did not know about the
existence of the parliamentary website, an indicatihat there has not been much
investment to create public awareness of thesérefec platforms meant for the public’s
consumption and utilisation. This research henased that, this was a shortcoming on
the part of the central government tasked with ghiamng e-government in Zimbabwe.
It indicates a lack of public awareness on whateant by e-government and how it
should be operationalized. This is one of the enais identified by the study and will
be presented in its relevant section.

The study also finds it noteworthy to reveal tlehiring interviews conducted with M.Ps,
a result of mixed levels of knowledge was revealadan in depth interview with one
M.P it came out that the respondent faced diffiesltin responding to certain

fundamental questions poised such Ahét is your understanding of e-government?”.
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This indicated lack of knowledge even amongst aei#Ps due to the fact that not many
efforts have been made towards ensuring the creatio a basic and common
understanding of e-government. Another factor cdadbut of the assumption that, lack
of Bills or issues to do with ICTs and e-governmente debated in both Houses of
Senate and of Assembly contributes to this glalimgtation of knowledge on what e-
government entails. On the contrary, however, M.Rakona from Zaka Central
Constituency and a member of the Parliamentary féhort Select Committee on
Information Communication Technologies (PPSCICTs), an in depth interview
displayed a knowledgeable understanding of whateant by e-government. This was

shown in his definition of e-government, that,

“...it is the computerisation of government infornaeti and government processing
systems in order to enhance their accessibilityreal time, online........ end frame

processing of public services.”

On the fundamental aspects of ICTs, the respondent on to further reveal that most
MPs were finding it cumbersome to comprehend IG@Ties and that the majority of them
needed to be exposed to elementary ICT capacitgibgiprogrammes as a first port of
call before introducing them to e-government. Thelg identified this aspect to be one
of the hurdles towards successful implementatior-gbvernment in Zimbabwe, seeing
that one of the major institutions of governand# stquired massive hand holding in

order for its members to appreciate the conceptimptementation of e-government in

Zimbabwe. The research also noted that this woaltstitute a major problem even for
the trickling down of information to the grassrodével since problems of lack of

knowledge and understanding of e-government arereéble even at the summit of
representation or leadership. Henceforth, the saldy, then, argues that until there is
that average level of understanding such as tisialied by Hon Chakona, there will
still be difficulties in the wholesome penetratiohthe idea of e-government; and the
crafting of Bills to govern e-government operationdi take a long time due to lack of

fundamental comprehension on the part of the ntgjofiM.Ps.
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4.2 ICTYE-Government: A precondition for Transparency, Accountability, Citizen-
Participation, Efficiency and Effectivenessin the Public Sector.

Research findings derived from key informant and depth interviews and from
documentary search and conference presentatiorturcon the crucial role that ICTs
and e-government in particular, are a precursohéarealisation of a transformed public
sector which values transparency, popular partipan the decision making process,
accountability, that is efficient and prioritiseffeetive public service delivery. This
notion is consistent with the postulations madéhmm literature review of this study by
such scholars as Heeks (1998) in ECA (2004) whoetpat “...when a decision is
taken, information about that decision and its omtes must flow to all those to whom
the decision maker is accountable....... without suébrmation flow, and without a the
information system to carry that flow there camieaccountability because there can be
no knowledge of the decision”. Henceforth, ICTseagibly make this swift flow of
information possible as revealed by respondents wéa@ interviewed from public and

private sector institutions.

In support of the above notion, a key informaneimiewee confirmed the assumption
made by Heeks (1998) when he revealed that ICT® hhe potential to increase
transparency and accountability since accordiniging they provide timely information

which is necessary for decision making and alsahimse who are interested key
stakeholders in the decision being formulated. Tdspondent further added that ICT
applications or e-government programmes provideking, monitoring and evaluation

mechanisms which to ensure that public officiaks lagld to account for their actions and
also to carry out their duties diligently and effeely. He also argued that most of these
applications are self-regulatory and supervisoryhiat they can operate without control
from an individual (De individuation) and that aspen its own make them not only
enhance efficiency but also are economic in they leduce man power which in most

cases contribute to bureaucratic inertia and reé. ta
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On a related note, the respondent further addedtgavernment was a necessary tool in
ensuring that citizens took part in the decisionkimg process and that ICTs have
increase transparency in that decision making poc®eferring to the PoZ, the
interviewee indicated that, for instance, if thebgiee was interactive and provided for
video and audio streaming platforms, it would bs&iexafor public users to take part in the
parliamentary process by simply accessing the pdings through their cell phones,
laptops, | pads amongst other communication gadgetheir own convenient time
without having to physically visit the parliameritices.

In another key interview session held with the AgtiClerk of Parliament it emerged
that, the senior bureaucrat was also convincecherrdle that e-government initiatives
can crucially play in bringing about transparenog accountability. The Clerk revealed
that, since parliament was introducing video stiegnon its website and also upgrading
internet bandwidth to ensure uninterrupted accesgatliamentary information by the
citizenry, transparency was guaranteed in thatpediceedings and activities of the
parliament would be posted on the website andrtfeahbers of the public would be able
to trace the progress of their M.Ps and as sudfingpthem accountable. The respondent
further noted that video streaming of Parliamentaejfect Committee meetings would
enhance transparency and citizen participatiorhat this is the stage where Bills are
open to public scrutiny and the stage where memidfeitse public can suggest ideas into
the legislative process of the country and as sacheasing their role in making

decisions.

An in depth interview with a certain local M.P alsoncurred with the notion that ICTs
can enhance and nurture a culture of accountabilitgnsparency and popular
participation in decision making when she remariteat, due to readily availability of
information provided through utilisation of ICTsatrsparency and accountability
becomes automatic. The interviewee made refereacéhe online availability, for

instance, of the Auditor General’'s report arguihgttthe comments section on these
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online platforms ensured also that, the citizeneivg are held equally important and as
such their participation will be guaranteed.

In a Conference presentation made by Marufu A, OBjgerating Officer: 28 Century
Systems, at th&-Tech Africa Expo held in Harare between 12-14March 2015 and
hosted by the MoICTPCSs, it came out that e-govenminplays a crucial role in
establishing public value which essentially reféos thevaluethat an organization
contributes to society. In this respect, Marufuhighted that e-government applications
ensured that public services will not only be tparent but also quickly and efficiently
accessible. Using the analogy of the recently aatech Liquor Licencing Board, the
presenter indicated that, the previous manual li¢joensing system was not only opaque
but also cumbersome, corrupt, inefficient and ottarésed by bureaucratic delays and so
many “middlemen”. He contrasted the previous systesth the current online
application system which he argued to be charaet@rby a reduced bureaucracy and
that the citizen could now track the progress eirtapplication and can also now hold
public officials accountable for any hitches withne system. He also added that this
ensured an ease of business since licences argdcatebe paid for online whilst the
applicant awaits the confirmation of their applioatwithin a stipulated short period of
time which is opposed to the old manual system wliee applicant could not forecast
the time with which his or her application will peocessed. In this respect, Marufu also
intimated that, e-services were crucial in redugiager trail and also for providing full
audit trails which are useful in ensuring that goweent processes are transparent and
accountable to the citizenry who also double asldusm of the government through

payment of taxes.

These sentiments also came out from a key inforiméetview held with the Director of
Infrastructure in the MolCTPCS who commended thgtalisation of the Registrar
General’s Office citing that the process of apgimn and processing of key national
registration particulars such as birth certificatéeath certificates, identity documents

and passports had not only become efficient buat tadgsrsparent. He revealed that, before

52



automation of these services, the RG’s office waBuh of opaque and underhand
dealings, suffered from backlogs, characterised abyrustrated and de motivated
personnel and so forth. However, this changed tnelmesly with the coming in of
digitalisation to which he attributed the energe#ind speedy processing of such
documents. He noted that the sad tale of long quané underhand dealings had become
phenomena of the past arguing that, presently,icgan for an ordinary passport had
been reduced from 6 months to 3 weeks which isngpravement in public service
delivery. He also revealed that the introductiorth&f hot short message (s.m.s) platform
to notify applicants on the status of their apglmaand the online access of the passport
application form now ensured services that regaedvalue for money principle. To him,
this is an indication of the usefulness of e-gowsnt initiatives in ensuring efficiency,

effectiveness, transparency and accountabilitihenpublic sector.

Analysis of the available and related literatureoatevealed the role of the ICTs in
ensuring the above noted public virtues which sthadeally govern operations of public

sector institutions. According to the PFMS Newslet{2013: 3), introduction of the

Public Finance Management System by the MinistryFiolance as a computer based
accounting and financial management system hasowegdr various processes in the
operations of multiple government departments aubdlip agencies. The Newsletter
acknowledges that “...for the first time, in many fgedsince the introduction of the

PFMS), Ministries were able to submit the 2012 yead returns for audit within the

statutory deadlines”. This is in contrast with threviously inefficient manual system.

The PFMS also provides the Public Expenditure Tiragkurveys (PETS).

PETS refer to surveys undertaken to track fundsudsed by the Treasury for specific
projects or entities that are intended to benefizens, such as schools, hospitals or
clinics and other agencies that offer direct sawito the public. The purpose of the
tracking is to determine the proportion of fundshdirsed that ultimately reaches the
institutions, intended beneficiaries and estalpisiportion and reason for any leakage. In

addition, expenditure tracking systems are usuadlyducted where Government wants
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citizens to hold Government structures accounttisléhe use of the money and delivery
of the services to the public (PFMS Newsletter 2008

It is also argued that it brings accountability aedponsibility as the survey results are
publicised and it also empowers citizens to undecdstwhat they should expect from
Government and how they can determine whether biGovernment has provided the
services. More so, the PFMS system makes expeadracking surveys much easier and
more accurate than before (ibid.). The study carté@ote that, ICTs and e-government
initiatives or applications play a crucially impant role in bring public institutions to the
people, transforming them into efficient and efiieet performers that operate
transparently and are accountable to the taxpayegeneral citizenry. These are the
whole marks of good governance as pronounced inpt@halwo of this study by
Ngulube (2007:1) when he argues that ICTs impromd anhance the relationship
between government and citizens. This relationship survive only if the government
delivers on its mandate to provide efficient anfé@fve services to the people through

highly transparent means that ensure their accbilityeto the citizenry.

This sentiment also came out in an in depth inésvvheld with the Clerk of the
PPSCICTs who revealed that, if e-government imiest were implemented properly,
there was great potential for the transformationZahbabwe’s public sector. The
respondent particularly referred to the role tliaTd can potentially play in ensuring an
e-Parliament; he said this in contrast with the Ridese Parliament which he said was
interactive, accessible and accountable throughiqplatforms created on its website.
He said that, with the high literacy rates in Zitowa, the parliament could do better if
ICTs were properly deployed in the operations adthimistration of parastatals. He
further bemoaned the meetings of the committee whi said were still conducted by
way of paper files and that the committee respémsior ICTs still depended on a
manual paper filing and presentation system. T® ¢hid, the interviewee argued for the

need to fully take up ICTs as a necessary transftiventool of the PoZ.
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4.3 E-Government I mplementation Challengesin Zimbabwe

The research identified various challenges thatebédthe implementation of e-
government initiatives in Zimbabwe. Intervieweesthbkey informants and those from in
depth interviews highlighted a number of challented are specific and unique to their
situations or organisations. However, certain comroballenges emerged and will be
identified as the chapter proceeds; the frequeftiyeir mentioning will also be revealed
to identify which challenges cut across all sitoasi in as far as the problems
characterising implementation of e-government atites in Zimbabwe are concerned.
There are some challenges that did not appear ahthegmajority of respondents which
the study considered important and worth noting@nduch will be discussed separately
from the major themes identified during data analysotably, financial challenges,
infrastructural challenges, organisational chalemgpolitical challenges and social
challenges. The distribution of frequency of thedwllenges as identified by the
interviews, expressed as a percentage of thel8tedspondents is shown in the diagram

below:

Figure2: Major | mplementation Challenges
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4.3.1 Financial Challenges

The research identified that, the majority of respents, especially key informant
interviewees most of whom were drawn from senionaggment of various public and
private organisations concurred that, chief amdregfgroblems haunting e-government
implementation in Zimbabwe was the issue of finahiciadequacies. They attributed this
challenge to the prevailing harsh economic situmatio Zimbabwe which they said had
translated to serious liquidity and transactioradts that resulted in the government and
other players failing to pool financial resourcesvards the funding of e-government
initiatives or projects. They also argued that, doethe expensive nature of ICTs,
government found it difficult to fully commit sigintant resources towards the funding of
e-government initiatives and this was expressedowsr nine respondents with the

majority drawn from the key informants and a feanfrin depth interviews.

It came out from a key informant interview with engor manager within the PoZ that
“... lack of funding tops the ranking of challengesdd by PoZ in its efforts to transform
it into an e-Parliament...upgrading of both hardwamne software required funding and
this had severed relations between government aivaite service providers since
government has in the past failed to settle itssdmetime and such relations have
resulted in the abandonment of maintenance andadpwy of certain systems ”. The
argument forwarded by this respondent paints aatstia that, funding or adequate
budgetary assistance is a key consideration forstieessful implementation of e-

government projects.

Another respondent also buttressed that lack dnfiral resources strangled efforts
aimed at the successful implementation of ICT ativies in Zimbabwe. He decried the
economic situation and labelled it as the origiralbthese budgetary inadequacies when
he noted that “...currently, there are competing ngres for financial resources and
unfortunately e-government has not been placedprot that list”. This is indicative of

a dire financial inelasticity on the part of thevgmnment which has led to stifling many

initiatives intended to advance the concept andtpeof e-government in Zimbabwe.

56



The research also discovered that, financial chgde are not exclusive to the
government alone. An outcome of an in depth inewwith an ordinary member of the
public revealed that, it was not cheap for an adirzimbabwean to access ICT services
that can enable one to be available online. It cantethat, IT communication devices
such as laptops, | Pads and smart cell phonessti#neot within reach of many ordinary
Zimbabwe and these are the gadgets that can eaatilezen to access e-government
services particularly in this highly modernised efzere telephones and fax machines are
slowly becoming extinct. More so, the interviewedicated that, internet access was still
expensive in Zimbabwe given that access rates rapggeen USD1-2 and that on its
own limits the access of ordinary citizens sinca ik the same price with a loaf of bread
and for an unemployed citizen it is clear whereny will be placed in spending that
USD1.

Sentiments raised by the M.P from a rural constityeconcurred with the above noted
outcomes. In another interview, Hon Chakona revk#iat, ICTs had not significantly
penetrated the rural areas largely due to thetfettaccess tools are very expensive and
as such cannot be afforded by many rural folks. aks M.P representing a rural
constituency, Chakona implored the government tk imto ways that can ensure high
penetration of mobile gadgets in the rural areas ptwve way for successful
implementation of e-government projects which wsile popular participation even by
members of rural communities. Henceforth, the stadied that, financial challenges
were not only hampering the implementation of eggawment initiatives only from a
government’s perspective but also from the users ffd communication and access
models highly exorbitant for an ordinary citizen.

4.3.2 Infrastructural Challenges

Infrastructure is the core frame for successfubeegnment. It is the backbone of every
ICT initiative; for without requisite infrastructerthere cannot be any meaningful
mention of e-government or any ICT project. Howewbe research discovered that,

chief among the problems that delayed or hamperegr@ss in implementation of ICT
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projects is the aspect of inadequate and in moseéscabsolete or lack of requisite
infrastructure to back up the implementation of oseggnment plans, policies,

programmes and projects.

According to one of the key informant interviewsdcheith a senior government official,
current inland infrastructure cannot cater for pnevalent ICT needs and as such needs
to be upgraded. It also came out that, for instanggent rates of internet speed could
not provide for the levels required to fully ortdtmbabwe into e-government space
where every transaction or activity with the goveemt can be accessed over the cell
phone or laptop at any given moment. Internet speedrently are slow and as such
efforts were underway to upgrade the internet giftecture and this was signalled by the
migration to fibre optic internet whose cables awverently being dug into place. The
interviewee also revealed that it was the governimersion that major towns be internet
connected by 2018 to create Smart Cities that eviBure connectivity from points all
over the cities. This can arguably increase the odppities for successful
implementation of e-government in Zimbabwe sinderimet will now be affordable and
the convenient way to carry out one’s businessesinwill mean that internet rates will

be made affordable.

In another key informant interview held with thel IDirector also known as the
Information Systems Manager, it was revealed thatdéquacy of ICT infrastructure
within the parliament is one of the limiting factoin the realisation of a fully
electronically driven parliament. She argued th& tvas due to the dire financial straits
bedevilling the institution. For instance, the rasgent referred to the constitutional
requirement stipulating that there are 16 offitéalguages in Zimbabwe. She indicated
that the current hardware and software infrastrectoould only provide for the
interpretation of only two languages and as suebetivas nee to upgrade the channels to
add the other fourteen. She indicated that, this tha case with the parliament’'s website

which runs on an out dated operating system amdiiiently not interactive hence the
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need to upgrade the software infrastructure in rortke establish electronically

competitive levels.

The Deputy Clerk of Parliament also added thatrecurICT infrastructure could not

match the occurring standards and could not compétethe private sector. She said
parliament had no sufficient resources to purclzgkmaintain requisite and up to date
software infrastructure. To this end, she revedhad PoZ at some point resorted to
using a cheap although not popular Operating Systeown as Ubuntu but however

faced some user resistance and was not interopendthl other government departments
since it is not common software. Another senior aggm within the parliament

bemoaned the current status of ICT infrastructunerwhe noted that most ICT gadgets
used within the public sector are as a result ef Kimdness of the Chinese Embassy
which has been ameliorating the situation by p&ngebut hand outs. Hence the study

observes how dire the infrastructural situatiomigimbabwe.

4.3.3 Organisational Challenges

According to Nkohkwo and Islam (2013) organisaticaspects focus on leadership and
change management in an organisation. It is fadhetl introduction of ICTs in any

organisation will entail certain fundamental restawing and as such will result in certain
behavioural characteristics, whether in supportldnge or against it. Also important
will be to review the role of organisation’s leasl@p in how they receive and deal with
prospects and challenges poised by the coming I€D$ as in important organisational

instrument.

The research established that, issues to do widistamce to change were rife within
public organisations particularly to change broulghtICTs. One respondent remarked
that, user resistance is one of the factors thatribaite to failure by personnel to change
into the modern ways of operating as dictated by Hevices. As a result, some ICT

gadgets find themselves shelved away with memb#rgirsding it convenient to resort
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to traditional manual systems. However, the inemde indicated that this group was

only a handful and will manage to migrate with time

Aspects of leadership championing the concept gévernment also emerged in an in
depth interview with a junior staffer in one of tlepartments who felt that senior
leadership was not doing enough to introduce, ntaaked champion the concept in a
convincing way that would sell the souls of the ygwnes to understand what actually e-
government is all about. The respondent actuallyressed disappointment concerning
the manner with which e-government is proceedinmgegaly across the public sector. He
felt that there is no representation at strategielland as such e-government was meant
to suffer or experience the current delays or flogy ace at which e-government is

proceeding.

These sentiments resonated with the data gatharedgh a key informant interview
held with a senior manager within the Ministry 6fTls who bemoaned the lack of clarity
on how e-government should be implemented and winistitution is charged with the
sole mandate to oversee the implementation ancepsoty of e-government initiatives.
The interviewee said this in light of the arrangabthat e-government in Zimbabwe is
under the purview of Modernisation Department witthe Office of the President and
Cabinet. To him, this indicated the existence obaflict of interest and lack of clarity on
the parameters or boundaries of e-government cluammg since the Ministry also has
such a department in place. Therefore, it can bednohat even at strategic and
organisational leadership level, there are clgigblems as to which unit or department
is fully responsible with e-government. Anotherp@sdent also reinforced this argument
when he mentioned that one of the reasons forréaéi e-government in Zimbabwe was
due to the lack of a uniform procedure of formulgtand implementing e-government
projects. He highlighted that, Ministries of Homigaas, Commerce and Industry, ICTs
and even the OPC were doing their own projectspeddent of one another and that
shows lack of leadership to uniformly publicise amdplement the concept of e-

government in Zimbabwe.
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In light of these revelations, the study noted leéorth that, the issue of organisational
leadership and strategic representation was orieeokey aspects to drive the concept
and implementation of e-government and these reeeta indicate that lack of

leadership especially at strategic levels withia public sector contribute immensely to
the current situation that the issue of implemeantargovernment is concerned in

Zimbabwe.

4.3.4 Political Challenges

The research also established that politics alag plrole in the implementation of e-
government initiatives and to a considerable extemtso in the negative way which
hampers the commencement and smooth processionhasfe tprojects. Political
challenges will in this instance include also legat policy frameworks revealing how
their inadequacies negatively impact on the impleateon of these ICT initiatives.

Political interference is one of the major probletingt were ubiquitous in most of the

interviews where political aspects emerged. Faamse, a key informant revealed that in
the procurement of ICT equipment, political primst eclipse rationality and relegates
matters of quality and durability of the equipmémt is being purchased. He indicated
that, politicians often prefer doing business v@thinese firms as a way of consolidating
their political relationship at the expense of gyabf the products and services since he
argued that Chinese firms often serve them a rak sigplying inferior products which

are non-durable and pegged at very expensive tdéeadded that, regardless of the three
guotations principle governing public sector tratigas, Chinese products are often
given preference. This, according to the respondamdermines efficiency and

effectiveness of services delivered through infegiguipment and infrastructure.

This is also in tandem with the data gatheredutjinoanother key informant interview
with a senior manager from the banking sector wheralso emerge that political
expediency was prioritised at the expense of fabynmitting to the full adoption and

implementation of e-government, the respondentliglgted that government was more
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concerned with matters of political security thamstituting mechanisms that would
witness the smooth and successful implementatiolCofprogrammes. Legislative and
institutional issues seemed to be the main conaktine respondent when he highlighted
that their unavailability indicated lack pf poligicwill and commitment to fully embrace
ICTs in the public sector. He also revealed thatehs no clear roadmap on how the
government wishes to proceed in the implementatfos-government in Zimbabwe and
as such the private sector found itself confuseiims of which part to play apart from
sponsoring e- conferences often held by the MinisfriIiCTs and workshops organised

by other government departments.

The respondent also added that, this lack of glaghd lack of adequate and
unambiguous legislative and policy instruments gowg e-government and ICTs
explained the reason why the implementation of pedjects in Zimbabwe is proceeding
in a piecemeal fashion and according to him, thisulel not attract any serious
investment from the private sector given the higbkpensive and dynamic nature of
ICTs a fact that makes them unaffordable for theegoment to carry the costs on its
own. It is hence the observation of this reseahneth politicising purely bureaucratic and
technical issues of implementation of public prtgelsears so many irrecoverable costs

for the government than it presents opportunitiegheir successful implementation.

In addition, the researcher observed inconsistenaie the responses given by senior
management within the parliament of Zimbabwe wheguiries were made from key
informants on the availability of e-government @TI policies at institutional level to
indicate the level of commitment by the institutiorthe adoption and implementation of
e-government initiatives. For instance, the Priakipirector Information Services
revealed that the institution had an ICT policy glace whilst the Acting Clerk of
Parliament gave a contradictory response indicdtiag the ICT Policy was still being
drafted, however, the Parliament’s Strategic Ptiemiified ICTs as one of its sixteen
major clusters. The leader of parliament adminigtmarevealed that if the policy was in

place then an organised approach to the implementaif e-government initiatives
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would be realised. Therefore the research canaatpee that, the policy inadequacies are
not only extant at macro level but also are preaantcro level an incarnation that can be
attributed to the lack of political commitment blyose in leadership to advance the

concept and practice of e-government.

Additionally, the challenge of lack of a legislaiframework in place to direct and
govern the procedures and processes of e-governiierguably one of the various
reasons why e-government implementation is proogeith an erratic fashion. This was
revealed from an in depth interview with the Clefkthe Portfolio Committee on ICTs
who indicated that, lack of an organised approacham Act of Parliament contributed to
the current state of affairs where each governmepartment is implementing its own e-
government project independent or separate fronotther making the assessment of the
level of e-government practice in Zimbabwe difficaind close to impossible. This
revelation can also be supported by the clashdsctie@acterised the ownership of the
High Performance Computer domiciled at the Uniwgrsi Zimbabwe which saw the
Ministry of Higher, Tertiary Education, Science ahdchnology, the OPC through its
Modernisation Department and the MolCTPCSs thratgg€entral Computing Services

Bureau all claiming ownership in their various argants and justifications.

4.3.5 Socio-Economic Challenges

Social challenges were mainly dominated by isswedd with poverty, lack of ICT
literacy and unaffordability of ICT infrastructurepnsumables and gadgets mainly in the

down trodden parts of the country.

In an in depth interview with a local M.P it camet dhat the issue of affordability of
access to ICTs was the main socio-economic chadlehgt affected the generality of
Zimbabweans given that they would rather prioriteead and butter issues than
connectivity or access to ICT gadgets to commueicailthough mobile phone
penetration has increased, this has also beereanvas much as it has been regarded as a

virtue. It is a vice in the sense that majority ensof those mobile phones cannot afford
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applications that will enable them to communicateg the internet most frequently due

to the expensive nature of internet in Zimbabwe.

Another M.P representing a rural constituency riacea an interview that digital divide
was mainly observable in the rural communities whaost of the dwellers are not ICT
literate and where levels of mobile phone and eslentricity penetration are very low.
According to the interviewee, this has led to tieedmination of this population that is
often not considered in the implementation of I@iliatives and this has had an adverse
effect on the proliferation and popularity of ICitsrender them an endorsement even in
the rural areas and hence constitute a challengeeislow growth of ICTs in general in

Zimbabwe.

4.4 Other Challenges

Apart from the major challenges identified by tiedy during the data collection phase,
other isolated problems emerged whose negativedhgaanot be ignored in as much as
it cannot be over emphasised. These include lackkilied personnel and technical
expertise due to brain drainage to administer eegovent activities, user resistance both
from public administrators and general citizengklaf a coordinated all stakeholder
approach, lack of refresher courses or capacitigimgi programmes to reinvigorate ICT
personnel to keep up with the obtaining standandd @ends in the ICT and e-
government sectors amongst many others. More scg tiias not been adequate public

awareness concerning the nature and practice ofengment

4.5 Conclusion

From the obtaining findings presented above, it lsamoted that, implementation of e-
government initiatives in Zimbabwe is hampered bfa of challenges stemming main
from financial inadequacies, obsolete infrastrustupolitical interference, lack of
political commitment and lack of adequate legigtatand institutional support among

many others. It also came out from the findings s@mior government officials, junior
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staffers and even ordinary citizens and academmdgnstand the concept of ICTs and e-
government as indicated in the responses gatheced €efinitions proffered at the

beginning of this chapter.
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CHAPTER FIVE
CONCLUSIONSAND RECOMMENDATIONS
5.0 Introduction

The study sought to investigate challenges encoemhten the implementation of e-
government initiatives in Zimbabwe. The researctti@gaarly focused on the Parliament
of Zimbabwe as a case study. This chapter thergfi@eents the summary of the study,
conclusions drawn from the research findings ard daalysed and presented in Chapter
Four. It also identifies and presents recommendatand strategies that the government,
academic institutions and other entities can adopght of solving problems bedevilling
policy implementation in Zimbabwe. It also preseinf®rmation that will be necessary
for the commencement of further research by amgraésted stakeholder in the field of
public policy implantation. Conclusions and recomuiegions are made in light of the
objectives and research questions which guidedtindy and are elaborated in Chapter
One of the study and also from the emerging maguas identified throughout the study
for instance in the Literature Review in ChapteroTand during Data Collection and in

the presentation of findings in Chapter four.
Below are the objectives of the Study that guideddgroceeding of the entire research:

To understand the fundamental meaning of e-govemhme

To identify challenges encountered in the impleragoih of e-government initiatives in
Zimbabwe.

To analyse how other governments have dealt witbh sumplementation related
problems.

To ascertain whether e government initiatives aeg kn promoting accountability,
transparency and participation in public sectocpsses.

To propose/recommend strategies that can be dtitsensure effective implementation
of e-government.
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5.1 Conclusions
Below are conclusions drawn from the study
5.1.1 The Importance of Fully Understanding the nature of e-Gover nment.

The study established that, due to its complex taglly intricate nature, there is need
for thoroughly unpacking and demystifying the cqrtcef e-government in order to
prepare positive conditions for its successful enpéntation. This would be done to
forestall any foreseeable challenges of user eegist and resistance to organisational
change. Relevant stakeholders should invest fiagnoaterial and human resources
towards creation of public awareness and champgooire-government agenda, not only
at policy and institutional level but also imporignat grassroots level in order also to
deal with problems of digital divide that can haae debilitating impact on the
implementation of e-government activities.

5.1.2 Legidative and I nstitutional Framewor ks-K ey enabler s of e-gover nment.

Enactment of relevant e-government legislationne of the fundamental steps towards
serious commitment in introducing and practicingosrernment. This can equally be said
about setting up e-government institutions or usjiscifically superintending over all e-
government initiatives in the country for their abse leads to confusion, lack of clarity
and conflict of interest which seriously hamper thecessful implementation of e-
government. Lack of enabling legislation in Zimbablas translated to the absence of a
comprehensive e-government road map which will tifielkey sign posts for major e-
government projects and set timelines for their gleton. It will also assist in setting up
e-government project flagships that will act asdglines towards the commencement
and procession of e-governance in Zimbabwe. Lackheke frameworks has seen
Zimbabwe muddling through the concept and practafe e-government. Each
government department has its own unique way ofyicey out ICT initiatives and this
has led to lack of uniformity in the implementatioh e-government initiatives and as
such made it impossible for the assessment andnigiok the level at which Zimbabwe
is currently operating in as far as e-governmenbiscerned.

5.1.3 All Stakeholder Approach Necessary for Successful | mplementation of e-
gover nment

From the emerging data gathered throughout thearelseand from other scholarly

submissions, an all-stakeholder approach towaresniplementation of e-government

initiatives is a critical component in ensuring sess. It emerged that, concerted efforts
amongst relevant key stakeholders would ensureathaggovernment departments and
agencies, private sector and the civil society @perating at the same levels hence
harnessing all resources towards the completiodenitified projects and this will help e-

government projects to proceed systematically anifdumly.
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5.1.4 Best Practices from Elsewhere Provide Resour ceful L essons

The study also realised the importance of highiighhation cases where e-government
has been successful to provide lessons for emergiggvernment nations such as
Zimbabwe. In Africa, countries such as Mauritiuspt®vana and to a considerable
extent, South Africa are leading cases and livirggtinonies of successful
implementation of e-government. Such cases cangedgssons on what is required and
how governments should proceed in the formulatiod amplementation of e-
government initiatives. They also are testimonidsttee miracles that ICTs have
performed in the transformation of those countrmgilic sectors.

5.1.5 Adequate Budgetary Support, a Key ingredient in the success of e-gover nment.

An important revelation in the whole gamut of e-goyment is the realisation that ICTs
are generally expensive and usually out of the hreaic many Sub Sahara African
countries and as such there is need for sacrifjfcgdvernments to commit the scarce
resources towards e-government if ever e-governmaritess is to be realised. It does
not only start and stop at pronouncements of potiocgnmitments but also financial
support is necessary for the realisation of sudgkgsplementation of e-government.
Political will and commitment should be expressectrein terms of budgetary or
financial commitment.

5.1.6 E-government, a Critical Component in the Refor mation of the Public Sector.

One of the major conclusions reached by this siadye unavoidable role played by
ICTs in transforming and improving public sectoogedures, processes and systems. It
is one of the New Public Management reform packagesd at the utilisation of ICTs in
the realisation of a new system of doing the jolthi public sector. It introduces and
sustains the concept of new “managerialism” inghikelic sector. Throughout the study it
was emphasised how ICTs are crucial in the introdnand nurturing of public sector
virtues namely; transparency, accountability, respeness, efficiency, economy,
effectiveness and public participation in decismaking in the public sector. It brings in
the concept of the centrality of citizenry in thevgrnment process by ensuring easy and
real time accessibility of public services.

5.2 Recommendations

Following are recommendations and suggestions ¢aatbe adopted for solving the
problems encountered in public policy implementatibhese suggestions mainly came
from the respondents
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5.2.1 Political Will and Commitment

This was a common suggestion or recommendation dimatacross the views of the
respondents on what should be done in order torertia smooth implementation of e-
government. Many felt that government was not smae its pronouncement of adopting
e-government and a number of respondents impldredyovernment to “walk the talk”
since to them it was not enough to jus mention goaernment is committed to adopting
and implementing e-government whilst not transtatimat into policy action. Emphasis
was also placed on the need to express this conamitrand political will through
enacting enabling legislations and devoting sigarft budget allocations towards ICTs.

5.2.2 Inclusion of ICTsin the Education Curriculum beginning from Elementary
Level

A strong sentiment among many respondents wasutgestion that government should
introduce ICT courses into the schools educatiorriaium as compulsory from
elementary up to tertiary levels as a way to nertam e-generation that will understand
the importance of a computerised society. This w#él done in order to deal with
challenges of user resistance and also to creatguctve environment for the smooth
implementation of ICT initiatives in Zimbabwe.

5.2.3 Creation of leading I nstitutions of e-gover nment.

Various respondents recommended the important reedlentify key governance
institutions to champion e-government and ICTsimlzabwe. One such institution is the
PoZ which, by nature of its configuration, standgdpresent the needs of the majority
and henceforth it is believed that it should takdeading role in championing e-
government and also doing so to compliment efforésle by the implementation organ,
the Executive arm of the State.

5.2.4 Public Private Partner shipsin e-Gover nment

The prevailing economic situation has renderedgiernment incapacitated to solely
fund the highly expensive practice of e-governméntall was made by interviewees
who implored the government to seek partnershiglk thie private sector and even the
civil society and donor community in order to attrprivate capital and to harness skills,
value and technical expertise in the formulation amplementation of e-government
initiatives. This will reduce the burden of an aldg financially troubled government by
transferring all costs to the private sector mealewldeveloping the concept and
furthering its successful implementation.

5.2.5 Public Awareness Campaigns

This is one of the crucial suggestions that emefgad the study. There was emphasis
on the need to carry out extensive and comprehensublic awareness campaigns
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through all forms of media in order to populari$e tconcept of e-government in
preparation for its practice. Platforms such asl@&bwe International Trade Fair and
Harare Agricultural show and also other provincgllows were identified as other
platforms where information on what e-governmertas be exhibited. This would help
in ensuring that all citizens at different levaldlyf embrace ICTs.

5.3 Conclusion

Electronic government (e-government) entails the oSICTs to transform the public

sector. It presents opportunities for an activelyponsive, efficient and effective public
administration. As a key component or strategy loé tNew Public Management

paradigm, e-government sought to create a moderargment that values the interests
of its clients and citizens. However, its implenagimn has been grossly affected by
various problems which have led to its slow progi@s in sub-Sahara Africa and in
Zimbabwe, particularly.
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APPENDICES

RESEARCH INTERVIEW QUESTION FOR PoZ (1)
Introduction

My name is Nkosikhona Moyo an MSc in Public Admirason (MPA) student from the
University of Zimbabwe. In partial fulfilment of ¢hrequirements of the degree, | am
conducting a study orChallenges faced in the Implementation of e-government
initiatives in Zimbabwe. The Case of Parliament of Zimbabwe. You are amongst
those that have been selected and | am thus reumiést your permission to carry out
the study. The information obtained from this reskais used purely for academic
purposes and will be treated with strict confidelityy. Your assistance is therefore
greatly appreciated.

Procedure

You will be asked a series of questions that reafatour understanding of e-government
in general and also in specific reference to Zimmblin identifying the challenges

experienced, it will also be prudent and necessetyyou provide suggestions in form of
solutions to the problems currently faced. Thisreise will take about 45 minutes of

your time. You are free to opt out of the exercises or anytime during the course of the
exercise. If you feel uncomfortable in answering goestion please say so. Information
gathered through this research exercise will bel usdy for academic purposes and
sources of information will remain anonymous.

Benefits
There are no direct financial or material bendbtsparticipating in this study.
Further Information

Should you require further information about thesearch feel free to contact the The
Chairperson Political and Administrative Studiesuwérsity of Zimbabwe P O Box MP
167 Mt Pleasant Harare Tel: 04-303211 Ext 14129

Basic I nformation:

Name Organization/
Company:
Sex: Job Title:
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Area of Expertise: Y ears of I I

Experience:

Date of I nterview L

A General Questions

Q1 What is your understanding of electronic governti{e-government)?

Q2 In your own assessment, has there been sigmtitcenmitment from the
government to develop and advance the concepgof/ernment?

Q3 If so, do you think the Government of Zimbabves hdequately invested in the
ICTs and e-government? (Briefly explain)

Q5 Do you think ICT applications have the potentaénhance the Parliament’s
oversight function?

Q6 Are there any e-government or ICT related ititess that the PoZ is currently

undertaking?
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If so, have you been experiencing any major chgéenn their implementation,
and what are they?

Q7

Does the parliament host an active website?

How accessible is it to the general population?

Does it provide an opportunity for members of thélf to interact with their
Members of Parliament?

Does the Parliament of Zimbabwe have adequate n@dstructure necessary fo
the commencement and development of e-government ?

=

Q8

Does the Parliament host an internal informat@magement system?

If so, have you experienced any user related pnableom the members of staff
in working with the system?

Q9

In your own opinion, and in general, do you khimat ICTs can enhance
accountability and transparency in the operatidri3o@?
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Can they also increase opportunities for citizeniggation in the processes of
decision making especially through the Parliaméimbabwe?

Q11.

Are there any recommendations or suggesti@misan be adopted for the purpg
of this study and also as solution to implementatiballenges that are
experienced in e-government initiatives?

THANK You!!!
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RESEARCH INTERVIEW QUESTIONSFOR MINSTRY of ICTP&CSs

I ntroduction

My name is Nkosikhona Moyo, an MSc in Public Admstration (MPA) student from
the University of Zimbabwe. In partial fulfilment the requirements of the degree, | am
conducting a study orChallenges faced in the Implementation of e-government
initiatives in Zimbabwe. The Case of Parliament of Zimbabwe. You are amongst
those that have been selected and | am thus reumiést your permission to carry out
the study. The information obtained from this reskais used purely for academic
purposes and will be treated with strict confidelitly. Your assistance and cooperation is
therefore greatly appreciated.

Procedure

You will be asked a series of questions that rel@atgur understanding of e-government
in general and also in specific reference to Zimimblin identifying the challenges

experienced, it will also be prudent and necessetyyou provide suggestions in form of
solutions to the problems currently faced. Thisreise will take about 45 minutes of

your time. You are free to opt out of the exercise or anytime during the course of the
exercise. If you feel uncomfortable in answering goestion please say so. Information
gathered through this research exercise will bed usdy for academic purposes and
sources of information will remain anonymous.

Benefits
There are no direct financial or material bendbtsparticipating in this study.

Further Information

Should you require further information about thesearch feel free to contact the The
Chairperson Political and Administrative Studiesuuérsity of Zimbabwe P O Box MP
167 Mt Pleasant Harare Tel: 04-303211 Ext 14129

Basic Information:

Name Organization/
Company:

Sex: Job Title:

Area of Expertise: Y ears of I I
Experience:

Date of | nterview | ]

A General Questions

Q1 What is your understanding of electronic governtr{e-government)?
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Q2

In your own assessment, has there been sigmtiftcanmitment from the
government to develop and advance the concepgof’ernment?

Q3

If so, do you think the Government of Zimbabves hdequately invested in the
ICTs and e-government? (Briefly explain)

Q5

As the Ministry responsible for ICTs in Zimbahwaad given that e-government
under your institutional purview, can you highlighe major problems that your
institution has suffered in the implementation @foxernment and any other ICT
related initiatives.

S

Q6

Are there any other challenges that you consideor, although constituting a
barrier to implementation of e-government? If sbatare they?

Q7

Do you think there are any success cases ofexgment initiatives in
Zimbabwe? If so, can you briefly highlight?

Q8

What have been your experiences in the efforthampion the e-government
agenda in Zimbabwe?

Q9

Has there been an all stakeholder approachtu@img non-state actors such as t
business and civil society agencies) in the implaateon of e government and
ICT related projects? Briefly explain.

Q10

Is the Ministerial staff exposed to refreshmirses in order to enhance their
understanding in their daily exercises of implenrene government
programmes?

Q11

Are there any efforts that the Ministry is urtdking on the creation of public
awareness relating to what e-government entailgtadle of ICTs in the publig
sector?

Q12

In your own opinion, do you think there arequase legislative and institutional
frameworks in support of e-government in Zimbabwe?

Q13.

Are there any recommendations or suggestimisan be adopted for the purpd
of this study and also as solution to implementatiballenges that are
experienced in e-government initiatives?

se

THANK YoOult!
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RESEARCH INTERVIEW QUESTION FOR PRIVATE SECTOR

I ntroduction

My name is Nkosikhona Moyo an MSc in Public Admirason (MPA) student from the
University of Zimbabwe. In partial fulfilment of ¢hrequirements of the degree, | am
conducting a study orChallenges faced in the Implementation of e-government
initiatives in Zimbabwe. The Case of Parliament of Zimbabwe. You are amongst
those that have been selected and | am thus reumést your permission to carry out
the study. The information obtained from this reskais used purely for academic
purposes and will be treated with strict confidelityy. Your assistance is therefore
greatly appreciated.

Procedure

You will be asked a series of questions that rdlatgour understanding e-government in
general and also in specific reference to Zimbabimeidentifying the challenges
experienced, it will also be prudent and necessetyyou provide suggestions in form of
solutions to the problems currently faced. Thisreise will take about 45 minutes of
your time. You are free to opt out of the exercise or anytime during the course of the
exercise. If you feel uncomfortable in answering goestion please say so. Information
gathered through this research exercise will bed usdy for academic purposes and
sources of information will remain anonymous.

Benefits
There are no direct financial or material bendbtsparticipating in this study.

Further Information

Should you require further information about thesearch feel free to contact the The
Chairperson Political and Administrative Studiesuwérsity of Zimbabwe P O Box MP
167 Mt Pleasant Harare Tel: 04-303211 Ext 14129

Basic Information:

Name Organization/
Company:

Sex: Job Title:

Area of Expertise: Y ears of I I
Experience:

Date of | nterview | ]

A General Questions

Q1 What is your understanding of electronic governti{e-government)?
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Q2

What do you think are the challenges that theegonent is facing in the
implementation of e-government initiatives in Zirblge?

174

—h

B Specific Questions

Q3 Do you think the Government of Zimbabwe has adegly invested in the ICTs
and e-government? (Briefly explain)

Q4 Do you know of any efforts that have been mad&ing the government and th¢
private (Business) sector in partnership towardsbéishment, implementation
and development of ICTs in the public sector?

Q5 From a business perspective, do you think theeotilegal and institutional
frameworks are conducive in supporting the engagéwfehe private and public
sectors in promoting e-government in Zimbabwe?

Q6 Given the current prevailing economic situatidm you think government can
afford to purchase and maintain infrastructure ssasy for the implementation ¢
e-government initiatives in Zimbabwe?

Q7 Given the current rates and internet chargegpddhink internet usage can be
afforded by every citizen, both in urban and rdiahbabwe?

Q8 Are there any e —business models that can h@elby government to improve
its performance, outlook and accessibility?

Q9 Are there any recommendations that you can dffeegovernment as lessons frg

the private sector ICT initiatives?

m
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CHAIRPERSON: Dr C. Manyeruke Fax: (263) (4) 333407/333674
PhD MSc (Int'IRel), BSc (Pol & Admin) (UZ) Email: polad@sociol.uz.ac.zw

UNIVERSITY OF ZIMBABWE

05 January 2015

To WHOM IT MAY CONCERN

Dear Sir/Madam

RE: CONFIRMATION LETTER: MOYO NKOSIKONA (RO75321W)

This letter serves to confirm that the above mentioned is our postgraduate student in the
Department of Political and Administrative Studies. He is working on his Dissertation in partial
fulfillment of the requirements for a Master of Public Administration Degree and his research
topic is: “Challenges/Problems Encountered in the Implementation of E-Government

Initiatives in Zimbabwe. A Case Study of Parliament of Zimbabwe”,

Please be assured that the information gathered would be used for academic purposes only.
Should you have any queries, please contact the Department.

Kindly assist him.

Yours faithfully

MR§. é .C. ;‘:§;YA

A/ADMINISTRATIVE ASSISTANT
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TELEPHONE: +263-04- 792820

Fax:

E-MAIL: ministryict@zarnet.ac.zw

MINISTRY OF INFORMATION COMMUNICATION TECHNOLOGY, POSTAL
AND COURIER SERVICES

MINISTRY OF INFORMATION COMMUNICATION
TECHNOLOGY, POSTAL AND COURIER SERVICES
PRIVATE BAG CY419, CAUSEWAY
7" FLOOR, BANK CHAMBERS BUILDING
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&

Zimbabwe

7 January 2015

Mr N Moyo

University of Zimbabwe
P O Box MP 167

Mt Pleasant

Harare

Dear Sir

APPLICATION FOR PERMISSION TO CONDUCT RESEARCH

We refer to your letter dated 6 January 2015 concerning the above subject.

We are pleased to advise that permission is granted for you to conduct your research.
We also kindly request you to deposit a copy of your study with the Ministry at the
conclusion of your research.

We wish you every success in your study.

s C Chigwamba
Acting Secretary for ICT, Postal and Courier Services.

84



All communications should be addressed to: PARLIAMENT OF ZIMBABWE

CLERK OF PARLIAMENT P.O. Box CY 298
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252936/7, 252940/2
252945/6, 708923
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Wednesday, January 14, 2015

Mr. Nkosikhona Moyo

University of Zimbabwe

Department of Political and Administrative Studies
Harare

Dear Mr. Moyo

RE: REQUEST TO CONDUCT RESEARCH

Reference is made to your letter dated 06 January 2015, wherein you requested to conduct
research in partial fulfillment of the requirements for the degree programme you are
currently doing.

Please be advised that the Acting Clerk of Parliament has granted authority for you to
conduct the said research. You will be required to report to the Human Resources
Department before you proceed with the research work.

We wish you all the best in your research.
Yours faithfully

A |
@gmm’}/.(m.)

Director Human Resources
For: Acting Clerk of Parliament

E-mail: clerk@parlzim.gov.zw Website: www.parlzim.gov.zw
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