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ABSTRACT  

This dissertation aims to develop a deep understanding of the factors that influence 

the development of eGovernment and contribute to the delay of its initiatives in Saudi 

Arabia. Thus, this study focuses on the delay of the implementation of the Yesser 

eGovernment program in Saudi Arabia, which was scheduled for completion in 2010. 

Previous research in relation to eGovernment and the factors influencing its 

implementation and development have been reviewed. The literature review indicates 

that there has been little research considering the factors in the delay and almost none 

looking at the perceptions and experiences of those involved in its development and 

implementation. Hence, the factors influencing the implementation and development 

of eGovernment will be explored from the point of view of the people who are 

involved in the implementation and development of eGovernment. It is important to 

find out what those people who are involved in the implementation want to say in 

their own way regarding the implementation of eGovernment as well as their 

experiences of the issues involved with the implementation and development process. 

Therefore, this research takes a different approach by focusing on stakeholders who 

are involved in the development of the eGovernment program and other informed 

participants. This is in contrast to most previous research which considers users’ 

attitudes and adoption of eGovernment, especially in the context of Saudi Arabia.  

In order to achieve the aim and answer the question of study, the concerns and 

perceptions of Yesser team members, IT experts in eGovernment projects and 

electronic services, IT managers in government organisations, and IT academics were 

obtained in regard to the delay in eGovernment implementation projects in Saudi 

Arabia. Twenty-one unstructured interviews were conducted with the above 

mentioned groups of participants who were considered the best source for information 

according to their involvement in the projects of eGovernment for the purpose of 

investigating their opinions and views about the research phenomenon. Adopting a 

qualitative approach by conducting unstructured interviews helped to collect rich data 

that can explain the situation and provide understandable meaning for the 

phenomenon being studied. This approach is based on the interpretivist paradigm 

which seeks to understand the social world from the viewpoint of the individuals 
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involved in the activities which are to be studied. Moreover, grounded theory 

procedures (open, axial, and selective coding) were employed to assist in analysing 

the data derived from the interviews through the generation of codes, categories, and 

concepts and identifying relationships among them in order to develop a deep 

understanding that can clarify the situation regarding eGovernment development in 

Saudi Arabia.  

In addition (and prior) to qualitative data collection, this work also conducted content 

analysis of the eGovernment websites of Saudi Arabia and Bahrain in order to gauge 

the extent and nature of the delay in offering electronic services by government 

organisations. By doing so, the work found that the eGovernment implementation in 

Saudi Arabia is lagging behind its neighbouring country Bahrain (which shares 

similar socio-economics and cultural characteristics) and identified the ‘lack of 

cooperation and collaboration’ amongst stakeholders involved in the project as a 

major reason for the delay in developing and implementing the Yesser Program in 

Saudi Arabia. Other factors that contributed to the delay in implementation include 

lack of priority given to eGovernment projects, lack of understanding of the 

eGovernment concept, lack of staff with IT competence, lack of awareness and 

training and lack of direct communication with responsible key persons for 

eGovernment at various organisations.    
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CHAPTER ONE: INTRODUCTION 

Introduction 

Many governments worldwide have applied and implemented eGovernment for their 

targeted users, whether they are citizens, businesses, or government agencies, while 

others are still having difficulties in the implementation and development of 

eGovernment. One of the countries having difficulties in implementing and 

developing eGovernment is Saudi Arabia, which is the specific example of this 

research.  

This study focuses on the delay in the implementation of the Yesser eGovernment 

program in Saudi Arabia, which was scheduled for completion in 2010. There has 

been little research which has considered the factors causing the delay and almost 

none which looks at the perceptions and experiences of those involved in the 

development and implementation (as shown in Chapter 3). Therefore, this study 

provides, firstly, a detailed description of the background to eGovernment 

implementation in Saudi Arabia (Chapter 2), including the significance of 

eGovernment for Saudi development. Secondly, the progress of eGovernment 

initiatives is investigated and compared with a similar country (Chapter 6). Finally, 

key players in the implementation process were interviewed and their responses were 

analysed using grounded theory, to uncover new meanings and ideas about the 

implementation delay (Chapters 7-9). 

Writing about implementation and development is essentially based on what the 

research means by implementation. Implementation related to eGovernment is defined 

as the execution of plans and strategies that have been set for developing 

eGovernment by the eGovernment team (Altameem 2007). Achieving the 

eGovernment original plans and strategies through the accomplishment of its 

objectives and goals is considered a successful implementation (Adams 1988).  

The layout of this chapter is as follows. Firstly, the eGovernment concept and its 

purpose are discussed in section 1.1. It is necessary to shed the light on the advantages 

of eGovernment implementation in general and it is presented in section 1.2. The 

background to the research topic is presented in Section 1.3 in order to give a brief 
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overview about the research phenomenon. Secondly, Section 1.4 provides the aims 

and significance of the study. Thirdly, research questions are discussed in Section 1.4. 

Fourthly, the research approach and method adopted in this dissertation are 

summarised in Section 1.6. Then, Section 1.7 outlines the contributions made in this 

dissertation. Finally, Section 1.8 presents the outline of the dissertation.  

1.1 The eGovernment concept and its purpose  

The eGovernment concept is a new trend for any government looking to practice its 

information-processing and decision-making for delivering its services through 

available electronic means. It is actually a “new wave in the information revolution” 

(Al-Shehry et al. 2006). According to Wood-Harper el al. (2004, p. 1), 

“eGovernment’ can be defined as giving citizens the choice of when and where they 

access government information and services”. 

Currently, more and more governments in the world are trying to adopt this effective 

system in order to obtain its benefits, such as improving delivery of services to 

citizens, cost reduction, and increasing effectiveness and efficiency in the public 

sectors. Thus, eGovernment is a sort of transition to another platform which has 

higher efficiency and effectiveness. According to Verton (2000), an electronic 

government can be described by three words which are “anywhere,” “anytime” and 

for “anyone”. These three show the importance of electronic government such as 

providing services to all citizens, at anytime as well as anywhere (Verton 2000).  

In addition, eGovernment depends on taking the advances of recent electronic 

technologies in order to offer better services to both citizens and business parties 

within appropriate ways that has efficiency and effectiveness (Dean 2000). 

Furthermore, “eGovernment can increase citizen participation in political processes; 

building trust between citizens and their government by improving the government’s 

image and perhaps facilitating democratic elements by enabling voting online” (Al-

Shehry et al. 2006). 

Consequently, eGovernment emerges as a solution to overcome those problems and 

obstacles that any government faces with its citizens in terms of delivering services in 

appropriate ways, along with sharing information and knowledge in a quick and 

secure method across government agencies as well as across business sectors. 
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1.2 Advantages of eGovernment implementation 

According to Kostopoulos (2004, p. 2), “more and more government agencies are 

moving employees from the front office to the back offices of government services” 

with respect to using web technologies in terms of eGovernment. Many advantages 

attached to using an eGovernment system have been mentioned by different 

researchers.  

 Increased transparency 

Through giving people (both poor and rich) the same chance to access government 

services (Falabi 2007). Moreover, they are provided with the accessibility to see and 

participate in government by giving their opinions in government affairs (Alshehri 

and Drew 2011).   

 Less Corruption and Accountability 

Past methods of fraud are prevented, for example when using E-payment methods 

(Falabi 2007).  

 Faster, cheaper and better services  

Through the reduction in the time it takes to process services, in the distance of 

movement and travel, in the cost in terms of manpower involvement, and in the 

workspace such as saving consumable supplies (Bakry 2004). Moreover, 

governmental services can be offered 24 hours per day with easy access to and 

navigation of information and services from anywhere and at all times (Alshehri and 

Drew 2011). 

 Increased trust between institution and parents 

This is achieved by directly connecting the institution with parents in order to offer 

them the accessibility to see their children’s performance (Falabi, 2007; Alshehri and 

Drew 2011).  

 Increased Computer Literacy 

Through using electronic services and computer applications that positively increase 

people’s breadth of computer knowledge (Alshehri and Drew 2011).  

 Improved interactions  
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In terms of communication channels which can be helped all government agencies 

and departments to share information (Alshehri and Drew 2011).  

 Easier Access to Information 

This factor plays a significant role in the implementation of eGovernment, because 

people need to easily reach the information that they want in an efficient manner. 

Moreover, there needs to be a classification system so that different users can access 

different types of information using a system of permissions, as would be the case for 

stakeholders as opposed to citizens (Falabi, 2007).   

 Secure services  

By activating and enabling terms such as accessibility, availability, integrity, identity, 

confidentiality, and trust (Bakry 2004). All of these lead to a secure environment 

which can be used to deliver services in an appropriate way. 

The above is a general benefits for eGovernment implementation; however, there are 

more benefits for implementing eGovernment in the context of Saudi Arabia. These 

include finding a solution for the population distribution as the country is located 

within a huge landscape, giving more opportunities for Saudi women to share in a 

public life, enabling government to move business online and others more discussed 

in section (2.3.1). 

1.3 The eGovernment problem in Saudi Arabia 

As indicated in the introduction of this chapter, this research will focus on 

eGovernment development in Saudi Arabia which is one of the countries still having 

difficulties in the implementation and development of its eGovernment. The Saudi 

Arabian government has already commenced implementation of its eGovernment 

concept named ‘Yesser’ in 2005. Yesser is an umbrella for all eGovernment activities, 

procedures, legislations and other related issues and acts as the government’s 

controller. The name of the program is derived from Arabic and means “to simplify” 

or make it easy; this is an indicator from the government to all targeted users from 

citizens, businesses and government agencies in Saudi Arabia that the program of 

eGovernment will facilitate the communications and interactions between government 

agencies and citizens and even between the government agencies themselves. The 

program has been launched and regulated in cooperation with three entities: the 



Chapter 1: Introduction 

Osama Alfarraj      Page 5 

Ministry of Communication and IT, the Ministry of Finance and Communication, and 

the IT Commission (Yesser Program 2010). Therefore, some eGovernment facilities 

are already in place. 

However, the timeline of the eGovernment program set by the Saudi government 

appears insufficient to achieve the expected outcomes according to what has been 

done so far and published in the literature. In particular, the Saudi government’s clear 

statement regarding eGovernment (Al-Shehry el al. 2006; Al Soma 2008) and the 

Yesser eGovernment website (the official Saudi eGovernment website launched for 

the purpose of eGovernment implementation, www.yesser.gov.sa), asserted that, “By 

the end of 2010, everyone in the kingdom will be able to enjoy—from anywhere and 

at any time—world class government services offered in a seamless user friendly and 

secure way by utilizing a variety of electronic means” (Yesser Program Team 2010). 

Moreover, according to the United Nations (UN) eGovernment surveys, Saudi Arabia 

was ranked number 70 in 2008 with an eGovernment readiness index (described 

below) score of 0.4935 out of 1. In 2010, Saudi Arabia was ranked number 58 

worldwide with an eGovernment readiness index score of 0.5142 out of 1. It is 

currently in fourth place among Gulf countries (countries in the same region) in 2010, 

compared with other Arab Gulf neighbouring countries such as Bahrain, which was 

ranked 42 in 2008 with a readiness index score of 0.5723 out of 1 and has notably 

jumped to number 13 worldwide in 2010 with an eGovernment readiness index score 

of 0.7363 out of 1. Obviously, Bahrain has achieved excellent results compared to 

Saudi Arabia (see Chapters 2 and 6).  

The UN examination of eGovernment is based on five different indices which are the: 

1. eGovernment index; 2. online services index; 3. Infrastructure; 4. human capital 

index; and 5. the recently added e-participation index. By 2010, Saudi Arabia had 

attained moderate scores for each index compared to the world average and they are 

slightly above the world average in all indices examined, except for the e-participation 

index, the score for which was under the world average at 0.100 out of 1, while the 

world average was 0.205 out of 1 (UN eGovernment Survey 2010). This means that 

Saudi Arabia achieved a low result with respect to e-participation. According to the 

UN eGovernment Readiness Index (2008, p. 17), “E-participation has the potential to 

establish more transparency in government by allowing citizens to use new channels 
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of influence which reduce barriers to public participation in policymaking.” Thus, the 

goal of e-participation is to improve citizens’ “access to information and public 

services; and participation in public decision-making” (UN Report for Saudi Arabia 

2008, p. 21). This indicates that there is a lack of engagement of beneficiaries among 

decision-makers which can reflect on the developing of eGovernment and its 

initiatives. This is discussed in the next chapter (Section 2.4.2).  

In order to understand the delay in the implementation and development of 

eGovernment in Saudi Arabia, the rate of progress of government agencies websites 

to start providing and offering eServices is evaluated (see Chapter 6). Most of the vital 

government websites in Saudi Arabia were evaluated based on the eGovernment stage 

model which relied primarily on the Web Measure Index used by the UN (as 

explained and described in Section 2.4.2). The evaluation results indicated that some 

Saudi ministries have made progress in developing their websites to enhance the 

implementation of eGovernment applications. However, these websites still need to 

provide more comprehensive online services that can adequately serve the citizens, 

businesses, and other government agencies. This is discussed in more detail in Chapter 

6. In general, this shows there are some delays in the implementation and 

development of eGovernment initiatives, especially in government organisations in 

Saudi Arabia. This delay also was confirmed by most of the participants during the 

interviews. 

As will be shown in Chapter 3, the eGovernment field and, especially, the factors 

influencing the implementation and development of eGovernment in Saudi Arabia are 

lacking in research (Al-Shehry 2008; Altameem 2007; Al-Fakhri et al. 2008). A 

review of the literature revealed that no studies had been conducted to find out the 

reasons causing the delay in the implementation and development of eGovernment 

projects in government organizations in Saudi Arabia. Hence, this research will focus 

on studying the factors influencing the development of eGovernment and contributing 

to and causing the delay of its initiatives in Saudi Arabia.  

1.4 Aims and significance of the study 

The eGovernment phenomenon has become an area of interest for research and study 

(Alharbi 2006). Yet, despite the emphasis on the concept of eGovernment in the 

literature, there is still a lack of research, especially on the factors that impede its 
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applications, specifically in Saudi Arabia (Al-Fakhri et al. 2008; Al-Shehry 2008; 

Altameem 2007). Much of the published research regarding eGovernment in Saudi 

Arabia has considered the adoption side of the concept of eGovernment. However, 

most of the reviewed literature in relation to the eGovernment implementation in 

Saudi Arabia concerned an expectation for the factors affecting eGovernment during 

the implementation process.  

Furthermore, most of the previous research about eGovernment implementation in 

Saudi Arabia used different research approaches (such as a qualitative study using a 

case study method and quantitative study using a survey method), which sometimes 

played a role in reaching the results and clarifying the phenomenon being studied. 

However, this research takes a different approach, firstly, by focusing on stakeholders 

who are involved in the development of eGovernment program and other informed 

participants. This is in contrast to most of previous research which considers users’ 

attitudes with regard to the adoption of eGovernment.  

In this research, the factors that influence the implementation and development of 

eGovernment will be explored from the point of view of the people who involved in 

the implementation of eGovernment. It is important to find out what the people 

involved in the implementation want to say in their own way regarding the 

implementation of eGovernment, as well as their experiences of things that are facing 

the implementation and development process. This can lead to an investigation of the 

main reasons for the delay in the implementation of eGovernment initiatives in 

government organisations through participants involved in this research. Therefore, 

the identification of factors influencing the implementation of eGovernment was 

based on the concerns and perceptions of people involved in the implementation 

process for eGovernment as well as the responsible key persons in the implementation 

of eGovernment, including: the Yesser eGovernment program as a primary source; IT 

managers in government organisations as key persons facilitating the implementation 

of eGovernment in their organisations in cooperation with Yesser and other engaged 

organisations; IT experts (such as participants from Al-Elm Company, a 

government-owned company responsible for developing electronic services for 

government organisations); and finally, academics in the field of IT, some of whom 

had experience working on eGovernment projects. Therefore, this research attempts to 
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develop a deep understanding of the perceptions of those participants using a 

grounded theory approach. This research aims to explore the factors that have an 

influence on the implementation and development of eGovernment and contribute to 

causing the delay of its initiatives in Saudi Arabia  

1.5 Research questions 

To achieve the aim of this research as mentioned in the previous section, the 

following main question has to be answered. 

What are the factors that influence the development of eGovernment and contribute to 

causing the delay of its initiatives in Saudi Arabia?  

To facilitate this exploration, four sub-questions were developed as follows: 

1. What are the perceptions and concerns of the Yesser eGovernment team 

regarding the implementation and development of eGovernment in Saudi 

Arabia?  

2. What are perceptions and concerns of IT managers in government 

organisations regarding the implementation and development of eGovernment 

in their organisations?  

3. What are perceptions and concerns of IT experts working in eGovernment 

projects regarding the implementation and development of eGovernment in 

Saudi Arabia?  

4. What are perceptions and concerns of IT academics experienced in 

eGovernment projects regarding the implementation and development of 

eGovernment in Saudi Arabia?  

1.6 Research approach and method 

This research comes under the Information System (IS) field and aims to investigate 

the factors influencing the implementation and development of eGovernment and 

contribute to the delay of its initiatives in Saudi Arabia. 

First, in order to understand this investigation of eGovernment implementation and 

development of eGovernment, the perceived delay in implementation needed to be 
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assessed. The examination of Saudi eGovernment websites conducted by Sahraoui et 

al. in 2006 has been updated and expanded; their results are discussed in Chapter 6.  

Second, the eGovernment situation of Saudi Arabia as compared to other countries 

and, in particular, the notion of e-readiness, needs to be clarified. This is discussed in 

Chapter 2. It provides the context for the interpretation of the interview data (Chapters 

7, 8, and 9).  

Third, the published literature in relation to eGovernment implementation in Saudi 

Arabia is reviewed in order to identify the gap as well as to highlight the factors that 

have been found to affect the eGovernment in Saudi Arabia (Chapter 3). Discussing 

the factors that influence the implementation and development of eGovernment 

helped to identify the findings of previous research which will be compared with the 

findings of this research to easily identify the new findings (contribution) and this is 

discussed in Chapter 9.  

Fourth, this research adopted and used unstructured interviews within a qualitative 

approach (within an interpretive paradigm) as it allows an understanding of the 

phenomena through the meaning that people assign to them (Al-Shehry 2008; Bunniss 

& Kelly 2010; Kanaan 2009). Therefore, people who engaged in the implementation 

and development of eGovernment are an excellent source for this research as they can 

explain in their own words the real situation regarding the implementation of 

eGovernment in Saudi Arabia. The total sample for this research was twenty-one 

participants from different groups, including the Yesser eGovernment program, IT 

managers in government organisations, IT experts involved in the implementation of 

eGovernment, and IT academics experienced in eGovernment (see Chapter 4).  

Fifth, this research employed some of the techniques derived from the Strauss and 

Corbin’s (1990) approach in order to analyse the collected data and generate meaning 

for the area under study. Moreover, grounded theory techniques were employed to 

develop a deep understanding and meaning about the factors that influence the 

implementation and development of eGovernment in Saudi Arabia (Chapters 7, 8, and 

9). 
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1.7 Research contributions 

This research explores the factors that may influence the implementation of 

eGovernment and contribute to the delay of its initiatives in Saudi Arabia. The 

outcome of this exploration is the development of a deep understanding that can 

explain the current factors influencing the implementation and development of 

eGovernment in Saudi Arabia based on the perceptions and perspectives of those 

involved in the development process.  

As discussed in Section 10.3, this research contributes to the body of knowledge in 

the area of factors influencing the development of eGovernment, especially in a Saudi 

Arabian context, as there is currently a dearth of research on this subject, as indicated 

previously in Section 1.2. Moreover, findings from this study offer insight into the 

obstacles to eGovernment as experienced by a unique culture (Saudi Arabia). It also 

updates the evaluation of Saudi eGovernment websites (the rate of progress) as 

discussed in Chapter 6. The outcomes of this research are especially comprehensive in 

terms of the influential factors which have been identified and the research 

methodology used to explore those factors.  

This research develops a deep understanding that explains the research phenomenon 

within a wider context and is based on: 1. identifying and investigating the specific 

circumstances surrounding eGovernment implementation and development in Saudi 

Arabia to ensure that all relevant contextual factors are taken into account (Chapter 2 

and 3); and (2) the analysis done in Chapter 8 and findings discussed in Chapter 9 in 

order to clarify the most influential factors affecting the development of eGovernment 

and delaying its initiatives in Saudi Arabia. More details about the development of 

this understanding are discussed in Section 9.1.  

In addition, this research contributes to the methodology through providing an 

example of the application and use of grounded theory techniques within IS research. 

It contributes to the field of eGovernment in the literature and especially in the 

context of Saudi Arabia as an IS research that employs grounded theory techniques as 

a methodological approach. The use of grounded theory or its techniques and 

procedures within IS research in the context of Saudi Arabia is relatively new and the 

example provided throughout this research would help to increase the understanding 

of how grounded theory and its techniques can be employed.  
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Regarding practical contributions, the outcomes of this research provides 

research-based information that can assist authorities responsible for the 

implementation and development of eGovernment in Saudi Arabia and especially the 

Yesser eGovernment program to be aware of factors influencing the development of 

eGovernment in the public sector. Moreover, the concluding chapter provides further 

considerations based on the analysis and discussion chapters (see Section 10.2). It is 

believed that consideration of the suggested recommendations arising from this 

research (Section 10.2) may assist the authorities responsible for eGovernment, and 

especially the Yesser program in Saudi Arabia, to overcome the obstacles facing the 

development of eGovernment. This would facilitate and accelerate the 

implementation and development of eGovernment in Saudi Arabia which will, 

ultimately, meet the needs of citizens, residents, and businesses of Saudi Arabia (as 

discussed in Section 2.3.1).  

Further detail and discussion about the research contributions, including the 

contributions to knowledge, methodology, and practice, are described in the 

concluding chapter (Section 10.3).  

1.8 Outline of the dissertation 

This research is divided into ten chapters as follows: 

Chapter 1 provides an introduction to the research. It identifies the research questions, 

the aim and significance of the research, presents the research approach and methods 

in brief, identifies the research contributions resulting from this dissertation, and 

outlines the dissertation’s chapters.  

Chapter 2 provides background information related to the topic of this research, which 

includes the concept of eGovernment in general, and eGovernment in Saudi Arabia as 

the focus of this research. It provides a comparison of eGovernment initiatives among 

the Gulf countries (as Saudi Arabia’s neighbouring countries) to show similarities and 

differences in eGovernment experiences as contrasted with Saudi Arabia. It presents 

eGovernment readiness for Saudi Arabia according to UN reports. This chapter 

provides the context for the interpretation of the research findings.  

Chapter 3 reviews the previous literature in order to find out the factors that influence 

the implementation of eGovernment. This chapter covers the literature review on: 1. 
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success and failure factors of eGovernment based on prior research findings in general 

for both developed and developing countries; and 2. the factors affecting the 

implementation and development of eGovernment in Saudi Arabia as the native 

country for this study. The purpose of this chapter is to show the findings of previous 

research in the field of eGovernment; these are factors influencing the development of 

eGovernment from the perspectives of developers rather than those of citizens or 

residents, especially in a Saudi context. This help to identify the gap in the existing 

research that has been reviewed in this dissertation. This chapter reveals a lack of 

research focusing on the persons directly involved in the development of 

eGovernment. 

Chapter 4 provides information about the methodological stance adopted in this 

research. This includes the selection of a research approach and paradigm, the 

employment of grounded theory technique, the use of grounded theory in IS research, 

and the interpretive stance within grounded theory and qualitative research. The 

qualitative approach with an interpretive paradigm is considered the best choice for 

this research to investigate the reasons for the delay in eGovernment implementation 

and development in the Saudi Arabian public sector.  

Chapter 5 provides description and clarification of the issues arising from the 

interviews and data coding for those interviews. Such issues were related to several 

research phases, such as the data collection phase and the process of coding interview 

data. 

Chapter 6 presents one of the more important tasks in this research. It was necessary 

to conduct the online survey (evaluation) to evaluate Saudi Government websites in 

order to verify and describe the extent and nature of the delay in offering electronic 

services by government organizations. Moreover, it also presents the same evaluation 

for the Bahrain context as the selected country of comparison. The result showed the 

slow progress of Saudi Government websites. It also revealed a noticeable difference 

between the two countries in terms of their development of government websites as 

Bahrain is at a more advanced stage or level.  

Chapter 7 presents the procedures and techniques of grounded theory employed in this 

research, including memo-writing, use of diagrams, constant comparison, and the 

employment of the literature review. Several examples from empirical data in the 
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form of quotes from participants were used to describe the employment of all the 

above mentioned techniques throughout the coding phases (open, axial, and selective). 

Moreover, the procedures for applying all coding stages were presented. This chapter 

also provides important information about the research phenomenon (the core 

category) identified as the most influential category (as factors) on the development of 

eGovernment in Saudi Arabia. Cooperation and collaboration is the core category has 

been identified for this research. Other cursory categories were identified and 

discussed in relation to the core category in this chapter.  

Chapter 8 presents the discussion of the results found during the analysis phase. 

Particularly, it discusses the factors identified in the empirical data perceived to have 

influence on the implementation and development of eGovernment in Saudi Arabia. 

The results discussion indicates that cooperation and collaboration (Section 8.1) are 

the main and important factors currently influencing the development of eGovernment 

and contributing to the delay in its initiatives in Saudi Arabia. In addition, there are 

other identified factors discussed in more detail in this chapter. 

Chapter 9 discusses factors perceived to influence eGovernment in Saudi Arabia and 

provide understanding for the research phenomenon. Particularly, it discusses the 

factors influencing the phenomenon of this research identified in Chapter 7 (Section 

7.4) and discussed in Chapter 8 (Section 8.1) which is the lack of cooperation and 

collaboration between government organisations and Yesser to develop eGovernment. 

Building the understanding shows that factors related to: (1) a lack of qualified IT 

staff; (2) a lack of financial allocations specified to IT staff; and (3) the absence of a 

clear model of cooperation provided by Yesser program are the most perceived 

reasons for the lack of cooperation between organisations involved in the 

development of eGovernment.  

Chapter 10 summarizes the conduct of this research by answering the research 

question and achieving the aim of this research. Considerations are suggested based 

on the analysis and discussion of the results, identification of the contribution of this 

research, the research evaluation using the seven principles for evaluating interpretive 

research by Klein and Myers (1999), and finally the determination of the limitations 

and areas of future research.  
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CHAPTER TWO: BACKGROUND 

Introduction  

This chapter provides a detailed description of the background to eGovernment 

implementation and development especially in Saudi Arabia where this dissertation 

research takes place. As stated in the previous chapter, this research explores factors 

that influence the development of eGovernment and delay its initiatives in Saudi 

Arabia. In order to lay the foundation of the research area, it is important to 

investigate the specific circumstances surrounding eGovernment development in 

Saudi Arabia to ensure that all relevant contextual factors are taken into account.  

The layout of this chapter is as follows. Section 2.1 provides an overview of 

background information about eGovernment including its definition (Section 2.1.1), 

types (Section 2.1.2), eGovernment and the use of ICT (Section 2.1.3). Section 2.2 

presents the differences and similarities between eGovernment and eCommerce. 

Section 2.3 introduces the eGovernment program in Saudi Arabia as the specific 

example in this dissertation. This includes a discussion of the needs for eGovernment 

in Saudi Arabia (Section 2.3.1), the presentation of background information about the 

Yesser eGovernment program (Section 2.3.2), and an explanation of the vision of the 

Yesser eGovernment program (Section 2.3). Section 2.4 provides background 

information related to the provision of Internet (Section 2.4.1) and the state of 

eGovernment in Saudi Arabia (Section 2.4.2) according to UN reports for 2008 and 

2010. It is necessary to shed the light on the initiatives of eGovernment made in 

countries located in the same region and which share the same characteristics in order 

to consider the most relevant experiences to the Saudi Arabian context (Section 2.5). 

Finally, section 2.6 discusses briefly the culture of Saudi Arabia and shows the 

distinguish differences with other cultures such as western culture.   

2.1 The concept of eGovernment  

This section provides an overview of the background of eGovernment including its 

definitions and types, and eGovernment and the use of ICT.  
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2.1.1 eGovernment definitions 

There is no commonly agreed upon a definition for electronic government among 

scholars; however, some researchers define eGovernment as online services 

transactions to citizens (Schedler & Scharf 2001). Therefore, there are various 

definitions for eGovernment according to its purposes, such as political, technological 

or institutional services. One of the many definitions of eGovernment is “the 

automation of government-to-government and government-to-citizen interactions 

through using collaboration software and other tools that are expected to help make 

information-processing and decision-making with government agencies, such as 

voting or renewing a driver’s license online, faster and more efficient” (Verton 2000, 

p. 1). According to McClure (2000), there is no single definition for eGovernment; 

nevertheless, it can be defined as “using the most innovative information and 

communication technologies, particularly the Internet, as a means to deliver better 

government services to citizens, businesses, and other governmental organizations 

with greater convenience” (cited in Alharbi 2006, p. 2). Moreover, real-time 

eGovernment can be defined as “the ability of public administration, using 

Information and Communication Technologies, to share updated information and 

provide services at the moment they are required” (Realini 2004, p. 22). 

According to Carter and Belanger (2004), eGovernment is the use of information 

technology especially the use of telecommunications to improve efficiency and enable 

the provision of government services and information to citizens, business and 

government agencies. Therefore, definition of eGovernment involves two aspects: 1. 

ICT as the instruments for transforming the data; and 2. the government as the 

environment for implementation (Al-Shehry et al. 2006). Consequently, different 

terms can be used to describe issues of electronic government such as ‘eGovernance’ 

and ‘eGovernment’ (Al-Shehry et al. 2006). For the purpose of clarity in this 

dissertation, electronic government will be referred to as eGovernment. 

2.1.2 Types of eGovernment 

Electronic government, through its provision of services, mainly focuses on four 

relationships. These relationships involve citizens, businesses, government 

employees, and government agencies. The four types of relationship are: 

Government-to-Government (G2G), Government-to-Citizen (G2C), 
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Government-to-Business (G2B), and Government-to-Employee (G2E). However, this 

research is mainly concerned with only two main relationships covered in the 

definition of eGovernment and they are as follows:  

1. Government-to-Government (G2G)- eGovernment provides a strong infrastructure 

for different government agencies to communicate and share information. Thus, it 

is an interaction between the government and its agencies, as well as between the 

employees of one organization through different electronic means for several 

purposes. One of those purposes is to serve government employees (Al-Shehry et 

al. 2006; Ndou 2004).  

2. Government-to-Citizen (G2C)- This refers to the relationship between the 

government and its citizens in terms of services provided to citizens with instant 

and convenient access to government information and services. This is one of the 

most important and crucial goals for implementing eGovernment as it facilitates 

citizen interaction with the government, making public information more 

accessible through the use of websites, and reduces the time and cost to conduct a 

transaction (Alharbi 2006; Ndou 2004).  

2.1.3 eGovernment and the use of ICT  

The first places to carry out electronic government transactions were the state of 

Andhra Pardesh in India and the state of Arizona in America (Alfentok 2009). This 

new trend has led to significant benefits for three bodies: individuals and institutions 

as government service recipients; governmental organizations as service providers; 

and telecommunications companies and information technology which provide the 

required infrastructure and the means to deliver government services. Therefore, 

individuals and institutions are able to have access to government services quickly 

and efficiently, which can lead to reduced costs and save time (Alfentok 2009). 

Globally, many governments have started delivering their services to their citizens 

through enabling eGovernment channels. Some of these governments have based their 

services on the previous experiences of advanced countries regarding eGovernment 

implementation. These include Taiwan, Singapore, the United States, Hong Kong, 

China, Canada, Germany, Australia, and Ireland (Hammer & Al-Qahtani 2009).  



Chapter 2: Background 

 Osama Alfarraj     Page 17 

Moreover, many governments around the world have adopted a system of 

eGovernment in order to facilitate the delivery of government services through 

utilisation of advanced technologies. These governments are heavy users of 

Information and Communication Technologies (ICT) because they are good tools 

which facilitate progress and improve the performance and growth of economies 

(Al-Solbi & Mayhew 2006). According to Shalaby (2002), information and 

communication technologies provide powerful means which can help increase 

economic growth. Furthermore, the implementation and use of ICT have been 

identified as one of the success factors for eGovernment (Al-Solbi & Al-Harbi 2008). 

Many researchers have emphasized the importance of developing ICT plans to fulfil 

eGovernment goals (Al-Solbi & Al-Harbi 2008; Al-Solbi & Mayhew 2006; Shalaby 

2002). Dependence on ICT will bring benefits to the entire country, not just to the 

government (Shalaby 2002), because it can: 

1. Provide access to eGovernment services to all citizens, regardless of place and 

time;  

2. Improve delivery options for eGovernment services; 

3. Improve health and education in remote areas through the provision of 

eLearning and eHealth systems to all citizens, especially to those with special 

needs; and 

4. Reduce the cost in terms of eCommerce that leads to open accessibility to new 

online markets. 

2.2 The concept of eGovernment vs. eCommerce 

The literature shows that there are similarities between eGovernment and eCommerce 

as both of them depend on ICT and Internet technology to facilitate the delivery of 

services, products and even information to potential customers, whether consumer or 

citizen (Al-Shehry et al. 2006). Thus, the target market or audience for eGovernment 

and eCommerce is almost the same (Al-Shehry et al. 2006). Moreover, eGovernment 

and eCommerce have potentially similar advantages in terms of cost reduction and 

increasing efficiency (Lowry et al. 2003). However, eGovernment has several aspects 

which are unique compared to other ‘e’ initiatives. One of these aspects is the variety 

of services provided by those in eCommerce. Another aspect is that those services 

provided by eGovernment must serve all citizens without the expectation of any profit 
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(Lowry et al. 2003). Thus, the World Bank Group (2009) defined eGovernment as the 

use of ICT to improve the efficiency, effectiveness, transparency and accountability of 

government. Further, the UN (2010) defined eGovernment as utilizing the internet and 

the World-Wide Web for delivering government information and services to citizens. 

In contrast, eCommerce can be defined as "all electronically mediated information 

exchanges between an organization and its external stakeholders" (Chaffey 2004, 

p. 7). Table 4.2 below shows some differences between eGovernment and 

eCommerce.  

Table1 2.2.1: Main differences between eGovernment and eCommerce 

 

Source: Al-Shehry et al. (2006) 
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2.3 A brief overview of eGovernment program in Saudi Arabia:  

In order to provide a context for the study’s findings, it is necessary to consider the 

potential need for eGovernment and the current plans for eGovernment services. More 

detail about the status of Saudi Arabian eGovernment websites is given in Chapter 6. 

This section provides necessary background information about the potential need for 

eGovernment in Saudi Arabia, shedding the light on the eGovernment program 

initiative in Saudi Arabia, known as the Yesser program, and presenting the vision of 

the Yesser program for eGovernment in Saudi Arabia.  

2.3.1 The need for eGovernment  

As mentioned in Chapter 1 and discussed in detail later in this chapter, the practical 

significance of this dissertation is that it examines the heavy dependence which the 

Saudi government places on its eGovernment initiatives to support government plans 

and strategies. It is therefore necessary to consider the specific needs for eGovernment 

in a country which has some unique features. 

2.3.1.1 The Saudi public’s need for eGovernment (population distribution) 

In principle, it should be easier for citizens to access services through eGovernment 

facilities instead of physically coming to a service area. Saudi Arabia is a large 

country covering 2.15 million square kilometres and has a population of 26.2 million 

(Foreign and Commonwealth Office 2001), which makes it difficult for people to 

travel from their residence to those regions that provide these services (AlSharif 

2003).  

Moreover, the application of eGovernment helps to increase the transparency between 

government and citizens and both limits and prevents abuses of power that may take 

place in the course of the social relationship established, however briefly, between the 

employer (government employee) and those who request the service. Such practice 

does not provide justice and equality among citizens and residents of the country. 

Thus, interactions through electronic means would limit this problem.  

Furthermore, people expect a high quality of services when they are provided online. 

According to Al-Shehry et al. (2006, p. 17), one of the eGovernment team members in 

Saudi Arabia commented that, with respect to citizen’s expectations, “Currently, 
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citizens count cost as only one factor in assessing quality of life. This puts pressure on 

the government and public sector to improve its service.” Furthermore, citizens want 

to make use of advanced ICT that will enable them to interact with different 

government agencies in easy and safe ways (Alaboud 2003).  

Another issue is the citizens and residents of the country look to the neighbouring 

Gulf countries and their experiences with the use of electronic services and put 

pressure on the government to develop similar services, as was the case in Dubai 

(Al-Shehry et al. 2006). 

According to Hammer and Al-Qahtani (2009), there are several motivations for 

individuals to use eGovernment: namely, reduction in costs, reduction in human error 

and greater accuracy of data, the ability to have direct and quick communication, 

elimination of the actual need to present oneself in person at government agencies, 

and the provision of government services at any time and from any place.  

Finally, Shehry et al. (2006) indicated the serious need for eGovernment and the 

provision of electronic services for the Saudi Arabian public based on the needs of its 

citizens.  

2.3.1.2 Saudi women’s needs for eGovernment  

The environment of Saudi Arabia does not benefit adequately from educated women, 

because their work is limited to specific activities as compared to men (Al-Shehry et 

al. 2006). In addition, it is difficult for women to share in public life or to complete 

their transactions with government agencies through direct communication. 

Accordingly, the establishment of eGovernment will help to exploit the energies of 

Saudi women, allowing them to conduct work using computers as well as complete 

transactions with government departments in easy and safe ways (Alragabi 2002; 

Al-Shehry el al. 2006). According to Al-Shehry et al. (2006), the use of technology in 

the Saudi Arabian workplace will provide a solution for enabling interactions between 

men and women in areas where genders cannot mix freely.  

2.3.1.3 Saudi citizens with special needs  

As in other countries, establishing and enabling online services will offer appropriate 

solutions and respect for those who are handicapped and cannot travel to places that 

provide the required services (Al-Shehry 2008). The lack of accessibility of Saudi 
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Government websites for people with special needs is highlighted by Abanumy et al. 

(2005). They further suggest that government organisations, and especially the ones 

whose responsibility it is to care for people with special needs, need make the 

government websites accessible to them by adopting and using the special features 

that have become the world standard in allowing accessibility to government websites 

to all parts of the community. Therefore, people with special needs require the 

development of online services that can meet their needs. 

2.3.1.4 Private sector needs for eGovernment 

The private sector in Saudi Arabia plays a significant role in pushing the government 

to transfer to eGovernment, because this will save on cost and time in an era of global 

competition and reduce the cost of entering new markets (Altameem 2007). Private 

sectors in Saudi Arabia lack the cooperation and coordination of public sectors in 

terms of information sharing (Altameem 2007). However, the private sector cannot be 

isolated from the public sector because there is always a need to share information 

and complete services and transactions between them.  

2.3.2 eGovernment in Saudi Arabia 

The supreme Royal Decree number 7/B/33181, dated 7 September 2003, was made 

with the goal of transforming Saudi society into a technology and information society 

through the formulation of a plan to enable government services to be electronically 

accessed (Abu Mgayd 2004). The decree was directed to the Ministry of 

Communication and Information Technology (MCIT) to set the national plan. 

Transformation to an electronic society demands collaborative efforts on a grand scale 

between different agencies to correctly and effectively achieve the plan objectives 

(Al-Shehry 2008). Therefore, the Ministry of Communication and Information 

Technology established a project called the ‘Yesser Program’ in 2005 and the main 

participants are the Ministry of Finance and the Communication and Information 

Technology Commission (CITC), as shown in Figure 2.3.2.1. 

The government has allocated 3 billion Saudi riyals to the initial budget for 

developing the eGovernment in the country (Qurban and Austria 2008). The Yesser 

eGovernment program has several objectives to be accomplished during the 

program’s duration, as identified on the official website which was launched for the 



Chapter 2: Background 

 Osama Alfarraj     Page 22 

purpose of providing information about the Yesser program (www.yesser.gov.sa). 

These objectives, sourced from the website, are listed below:   

1. Raise the public sector’s productivity and efficiency by: 

 Using electronic transactions for all official participants among 

governmental sectors; 

 Providing governmental agencies with accessibility to all information 

needed in other sectors and ensuring the non-recurrence of stored 

information in more than one database centre; and 

 Providing governmental purchases for goods and services in the beginning 

through eGovernment systems for purchases. 

2. Provide better and more easy-to-use services for individual and business 

customers by: 

 Offering services electronically that have supreme priority (150 services) 

and a high level of quality; 

 Providing integrated services that are easy to use and have a high level of 

security; 

 Providing accessibility to governmental services for all from any place and 

at any time inside or outside the Kingdom;  

 Achieving a level of eGovernment services where 75% of the population 

become users; 

 Achieving 80% user satisfaction with the electronic services on offer. 

3. Increase return on investment (ROI). 

Provide the required information in a timely and highly accurate fashion. 

 

Figure1 2.3.2.1: Yesser Program participants (Source: Al Soma 2008) 
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The Yesser program has four main principles that have been selected as the basis for 

the work methodology (Al Soma 2008; Yesser Program 2010); these are: 

 Principle 1: Unified vision, priorities, standards, and frameworks. 

Principle 2: Not only technology, but much more.  

Principle 3: Reduce centralization as much as possible. 

Principle 4: Develop once; use many times. 

The Yesser program is expected to play a significant role in starting and enabling the 

implementation and development of eGovernment in Saudi Arabia. Hence, this 

program has been designed to strengthen the coordination and collaboration between 

different governmental agencies in Saudi Arabia to develop eGovernment initiatives 

in these organisations. Thus, the Yesser program is acting as both enabler and 

facilitator for eGovernment at many organisations (Yesser Program 2006). Another 

significant player is the Al-Elm Company which is a government-owned company 

acting as a services developer for these organisations (Al-Elm 2010). However, the 

cooperation and coordination between those two important sectors and other 

government organisations is identified in this research to be the research problem as 

presented in Chapter 7 (Section 7.4) and discussed in Chapter 8 (Section 8.1).  

As indicated previously in this section, the second objective of the Yesser program is 

to provide better and more easy-to-use services (150 services) for individual and 

business customers. The selection of 150 government services to start developing for 

eGovernment was based on the best practices of international experiences with 

eGovernment as indicated by the Yesser Program (Yesser Program 2006, 2007, 

p. 18). However, this issue has been identified in this research as one that is influential 

in the development of eGovernment as well as a problem facing the Yesser program, 

as discussed in Chapter 8 (Section 8.4.3).  

2.3.3 A clear statement of the goals  

The Saudi government represented by Yesser program asserted that “by the end of 

2010, everyone in the kingdom will be able to enjoy from anywhere and at any time: 

world class government services offered in a seamless, user friendly and secure way 

by utilizing a variety of electronic means” (Yesser Program Team 2010). This 

statement has been cited by various researchers, such as Al-Khalifa (2010), Al-Shehry 

et al. (2006), and Al Soma in 2008, as well as in several websites, including the 
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Yesser website, which is the Saudi official eGovernment website 

(www.yesser.gov.sa). The statement emphasizes special words which have significant 

meaning and summarizes the motivations and goals for implementing the 

eGovernment system. These words are:  

 End of 2010: to highlight the timeline and give all involved official 

participants a deadline for delivering their services electronically;  

 Everyone: to highlight the goal of delivering electronic services to all citizens, 

whether they live in urban centres or the country;  

 Anywhere: to highlight the goal of offering access to electronic services from 

everywhere, both inside or outside the country;  

 Anytime: to highlight the goal of providing electronic services to be accessed 

at any time, twenty-four hours per day, 7 days per week; 

 World class: to highlight the goal of providing high quality services; 

 Seamless, user friendly: to highlight the goal of providing electronic services 

that is easily adopted and used and subject to user demand;  

 Secure: to highlight the goal of providing electronic services supported by the 

highest standards of security in order to protect the rights of citizens;  

 Electronic: to highlight the goal of providing services through various 

electronic means such as the Internet and mobile phones.  

However, the goal of providing e-Government services by the end of 2010 has not 

been achieved, as indicated by participants (discussed in Chapter 8) and revealed by 

from an examination of government websites (the online survey done for Saudi 

government websites in Chapter 6).  
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Figure2 2.3.3.1: Yesser Program participants (Yesser program 2006) 

2.4 A brief overview of eGovernment readiness in Saudi Arabia 

This section provides background information about the provision of the Internet in 

Saudi Arabia and shows the readiness of eGovernment (as for all UN indices) in 

Saudi Arabia according to UN and World Bank reports. This helps to reveal the 

current status of the eGovernment implementation in Saudi Arabia and the degree to 

which the program of eGovernment is achieving the objectives and reaching the 

vision as predetermined by Yesser. This section parallels the evaluation of 

government websites conducted in Chapter 6. The evaluation of government websites 

forms one of the core indices (as discussed in the next section) for examining the 

readiness of eGovernment for a country. Therefore, the evaluation for the government 

websites was done in depth (Chapter 6) in order to show clearly the state of the 

websites offering electronic services.  

2.4.1 The provision of the Internet  

The Internet was introduced in 1994 in Saudi Arabia and was initially restricted to 

academic institutions and medical and research centres. Citizens at that time could 

only access the Internet by making international dial-up calls and using foreign 
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servers, which were located in countries such as Bahrain, the UAE, the United States, 

and Europe, making it prohibitively expensive (Al-Turki and Tang 1998). By the end 

of 1998 and early 1999, the Internet became available to everyone in Saudi Arabia 

and the King Abdulaziz City for Science and Technology (KACST) in Riyadh was in 

charge of providing Internet services for the entire country. Initially, 30,000 Saudis 

were able to access the Internet, but the number of users has gradually increased in 

recent years. 

Table2 2.4.1.1: Development of the Saudi Internet Ecosystem  

 

Source: CITC (2010, p. 15) 

For example, by March 2001, the number of people who had access to the Internet 

reached 570,000 users. By 2002, the Internet users had reached 1,375,000 or 6.41% of 

the population (Ministry of Information and Communication Technology Report 

2003). This number had jumped by 2008 to 4 million Internet users in the country, 

which is around 15% of the total population (Al-Shehry 2008; UN Report 2007). By 

September 2009, the number of Internet users in Saudi Arabia reached a remarkable 

7,700,000 users out of a total population of 28,686,633 (Internet World Statistics 

2009). By 2010 the number of users reached 11.4 million, which is around 41.0% of 
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the total population (CITC 2010), and, by the end of 2011, the number of Internet 

users reached 13 million, or 46% of the population, as illustrated in Figure 2.4.1.1 

below (MCIT 2011).  

 

 

Figure3 2.4.1.1: Internet users by number of users and percentage of population in 

Saudi Arabia (MCIT 2009, Ministry of Communication and Information Technology) 

This rapid growth in the number of users reveals that people have positive attitudes to 

using technology and accessing Internet services. Some researchers estimate that the 

number of Internet users will keep growing, due to the decreasing cost of Internet 

access, making it more affordable; teenagers and young adults, who form 60% of the 

Saudi population, find it easy to use and are early adopters of technology (Internet 

Saudi 2007). With this growth in Internet usage in Saudi Arabia and in other Arab 

countries, the amount of Arabic Internet content will continue to increase, which, in 

turn, will attract more users. Currently, as more companies and banks offer online 

services in Saudi Arabia as a part of the eCommerce plan, more Saudi citizens are 

drawn to these services and, indeed, they have started to use services to pay bills, 

police fines, governmental fees, and purchase or sell stocks (Internet Saudi 2007; 

Al-Shehry 2008). This indicates the Saudi society’s initial acceptance of the 

technology has been positive.  

http://www.google.com/url?q=http://datafinder.worldbank.org/about-world-development-indicators?cid=GPD_WDI&sa=D&usg=AFQjCNHgz5Bd4X8y7DMM2Kl33t6wksnTng
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2.4.2 eGovernment readiness index for Saudi Arabia  

This section examines the readiness of eGovernment in Saudi Arabia through a 

review of the reports of the UN for eGovernment Readiness Index in 2008 and 2010 

respectively. This task is significant as it shows the status of eGovernment 

development in Saudi Arabia as compared to the region or even to the world. As 

mentioned before, this section expands on the discussion in Chapter 6; however, the 

evaluation conducted for Saudi Government websites is considered one of the four 

indices that help to determine the eGovernment readiness of a country. The evaluation 

of the government websites was done in-depth in order to show clearly the current 

state of the websites, which help to determine whether or not these websites are able 

to start offering electronic services.  

Basically, the UN eGovernment Readiness Index is “a composite index comprising 

the Web measure index, the Telecommunication Infrastructure index, and the Human 

Capital index” (UN eGovernment Readiness Survey 2008, p. 5). For the most part, 

these indices are the main indicators which have been set by the UN in order to 

examine the level of ICT and eGovernment readiness in each country involved with 

the UN. Consequently, the same measurements, policies and guidelines are used with 

all countries assessed. Thus, the E-Government Readiness Index can be defined as “a 

composite measurement of the capacity and willingness of countries to use 

e-government for ICT-led development” (UN eGovernment Survey 2008, p. 5). 

As previously mentioned, the UN indexes are used to examine eGovernment 

readiness with respect to the country’s level of ICT development and its capacity and 

willingness to use eGovernment as compared to the world (Potnis & Pardo 2009). 

Each index has a high and low value or score and scaled from 0.0 to 1.0, with 1 being 

the highest score, meaning that the country is completely ready regarding the index 

examined. In contrast, a 0 score is the lowest rate and indicates that the country is not 

ready (Potnis & Pardo 2009). The specific indices used are as follows:  

E-Government Readiness Index 

The eGovernment survey is “a composite index comprising the Web measure index, 

the Telecommunication Infrastructure index and the Human Capital Index” (UN 

eGovernment Readiness Survey 2008, p. 5). 
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1. Web Measure Index- The Web Measure Index 2008 is based on a five-stage 

model. The web measure survey assessments “were based on a questionnaire, 

which allocated a binary value to the indicator based on the presence/absence 

of specific electronic facilities/services available” (UN eGovernment Survey 

2008, p. 15). 

 

Figure4 2.4.2.1: Phases of the Web Measure Index (UN Survey 2008, p. 15) 

 Stage 1 is referred to as ‘emerging’ where it looks after the country’s 

eGovernment online presence, that is, if there is an official website for the 

country containing information about it, and if it has links to the country’s 

ministries and departments, such as Health, Education, and so on (UN 

eGovernment Report in Saudi Arabia 2008, p. 13).  

 Stage 2 is the ‘enhanced’ stage, which examines whether the government 

provides more information to the citizens about public policy and 

government information and if such information is easily accessed all the 

time through archives, such as reports and regulations and so on (UN 

eGovernment Survey 2008, p. 16).  

 The ‘interactive stage’, Stage 3, explores whether the government delivers 

online services such as tax payments, applications for renewing licenses, 

and downloadable forms for other services to enhance the comfort and 

convenience of the service requester (UN Report in Saudi Arabia 2008, 

p. 15). 

 Stage 4 is the ‘transactional’ stage, which is when the government has 

started providing online services and allows citizens to access these 

services 24/7 in order to represent G2C interactions. Examples of these 

services are applications for ID cards and online license renewals (UN 

eGovernment Survey 2008, p. 16). 
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 In Stage 5, the ‘connected’ stage, governments activate back offices; that 

is, they have transformed themselves into an online entity that meets its 

citizens’ needs and responds to its citizen in easy and comprehensive 

ways. Thus, it represents the most developed level of the online 

government initiatives and can be characterized as follows: 

a. Horizontal connections (among government agencies); 

b. Vertical connections (central and local government agencies); 

c. Infrastructure connections (interoperability issues); 

d. Connections between governments and citizens; 

e. Connections among stakeholders (government, private sector, 

academic); and 

f. Institutions, NGOs and civil society (UN eGovernment Survey 

2008, p. 16) 

2. Infrastructure Index- The Infrastructure Index is based on five basic 

infrastructure indicators that can determine and define the country’s ICT 

capacity: PCs/100 persons; Internet users/100 persons; telephone lines/100 

persons; mobile phones/100 persons; and broadband/100 persons (UN Report 

in Saudi Arabia 2008, p. 6). 

3. Human Capital Index- The Human Capital Index reports on the adult literacy 

rates and the combined primary, secondary and tertiary gross enrolment ratio, 

giving emphasis to the adult literacy rate (UN eGovernment Survey 2008, 

p. 17). 

4. E-Participation Index- Recently added to the index of eGovernment in 2010, 

the e-Participation Index aims to improve the transparency between the 

government and its citizens and lets the citizens participate in public decisions 

by:  

 “Increasing e-information to citizens for decision making. Enhancing 

e-consultation for deliberative and participatory processes. Supporting 

e-decision making by increasing the input of citizens” (UN Report on 

Saudi Arabia 2008, p. 21). 
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Table3 2.4.2.1: The E-Government Readiness Index for Saudi Arabia in 2008 

Country 
Web Measure 

Index 

Infrastructure 

Index 

Human 

Capital Index 

E-Government 

Readiness Index 

Saudi Arabia 0.4649 0.2110 0.8056 0.4935 

Source: UN eGovernment Report in Saudi Arabia (2008, p. 30) 

As seen in Table 2.4.2.1, the three indices of e-readiness were examined to obtain the 

E-Government Readiness Index score for 2008. All of these rates were above the 

world average. However, the Human Capital Index in Saudi Arabia was ranked as the 

highest compared to other indices in 2008. The same indices were examined to show 

the E-Government Readiness Index score for 2010 and the results are illustrated 

below in Table 2.4.2.2.  

Table4 2.4.2.2: The E-Government Readiness Index for Saudi Arabia in 2010 

Country 
Web Measure 

Index 

Infrastructure 

Index 

Human 

Capital Index 

E-Participation 

Index 

E-Government 

Index 

Saudi Arabia 0.311 0.403 0.835 0.100 0.514 

World 

Average 
0.286 0.236 0.797 0.205 0.443 

Source: United Nations Website (2010) 

As shown in the table above, some scores for indices have increased and some others 

decreased compared to the results of 2008. For example, one of the important indices 

for eGovernment readiness is the Web Measure Index which dropped from a score of 

0.494 (as shown in Table 2.4.2.1) to 0.311 (as shown in Table 2.4.2.2); this reflects a 

weakness in web development for government websites in Saudi Arabia. Therefore, 

this index needs to be explored and examined in-depth by evaluating government 

websites in Saudi Arabia using the same Phases of the Web Measure Index mentioned 

above in order to rate the level of government websites in Saudi Arabia (Chapter 6). 

This main task was conducted in Chapter 6 in more detail.  

EGovernment readiness in Saudi Arabia compared to other Arab Gulf Countries  

According to the 2010 United Nation eGovernment Readiness Survey illustrated in 

Table 2.4.2.3 and Figure 2.4.2.2, Bahrain was placed in the top 13 countries 

worldwide and the first among the Arab Gulf countries with respect to eGovernment 
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readiness. United Arab Emirates took second position among Gulf countries with a 

worldwide ranking 49 out of 190. Kuwait was ranked third among the Arab Gulf 

Countries with a worldwide ranking 50. Saudi Arabia took the fourth position among 

Arab Gulf Countries with a worldwide ranking of 58. Qatar was ranked fifth in the 

Arab region and number 62 worldwide. Lastly, Oman took the last position compared 

to the other Arab Gulf Countries with a worldwide ranking of 82. These results are 

indicated in Table 2.4.2.3 below.  

Table5 2.4.2.3: The E-Government Readiness Index for Arab Gulf Countries in 2010 

Country 
Ranking among Arab 

Gulf Countries 

Global 

ranking 
Index value 

Bahrain 1 13 0.7311 

United Arab 

Emirates 
2 49 0.5349 

Kuwait 3 50 0.5290 

Saudi Arabia 4 58 0.5142 

Qatar 5 62 0.4928 

Oman 6 82 0.4576 

Source: United Nations Website (2010) 

According to the UN eGovernment Readiness Surveys in 2008 and 2010 respectively, 

Saudi Arabia achieved moderate scores as compared to its neighbouring countries 

(other Arab Gulf countries). For instance, by examining the Bahrain eGovernment 

readiness achievements in 2008 and 2010, it was obviously a major feat for Bahrain to 

be placed in the top 13 countries worldwide and the first in the Gulf region in a period 

of only two years, while at the same time Saudi Arabia showed only slow 

improvement in this regard. Therefore, Bahrain can be taken as a good example for 

other Arab Gulf countries with respect to the experience of eGovernment 

implementation. 
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Figure5 2.4.2.2: The comparison of eGovernment readiness between the Gulf 

countries, Source: United Nations Website 2010 

 

According to Al-Mutairi (2009), the report on the eGovernment services program has 

indicated the failure of 31 governmental entities in Saudi Arabia responding to the 

eGovernment project, which has received the attention of many observers who ask to 

speed up the eGovernment implementation. 

Some reports on information technology and electronic transactions projects indicate 

that between 65% to 75% of these projects fail; the reasons for these failures are 

mainly related to a lack of change in program, especially factors related to the human 

element in terms of training, rehabilitation, efficiency, professionalism, motivation, 

style, communication, and the method used to manage the projects (Aldgelbi 2009). 

The report by Qartner (July 2007) on the evaluation of eGovernment transaction 

projects in Saudi Arabia suggested the biggest obstacle to achieving the program’s 

vision for 2010 would be the readiness of human resources in the public sector 

(Aldgelbi 2009). 

2.5 Brief overview of the initiation of eGovernment in Arab Gulf 

countries 

It is important to consider the experiences of eGovernment for other countries in the 

same region is it allows one to see which country’s experiences are most relevant to 

those of Saudi Arabia. It is useful to compare the Saudi Arabian experience of 
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eGovernment with other Arab Gulf countries since they share certain characteristics, 

such as culture, religion, location, language, climate, literacy, and economy. 

Therefore, this section provides background information about the state of the Internet 

and eGovernment initiatives have been made in the neighbouring countries of the 

United Arab Emirates, Qatar, Bahrain, Kuwait, and Oman.  

2.5.1 The United Arab Emirates (UAE) 

The Internet has been available to all user categories, that is, the public, academics, 

business, and industry, in the United Arab Emirates since 1995. The national 

telecommunications carrier “Etisalat” is the responsible supplier of Internet services 

across the country (TEN 2009). Since the start of Internet service in the UAE, the 

penetration rate of this technology has become obvious and the number of Internet 

users has rapidly increased during the two decade.  

 

Figure6 2.5.1.1: Internet users as percentage of population of the UAE (World Bank 

2012, World Development Indicators, viewed 18 Jan 2012, <www.worldbank.org>) 

According to the Arab Advisors Group in 2007, the UAE was placed as the Arab and 

Gulf leader in adopting telecom services with a score of 261.4%, followed by Qatar in 

second, Bahrain in third, Saudi Arabia in fourth, Kuwait in fifth, and Oman in sixth, 

based on their measurement of the Total Country Connectivity Measure (TCCM) 

(Arab Advisor Group 2009). TCCM calculates the rates of penetration for 

householder telephone main lines, cellular phones, and Internet users in each country, 
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as well as the “extent of connectivity of individuals in a certain country” (Arab 

Advisor Group 2009). However, in 2009 the TCCM showed that the UAE still ranked 

first place with a value of 321%, followed by Bahrain (249%), Saudi Arabia in third 

(248%), then Qatar, Kuwait, and Oman as the last Gulf countries that are ready for 

ICT (Arab Advisor Group 2009). All of these results are positive, because they are 

above the TCCM score of 100% (Arab Advisor Group 2009). 

The advancement of ICT in the UAE has enhanced the concept of eGovernment in the 

country among different government and private organizations. Thus, the majority of 

the UAE organizations have set up a special department for ICT development in order 

to keep the firmware updated as technologies advance in order to facilitate the day to 

day operations.  

The eGovernment program in the UAE was started in 2000 with the first 

eGovernment and eCommerce project, called eMirsal, which was set up by the Dubai 

Department of Ports and Customs
 
(government.ae 2009). Another eCommerce project 

established by the UAE government and marketed to all business-to-business sectors 

(B2B) is Tejari.com, a major B2B portal (government.ae 2009). This is an 

Oracle-based system that facilitates all eCommerce transactions in the UAE. 

2.5.2 Qatar 

Qatar is second among the Arab countries, having adopted the Internet technology in 

1995. The Internet in Qatar is provided by “Qtel”, the national telecommunication 

company licensed by the Supreme Council of Information and Communication 

Technology. In 2008, the broadband connection (one of the ICT indicators) in Qatar 

was significantly increased and reached 50 percent (OpenNet 2009). 
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Figure7 2.5.2.1: Internet users as percentage of population of Qatar (World Bank 2010, 

World Development Indicators, viewed 17 December 2011, <www.worldbank.org>) 

As mentioned previously, Qatar was ranked fourth among Arab countries in 2008 on 

the ICT use index. Moreover, it was ranked third with respect to the main lines 

penetration rate in 2007 (UN eGovernment Readiness Survey 2007). Thus, Qatar is 

still developing the ICT sector in the entire country in order to enhance eGovernment 

and other “e” initiatives. eGovernment was established in Qatar in 2000 and the first 

initiatives have continued since that time (Al-Shafi & Weerakkody 2009). According 

to the eGovernment Readiness Index by the UN (2008), Qatar was ranked number 53 

worldwide. Thus, Qatar became the third country (after Bahrain in 2008) that is ready 

for eGovernment among the Gulf countries. However, by 2010, the Qatari 

eGovernment program was ranked 62 worldwide and had gained fifth position among 

the Gulf countries (UN E-Government Website 2010). In 2004, ictQatar was 

established by the government to manage and develop planned strategies for ICT 

across the country (Al-Shafi & Weerakkody 2009). 

2.5.3 Bahrain 

As indicated in Chapter 6, Bahrain was selected to be the country of comparison, or 

benchmark, for Saudi Arabia in this research. Section 6.3.2 in Chapter 6 indicates the 

reason for selecting Bahrain to be the country of comparison in the context of 

eGovernment development.  

http://www.google.com/url?q=http://datafinder.worldbank.org/about-world-development-indicators?cid=GPD_WDI&sa=D&usg=AFQjCNHgz5Bd4X8y7DMM2Kl33t6wksnTng
http://www.google.com/url?q=http://datafinder.worldbank.org/about-world-development-indicators?cid=GPD_WDI&sa=D&usg=AFQjCNHgz5Bd4X8y7DMM2Kl33t6wksnTng
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The Internet was started in Bahrain in 1995 and was provided for all business, 

academic and public categories (Palmer 2000). The main Internet service provider in 

Bahrain is Bahrain Telecommunications Company (Batelco). The number of Internet 

users has dramatically increased over the last years, as shown in Figure 2.5.3.1 below. 

 

Figure8 2.5.3.1: Internet users as a percentage of the population of Bahrain  

(World Bank 2010, World Development Indicators, viewed 17 Dec 2011, 

<www.worldbank.org>) 

In 2008, Bahrain was ranked fourth among Arab countries regarding ICT 

development (Arab Advisor Group 2009) and Bahrain continues to develop in all 

aspects as with other Gulf countries. The Bahrain government indicated the 

importance of ICT development early on and has applied ICT to every sector and 

department in the country. The Bahrain government started its own eGovernment 

initiatives in 2002 by utilizing ICT and gaining the benefits of facilitating the delivery 

of government services (Al-Amer 2003). The vision of the Bahrain eGovernment 

program outlines a desire to achieve the “highest standards of living and best quality 

of life for citizens through comprehensive, secure, accurate, and timely information 

and services” (Bahrain E-Government Portal 2009). In 2007, the eGovernment 

Authority (eGA) was established under Royal Decree No. 69 and it aims to take all 

the responsibility to control and execute eGovernment initiatives and to follow ICT 

strategic plans. In 2008, Bahrain eGovernment was ranked 42 worldwide and second 

http://www.google.com/url?q=http://datafinder.worldbank.org/about-world-development-indicators?cid=GPD_WDI&sa=D&usg=AFQjCNHgz5Bd4X8y7DMM2Kl33t6wksnTng
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in Gulf region after the UAE (UN eGovernment Survey 2008). However, in 2010 

Bahrain was ranked 13
th

 worldwide and first in the Gulf region, while the UAE 

ranked second (UN E-Government Website 2010). The eGA distributes a regular 

survey every year to evaluate the satisfaction of citizens, government and business 

regarding available e-services and exactly what areas need to be developed further 

(Bahrain eGovernment Authority 2009). The Bahrain eGovernment Authority claimed 

that customer satisfaction has increased to “85% for residents, 84% for businesses and 

79% for government” (2009, p. 6). 

 

Figure9 2.5.3.1: Customer satisfaction with eServices in 2008 and 2009 (Bahrain 

eGovernment Authority 2009, p. 6) 

2.5.4 Kuwait 

The Internet was introduced in Kuwait in 1995, as with the UAE and Qatar, for all 

categories, including individual, business, academic and government sectors 

(Boujarwah 2006). The number of Internet users has dramatically increased over the 

last years as shown in Figure 2.5.4.1 below.  

http://www.google.com/url?q=http://datafinder.worldbank.org/about-world-development-indicators?cid=GPD_WDI&sa=D&usg=AFQjCNHgz5Bd4X8y7DMM2Kl33t6wksnTng
http://www.google.com/url?q=http://datafinder.worldbank.org/about-world-development-indicators?cid=GPD_WDI&sa=D&usg=AFQjCNHgz5Bd4X8y7DMM2Kl33t6wksnTng
http://www.google.com/url?q=http://datafinder.worldbank.org/about-world-development-indicators?cid=GPD_WDI&sa=D&usg=AFQjCNHgz5Bd4X8y7DMM2Kl33t6wksnTng
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Figure10 2.5.4.1: Internet users as a percentage of the Kuwaiti population (World Bank 

2010, World Development Indicators, viewed 18 Dec 2011, <www.worldbank.org>) 

With respect to ICT infrastructure development in Kuwait, the Ministry of 

Telecommunications provided wire and wireless networks for all Kuwaiti states and 

territories for main lines, mobile phones and Internet services (UN Report for Kuwait 

2008). Moreover, as previously mentioned, the Arab Advisors Group ranked Kuwait 

fifth among the Arab countries, based on the TCCM with a score of 184% (Arab 

Advisors Group 2009). Furthermore, Kuwait scored 0.278 out of 1 for the 

infrastructure index by the UN in 2008 (the world average being 0.210 for 2008).  

Kuwait has the same vision as the other Gulf countries for its ICT development: to 

enhance its eGovernment and other e-initiatives. In 2000, the Kuwait eGovernment 

Committee, headed by the prime minister, was established and assigned to control all 

eGovernment tasks and procedures (Boujarwah 2006). To perfect its eGovernment 

practice, the Kuwaiti government has signed two agreements with Singapore in 2004 

and 2005 respectively in order to gain the benefits of advanced experience (UN 

Report for Kuwait 2007). According to the UN eGovernment Survey in 2008, Kuwait 

was ranked 57
th

 worldwide and fourth among the Gulf Countries with respect to 

eGovernment readiness (UN eGovernment Survey 2008). By 2010, Kuwait was 

ranked 50
th

 globally and third in the Gulf region (UN eGovernment Website 2010).  

http://www.google.com/url?q=http://datafinder.worldbank.org/about-world-development-indicators?cid=GPD_WDI&sa=D&usg=AFQjCNHgz5Bd4X8y7DMM2Kl33t6wksnTng
http://www.google.com/url?q=http://datafinder.worldbank.org/about-world-development-indicators?cid=GPD_WDI&sa=D&usg=AFQjCNHgz5Bd4X8y7DMM2Kl33t6wksnTng
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2.5.5 Oman 

The Internet in Oman began in 1996 and the number of Internet users has increased 

yearly, as shown below in the chart but slowly compared to other countries. Omantel 

is the national telecom company in Oman and the first provider for Internet services 

for the whole country as well as for other services such as landlines and mobiles lines 

(UN Report for Oman, 2007).  

According to the Oman Information Technology Report completed by Business 

Monitor International (BMI) in 2009, “Oman’s IT market is only about 10% of the 

size of the Saudi Arabian market, but the Omani government is investing in IT as part 

of its Digital Oman initiative and strategy to diversify the economy” (BMI 2009, p. 5). 

 

Figure11 2.5.5.1: Internet users as percentage of population of Oman (World Bank 

2010, World Development Indicators, viewed 18 Dec 2011, <www.worldbank.org>) 

The UN eGovernment Survey in 2008 scored the Oman infrastructure index at 0.156 

out of 1, which is lower than the world average of 0.210 (UN eGovernment Survey 

2008). Furthermore, the Arab Advisors Group (2009) ranked Oman as 7
th

 with a score 

of 170% among Arab countries and the last country in the Gulf region. Thus, the ICT 

sector in Oman is still at an early stage and needs further development. However, in 

2003, the Omani government has launched its Omani eGovernment program, called 

eOman, with the establishment of Oman Digital, which is a government organization 

(Al-Busaidy & Weerakkody 2008). Oman has some eGovernment initiatives such as 

http://www.google.com/url?q=http://datafinder.worldbank.org/about-world-development-indicators?cid=GPD_WDI&sa=D&usg=AFQjCNHgz5Bd4X8y7DMM2Kl33t6wksnTng
http://www.google.com/url?q=http://datafinder.worldbank.org/about-world-development-indicators?cid=GPD_WDI&sa=D&usg=AFQjCNHgz5Bd4X8y7DMM2Kl33t6wksnTng
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the e-Payment gateway, which began in 2007, the eGovernment portal, and others 

(UN Report for Oman 2007). eOman was ranked number 84 worldwide by the UN in 

2008 (UN eGovernment Survey 2008); therefore, it is the last country in the Gulf 

region to be ready for eGovernment. In 2010, Oman was ranked number 82 out of 184 

worldwide and is still in last position in the Gulf region (UN eGovernment Website 

2010).  

2.6 The culture of Saudi Arabia 

The Kingdom of Saudi Arabia covers most of the Arabian Peninsula (FCO 2010). It 

has a culture that differs vastly from many cultures around the globe. Saudi Arabian 

culture is principally based on Islam; however, several aspects, such as religion, the 

tribal system, its regime, and modernization, distinguish it from other cultures. 

Therefore, this section seeks to briefly discuss Saudi Arabian culture and how it is 

different from other cultures, particularly those which are Western.  

AL-Shehry (2008) argued that in order to effectively understand Saudi Arabian 

culture, it is essential to consider several aspects that differentiate it from other 

cultures. These aspects include: religion, the tribal system, its regime, and 

modernization. First, it is important to note that Saudi Arabia is the center of Islam. It 

plays a major role in the Muslim and Arab worlds, occupying a special place within 

the Islamic community (Altameem 2007). It is home to the Two Holy Mosques, and is 

the birthplace of Prophet Muhammad (World Trade Press 2010). Many Muslims from 

different parts of the world visit Makkah, one of the Holy Mosques (Altameem 2007). 

It is believed that about one billion Muslims across the globe turn towards Makkah at 

least five times daily. Therefore, Saudi Arabian culture is devoutly religious and 

defined by Islam. According to Every Culture (2013), almost all citizens of Saudi 

Arabia are Muslims, and more than half of its immigrants are also Muslims.  

Saudi Arabian culture is vastly different from other cultures, especially Western 

cultures. Therefore, it must be studied separately. For instance, when studying any 

aspects of Information System (IS), it is essential to consider issues such as religion, 

and traditions. However, as previously mentioned, Saudi Arabian culture is religious. 

Islam plays a dominant role in determining the social norms, traditions, obligations, 

patterns, privileges, and practices of Saudi Arabians (Al-Shehry 2008). This is quite 
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different from other cultures, such as Western cultures, which are not based on 

religion. In Saudi Arabia, Islam is both a religious ideology and a comprehensive 

system that controls people’s lifestyles. According to Gorrill (2007), an understanding 

of the great influence of the Islamic religion on society is necessary to fully 

comprehend the culture of Saudi Arabia.  

The tribal system is another distinct aspect of Saudi Arabia’s culture. Even though the 

current tribal system in Saudi society is similar to other nations that have strong tribal 

and kinship traditions, it retains several elements of these traditions even under the 

current socio-economic conditions (AL-Shehry 2008). AL-Shehry (2008) argues that 

kinship and tribe or clan affiliations affect a person’s place within society, and can 

result in his or her failure in the traditional and current spheres of events. According 

to Every Culture (2013), kinship is patrilineal, and after marriage women normally 

remain members of their kin groups.  

The government promotes modernization in every aspect of Saudi life. Numerous 

professionals have been imported by the government to assist in transforming Saudi 

Arabia into a modern nation. AL-Shehry (2008) highlights the fact that even though 

Saudi Arabia is adopting Western technology in its transformation into a modern 

nation, it has conserved several Arab and Islamic values and the traditional system of 

power and government.   

The culture of Saudi Arabia is a very different from Western cultures; however, it is 

relatively similar to the cultures of Gulf Countries located in the same region which 

share a certain common cultural heritage (At-twaijri and Al-muhaiza 1996). Bahrain 

(selected for comparison in this research as discussed in section 6.3.2) and other Gulf 

Countries (Saudi Arabia, Kuwait, UAE, Oman, and Qatar) share the same cultural 

values which bear a stark contrast against Western countries (At-twaijri and Al-

muhaiza 1996). For instance, Gulf Countries emphasize togetherness, while Western 

countries emphasize individuality in terms of social life. People in the Gulf region 

tend to know their neighbors, even in big cities. The family in the Gulf region is 

considered of foremost importance, while the individual is considered central to life in 

the West. Therefore, the family, tribe, and clan are all important in Gulf Countries.  

Religion is the central aspect of daily activities in Gulf societies, and it pervades every 

aspect of life. Nowadays, all Gulf societies are influenced by Western culture in same 
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way, particularly among the younger generation with regards to taste in music, 

clothes, computers, and issues with their parents.  

These are just a few examples of the cultural similarities between Gulf Countries. 

However, there are still some differences between Gulf Societies themselves. For 

example, Saudi Arabia is the only country in the Gulf region that still segregates 

based on gender in most aspects of life, including education and work. The country is 

still a more conservative and devout society than others in the Gulf region with 

respect to women’s issues.  

The above is a brief discussion about the culture of Saudi Arabia and Gulf Countries 

for the purpose of giving the reader a general picture about the native country for this 

research. However, this research does not focus on describing or analyzing the 

influence of culture, but that some of the factors identified in this research (chapter 8) 

have a cultural basis such as lack of belief in change, fear of change, change 

management, understanding the concept of eGovernment, and so on. One of the issues 

that has been identified in previous research and in this research which influences the 

implementation of eGovernment in Saudi Arabia, is the cultural basis of lack of belief 

and fear of change, particularly in the workplace.         

Conclusion  

This chapter provided background information related to the research topic. It 

introduced eGovernment in general, including its definitions, types, utilization from 

ICT advancements, and differences as compared to eCommerce. 

As stated previously, Saudi Arabia is the specific example of this dissertation which 

endeavours to present an overview about eGovernment in Saudi Arabia. The Yesser 

program is the first eGovernment initiative in the country and it was launched for the 

purpose of facilitating and enabling the implementation and development of 

eGovernment for in public organisations in Saudi Arabia. Discussing the Yesser 

eGovernment program and the need for it is important, as it is one of the main tasks 

for this research to investigate the specific circumstances surrounding eGovernment 

development in Saudi Arabia.  

Since several scholars identified significant delays beyond the 2010 deadline, it was 

necessary to verify and describe the extent and nature of this delay. Therefore, UN 
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reports were reviewed in order to show the current state of eGovernment 

(eGovernment readiness index) in Saudi Arabia compared to the world average and 

other countries located in the same region. This revision for the 2008 and 2010 UN 

reports indicated weakness in a specific index within eGovernment readiness which is 

the Web Measure Index. It dropped from a score of 0.494 (as shown in Table 2.4.2.1) 

to 0.311 (as shown in Table 2.4.2.2), reflecting weakness in web development for 

Government websites in Saudi Arabia. Therefore, this index must be explored and 

examined in-depth through an evaluation of government websites in Saudi Arabia 

using the same phases of the Web Measure Index (UN 2008) in order to rate the level 

of government websites in Saudi Arabia (as discussed in further detail in Chapter 6).  

The comparison in terms of eGovernment experiences and initiatives with other 

countries and, especially, the ones in the same region is important. It is most useful to 

compare Saudi Arabia with other Arab countries since they share certain cultural and 

regional characteristics. Particularly, Bahrain was selected to be the specific example 

for comparison, as will be explained further in Chapter 6 (Section 6.3.2).  

In the next chapter will provide a review of the research literature in relation to the 

factors influencing eGovernment implementation and development, especially in the 

Saudi context.  
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CHAPTER THREE: LITERATURE REVIEW 

Introduction  

This chapter covers the literature review on: first, factors of success and failure of 

eGovernment, based on prior research findings in general for both developed and 

developing countries; and second, the factors affecting the implementation and 

development of eGovernment in Saudi Arabia as the native country for this study. The 

distinction in the literature between the Saudi Arabian context and other regions or 

countries is important in this dissertation because it helps to know the factors that 

have been found to have influence eGovernment implementation and development in 

general and, particularly, in Saudi Arabia, which is the focus here.  

The purpose of this chapter is to show what other researchers in the field of 

eGovernment have identified as influential factors in the development of 

eGovernment from the developers’ perspectives, as opposed to citizens’ or residents’ 

perspectives. This helps to identify the gap in the existing research reviewed in this 

dissertation. Reviewing the literature in relation to eGovernment in Saudi Arabia 

indicates that the focus of most of the reviewed studies was concerned with the 

adoption side of eGovernment and therefore based on citizens’ perspectives. 

However, little research has been conducted to investigate the implementation and 

development of eGovernment in Saudi Arabia and even less research involved the 

developers (those involved in the development of eGovernment, including IT 

managers, IT experts, and the Yesser program team). Moreover, no study has been 

found to identify factors that contribute to cause significant delays beyond the 2010 

deadlines for eGovernment (as discussed in the Chapter 2, Section 2.3.3 with regard 

to the vision of eGovernment). Generally speaking, the literature review indicates a 

dearth of research on the people involved in the implementation of eGovernment in 

Saudi Arabia.  

The layout of this chapter is as follows. Firstly, success and failure factors for 

eGovernment implementation and development in general will be discussed in 

Section 3.1 and covers eight different groups of factors within eight sections. These 

eight sections are as follows: vision and strategy (3.1.1); top management support and 

leadership role (3.1.2); change management and organizational culture (3.1.3); 
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training and capabilities issues within organisations (3.1.4); awareness and education 

issues (3.1.5); ICT infrastructure issues (3.1.6); workforce issues (3.1.7); and 

collaboration issues (3.1.8). Secondly, factors influencing the implementation and 

development of eGovernment in Saudi Arabia will be presented in Section 3.2. This 

section consists of eleven different groups of factors which are as follows: support 

from top management and leadership (3.2.1); cooperation between government 

sectors (3.2.2); training, awareness and education issues (3.2.3); human resource 

issues and IT staffing (3.2.4); ICT infrastructure and technical issues (3.2.5); 

managing the Yesser eGovernment program (3.2.6); e-readiness of government 

websites (3.2.7); security and privacy issues (3.2.8); organizational culture (3.2.9); 

change management (3.2.10); and business process re-engineering (3.3.11).  

3.1 Success and failure factors for the implementation of 

eGovernment initiatives according to international experiences 

This section provides a literature review on the factors causing the success or failure 

of eGovernment projects according to the international experiences in both developed 

countries, such as the United Kingdom, and developing countries, such as Oman and 

Jordan. This is outlined in various sub-topics examining these factors which impact on 

the implementation of eGovernment, either positively or negatively. These include: 

vision and strategy (Section 3.1.1); top management support and leadership role 

(Section 3.1.2); change management and organizational culture (Section 3.1.3); 

training and capabilities issues within organisations (Section 3.1.4); awareness and 

education issues (Section 3.1.5); ICT infrastructure issues (Section 3.1.6); workforce 

issues (Section 3.1.7); and collaboration issues (Section 3.1.8). The classification of 

these factors into groups was based on what has been found in the literature.  

The discussion of these experiences indicated that factors related to top management 

support are the most influential in determining the success and failure of 

eGovernment. 

3.1.1 Vision and strategy  

It is important to any government, authority, or organisation that is going to 

implement any eGovernment project to have a clear vision and strategy specified for 

such an initiative so it can be guided to achieve its goals and objectives through set 
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plans. E-Government vision is basically all about principles, laws, and policies that 

are adopted by the government or responsible authority in the country to implement 

the system of eGovernment (Viscusi et al. 2010). Vision is also defined as “the 

roadmap for how to reach the intended objectives, which becomes the goal for all 

decisions and plans in the whole agency” (Altameem et al. 2006, p. 2). The success in 

the implementation of eGovernment comes from turning the vision into reality 

(Altameem et al. 2006). According to Obeidat and Abu-Shanab (2010), eGovernment 

vision can be summarised in few words and spread across government agencies and 

organisations in the country; this educates the public about the purpose of the 

system’s implementation. A good example is the Dubai’s eGovernment vision, where 

eGovernment team in Dubai emphasised two main objectives: to serve citizens and 

business; and to become a global economic centre (Obeidat & Abu-Shanab, 2010). 

This is clear from the achievement of the UAE, where Dubai is located, as it ranked 

23
rd

 place in the world in 2008 in terms of eGovernment readiness. It is both 

important and difficult to have a clear vision for eGovernment and it is one of the 

challenging factors, rather than a driving factor for eGovernment implementation 

(Ndou 2004).    

With respect to strategy, Altameem et al. (2006, p. 2) said that “any project that 

involves change should develop a strategy to motivate the organization toward 

achievement of the goals.” The authors also mentioned that any success in 

eGovernment projects referred to the strategies adopted (Altameem et al. 2006). 

Obeidat and Abu-Shanab (2010) identified that strategy within eGovernment projects, 

especially in Jordan, acts as a barrier due to the lack of common objectives, goals, and 

thoughts about eGovernment adopted by government organisations across the 

country. Therefore, it is important to have a common strategy for eGovernment 

project that can be shared by all government organisations (Obeidat & Abu-Shanab 

2010).  

According to Ndou (2004), establishing an appropriate strategy for an eGovernment 

project is one of the main challenges facing eGovernment implementation in 

developing countries. Al-Busaidy and Weerakkody (2008) support this view as they 

found that one of the main challenges facing the implementation of the Omani 

eGovernment program was a lack of strategy. However, Shin et al. (2008) identified 
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the vision and strategy factors as success factors to eGovernment implementation in 

developing countries if they are combined with strong leadership.  

3.1.2 Top management support and the role of leadership  

Top management support was defined by Chatterjee et al. (2002) as “a term of 

managerial beliefs and support in initiatives and participation in adoption and 

diffusion of IT innovation in large systems within the organization” (cited in 

Pudjianto & Hangjung 2009). Hussein et al. (2007) also defined top management 

support as a situation where the top-level management at the organisation participates 

and is involved in IT/IS activities. Top management support as a factor has been 

discussed and investigated in relation to its influences on IT/IS projects in the studies 

of this researcher (Hussein et al. 2007). The authors found that there is a strong 

influence by top management on IT/IS success usage.  

Researchers in the field of eGovernment have stressed the importance of strong 

support from top management for the projects of eGovernment throughout the 

implementation process (Altameem et al. 2006; Pudjianto and Hangjung 2009). 

According to Altameem et al. (2006), several failure factors in eGovernment 

implementation can be avoided through the provision of strong and continuous 

support from top management, such as resistance to change. Moreover, top 

management needs to prioritise the implementation of eGovernment projects and state 

that explicitly to its departments and sectors (Altameem et al. 2006). Top management 

has the power to influence members within organisations to learn and participate in 

eGovernment activities adopted to enhance eGovernment assimilation among 

employees across the organisation (Pudjianto & Hangjung 2009).  

Furthermore, the top management support factor has an impact on the success of the 

organisation to implement and adopt eGovernment projects; for example, it influences 

several things, such as decisions regarding ICT adoption (Pudjianto & Hangjung 

2009).  

Strong leadership is also needed during the implementation of eGovernment projects 

and has been found by Altameem et al. (2006) to be a crucial condition for the 

successful implementation and adoption of eGovernment.  
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The leader of the organisation or the ministry has a big role in such initiatives and can 

assist in the success of eGovernment projects as the leader can build confidence in 

eGovernment programs (Almarabeh & AbuAli 2010). Al-Azri et al. (2010) indicated 

that strong leadership is one of the critical success factors for eGovernment 

implementation in Oman as a developing county through the provision of clear 

direction, vision, and transparency to employees. Shin et al. (2008) identified six 

success factors to eGovernment in developing countries, one of which was leadership, 

indicating the author considered and classified the leadership factor as a success rather 

than a failure factor for eGovernment. However, some others found that the leadership 

factor is one that causes the failure of eGovernment implementation and it was 

considered a barrier or hindrance (Gichoya 2005). Kumar and Best (2006) also noted 

that political leadership is a factor that can cause partial or total failure of 

eGovernment projects in developing countries. According to Gichoya (2005, p.279), 

“The factors for failure are those occurrences that constrain proper/smooth 

implementation of ICT projects in government.”  

3.1.3 Change management and organisational culture  

Change management and, particularly, changing organisational culture in relation to 

the eGovernment trend is considered to be of the important issues that organisations 

are facing during the implementation of eGovernment projects (Obeidat & 

Abu-Shanab 2010). Many organisations and agencies are not prepared yet to change 

to eGovernment, nor are they ready for its challenges that face its implementation 

because most of these agencies/organisations lack for motivation to change and not do 

accept the change to be actioned (Obeidat & Abu-Shanab 2010).  

Change management is basically dealing with two concepts within an organisation 

while planning to implement ICT projects: 1. management of resistance to change; 

and 2. a change management approach (Ndou 2004). Previous research has shown 

noticeable resistance among employees within organisations to moving towards 

eGovernment, especially in developing countries; this resistance remains the biggest 

challenge to successful change to eGovernment (Ndou 2004). According to 

Al-Rashidi (2010), resistance to change from employees can lead to failure in 

eGovernment projects. Employees within public organisations usually fear change, 

especially electronic change, as many are concerned that ICT applications will 
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contribute to replacing them and limiting their future job opportunities (Heeks 2003; 

Ndou 2004). Change management is a vital issue within any organisation and can be 

defined as “the procedures established within organisations towards changing existing 

cultures”; these procedures are an important step towards organisational change 

(Obeidat & Abu-Shanab 2010, p. 208). Change management plays an important role 

in changing the culture and attitudes of employees within organisations towards 

accepting change and moving on with successful implementation of eGovernment 

projects through the implementation of strategic plans that can achieve the 

predetermined objectives; this is greatly influenced by support from top management 

(Altameem et al. 2006; Pudjianto & Hangjung 2009). The difference in findings with 

regard to change management is related to the approach and views adopted by the 

researchers; some researchers focused on the negative side as hindrances, while others 

identified the drivers for adapting to change from a positive framework. 

The change management factor is an implementational challenge for eGovernment in 

developing countries according to some researchers (Almarabeh and AbuAli 2010; 

Al-Rashidi 2010; Ndou 2004). However, other researchers found change management 

to be a successful factor in effective eGovernment implementation (Altameem et al. 

2006; Hossan et al. 2006; Shin et al. 2008). 

Actually, the change management factor can be considered a successful factor in 

eGovernment implementation if it is given proper care by the top management. 

However, change management contributes to the failure of eGovernment, alongside a 

number of other important factors, as some organisations do not adopt any degree of 

change (Altameem et al. 2006; Al-Rashidi 2010; Pudjianto & Hangjung 2009). The 

rate of change within an organisation can be seen as the distance between the 

organisation as it is now to its vision of what it wants to achieve from the 

implementation eGovernment (Heeks 2003). Finally, change management should be 

managed by a high authority in the organisation or agency in order to reduce the gap 

that exists between the social context and technology within organisations as this 

relates to leadership and top management support (Dada 2006). 

3.1.4 Training and capabilities issues within organisations 

Training staff and employees in new technologies to be adopted by organisations is an 

important issue that can ensure continuity of the implementation of ICT projects and, 
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in particular, eGovernment projects in those organisations and also leads to the 

success of such initiatives (Altameem et al. 2006). Dada (2006) identified several 

issues that cause the failure of eGovernment implementation in developing countries; 

the lack of qualified staff to implement eGovernment is one of the barriers facing 

eGovernment, as is a lack of training plans to enhance the ability of employees to 

confidently work with the eGovernment trend. Providing training to employees is one 

key solution to the problem of resistance to change to eGovernment that exists among 

employees within organisations (Almarabeh & AbuAli 2010).  

Training is one of the important elements that has to be incorporated with the plans 

and strategies of any organisation that is planning to implement some eGovernment 

projects (Al-Azri et al. 2010). This issue of training has been mentioned by numerous 

academics as a necessary condition for eGovernment projects due to its significance 

in maintaining the success of eGovernment implementation (Dada 2006; Ndou 2004). 

Training focuses on educating employees in new technologies and systems related to 

eGovernment projects in order to overcome the implementation challenges (Hossan et 

al. 2006; Weerakkody & Choudrie 2005). 

Some researchers, in reference to the failure of eGovernment projects in the public 

sector, especially in developing countries, identify one issue as a lack of adequate 

training offered to employees on using information technologies (Al-Rashidi 2010; 

Kumar & Best 2006). They suggested that top management and managers in 

organisations should understand the importance of training (Kumar & Best 2006). 

According to Al-Rashidi (2010) and Altameem et al. (2006), adequate training for 

employees is a crucial element in eGovernment implementation and leads to 

successful implementation. Therefore, the development of proper training plans and 

sessions for employees enhances eGovernment skills for staff (Altameem et al. 2006).  

3.1.5 Awareness and education issues 

Whereas the previous issues relate mainly to those involved in carrying out 

implementation, awareness and education are significant for the intermediaries.  

Awareness and education about eGovernment are two important factors related to its 

development. Heeks (2002) discussed the development of eGovernment, especially in 

developing countries. He argued that awareness and education about the benefits of 
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eGovernment, and Information System (IS) projects in general, are the most important 

factors for governments failing to develop and implement eGovernment projects 

(Heeks 2002). In general, the introduction of a new technology in an organisation is 

surrounded by discourse about how the technology should be used and what it will do, 

especially by those people who have the authority to approve the implementation of 

the technology such as managers (Leonardi 2008). Therefore, developers have the 

responsibility for planning how to convince managers about the utility of 

eGovernment through awareness and education (Leonardi 2009). Awareness and 

education programs and campaigns are necessary for the successful implementation of 

eGovernment projects. Such programs can help to change people’s attitudes about the 

technology and what it can do (Leonardi 2009). 

According to Altameem et al. (2006, p. 4), “[A]wareness in e-government refers to 

communicating e-government initiatives to the appropriate stakeholders and providing 

the means for individuals to realize projected e-government benefits.” Adoption of 

eGovernment and making use of its initiatives by government employees and citizens 

is needed for conducting comprehensive education campaigns that can engage the 

government staff and citizens about eGovernment initiatives and their benefits 

(Almarabeh & AbuAli 2010).  

Awareness is an important factor in eGovernment implementation especially with the 

advancement of eGovernment technologies that has resulted in the need for awareness 

across agencies and public sectors (Altameem et al. 2006). Previous research in 

eGovernment implementation showed a lack of awareness and education among 

government officials about the potential benefits of eGovernment which are caused by 

the lack of running workshops and seminars at both local and national levels (Ndou 

2004; Weerakkody & Choudrie 2005).  

Awareness about eGovernment is not limited to government officials and citizens, but 

also includes managers in public organisations or agencies, as they play a key role in 

promoting the use of eGovernment by employees (Al-Rashidi 2010). The awareness 

and understanding of the top management is important as it leads to continuous and 

successful eGovernment projects (Pudjianto & Hangjung 2009). Al-Kaabi (2010) 

found that awareness is an important factor in the implementation of eGovernment, 

especially in developing countries, and is one of failure factors for eGovernment in 
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many eGovernment experiences. For instance, Al-Busaidy and Weerakkody (2008) 

found the e-Government program in Oman suffered from a lack of awareness of the 

benefits of technology; this was a drawback in its implementation. Similarly, the level 

of public awareness in Kuwait is low and is considered a challenge facing the 

implementation of eGovernment (AlAwadhi & Morris 2009).  

3.1.6 ICT infrastructure issues  

As mentioned in Chapter 2, the definition of eGovernment refers to electronic 

interaction between the government and its targeted users, including citizens, 

business, and government employees, who are able to use and utilise the advanced 

ICT technologies (Ndou 2004). According to Carter and Belanger (2004), 

eGovernment is the use of information technology, particularly the use of 

telecommunications to improve efficiency and enable the provision of government 

services and information to citizens, business and government agencies. The 

eGovernment definitions above show the importance of ICT technologies in 

performing the operations and tasks of eGovernment as the interaction between the 

government and its targeted users cannot take place without the deployment of ICT 

infrastructure. According to Pudjianto and Hangjung (2009), in the absence of an ICT 

infrastructure, eGovernment can be considered as unrealistic program.  

Previous research in the field of eGovernment implementation has discussed ICT 

infrastructure, which includes the readiness of infrastructure, e-readiness, and 

telecommunication equipment, as one of the dominant factors facing the 

implementation of eGovernment (Obeidat & Abu-Shanab 2010). Most eGovernment 

efforts around the world have struggled with infrastructure development (Almarabeh 

& AbuAli 2010). Employing adequate infrastructure helps organisations or agencies 

to distribute their services and forge links between them in order to electronically 

communicate and utilise the new ICT technologies and perform their tasks in a cost 

effective manner (Obeidat & Abu-Shanab 2010).  

ICT infrastructure is considered a technology barrier to eGovernment implementation, 

especially in developing countries (Altameem et al. 2006; Dada 2006; Gichoya 2005; 

Obeidat & Abu-Shanab 2010). While it is evident that ICT technologies are powerful 

drivers for eGovernment, ICT infrastructure still remains as a big challenge for 

eGovernment implementation (Ndou 2004). 
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The majority of previous research points to the need to develop ICT infrastructure and 

communication tools within organisations and employ the proper equipment, ensuring 

it can carry out the operations and tasks of eGovernment in an effective manner (Dada 

2006; Obeidat & Abu-Shanab 2010). Further, Almarabeh and AbuAli (2010) suggest 

that government should employ and use a common ICT infrastructure and architecture 

standards across government agencies to ensure that all parties can have the same 

capability while implementing eGovernment projects.  

Development of ICT infrastructure is required within organisations, as is the presence 

of qualified IT staff who can assist in developing eGovernment applications as well. 

Moreover, development of ICT infrastructure is strongly influenced by top 

management support within organisations; if there is direct support from the top 

management and leadership inside the organisation or agency for ICT and 

infrastructure projects, then the challenge of developing ICT infrastructure would be 

eliminated and the rate of eGovernment projects failure caused by poor ICT 

infrastructure would be reduced (Pudjianto & Hangjung 2009).  

3.1.7 Workforce issues  

Workforce issues are mainly related to human resources and the availability of 

qualified and trained IT staff who can effectively carry out the implementation of 

eGovernment maintain the progress of eGovernment projects (Almarabeh & AbuAli 

2010; Ndou 2004). According to Altameem et al. (2006), any complex new 

technology requires technical skills to implement it and increase the probability of its 

adoption. As most governments worldwide suffer from a shortage of technical staff, 

and human resources, it is an important factor for the success in eGovernment 

(Altameem et al. 2006). According to Data (2006) and Al-Azri et al. (2010), success 

in eGovernment requires qualified staff in IT, especially in developing countries. The 

same finding was found by Shin et al. (2008) as technical and human resources was 

found to be one of the successful factors for eGovernment in developing countries. 

This issue of human resources is further associated with a lack of ICT training for 

employees, as technical staff need regular professional development and training 

programs to update their knowledge about new eGovernment technologies to ensure 

the sustainability of eGovernment projects (Al-Rashidi 2010). Suda (2001) examined 

the challenges of eGovernment from a government viewpoint noted the shortage in IT 
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staff in organisations or agencies due to a deficiency in recruiting, retraining and 

training in demanding technical skills (cited in Obeidat & Abu-Shanab 2010).  

The issue of the presence of technical staff in government organisations is further 

associated with the existence of reward and incentive systems in organisations to 

motivate the staff to work to implement eGovernment (Almarabeh & AbuAli 2010; 

Altameem et al. 2006). Such reward systems supported by the top management can 

motivate the staff to work hard and learn what is needed to complete eGovernment 

projects because they know that their efforts will be appreciated by management of 

the organisation (Altameem et al. 2006).  

Jaeger and Thompson (2003) discussed future challenges for eGovernment, one of 

which was IT human capital concern by governments. This issue of IT human capital 

still affects the implementation of eGovernment around the world, especially in 

developing countries according to recent research (Abuali et al. 2010; Almarabeh and 

AbuAli 2010; Altameem et al. 2006; Al-Rashidi 2010; Dada 2006).  

3.1.8 Collaboration and cooperation issues  

Collaboration can be defined as working together to complete a shared task or a 

mission. One of important requirements for successful adoption and implementation 

of eGovernment is the existence of effective collaboration between agencies 

(Altameem et al. 2006). Government sectors or agencies work individually and need 

effective communication and collaboration between them in order to provide different 

services by different departments; in many cases, various services need to collect 

information from other government sectors (Altameem et al. 2006). Cooperation 

between government agencies can facilitate positive experiences in eGovernment 

similar to the experiences of other sectors who work cooperatively (Almarabeh and 

AbuAli 2010).  

The cooperation of government organisations is not only limited to the public sector; 

partnerships can be made with the private sector to seek assistance in using and 

deploying advance technologies that can assist in providing the services and 

information of eGovernment (Almarabeh & AbuAli 2010; Gichoya 2005). 

Collaboration is also not limited to external departments; to start with, internal 

collaboration between the departments of one organisation can take place (Gichoya 
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2005). According to Al-Azri et al. (2010) one of the reasons for government failure is 

the lack of cooperation within an organisation. Therefore, “collaboration and 

cooperation at local, regional and national levels, as well as between public and 

private organisations, are important elements in the eGovernment development 

process” (Ndou 2004, p. 15).  

This issue of collaboration between government agencies is associated with several 

issues such as the lack of ICT infrastructure within organisations and the lack of 

e-readiness within government sectors, both of which impede them from contributing 

to eGovernment implementation and sharing information and services (Pudjianto & 

Hangjung (2009).  

Almarabeh and AbuAli (2010) identified the collaboration and cooperation factor as a 

successful factor if it is given proper attention by an organisation’s top management in 

organisation. Collaboration between government agencies is an important part of 

successful implementation of eGovernment (Al-Rashidi 2010). Moreover, Jaeger and 

Thompson (2003) indicated that the success of eGovernment is significantly impacted 

by the lack of cooperation and coordination between different levels of government as 

well as a lack of plans for future cooperation.  

3.2 Factors affecting eGovernment Development and 

Implementation in Saudi Arabia 

This section covers the literature review on the factors affecting the implementation of 

eGovernment projects at the public sector in Saudi Arabia. This is captured in various 

sub-topics that outline the factors responsible for the slow progress in the 

implementation and development of eGovernment. This section consists of eleven 

different groups of factors which as follows: support from top management and 

leadership (3.2.1); cooperation between government sectors (3.2.2); training, 

awareness and education issues (3.2.3); human resource issues (IT staff) (3.2.4); ICT 

infrastructure and technical issues (3.2.5); managing eGovernment program of Yesser 

(3.2.6); e-readiness of government websites (3.2.7); security and privacy issues 

(3.2.8); organizational culture (3.2.9); change management (3.2.10); and business 

process re-engineering (3.3.11). The classification of these factors into groups was 

based on what has been found in the literature.  



Chapter 3: Literature Review  

 Osama Alfarraj     Page 57 

Discussion of these factors influencing the implementation and development of 

eGovernment in Saudi Arabia indicates that they are related to the human element, 

and may include issues such as a lack of IT qualified staff or a lack of motivational 

reward systems for employees. It is noteworthy that no comprehensive study has been 

conducted yet to investigate the reasons behind the delay (beyond the 2010 deadline) 

of eGovernment implementation in government agencies in Saudi Arabia. As the 

deadline for delivering the first eServices collection by government ministries was the 

end of 2010 as stated in the eGovernment program vision and announced by the 

Yesser eGovernment team, no one can say that such factors are definitely the ones 

causing the delay of eGovernment in Saudi Arabia. 

3.2.1 Support from top management and leadership  

Top management can be defined as “the person or group of people, who directs and 

controls an organisation at the highest level” (Altameem 2007, p. 57). However, top 

management support is defined by Light and Gibson (1999) as the enthusiasm and 

positive commitment of the readership and senior management to the project (cited in 

Altameem 2007, p. 57).  

Getting support from top management within government organisations to further 

eGovernment implementation is an important role as it can help to regulate new rules, 

procedures, actions that suit the e-transactions trend (Al-Busaidy & El-Haddadeh 

2011). Adoption and employment of ICT systems within organisations is connected 

and influenced by decisions that are made and taken by top management or the head 

of the organisation (Al-Solbi & Al-Harbi 2008). Therefore, the support of top 

management is crucial and important for the success of eGovernment projects in 

Saudi Arabia (Al-Solbi & Al-Harbi 2008). Moreover, the support from top 

management for eGovernment projects is needed throughout the whole process of 

implementation in order to achieve the predetermined objectives that lead to success 

in eGovernment implementation (Altameem 2007; Altameem et al. 2006). However, 

the top management in any organisation has to accept and perceive the use and 

adoption of new technologies as valuable in order to give proper care and attention to 

eGovernment projects, especially in Saudi Arabia (Altameem 2007). In the case of not 

accepting the change in work through utilizing the ICT technologies and systems by 

top management, eGovernment projects would be delayed and given less propriety. 
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Al-Fakhri et al. (2008) found that senior management in Saudi Arabia tends to resist 

any change that can affect the way an agency operates. Moreover, in some 

departments in Saudi Arabia, it is common to find top management resisting 

eGovernment projects due to the fact that they are not treated as a top priority 

(Altameem et al. 2006). The resistance in top management sometimes comes from 

managers who do not want to adopt eGovernment initiatives; they then pressure top 

management not to accept the implementation of such initiatives as it might increase 

the risks within organisational work (Al-Shehry 2008).  

According to Altameem (2007), who investigated the critical factors for success of 

eGovernment in Saudi Arabia, the highest success factor for eGovernment initiatives 

in a Saudi Arabian context is top management support followed by security and 

strategy. Moreover, the author considers the factor of top management support as an 

essential component to the adoption of eGovernment projects within public 

organisations in Saudi Arabia (Altameem 2007). Top management support can 

contribute to either facilitate or hinder the implementation and adoption of 

eGovernment initiatives at the organisational level (agencies) in Saudi Arabia 

(Al-Shehry 2008). Al-Shehry (2008) found that eGovernment projects in Saudi Arabia 

can succeed if they gain direct support from senior management which requires 

understanding on the part of the top management.  

Some other issues associated with top management support are a lack of continuous 

support by top management for eGovernment projects. Some IT managers in public 

organisations in Saudi Arabia indicated that some of the eGovernment projects gain 

support at the beginning of the implementation process by top management, but that 

support wanes after a period of time (Altameem 2007). This issue is significant as it 

might delay eGovernment projects from meeting their completion deadlines. In order 

to sustain the support from top management, management has to understand the need 

for eGovernment projects and their benefits through enhancing the knowledge of 

leaders and decision-makers within organisations about eGovernment (Altameem 

2007).  

Moreover, the response rate with regard to the provision of ICT equipment needed for 

eGovernment projects or even general ICT projects in Saudi Arabia differs between 

public and private organisations (Al-Solbi & Mayhew 2005). Generally, ICT 



Chapter 3: Literature Review  

 Osama Alfarraj     Page 59 

equipment requests are granted in a much timelier manner in private institutions as 

compared to public organisations. In the private system, the request and order for ICT 

equipment goes directly to top management and, most of the time, receives approval 

in a short time. In contrast, in a public organisation, the request for ICT equipment 

must get the approval for financial support before the request is approved and this can 

be a long process (Al-Solbi & Mayhew 2005). Therefore, top management at public 

organisations need to understand eGovernment in order: 1. to collaborate internally 

with its departments and sectors; and (2) to support the transition to eGovernment in a 

good manner (Al-Shehry 2008; Altameem 2007). Thus, the role of top management 

and leadership is crucial to support a smooth transition to eGovernment as well as to 

control and eliminate other factors that can affect this trend within organisations such 

as change management, training and awareness issues. 

3.2.2 Cooperation between government sectors 

The Kingdom of Saudi Arabia has a geographic size of about 2,250,000 square 

kilometres or 865,000 square miles, a vast area that makes it difficult for citizens to 

access various government departments (Altameem et al. 2006). eGovernment is 

crucial to ‘bridge the distance’ created geographically by allowing citizens to access 

government services online. In order to do this effectively, government departments 

need to cooperate and share vital information; currently, however,  there is laxity in 

the sharing of information and other necessary support in the implementation of 

eGovernment projects (Al-Sobhi et al. 2009).  

Collaboration here can be defined as utilizing the advancement of ICT to collaborate 

in completing a task and sharing information (Altameem 2007). According to Jupp 

(2001) and Lapre et al. (2001), “Integration of functions and department collaboration 

is regarded as essential to the successful delivery of e-services” (as cited in Altameem 

2007, p. 95). According to Altameem (2007), cooperation and collaboration between 

government agencies in Saudi Arabia is needed and, importantly, required in order to 

accomplish eGovernment implementation in an effective and timely way. Without 

collaboration between government agencies, eGovernment cannot be established as a 

great deal of information and services need to be shared and exchanged with other 

government agencies. According to Altameem (2007), there is a lack of collaboration 

between government sectors as most of them are not yet able to exchange information 
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or electronically interact with other government agencies due to the current lack of IT 

qualified staff in IT departments who can help in such tasks.  

Al-Fakhri et al. (2008) investigated the attitudes and opinions of Saudi government 

officials regarding the collaboration of their agencies with other government agencies 

in eGovernment implementation; they found that 21% of the total participants (57 

government officials) believe that there is no collaboration at all between their 

organisation and other government organisation, 42% do not know if there is 

collaboration, and 36% believe that there is collaboration between their organisations 

and other government agencies to implement eGovernment. Moreover, the authors 

investigated whether government employees collaborate in eGovernment 

implementation by sharing information online to perform tasks, and they found that 

more than 50% of the total respondents either strongly disagree or disagree with the 

statement, “Employees could share information online to perform some government 

tasks” (p. 69) while 17% do not know if it is possible or not (Al-Fakhri et al. 2008). 

This reveals the poor attention given to the collaboration issue between government 

agencies to implement eGovernment in Saudi Arabia; the lack of understanding by 

government employees to the important of collaboration for implementing 

eGovernment which need to be addressed. 

According to Al-Shehry (2008) strong relationships and cooperation between 

government agencies and the Yesser eGovernment program are required to develop 

efficient Government-to-Government (G2G) integration and enhance the 

eGovernment implementation process. 

One of the current challenges facing the Saudi eGovernment is the absence of 

collaboration between government agencies and the private sector side to establish 

partnerships that can support the government sector with the advancement of ICT 

applications and technologies for eGovernment implementation (Al-Fakhri et al. 

2008).  

This issue of cooperation between government agencies is associated with other issues 

that can affect it, such as privacy issues and security concerns about transferring 

information between government agencies though online communication channels 

(Altameem 2007). Therefore, some researchers suggested the government establish 

partnership strategies with the private sector, effectively cooperating with the Yesser 
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eGovernment program to secure the transfer of information using technology 

(Al-Shehry 2008; Altameem 2007).  

3.2.3 Training, awareness and education issues  

Technical knowhow is an important factor in the formulation and implementation of 

eGovernment projects in Saudi Arabia and the world. Human resource factors 

contribute a great deal towards an organization’s ability to implement e-projects. Such 

factors include relevant training and support systems able to maintain a sound and 

skilled level of manpower during the whole phase of project implementation 

(Alghamdi et al. 2011). Training, in general terms, can be defined as “a wide range of 

educational techniques and new systems that can be adopted by the organisation to 

educate its employees” (Altameem 2007, p. 125).  

Al-Sobhi and Weerakkody (2009) assert that proper training of employees is essential 

in improving the overall development of eGovernment and can lead to the 

achievement of greater success in its implementation. Training in computer and 

eGovernment systems and applications is essential in to encourage government 

employees to embrace the use of eGovernment.  

The successful implementation of eGovernment projects is hindered by a lack of 

employee training, as well as the large number of citizens who have no ‘e-literacy’ 

due to the ‘digital divide’ in Saudi Arabia (Al-Sobhi & Weerakkody 2009). ‘Digital 

divide’ is a term that describes the gap that exists between the citizens who have 

access to technology, especially computer technology, and those who do not 

(Al-Sobhi et al. 2010; Alghamdi et al. 2011). Out of a population of about 28,146,657 

only 6,380,000 (or 22%) of Saudi Arabians have access to the Internet (Al-Sobhi et al. 

2009). This lack of access is also a reflection of insufficient ICT skills, especially in 

public employees and citizens (Al-Osaimi et al. 2006; Binbakir 2010). The digital 

divide represents a big barrier in the diffusion of ICT knowledge among citizens in 

Saudi Arabia (Binbakir 2010). A majority of public employees are not computer 

literate, which hinders effective implementation of eGovernment projects (Al-Shehry 

et al. 2006). According to Heeks (2003), there is a need to develop computer literacy 

and IT skills for users in government organisations and the public sector (as cited in 

Altameem 2007). This issue can be overcome by investing in education and training 

and by providing adequate training to government employees, making it a 
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requirement of the organisation’s strategic plan to ensure the continuous participation 

of government employees in eGovernment implementation and adoption (Altameem 

2007; Al-Shehry 2008). Moreover, top management support is strongly needed here to 

facilitate the provision of training, financial support and to ensure continuous support 

during the eGovernment implementation process.  

Altameem et al. (2006) claimed that inadequate training given to government 

employees can contribute to the resistance to change. Therefore, developing proper 

training programs for employees is necessary to ensure eGovernment skills remain 

high (Altameem et al. 2006). Al-Fakhri et al. (2008) found that 65% of the total 

respondents (57 government officials) in their study believe that there is a lack of IT 

training programs and, therefore, they suggested that “Saudi public agencies need to 

provide adequate IT training and development to their employees” (p. 80). Moreover, 

Al-Shehry (2008) recommended that Saudi ministries and government agencies offer 

training to their existing IT staff and teams and provide them with the needed IT tools 

to further eGovernment implementation.  

Training is considered by Altameem et al. (2006) as an organisational factor rather 

than a user factor, as some other studies suggest (Al-Azri et al. 2010); this is a critical 

success factor in eGovernment implementation as it helps to eliminate other problems 

facing eGovernment.  

Education and awareness about eGovernment is needed to convince government 

employees that eGovernment is important, and that, rather than negatively affecting 

their jobs, it will create new job opportunities for them (Al-Fakhri et al. 2008; 

Al-Tawil & Sait 2007). Promoting awareness about eGovernment within government 

agencies through education of government employees is an important issue as it can 

speed up the progress of eGovernment implementation. Al-Tawil and Sait (2007, p. 4) 

explain awareness in eGovernment as the communication of “e-government initiatives 

to the appropriate stakeholders and providing the means for individuals to realize 

projected e-government benefits”. The awareness factor was found by Al-Shehry 

(2008) to be one of the important factors influencing eGovernment adoption in Saudi 

Arabia and it has to be addressed because through awareness, resistance to change can 

be reduced.  
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Al-Fakhri et al. (2008) studied the challenges facing the implementation of 

eGovernment in Saudi Arabia and they found that over 80% of participants believe 

that there is a lack of knowledge about eGovernment among government employees, 

highlighting its importance as a challenge in the implementation of Saudi 

eGovernment. Awareness is not limited to eGovernment employees but includes top 

managers and decision-makers within organisations, all of whom need to understand 

eGovernment and its advantages (Al-Shehry 2008). Education and awareness are 

considered by Altameem (2007) and Al-Shehry (2008) to be organisational factors 

that influence the eGovernment implementation and adoption.  

3.2.4 Human resource issues (IT staff)  

Proper technical staffing (IT staff) is a crucial element in eGovernment 

implementation as, without the support of technical and qualified IT staff, the 

implementation of eGovernment will suffer delays in its initiatives (Altameem et al. 

2006). Technical staff consists of those with experience and knowledge in IT 

technologies who are able to design, install, and maintain the IT infrastructure for 

eGovernment implementation projects (Altameem 2007). The existence of technical 

staff within an organisation helps to accelerate the progress of eGovernment 

implementation (Altameem 2007).  

Regarding the availability of qualified IT staff in Saudi government organisations, 

Al-Fakhri et al. (2008) asked government officials who were participants in their 

study if they have a shortage of qualified IT staff in their organisations or not; they 

found that 63% believed that there is a shortage of qualified IT staff while only 30% 

disagreed with this statement as illustrated in Figure 6.2.4.1 below. 

 

Figure123.2.4.1: The availability of qualified IT staff in Saudi government 

organisations (Source: Al-Fakhri et al. 2008) 
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Furthermore, Altameem (2007) said, there is a lack of qualified IT employees within 

IT departments in government organisations in Saudi Arabia and this was a common 

complaint in most government organisations. He attributed this lack of qualified IT 

staff to several issues which, according to his study participants, included: 1. a lack of 

proper remuneration for qualified IT employees in government organisations (they are 

not paid more for their services, despite the demand for them); and 2. IT departments 

in most government institutions and organisations in Saudi Arabia are under the 

control and supervision of the finance and administration department and therefore 

lack the independence they require to implement new technologies (Altameem 2007). 

Such constraints for government IT departments can limit their ability and power to 

recruit new IT staff and pay them adequately. In contrast, private IT departments are 

independent in their decision-making, have direct access to the top management 

within their organisations, and their propositions regarding the purchase of ICT 

equipment or hiring new IT employees are more likely to be accepted (Altameem 

2007).  

Qualified IT staff play a great role in the success of eGovernment implementation if 

they are given high degree of attention and proper care by the top management 

(Al-Shehry 2008; Altameem 2007; Altameem et al. 2006). However, Al-Fakhri et al. 

(2008) found that there is a shortage of qualified IT staff within government 

organisations and this issue is hindering the eGovernment program in Saudi Arabia.  

3.2.5 ICT Infrastructure and technical issues  

The implementation and adoption of good, strong ICT infrastructure helps to, first, 

facilitate information and process sharing between government and its stakeholders 

and, second, deliver eServices to targeted users to be successful in eGovernment 

(Al-Sobhi & Weerakkody 2010; Altameem 2007). Having a common ICT 

infrastructure for government agencies assists in the success of eGovernment 

implementation and adoption (Altameem 2007; Altameem et al. 2006).  

Before going further to discuss this matter of ICT infrastructure, it has to be defined. 

Altameem et al. (2006, p. 2) stated: “eGovernment infrastructure, in general, is 

comprised of an infrastructure application server environment and its security, data 

and content management tools; application development tools; hardware and 

operating systems; and a systems management platform.”  
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ICT infrastructures and technical related issues have a greater impact in the 

implementation of eGovernment projects in Saudi Arabia (Al-Sobhi & Weerakkody 

2010). The Saudi government has made progress in ICT development and the 

telecommunications sector. However, most of the policies on ICT are configured as 

information technology plans rather than comprehensive IT-enabled governance plans 

(Al-Kinani and Al-Besher 2008). There is a need for the authorities to recognize that 

the factors that influence the adoption and diffusion of eGovernment are closely tied 

to the resources pumped into the projects. Despite claims by the government that it is 

serious on eGovernment, investment in ICT is not enough; the negative attitude of the 

technocrats about citizen participation and their adoption of eGovernment needs to 

change as well (Sahraoui et al.2006). 

The government has made some progress in capital investment in ICT. However, the 

country lacks a clear national policy on ICT. There is not a single comprehensive 

policy that can deal with laws, procedure and regulations for ICT systems (Altameem 

et al. 2006) 

Regarding the status of ICT infrastructure in Saudi government agencies, Altameem 

(2007) concluded from his study that, while some government agencies have not yet 

implemented ICT infrastructure, some other government agencies have ICT 

infrastructure but that infrastructure is appropriate for eGovernment implementation 

(Altameem 2007). According to Al-Fakhri et al. (2008) and Al-Sobhi et al. (2009), 

there is a general lack of infrastructure development in Saudi Arabia (cited in 

Al-Sobhi & Weerakkody 2010).  

This lack of ICT infrastructure is affecting the progress of eGovernment 

implementation and, therefore, Altameem (2007) and Al-Shehry (2008) urge the 

government agencies in Saudi Arabia to effectively contribute to the development and 

enhancement of their ICT infrastructure, IT daily activities, and prioritise the 

achievement of success in the implementation of eGovernment (Altameem 2007). 

Moreover, Altameem (2007) suggests that there is a need to develop and implement 

IT standards common to all government sectors in Saudi Arabia; currently, the lack of 

such IT policies and guidelines creates obstacles in terms of collaboration between 

government agencies as the different systems and applications are not compatible 

(Altameem 2007; Altameem et al. 2006). The Yesser eGovernment program has to 
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develop IT common standards which can be used in all government sectors to 

facilitate collaboration (Al-Shehry 2008).  

The development and enhancement of ICT infrastructure is associated and influenced 

by other issues such as the lack of qualified IT employees and the lack of top 

management support (Al-Shehry 2008). Qualified IT staff are required to help 

government organisations to implement eGovernment from the technical side 

(installing, designing, and configuring IT equipment) and provide continuous 

follow-up to help eGovernment projects progress within government agencies. Top 

management and leadership support is required as well in order to effectively support 

eGovernment projects as it can facilitate and, indeed, accelerate the implementation 

process. The existence of IT staffing problems within government agencies in Saudi 

Arabia affects the progress of eGovernment implementation and its adoption by 

public sector (Al-Shehry 2008; Altameem 2007).  

3.2.6 Managing the eGovernment program/ Yesser e-Government 

Yesser is the eGovernment project in Saudi Arabia which is responsible for 

eGovernment implementation across government agencies (Al-Shehry 2008; 

Al-Shehry et al. 2006; Altameem 2007). The Yesser program was discussed in more 

detail in Chapter 2. In Saudi Arabia, there is an absence of a central authority to 

oversee the implementation of the eGovernment program (Ayyad 2008). There is no 

doubt that, despite various efforts by the country authorities to enact ICT policies and 

legislations, little effort is being made to ensure compliance (Al-Sobhi & Al-Harbi 

2008). Sahraoui et al. (2006) confirms that there is no noticeable government entity 

responsible for the digitization of government services (Altameem et al. 2006). Public 

institutions are at liberty to implement eGovernment on their own (Sahraoui et al. 

2006). This has seen a trend where organizations implement a segment of the 

eGovernment that is relevant to them (Ayyad 2008). The government has an 

eGovernment portal in the name of www.yesser.gov.sa which provides scanty details 

on planned initiatives (Binbakir 2010). However, it lacks clear information on set 

timelines, the objectives of eGovernment and the progress of the implementation 

process (Binbakir 2010). One would expect to find information on a master plan that 

outlines the ability of the country to design and implement eGovernment on this 

website (Al-Fakhri et al. 2008). This can be attributed to Yesser playing an inadequate 

http://www.yesser.gov.sa/
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role in the implementation of eGovernment for government sectors (Al-Shehry 2008). 

Lack of an effective management structure on eGovernment poses a major challenge 

towards effective implementation of eGovernment projects in Saudi Arabia. This is 

one of the hindrances which might lead to a partial or total failure of the whole 

program of eGovernment development (Al-Fakhri et al. 2008). One of the main 

causes of this as discussed earlier is a public sector that is reluctant to change. Most 

government departments are run by bureaucrats with unlimited resources and 

untouchable status, making operational change a difficult feat to accomplish (Sahraoui 

et al. 2006) 

3.2.7 eReadiness of government websites 

Government websites are the main gateways for interacting and delivering services to 

targeted users. In Saudi Arabia, eGovernment websites provide information, but, due 

to their inappropriate design, users are not encouraged to fully utilize eGovernment 

services (Binbakir 2010). This is one of crucial problems undermining the 

applicability of eGovernment projects in Saudi Arabia (Binbakir 2010). There are also 

great discrepancies in eGovernment websites, especially when it comes to data entry 

(Binbakir 2010). According to al-Sobhi, et al (2010), the usability and navigability of 

any given website is a crucial determinant of the successful implementation of 

eGovernment projects in Saudi Arabia. Usability in an eGovernment context refers to 

the ease with which a normal user is able to carry out tasks related to the provision of 

government services (Binbakir 2010). These websites are more complex, and 

therefore less user friendly, which affects the quality of service delivery. In fact, in 

Saudi Arabia, most people avoid using eGovernment websites due to the complexity 

of retrieving data (Binbakir 2010). Al-Khalifa (2010) selected the most used and 

important Saudi websites from the national eGovernment portal in order to examine 

the usability and she found that these selected government websites have many 

problems related to usability, including design and consistency, ease of use and 

navigation system issues. 

According to Buragga (2010), who did a comprehensive study on the accessibility and 

usability of Saudi eGovernment, there is a need to enhance the presence of the 

eGovernment websites as they are not meeting the needs of citizens and business. 

Binbakir (2010) conducted a study that evaluated the Saudi Portal as the national 
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portal which should contains all online services provided by government sectors and 

departments to all types of targets; he found that the Saudi Portal is not ready yet, nor 

has it reached a moderately level of readiness, which is resulting in very low usage 

(2010). Binbakir (2010) attributed this to several factors, include a lack of rules for 

developing Ministry websites, poor conceptualisation of service integrations across 

government agencies, and a lack of usability in the design of the portal.  

Al-Fakhri et al. (2008) asked government officials who were participants in his study 

if they performed some government tasks online to share information with other 

government agencies, and they found that more than 50% of the total participants 

either strongly disagree or disagree as they do not perform any tasks online with other 

government agencies, while 17% do not know if there is a possibility of doing this or 

not.  

It is necessary to evaluate government websites in order to rate the progress of it and 

find out whether or not it has started to offer electronic services. This important task is 

conducted in more detail in Chapter 6.  

3.2.8 Security and privacy issues 

Privacy and security refer “to citizens’ trust in the electronic medium, where people 

usually have concerns about the security of the technology in exchanging and storing 

their personal information, particularly when online financial transactions are 

involved” (Carter & Weerakkody, 2008, as cited in Al-Sobhi et al. 2009). Security 

and privacy are some of eGovernment implementation barriers and of major concern 

around the world and especially in Saudi Arabia (Al-Shehry 2008; Al-Shehry et al. 

2006; Gamlo & Bamasak 2009). It is found that one of the challenges facing the 

implementation of eGovernment in Saudi Arabia is the difficulty of building and 

developing a security infrastructure that can be used as electronic secure channel for 

all transactions between government agencies (Al-Shehry 2008). According to 

Sahraoui et al. (2006), Saudi Arabia has given inadequate appreciation and attention 

to the privacy and security issues which need to be developed.  

Privacy and security are not limited to ICT but rather to the work practices because it 

is not only a technical issue; government employees needed professional development 

in privacy and security matters to avoid breaching others’ privacy (Altameem 2007).  
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3.2.9 Organisational culture  

Culture in general refers to “patterns of human activity and the symbolic structures 

that give such activities significance and importance” (Al-Kinani & Al-Besher 2008, 

p. 154). However, in general, organisational culture can be explained as learning how 

an organisation works; it has a crucial influence on the directions for successful 

change within a given organisation (Altameem 2007). Applying eGovernment across 

different government organisations in Saudi Arabia is required to change the culture 

of these organisations and to unify it in order to facilitate the collaboration and 

coordination of eGovernment in the country (Al-Shehry 2008, Altameem 2007). 

Culture is a social aspect that affects IS/IT initiatives in terms of implementation and 

adoption worldwide, but particularly in Saudi Arabia where the tribal systems, values, 

and beliefs plays an important role within government organisations (Al-Shehry 

2008). Moreover, Al-Kinani and Al-Besher (2008) found that the success of ICT 

within organisations is influenced by aspects of culture such as how an employee’s 

culture impacts on his or her work. 

According to Al-Shehry (2008), some researchers believe that cultural issues such as 

organisational culture is one of the main challenges facing the implementation of 

eGovernment in developing countries. In Saudi Arabia, Al-Shehry (2008) found that 

cultural issues within organisations such as work habits, attitudes regarding the value 

of work time, and management styles could create obstacles for eGovernment 

implementation. According to Altameem (2007), the strategy of eGovernment should 

include plans for cultural change within organisations. This potential change to 

cultural aspects within organisations may reduce the resistance to the change to 

eGovernment (Al-Shehry 2008).  

3.2.10 Change management  

The change management concept is used when the organisation’s system or some of 

its parts need to be replaced or improved (Altameem 2007). Change management is 

considered an organisational aspect as it is concerned with issues relating to change in 

an organisation, such as the resistance to change and fear of change (Al-Shehry 2008). 

Change management is a critical factor in any eGovernment initiative (Altameem et 

al. 2006).  
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Al-Shehry (2008) described change management as the mechanisms that can be 

adopted by top authorities in government agencies in order to accept and adopt 

eGovernment by employees within government agencies. The researcher also 

indicated that there is a lack of skills related to change management within 

government agencies; this may be a factor affecting the implementation of 

eGovernment in Saudi Arabia. Therefore, the researcher emphasized the need for top 

level management and authorities in government organisations to support and 

collaborate with the Yesser eGovernment program to formulate plans and models that 

can help eliminate such issues that affect the implementation of eGovernment in 

Saudi Arabia. The issue of change management skills is important and needs to be 

addressed within the plans and strategies, as in most cases, the lack of these skills 

leads to failure in IS/IT projects (Al-Shehry 2008).  

Resistance to change within organisations with regard to eGovernment is one of the 

main issues that has been recognized as a fundamental block to change (Altameem 

2007). The support of top management and leadership are important components 

within eGovernment implementation as they can play great role in adopting and 

supporting the plans that would help with change management (Al-Shehry 2008; 

Al-Shehry et al. 2006; Altameem 2007).  

According Altameem (2007), if Saudi government agencies make eGovernment a top 

priority, they will face fewer difficulties and obstacles with implementing change 

management. 

3.3.11 Business process re-engineering  

The concept of eGovernment plays an important role in changing and reforming the 

internal work processes for government using ICT advantages to increase efficiency 

and the accuracy of sharing information between government agencies (Alghamdi et 

al. 2011). The adoption and utilization of new IS/IT technologies in workplaces are 

required to reform and redesign the work processes based on business process re-

engineering (BPR) in order to make the work flow easily and effectively between 

government departments and agencies (Alghamdi et al. 2011).  

Reforming business processes while implementing eGovernment is an important part 

of making the workflow suit the new mode of service and information delivery to 
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government-targeted users (citizens, governments, business, and employees) by 

exploiting the advancement of ICT (Altameem 2007). Re-engineering aspects have 

arisen due to the influence and impact of the new system on business processes 

(Al-Shehry 2008).  

Al-Shehry (2008) and Altameem (2007) indicate that there is a need to reform and 

re-engineer the work processes in government agencies in Saudi Arabia as it is a 

critical factor facing the implementation of eGovernment. According to Al-Shehry 

(2008), to be successful in eGovernment implementation in Saudi Arabia, a 

committee needs to be established in each government agency, supported by the top 

management and tasked with re-engineering business/work processes so they are 

more effective. Moreover, the researcher further suggested that such re-engineering of 

work process should be included in the strategic plans of any organisation.  

Conclusion 

This chapter reviewed the previous published literature to find out the factors that 

influence the implementation and development of eGovernment. This chapter was 

divided into two main sections: factors based on the findings of reviewed previous 

research in general for developing and developed countries, and factors based on the 

studies conducted on Saudi Arabia in relation to the implementation of eGovernment.  

After discussing the reviewed literature in this chapter, it can be concluded that there 

are lots of similarities in the findings between the factors found to have an influence 

on the implementation of eGovernment in general (for developed and developing 

countries) and the ones found in Saudi Arabia. However, there are other factors 

identified in the context of Saudi Arabia that are different from other contexts, such as 

managing the eGovernment program (Yesser) in terms of management and roles. 

Moreover, the impact of factors on each other is also different within the Saudi 

Arabian context. For example, the top management support factor was found to have 

more influence than most of the other factors. Understanding top management as it 

applies to the concept of eGovernment is important and required to ensure the 

progress of eGovernment projects and all their related issues.  

Generally speaking, factors like change management, organizational culture, and 

change resistance have a noticeable impact on the implementation of eGovernment in 
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Saudi Arabia more than other factors. The same factors have less impact in developed 

countries and some developing countries. Some previous research on the Saudi 

context asserts that issues related to the human element are much more complicated 

and complex to deal with and to change. It is suggested that to plans and strategies be 

put into place that aim to convince people to accept change and adopt the new trend of 

eGovernment in government organisations.  

One of the main factors that has been identified and stressed in previous research as 

influential on the implementation of eGovernment in Saudi Arabia is the lack of 

human resources and especially IT staff who can help and assist in the process of 

implementation and development whether in government organisations or in the 

Yesser eGovernment program. After discussing the reviewed literature in relation to 

eGovernment implementation in Saudi Arabia, it can be concluded that very few 

people are currently involved in the implementation of eGovernment.  

As mentioned in Chapter 1, Saudi Arabia’s original completion date for the Yesser 

eGovernment program was at the end of 2010. For this reason, most of the previous 

research was not looking for reasons for the delay in the implementation and 

development of eGovernment projects because the completion due date had not yet 

lapsed. The Yesser program has changed its vision for the next five-year plan (2011- 

2016) from developing and offering electronic services to one of support for 

infrastructure projects in government organisations. Yesser found that eGovernment 

projects and electronic services development cannot be completed without strong and 

appropriate ICT infrastructure in government organisations.  

It is clear, then, that very little research has considered the reasons for the delay of 

eGovernment implementation and its development in government organisations in 

Saudi Arabia (the aim of this research) and almost none which looks at the 

perceptions and experiences of those involved in its development and implementation. 

Moreover, most of the previous research anticipated the factors that might affect the 

implementation and adoption of eGovernment from different perspectives and all used 

different research approaches; none used grounded theory or its techniques, while it is 

employed in this research (Chapter 7). The next chapter is the research methodology 

chapter where the methodological stance that been adopted for this research is 

identified and discussed.  
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CHAPTER FOUR: RESEARCH METHODOLOGY 

Introduction 

As indicated in Chapter 1, the aim of this research is to explore the key factors that 

have influenced the progress of eGovernment in Saudi Arabia, focusing on the 

perceptions of those involved in its development. 

Since several scholars identified significant delays beyond the 2010 deadline, it was 

firstly necessary to verify and describe the extent and nature of this delay. This 

research task is outlined briefly in Section 4.8 and discussed fully in Chapter 6. 

Secondly, the specific circumstances surrounding eGovernment implementation in 

Saudi Arabia were investigated (Chapter 2) to ensure that the all relevant contextual 

factors were taken into account. This chapter focuses on the third research task: the 

rationale for carrying out qualitative research, using grounded theory techniques.  

The layout of this chapter is as follows. Qualitative and quantitative approaches are 

presented in Section 4.1 where the quantitative approach is discussed in sub-section 

4.1.1 and the qualitative approach is discussed in sub-section 4.1.2; the latter 

sub-section also provides information (in sub-section 4.1.2.1) about evaluating the 

qualitative approach and the selected evaluation method for this research. Research 

paradigms within qualitative research are presented in Section 4.2. Interpretivism as a 

chosen paradigm in this research is discussed in Section 4.3. Section 4.4 provides 

introductory information about grounded theory as a research methodology. Section 

4.5 presents grounded theory and Section 4.6 presents the approaches and uses of 

grounded theory within IS research. Discussion of data collection including the 

interview method and sampling is presented in Section 4.7.  

As mentioned in Chapter 1, the progress of eGovernment initiatives are investigated 

and compared with a similar country. Therefore, a brief outline of the website 

evaluation approach is provided in Section 4.8 and this is detailed fully in Chapter 6. 

Finally, Section 4.9 presents the ethical clearance for this research project.  
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4.1 Qualitative and Quantitative approaches  

The two main research approaches used in the social sciences are the quantitative and 

qualitative approaches. There is no doubt that both approaches complement each other 

as they enable social researchers to systematically collect and analyse empirical data 

and examine their patterns to understand and explain social outcomes (Creswell 2008; 

Neuman 2006). These two approaches are explained as follows. 

4.1.1 The quantitative approach  

Quantitative research can be defined as the “type of research in which the researcher 

decides what to study; asks specific, narrow questions; collects quantifiable data from 

participants; analyses these numbers using statistics; and conducts the inquiry in an 

unbiased, objective manner” (Creswell 2008, p. 46). The quantitative approach refers 

to the methodology that researchers employ to generate numerical data and analyse 

them quantitatively using quantitative methods such as questionnaires (Abugabah et 

al. 2009). Therefore, quantitative researchers seek to define the relationships between 

variables in the form of numbers. According to Neuman (2006), the quantitative 

approach is often concerned with data that contain numbers and relationships between 

variables to describe the phenomena. Therefore, it is a deductive process that 

encompasses the description of connections between variables that have been initially 

measured and analysed to explain the area of study (Kanaan 2009).  

Table6 4.1.1.1: Quantitative vs. Qualitative approaches 

 

Source: Neuman (2006, p. 13) 
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Moreover, there is a critical difference between the quantitative and qualitative 

approaches in terms of measurement; “quantitative researchers think about variables 

and convert them into specific actions during a planning stage that occurs before and 

separate from gathering or analysing data”, whereas “qualitative researchers measure 

during the data collection process” (Neuman 2006, p. 181). There are several research 

methods that can be used with the quantitative approach: questionnaire, survey, 

observation, and experiment. Table 4.1.1.1 above shows the main differences between 

the quantitative and qualitative approaches. Also, Table 4.1.1.2 below shows the 

characteristics for both approaches. 

Table7 4.1.1.2: Characteristics of Qualitative and Quantitative approaches  

 

Source: Kanaan (2009, p. 69) 

4.1.2 The qualitative approach  

According to Neuman (2006), the qualitative approach is often concerned with data 

that contain words rather than numbers to describe phenomena, which is one of the 

reasons this approach has been adopted for this research. Moreover, it is an inductive 

approach (rather than a deductive one) that depends on understanding and describing 

the perceptions of people in terms of how they make sense of their assumptions 

regarding aspects of their lives such as experiences and beliefs (Kanaan 2009). 

Researchers using a qualitative approach usually look at the creation of meaning or 

interpretations in specific settings because they look at phenomena from multiple 

points of view (Neuman 2006). This is because qualitative researchers recognize that 

qualitative data are highly meaningful, rather than imprecise or deficient (Neuman 

2006). Qualitative researchers give data meaning by translating them and making 

them understandable. They start by learning about the points of view of the people 
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being interviewed, and then find out how people see the world, as well as how they 

define an event or situation, or what it means for them. Another reason for adopting 

the qualitative approach in this research is because the phenomenon of eGovernment 

needs to be studied to find out the views of those involved in eGovernment 

implementation.  

Qualitative researchers employ ideas obtained from the people they study and use 

them in the research in order to examine them (instead of variables), and they, thus, 

adopt the inductive approach of grounded theory. Only a few researchers employ 

variables or attempt to quantify social life, or test hypotheses within a qualitative 

approach (Neuman 2006). In most cases, qualitative researchers are interested in 

details and conduct interviews in order to record what people ‘say’, which includes 

words, gestures, behaviour, and tone (Neuman 2006). Qualitative researchers use the 

interpretation to give the data meaning as the qualitative interpretation goes through 

three steps, which includes: learning about the meaning of the phenomena for the 

people being studied; discovering and reconstructing the first step as the researcher 

comes from outside and needs to discover what has happened; and assigning general 

theoretical significance if the researchers want to go further to generalize or link the 

second order interpretation to general theory (Neuman 2006). Therefore, the goal here 

is to develop an understanding of social life and discover how people construct 

meaning about their life.  

Qualitative researchers then undertake conceptualization by forming new concepts or 

refining concepts that are grounded in the data. Forming concepts is a part of data 

analysis that should start during the collection of the data. They analyse the data by 

organising it into groups and categories that represent similar meanings, themes, or 

concepts. Qualitative researchers develop new concepts and define the relationships 

among concepts; they also link concepts to each other in terms of sequences in order 

to form meaning and general understanding (Neuman 2006). One of the advantages of 

the qualitative approach is that it adopts an inductive approach as mentioned before 

that focuses extensively on specific situations and people, which entails dealing with 

words rather than numbers to achieve general understanding through linking concepts 

to concepts and meanings to meanings (Maxwell 2005). Such an approach within 

qualitative research helps to understand the meaning from participants, situations, 

events, actions, and experiences being studied. That is, qualitative researchers are able 
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to: understand the particular context; identify unanticipated phenomena and influences 

that lead to generating new theories; understand the process by which actions and 

events take place; and develop causal explanations (Maxwell 2005).  

Regarding the employment of the qualitative approach in the IS field, the qualitative 

approach has gained interest and acceptance by IS researchers and has been employed 

significantly in the IS discipline. (Abugabah et al. 2009; Al-Shehry 2008; Matavire & 

Brown 2008; Bryant 2002;). In the context of the IS field, qualitative research 

“attempts to understand the complexities of the unstructured nature of information 

systems implementations”; this lack of structure is primarily due to “the complex 

interactions between social and technological factors within business” (Von Hellens 

& Kerr 2006, p. 17). The eGovernment phenomenon is considered complex and, as 

such, requires further investigation (Al-Shehry 2008; Kanaan 2009).  

The qualitative approach was adopted in this research as qualitative research is 

normally rich in data that provides dense descriptions of the phenomena being 

studied, and the findings can be substantiated by participants’ own statements. 

Therefore, it was essential to get an in-depth understanding of the phenomena of study 

of eGovernment from the people who work in eGovernment in Saudi Arabia to clarify 

the reasons behind the delay of its implementation. It is useful to adopt a qualitative 

approach since it allows understanding the phenomena through the meaning that 

people assign to them (Al-Shehry 2008; Kanaan 2009). The concept of eGovernment 

and the reasons for the delay in its implementation is the focus of this research, and is 

considered a complex phenomenon that needed to be studied subjectively. According 

to Yin (1994), “qualitative research is the better choice when studying and analysing a 

complex phenomena” (as cited in Kanaan 2009, p. 68). This research seeks to answer 

a ‘what’ question, that is: ‘What are the reasons for the delay in eGovernment 

implementation in public sectors in Saudi Arabia?’) Accordingly, it is more 

appropriate to adopt a qualitative approach. As Creswell (1998) points out, 

“[Q]uestions beginning with a ‘how’ or a ‘what’ lend themselves to qualitative 

research” (as cited in Kanaan 2009). Furthermore, the nature of the research problem 

of eGovernment implementation and the reasons for the delay lends itself more to 

qualitative types of research rather than quantitative types as the research attempts to 

uncover the nature of participants’ experiences and activities with the phenomenon. 

According to Strauss and Corbin (1990, p. 19) “one of the reasons to do qualitative 
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research is the nature of the research problem as some areas of study naturally lend 

themselves more to qualitative types of research”. Qualitative methods can be used 

“to uncover and understand what lies behind any phenomenon about which little is yet 

known” and “qualitative methods can give the intricate details of phenomena that are 

difficult to convey with quantitative methods” (Strauss and Corbin 1990, p. 19).  

Moreover, adopting an inductive approach within a qualitative research is one of the 

best practices for understanding the phenomena and deriving acceptable meaning 

(Al-Shehry 2008). According to Maxwell (2005, p. 22), “the strength of qualitative 

research derives primarily from its inductive approach, its focus on specific situations 

or people, and its emphasis on words rather than numbers.” This is because it helps to 

understand the meaning and the particular context within which the participants are 

studied, to identify unanticipated phenomena and influences, and to generate new 

grounded theories about reality, understanding the process by which activities take 

place, and then developing causal explanations.  

This researcher reviewed the academic relevant literature in relation to eGovernment 

in Saudi Arabia for more than 15 researches and studies (as indicated in Section 

3.2.12) in order to find out research approaches and techniques that were suitable for 

use in the study environment to collect the data. It is apparent that adopting a 

qualitative approach within the interviews method is the appropriate methodology, 

especially in studies concerning government sectors (Al-Shehry 2008; Al-Shehry 

2006; Al-Sobhi et al. 2009; Solbi & Mayhew 2005). Employees in government 

sectors are usually reluctant to respond to questions by writing or answering questions 

in surveys, preferring informal conversation (Al-Shehry 2008). 

Finally, this research adopts grounded theory techniques with an interview method, 

which necessitated employment of the qualitative approach. As noted by Niekerk and 

Roode (2009, p. 142), “Grounded theory approach is perceived by some researchers to 

be a qualitative research approach.”  

4.1.2.1 The evaluation of qualitative research  

This section will focus on providing information related to the importance of 

evaluating the qualitative research and how it can be evaluated using a variety of 

evaluation criteria available in the literature. Particularly, the evaluation will cover 
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two essential approaches which have been employed in this research, including 

grounded theory and qualitative research within an interpretive paradigm.  

With the increasing adoption of the qualitative approach within social research, issues 

related to the evaluation of qualitative findings have been raised (Morse et al. 2002). 

The claim for evaluation criteria is essential because it can determine the good 

research. In general, within qualitative research evaluation two questions can be 

asked: 1. Is this an important area of study; and 2. Is the research design appropriate 

for answering the research question (Pickler 2007). Evaluating the research is mainly 

concerned with two main issues involving credibility and applicability, both of which 

can enhance the trustworthy of the research findings (Bashir et al. 2008; Pickler 2007; 

Whittemore et al. 2001). Credibility is concerned with the integrity of the methods 

used in the research/study which involved assessing the strategies for sampling, the 

method employed to generate data, and the data analysis processes (Pickler 2007). 

Applicability is concerned with the applicability of the phenomenon in the context of 

study as well as the existing knowledge in the same area through understanding the 

findings and related to the current knowledge in terms of comparing or contrasting 

(Pickler 2007).  

There are several strategies and approaches that have been developed by researchers 

in order to evaluate the findings of qualitative research. These include Byrne’s (2001) 

paper ‘Evaluating the finding of qualitative research’, Morse et al.’s (2002) paper 

‘Verification strategies for establishing reliability and validity in qualitative research’, 

and Guba and Lincoln’s (1989) book Fourth Generation Evaluation (where they 

indicated the criteria for trustworthiness of qualitative research). Fossey et al.’s (2002) 

paper ‘Understanding and evaluating qualitative research’ indicated the key issues to 

consider when evaluating the qualitative research, and Whittemore et al. (2001) 

presented the techniques for determining validity and criteria of validity in their paper 

entitled ‘Validity in qualitative research’. These are examples found in the literature.  

 

However, evaluating grounded theory research is different, according to the criteria of 

Strauss and Corbin’s (1990) approach. This research adopted the techniques of 

grounded theory derived from Strauss and Corbin’s approach to analyse the collected 

data and generate understanding and meaning about the area of study, rather than to 
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generate a theory. Corbin and Strauss (1990, p. 17) suggested seven criterions for 

evaluating grounded theory research which are summarized in Figure 4.1.2.1.1 below.  

 

 

Figure13 4.1.2.1.1: Criterions for evaluating grounded theory research, 

Source: Corbin and Strauss (1990, p. 17) 

Developing a grounded theory is only the first step; the second step is to put it in 

practice and the third step is to test the theory—only then can the true worth of the 

theory be shown (Parahoo 2009). However, this research employed some of the 

techniques and procedures of grounded theory (as mentioned previously) to analyse 

the data and generate an understanding or meaning for the phenomenon being studied, 

rather than generate a theory. Moreover, this research falls down under the qualitative 

research within an interpretive paradigm. Therefore, an evaluation of interpretive 

research needs to be conducted. One of the widely used evaluation methods in IS 

research is the seven principles for conducting and evaluating interpretive field studies 

by Klein and Myers. Klein and Myers (1999) discuss the need to evaluate the 

qualitative research and especially interpretive research in IS. They proposed a set of 

seven principles that can be employed in IS research within an interpretive paradigm 

that is hermeneutic in nature in order to evaluate it (Klein & Myers 1999). These 
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principles are illustrated in Table 4.1.2.1.1 below. The evaluation for this research is 

conducted and discussed in Chapter 10 (Section 10.4).  

Table8 4.1.2.1.1: Seven principles for evaluating interpretive field research 

 

Source: Klein and Myers (1999, p. 72) 

4.2 Research paradigms (Philosophy)  

A paradigm is a way of thinking or a set of shared assumptions about some activities 

in the world (Kanaan 2009). In the field of IS, there are three main paradigms for 

conducting empirical studies (Kanaan 2009), which are described below.  
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Table9 4.2.1: Characteristics of the research paradigms  

 

Source: Al-Shehry (2008, p. 81) 

The first paradigm for conducting empirical studies is the positivist school of thought, 

which is defined as the approach of the natural sciences (Neuman 2006, p. 80). In this 

sort of study, the researcher needs to “achieve objectivity and to discover realities that 

can be replicated by other researchers” (Myers 1997; Walsham 1995, as cited by 

Al-Shehry et al. 2008, p. 79). The assumption of positivist thought is that objective 

truth exists in the world, which can be discovered by using scientific methods that can 

measure the relationships between variables, whether independent or dependent. 

Researchers adopting this paradigm depend on five facts, which include the 

phenomena existing and all of its aspects being able to be uniquely described. 

Considering the precision and fixed meaning for the aspects of the phenomena, it is 

crucial to allow legitimate generalisation, which allows the truth to be obtained by 

adopting a deductive analysis approach through testing hypothesis. It is important to 

consider that the researcher and the participant are two different entities for the 

purpose of explaining the aspects of the phenomena; thus, a given inquiry should be 
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value free, which means the inquirer does not affect the inquiry (Lincoln & Guba 

1985).  

The second paradigm for conducting empirical studies is the interpretivist school of 

thought which is “one of the three major approaches to social research action, socially 

constructed meaning, and value relativism” (Neuman 2006, p. 87). It is a constructive 

approach for understanding reality and social phenomena that needs to be studied 

subjectively in order to get more detail that sometimes cannot be investigated 

objectively.  

Interpretivism seeks to understand the social world from the view of the individuals 

involved in the activities which are to be studied (Abugabah et al. 2009; Klein and 

Myers 1999; Travers 2001). Therefore, researchers adopting this paradigm are 

basically dependent on the individuals’ views and explanations of the phenomena 

under investigation to clearly understand the aspects of the phenomena through the 

people involved and to generate meaning applicable to them (Fossey et al. 2002; 

Klein and Myers 1999). With respect to IS research, interpretive research aims to 

“generate an understanding of the information system context, and the process 

whereby the information system influences, and is influenced by the context” (Kanaan 

2009, p. 62). The use of an interpretive paradigm has gained wide acceptance by IS 

research even in other disciplines; however, it is difficult to generalise the results 

obtained by this paradigm to a degree that can be generalised using a positivist 

paradigm due to the potential bias of the researcher (Orlikowski & Baroudi 1991). In 

contrast, adopting this type of paradigm would allow the research to produce meaning 

for the aspects surrounding the phenomena under study that cannot be produced using 

other types of paradigms.  

The third paradigm for conducting empirical studies is the critical school of thought 

which believes that social reality is historically constituted (Orlikowski & Baroudi 

1991). Researchers adopting this paradigm aim to change something related to their 

social life aspects and activities (Kanaan 2009). However, this act of change is 

directed by several factors include social, cultural, and even political factors. The 

critical school seems similar to the interpretivist school. However, the critical school 

goes further, and urges a change in the status quo; therefore, many critical researchers 

consider interpretivism  an inadequate paradigm (Kanaan 2009).  
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4.3 Interpretivism chosen as a research philosophy  

The interpretivist paradigm discussed in the previous section is the paradigm adopted 

in this research for several reasons, one of which is that the eGovernment concept in 

Saudi Arabia is considered to be a complex phenomenon under the influence of 

several concerns, such as organizational and cultural issues (Al-Shehry 2008; Kanaan 

2009). Moreover, the implementation process is a shared task between different 

sectors in the country, and these sectors have different aspects and views in adopting 

or not adopting such projects. Also, the extent of the perceived importance of 

eGovernment by government employees, managers and decision makers varies from 

one sector to another. eGovernment is an IS research and the implementation of 

eGovernment in Saudi Arabia is understood to gain the knowledge of reality only 

though the meaning and understanding of people involved in the implementation of 

eGovernment projects in Saudi Arabia (Klein & Myers 1999). Thus, the interpretivist 

approach is most appropriate for dealing with the many issues that may affect the 

phenomena of this research. At the same time, the research involves interviewing 

several IT experts and IT managers, including Yesser eGovernment officers who 

work together to complete eGovernment initiatives in Saudi Arabia. This makes the 

study difficult and complex, as the participants are managed by different people; 

therefore, the interpretivist approach is most useful here and, therefore, is adopted.  

According to Klein and Myers (1999, p. 69) stated that “IS research can be classified 

as interpretive if it is assumed that our knowledge of reality is gained only through 

social constructions such as language, consciousness, shared meanings documents, 

tools, and other artifacts” which is the trend and view of this research as mentioned 

above.  

Moreover, it is important to get an in-depth understanding of the phenomena of study 

from the people who work in eGovernment in Saudi Arabia to clarify the reasons for 

the delay in its implementation. Therefore, it is useful to adopt this paradigm because 

it allows understanding of the phenomena through the meaning that people assign to 

them (Bunniss & Kelly 2010; Kanaan 2009; Al-Shehry 2008). Adopting this 

paradigm helps in directing the focus on understanding through employing inductive 

approach which is associated in many times with interpretivist paradigm within a 

qualitative approach. The interpretive paradigm within qualitative research is widely 
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employed; this association has been promoted among numerous researchers (Klein & 

Myers 1999; Kanaan 2009).  

4.4 Grounded Theory as a research methodology  

In the field of IS, several models and theories have gained wide acceptance, such as 

the Theory of Reasoned Action (TRA), the Technology Acceptance Model (TAM), 

the Unified Theory of Acceptance and Use of Technology (UTAUT), the DeLone and 

Mclean IS success model, and the Diffusion of Innovation Theory (DOT). These 

theories and models have been widely adopted in IS research to investigate, explore, 

and measure the factors that influence the adoption and use of IS and IT. However, 

some researchers claimed that some research problems cannot be studied using the 

existing theories or models, especially those ones considered as new phenomena or 

any subject that has no substantial basis in the extant literature which must be 

qualitatively explored in order to generate and create new meaning to understand the 

phenomenon to be studied from the viewpoint of those involved in the situations, 

event and activities. This is the case in this study as there has been almost no research 

into the perceptions and experiences of the eGovernment developers. 

One of the most used qualitative methods in recent research is grounded theory and 

especially grounded theory techniques which help to generate meaning that explains 

the reality under investigation as will be elaborated in Sections 4.5 and 4.6 of this 

chapter. As indicated in Chapter 1, this research aims to find out the reasons for the 

delay in eGovernment implementation in Saudi Arabia; the people who have been 

assigned to develop and implement of eGovernment are the best source and most able 

to create meaning about the topic as they are at the core of what is going on regarding 

eGovernment delays. According to Creswell (2008, p. 432), grounded theory can be 

used when there is a need to create and generate an explanation and meaning for the 

phenomenon to be studied, and when the existing theories do not address the subject 

problem or people. Grounded theory and its systematic techniques and procedures 

help to provide a better explanation for the phenomenon to be studied as the theory is 

derived from the data collected.  

At this stage of writing the thesis and after reviewing the literature of eGovernment in 

Saudi Arabia, there is no appropriate and perfect theory or model that can be adopted 

in this research, one that can deeply explain the situation regarding the delay of 
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eGovernment implementation by government sectors. To be precise, there is no study 

conducted regarding the reasons for the delay in eGovernment implementation in 

Saudi Arabia as the deadline for the delivery of eServices via government sectors was 

at the end of 2010. Moreover, according to Creswell (2008, p. 66), “Grounded theory 

is a good design to use when a theory is not available to explain a process. The 

literature may have models available, but they were developed and tested on samples 

and populations other than those of interest to the qualitative researcher”. He also 

argued that these models and theories are available in the literature but may be 

incomplete or lack interesting and valuable variables that can be obtained and 

discovered from the participants being studied. From a practical perspective, the 

theory is needed to explain clearly the phenomenon to be studied from the points of 

view of participants involved in the same situation (Creswell 2008). Thus, developing 

an understanding by this researcher using grounded theory techniques will offer such 

a general meaning to explain the phenomenon being studied.  

The research problem of this research has no substantial basis in the extant literature 

and is considered a new phenomenon, especially in Saudi Arabia and other countries 

in the same region (Al-Adawi, Yousafzai & Pallister 2005; Al-Busaidy & 

Weerakkody 2008; Alfawaz, May & Mohanak 2008; Alharbi 2006; Al-Shehry 2008; 

Kanaan et al. 2009) as shown in the literature review in Chapter 3. Thus, grounded 

theory is the most applicable methodology to be used in this research as it can be used 

to build an understanding and meaning from the people involved in the 

implementation process that can explain the reasons causing the delay in 

eGovernment projects in Saudi Arabia. This matter is discussed further in this chapter 

in Section 4.6.4. 

From the discussion above it can be summarised that the use of grounded theory and 

its techniques as the appropriate analytical method helps to generate understandable 

meaning of the current situation of eGovernment implementation and helps make 

sense of the reasons for the delay of its initiatives in the Saudi Arabian public sector 

according to those involved. Adopting the techniques of grounded theory to focus on 

getting the complete meaning from the collected data is therefore the chosen 

approach, rather than using existing theories and models which might not assist the 

researcher in discovering a new phenomenon such as eGovernment in Saudi Arabia. 
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4.5 Grounded Theory  

Before defining grounded theory, it is important to have a firm understanding of the 

concept of theory. Neuman defined theory as “a system of interconnected ideas that 

condenses and organises knowledge about the social world. People are always 

creating new theories to talk about how the world works” (2006, p. 50).  

Grounded theory, according to Glaser (1967), as well as Strauss and Corbin (1990), 

can be defined as a qualitative approach that uses systematic procedures in data 

analysis to develop an inductive and substantive theory that explains the phenomenon 

to be studied from the data obtained (as the theory is grounded in the data). Grounded 

theory was discovered and developed by Barney Glaser and Anselm Strauss in the 

1960s for the purpose of conducting qualitative research on the care of dying patients 

for American health institutions (Creswell 2008; Kanaan 2009). Grounded theory 

enables researchers to “generate a broad theory that can explain their qualitative 

central phenomenon ‘grounded’ in the data” (Creswell 2008, p. 431-432). Therefore, 

the purpose of the method is to generate and discover a theory. In 1967, Glaser and 

Strauss published a book called The Discovery of Grounded Theory under a project 

granted by the Division of Nursing, Bureau of State Services-Community Health 

(Glaser and Strauss 1967). They adopted the same technique previously employed by 

Goffman’s theory of institutionalisation, in his 1961 book Asylums; however, the 

difference in Glaser and Strauss’s approach is the process and the way they develop 

the theory from the data systemically obtained from social research (Parahoo 2009). 

Grounded theory is defined as “the procedure of generating theory from the data 

systematically obtained and analysed from social research, and the emergent theory 

should not be forced to emerge” (Glaser & Strauss 1967, p. 1). Strauss and Corbin 

defined grounded theory in their 1990 book Basics of Qualitative Research as  

…[o]ne that is inductively derived from the study of the phenomenon it 

represents. That is, it is discovered developed, and provisionally verified 

through systematic data collection and analysis of data pertaining to that 

phenomenon. Therefore, data collection, analysis, and theory stand in 

reciprocal relationship with each other (Strauss & Corbin 1990, p. 23).  

It is a qualitative research method that follows systematic procedures that lead 

inductively to develop a theory that explains the phenomenon being studied. 

Therefore, the purpose of grounded theory is to generate a theory that is faithful to 
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everyone and illuminates the phenomenon under investigation (Strauss & Corbin 

1990, p. 24). Strauss and Corbin believe that a well-structured grounded theory is the 

one that meets the four criteria that can determine the applicability of the theory to the 

phenomenon to be studied: fit, understanding, generality, and control (Strauss and 

Corbin 1990).  

After developing grounded theory in 1967, Strauss and Corbin published Basics of 

Qualitative Research in 1990, where they describe their thoughts about grounded 

theory and its procedure, which differs from Glaser’s approach in several respects. 

Strauss was taking the techniques and procedures of grounded theory to a new level 

through the introduction of more perspective-driven form of grounded theory that 

predetermines categories through reviewing the literature and utilising self-experience 

(Creswell 2008). The main view argued by Glaser is that “Strauss used preconceived 

categories and frameworks that did not allow theory to emerge during the process of 

research” (Creswell 2008, p. 433). The approach developed by Strauss and Corbin 

complements the interests of researchers and has been embraced by many qualitative 

researches (Charmaz 2000, as cited in Creswell 2008). According to Charmaz (2006, 

p. 8), “despite Glaser’s numerous objections to Strauss and Corbin’s version of 

grounded theory, their book serves as a powerful statement of the method and has 

instructed graduate students throughout the world.”  

4.6 Approaches to grounded theory  

In grounded theory, there are two main designs available in the literature and used 

across different disciplines. First, there is the emerging design by Glaser and Strauss 

(1967) which stresses the importance of letting the theory emerge organically from 

the data rather than being forced (Glaser & Strauss 1967; Creswell 2008). When 

adopting the Glaser and Strauss approach, there are two essential stages of coding that 

researchers are required to go through: initial/ open coding and selective coding 

(Matavire & Brown 2008). The second grounded theory design is the systematic 

procedure, which is allied with Strauss and Corbin (1990) and seeks to systematically 

develop a theory that explains the phenomenon being researched, rather than 

emphasizing the comparative methods that distinguished the strategies of Glaser 

(Strauss & Corbin 1990; Creswell 2008). When adopting the Strauss and Corbin 

approach, there are three essential stages of coding that researchers should go through: 
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initial/open coding, axial/focus coding, and selective coding (Matavire & Brown 

2008).  

The systematic design for grounded theory only (without adopting either of the two 

main designs) is widely used in research and emphasises structured data analysis 

consisting of three or any of the essential steps or phases: open, axial, and selective 

coding (Creswell 2008; Dey 1999; Strauss & Corbin 1990). Grounded theory is a 

scientific method, and creativity is one of its features as it motivates the researcher to 

make meaning from the data systematically obtained from people or situations being 

researched (Strauss & Corbin 1990). The creativity here depends on the researcher’s 

ability to explain the relationships between the emergent categories and develop 

connections from meanings across phases of data analysis (Creswell 2008; Strauss & 

Corbin 1990). According to Strauss and Corbin (1990), if the procedures of grounded 

theory are carried out carefully, then the method meets the criteria for doing “good 

science”. However, Parahoo (2009) claimed that the fit and the applicability of 

grounded theory to the phenomenon being researched can only be determined 

accurately when applied in practice, regardless of systematic precision of data 

collection and analysis. Developing a grounded theory is only the first step; the 

second step is to put it in practice and the third step is to test the theory—only then 

can the true worth of the theory be shown (Parahoo 2009).  

4.6.1 The use of grounded theory in IS  

Regarding the use and employment of grounded theory in IS research, Grounded 

Theory has been widely accepted in IS research and is becoming increasingly 

common in IS (Furniss et al. 2011; Goede & de Villiers 2003; Matavire & Brown 

2008; Myers 1997; Niekerk & Roode 2009). According to Goede and de Villiers 

(2003), grounded theory is increasingly popular and is often employed as a research 

methodology in IS. Grounded theory as a qualitative method has been used more in 

recent IS research to generate and build new theories that can explain the reality of 

phenomena that comprise new areas of study requiring further investigation (Goede & 

de Villiers 2003; Matavire & Brown 2008). For instance, the eGovernment concept 

(the focus of this research) is one of these new areas of study that needs to be explored 

in depth (Al-Shehry et al. 2008; Kanaan 2009). Moreover, it is used within the 

qualitative research method (Nielsen 2002).  
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Employing and using grounded theory in IS research was researched by Rangarirai 

Matavire and Irwin Brown in 2008 to investigate the usage of the method among IS 

researchers, as well as to show the types of grounded theory that IS researchers have 

adopted and tended to follow from 1985 to 2007. The two researchers conducted a 

comprehensive review of IS research using grounded theory that was published in the 

commonly-ranked top 50 IS-centric journals, as shown in Table 4.6.1.1 below. They 

found four alternative grounded theory approaches, as discussed in the next Section 

4.6.2. These are the four approaches of grounded theory in IS, which are referred to 

as: Glaserian, which uses the traditional method of Glaser; the Straussian grounded 

theory approach; the use of grounded theory as part of mixed methodology; and the 

use of grounded theory techniques for data analysis, the latter of which is the method 

adopted in this research (Furniss et al. 2011; Matavire & Brown 2008).  

Table10 4.6.1.1: IS Journals with articles adopting grounded theory 

approaches from (1985-2007) 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Matavire & Brown (2008, p. 143) 
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4.6.2 The four approaches of grounded theory in IS 

Table11 4.6.2.1: Four grounded theory approaches used in IS research 

Approach Principles Coding 
A priori 

Theory 

Paradigm 

model 
Typical Refs 

Glaserian Required 
Open, 

Selective 
No 

Viewed as 

family of 

codes 

Glaser & 

Strauss 

(1967); 

Glaser (1992) 

Straussian 
Required (Glaser 

disputed adherence) 

Open, Axial, 

Selective 
No 

Greater 

emphasis 

Strauss & 

Corbin 

(1990, 1998) 

Analytical Not necessarily 
Any or all 

used 

Maybe 

used 

Sometimes 

used 
Variety 

Mixed Not necessarily 
Any or all 

used 

Maybe 

used 

Sometimes 

used 

Mingers 

(2001) 

Source: Matavire & Brown (2008, p. 142) 

As stated in previous section, Matavire & Brown (2008) found four approaches of 

grounded theory used in IS research through their intensive review of IS journals. 

There are two main approaches as presented in the table above and in the previous 

two sections, which are Glaserian and Straussian; the other two approaches are 

Analytical and Mixed which have been derived from the two first approaches.  

The Glaserian approach was defined earlier in the section on grounded theory and it 

aims to develop a theory from data previously collected, rather than to test a theory or 

hypothesis (Goede & de Villiers 2003). The emphasis here in the Glaserian approach 

is on the emergence of the theory from the data as the theory is grounded there and it 

needs to emerge without any force, which is the point of disagreement with Straussian 

approach (Dey 1999; Charmaz 2006; Goede & de Villiers 2003). Glaser criticised 

Strauss and Corbin’s approach (Straussian) as it is prevents the natural emergence of 

the theory from the data through having background knowledge about the research 
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area and it utilises experiences that can help to build the theory (Furniss et al. 2011; 

Goede & de Villiers 2003). This approach is required for several rounds of interviews 

and the analysis must goes through two essential stages of coding: first, open coding; 

and second, selective coding.  

The second approach is Strauss and Corbin’s (1990) or Straussian approach which 

was defined by them as “a qualitative research method that uses a systematic set of 

procedures to develop an inductively derived grounded theory about a phenomenon” 

(Strauss & Corbin 1990, p. 24). The purpose of grounded theory here is to build a 

theory that illuminates the area of study (Strauss & Corbin 1990). The Straussian 

approach is much less complex than Glaserian approach as it provides guidelines for 

techniques and procedures for new and inexperienced researchers to grounded theory 

on how to code the data and get the most out of it (Goede & de Villiers 2003). This 

approach is required for several rounds of interviews and the analysis must go through 

three essential stages of coding which are: first, open coding; second, axial coding; 

and third, selective coding.  

The third approach is Analytical which means it uses only the techniques and 

procedures of grounded theory to analyse the collected data and generate meaning for 

the area under study. The use of grounded theory techniques for coding can be 

employed in any or all of the three phases of coding and it does not require multiple 

rounds of interviews, nor is it required to abide by with any particular formulation of 

grounded theory (Matavire & Brown 2008; Furniss et al. 2011). Researchers using 

this approach usually come up with diagrams that explain the situations, events, 

people, and activities being researched by defining the relationships between 

categories and concepts that are formed by codes and then creating understandable 

meaning from this. This approach is the one used in this research and was adopted for 

several reasons as discussed in the justification of the approach in Section 4.6.4.  

The fourth approach as presented in the table above is the Mixed approach. This 

approach means using the grounded theory or its techniques in combination with 

another research method (Furniss et al. 2011; Matavire & Brown 2008).  

Matavire and Brown (2008) found that through their IS journal review, the increase in 

use of the four grounded theory approaches in IS research became obvious as the 
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number of IS researches which adopted the approaches gradually increased during the 

period from 1985 until 2007, as shown in Figure 4.6.2.1 below.  

 

Figure14 4.6.2.1: Grounded theory methodology articles per year, 

(Matavire & Brown 2008, p. 144) 

Matavire and Brown (2008) also noted that, interestingly, only 8% of the total number 

of IS researches examined had adopted the Glaserian approach (the lowest usage 

among approaches); they posited that this was due to the complexity of the approach 

and the limited guidelines offered for this particular approach, especially for 

researchers new to grounded theory. The next least popular approach is the mixed 

methods approach, which was used in 13% of the IS articles found in the selected IS 

journals. This was attributed to the sparseness of guidelines offered for following this 

approach, increasing the difficulty of its application (Matavire & Brown 2008). The 

third approach is the Straussian methodology, which was used in 17% of the total 

number of IS articles as the second most popular approach among IS researchers, and 

this was attributed to the usefulness of the guidelines and prescriptions provided by 

Strauss and Corbin (Matavire & Brown 2008). The fourth approach is the analysis 

technique of grounded theory without use of a particular methodological stance, 

which was the dominant approach employed in IS research. It is represented 62% of 

the total number of IS articles as shown in Figure 4.6.2.2 below. Matavire and Brown 

(2008, p. 143) posited that this “reflects the desire for flexibility when conducting IS 

research…. [I]t is also a reflection of the difficulty of following classical grounded 
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theory methodology in traditional research contexts.” Figure 4.6.2.2 below illustrates 

the employment of grounded theory approaches in IS articles.  

 

Figure15 4.6.2.2: Grounded theory approaches employed in IS, (Source: Matavire & 

Brown 2008, p. 144)  

According to Matavire and Brown (2008), the sharpest increase in employing 

grounded theory methodology in IS research took place between 2001 and 2007; there 

were 95 IS articles published in this period, 18 of which were published in 2007 

alone. The use the grounded theory approach in the period from 2001 to 2007 is 

broken down as follows: 67% of the total number of 95 IS articles used only grounded 

theory analysis techniques; 15% employed the Straussian grounded theory approach; 

13% used the grounded theory with mixed method approach; and, finally, only 5% of 

the total IS articles employed the Glaserian grounded theory approach. Obviously, it 

can be seen from the discussion above that using and employing the technique of 

grounded theory is the most popular approach among IS researchers.  

4.6.3 Grounded theory and research paradigms  

As mentioned in the previous Section 4.2, there are three main paradigms (positivist, 

interpretivist, and critical) which all used within grounded theory in IS research 

(Goede & de Villiers 2003). However, the two most employed paradigms in recent IS 
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research are positivist and interpretivist (Matavire & Brown 2008). Regarding 

research paradigms used with grounded theory approach employed in IS research, 

Matavire and Brown (2008) found that more researchers employed the techniques of 

grounded theory; 59% of them adopted grounded theory with an interpretive 

paradigm, while 41% adopted grounded theory with a positivist paradigm. For studies 

following the Glaserian approach of grounded theory, 30% adopted a positivist 

paradigm, while 70% adopted the interpretive paradigm. In studies using the mixed 

methods approach, 47% adopted a positivist paradigm, compared to 53% that adopted 

an interpretivist perspective. Finally, for studies following the Straussian grounded 

theory approach, only 19% adopted positivism compared to 81% that adopted 

interpretivism. This illustrates the strong stance of employing interpretivism and, in 

particular, interpretivism with grounded theory techniques approaches. Figure 4.6.3.1 

below shows the research paradigms used in grounded theory approaches.  

 

Figure16 4.6.3.1: Research paradigms used within grounded theory approaches, 

Source: Matavire & Brown (2008, p. 145) 

4.6.4 Justification of the chosen approach 

The aim of this research is to investigate the factors influencing the development of 

eGovernment and contributing to the delay of its initiatives. To achieve this aim, this 

researcher needs to obtain the differing views and perceptions of people who are 
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involved and engaged in the eGovernment implementation, including people from the 

Yesser eGovernment program as well as people from other government organisations 

who are responsible to complete eGovernment projects in their specific areas. This 

research employs a qualitative approach taking an interpretive stance as discussed 

earlier in this chapter, and uses grounded theory technique (Analytical) to analyse the 

data. This section provides the justification for this selection.  

As stated previously in this chapter, the research area has no substantial basis in the 

extant literature, especially in Saudi Arabia and other Gulf Countries in the same 

region. Grounded theory is the most applicable methodology to use in this research in 

order to generate meaning for the reasons causing the delay in eGovernment projects 

in Saudi Arabia. According to Creswell (2008), grounded theory can be used when 

there is a need to create and generate an explanation and meaning for the phenomenon 

to be studied, and when the existing theories do not address the subject problem or the 

people involved. As there is no appropriate and perfect theory or model that can be 

adopted in this research which can deeply explain the situation regarding the delay of 

eGovernment implementation by government sectors, a theory is needed to explain 

clearly the phenomenon to be studied from the points of view of participants who are 

engaged in the same situation (Creswell 2008). Therefore, this research adopted 

grounded theory as a qualitative method to generate an acceptable explanation about 

the area of study and then let the understanding emerge from the data collected and be 

illuminated via its systematic procedures.  

Grounded theory is an appropriate method for first-time qualitative researchers as it 

has step by step systematic procedures for data analysis. Creswell (2008, p. 432) 

believed that “having this procedure available may be helpful to students when they 

defend qualitative studies.” Moreover, according to Glaser and Strauss (1967, p. 6), 

“grounded theory will be more successful than theories logically deduced from a 

priori assumptions”. Therefore, instead of building the research on what has been 

found and predicted in prior research, it is better to adopt and bring an effective 

approach, such as grounded theory technique, that can explain the situation, events, 

and activities to be studied from the view of participants involved in the same regard 

using a systematic procedure.  
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This research will adopt the techniques of Strauss and Corbin’s approach as it allows 

the use of prior literature to shed some light on the research problem or the 

phenomenon to be studied and to get to know the situation and come up the research 

question, prior to conducting the interviews. Reviewing the literature and coming up 

with background information about the research problem, clarifying the gap, 

formulating the research question, and choosing the people to be interviewed are all 

required for any PhD candidate, especially in the first year of the candidature, to 

demonstrate one’s ability to do research and that the proposed research is solid and 

worthwhile. The Straussian approach and grounded theory technique approach meet 

such requirements as they allow the use of prior literature in this manner (Matavire & 

Brown 2008). Therefore, most PhD students adopt these two approaches more than 

others (Niekerk & Roode 2009). 

LaRossa (2005) emphasized that researchers using grounded theory should make time 

a consideration when conducting research (as cited in Kanaan 2009, p. 72). Most 

doctoral students are constrained to avoid applying grounded theory in their research 

for various reasons, which often includes the limited time, usually two to four years, 

allowed to complete the degree. Thus, since Glaserian or Straussian grounded theory 

typically need more time to allow for conducting multiple rounds of interviews with 

participants, it can difficult to manage the research in terms of time and the 

willingness and availability of participants. For example, this research was done in 

Australia as a PhD degree at Australian university, but the subject matter is 

eGovernment in Saudi Arabia, and the interviews were done in Saudi Arabia. 

Therefore, it is difficult as a full-time PhD student to travel between Australia and 

Saudi Arabia multiple times to collect data. Thus, the grounded theory technique was 

adopted. 

With the current debate in the literature among researchers in relation to what type of 

grounded theory new researchers and students should follow, Parahoo (2009, p. 5) 

advises that “students choose what they are comfortable with from the array of 

creative and imaginative versions.” In this research, the researcher chose to use the 

techniques of grounded theory in order to analyse the data and come up with meaning 

that can help to understand the situation regarding the delay of eGovernment 

implementation in government sectors.  
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4.6.5 The interpretivist approach to grounded theory  

As stated previously in this chapter (Section 4.2), interpretivism seeks to understand 

the social world from the viewpoint of the individuals who are engaged in the 

activities, event, situation, and people that are to be studied (Abugabah et al. 2009). 

This research aims to understand the situation regarding eGovernment implementation 

in the Saudi Arabian public sector to find out the reasons for the delays in 

eGovernment. To achieve this goal, the researcher interviewed the responsible 

stakeholders involved in eGovernment implementation; this will be discussed in a 

later section in this chapter.  

The interpretive paradigm has been extensively used with grounded theory research 

and even with the four approaches of grounded theory (Matavire & Brown 2008). As 

shown in Section 4.6.3, the extensive use of the interpretive paradigm with all 

approaches of grounded theory in IS research from 1985 to 2007 demonstrates the 

strong position of this paradigm to be used with grounded theory. Moreover, some 

researchers claim that there is an association with using grounded theory as a 

qualitative method and employing an interpretive paradigm because it allows an 

understanding of the phenomena through the meaning that people assign to them 

(Al-Shehry 2008; Bunniss & Kelly 2010; Kanaan 2009; Klein & Myers 1999). This 

research will also adopt the interpretive paradigm with the technique of grounded 

theory.  

4.7 Data collection  

In order to investigate the reasons causing the delay of eGovernment implementation 

in Saudi Arabia, the researcher aimed to collect enough rich data to explain clearly the 

situation of eGovernment in Saudi Arabia and help achieve the aim of this research as 

well as give the reader a clear picture of the area under study. The data collection 

method adopted in this research is used according to the grounded theory method. The 

method that can best serve the purpose here is the interview method as interviews are 

an important source for collecting information for qualitative research because it 

provides rich and valuable data by focusing on the subject to be studied (Al-Shehry 

2008; Kanaan 2009; King & Horrocks 2010; Neuman 2006). Using the qualitative 

interview method within a qualitative approach, especially the unstructured type to 
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obtain different perspectives from different people, assisted the researcher to gain rich 

data that can reflect acceptable meanings for the reality of the phenomena for the 

participants. Moreover, in this dissertation, data triangulation (the use of different data 

sources) was used (Yin 1994). Saudi government websites, such the Yesser Program 

websites, were accessed to obtain data about the program indicated in section (5.3).      

4.7.1 Interviews  

The interview is a short-term means of “secondary social interaction between two 

strangers with the explicit purpose of one person’s obtaining specific information 

from the other” (Neuman 2006, p. 305). Therefore, the interview is a kind of a 

conversation with a goal, where the researcher “asks a lot of questions and the 

interview subject—the respondent—answers” (Lune, Pumar & Koppel 2010, p. 240). 

Qualitative interviewing is a type of interview method that is often associated with 

qualitative research. It is not just a normal interview that that emphasizes interviewing 

skills, as it has generic characteristics, which include flexibility in the style of 

interview, focusing on people’s actual experiences more than general beliefs, and 

stressing the relationship between the interviewer and interviewee, all of which are 

considered as crucial to the method (King & Horrocks). The qualitative approach 

addresses many issues affecting the interview and the relation between the interviewer 

and interviewee, which includes the interview setting, recoding issues, building 

rapport, how (not) to ask questions, probing, starting and finishing interviews, and, 

finally, managing difficult interviews (King & Horrocks 2010). All of that should be 

clearly understood and known before the interviews are conducted by the researcher 

who intends to employ and use the qualitative interview as it plays an effective role in 

managing and controlling the interviews. Broadly speaking, there are two types of 

interview: the unstructured or open interview, which is an ordinary conversation, and 

the survey interview (known as the semi-structured interview) (Neuman 2006). The 

differences between those two types are summarized in Table 4.7.1.1 below.  
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Table12 4.7.1.1: Differences between an ordinary conversation and a 

structured survey interview 

 

Source: Neuman (2006, p. 305) 

The interview is the most commonly used method in qualitative research for gathering 

required data (King & Horrocks 2010). It is valuable method for collecting 

complicated and complex data, and the open interview would be best to use in this 

research, because it is a free discussion, which can enrich the data to be collected. 

Moreover, in this type of interview, “the researcher begins with a set of topics or 

issues that must be covered, but allows the interview subjects to lead the conversation 

in whatever direction makes the most sense to them” (Lune, Pumar & Koppel 2010, 

p. 241). Consequently, it is quite good to use. With regard to interview analysis, it can 

be done in two ways (or a combination thereof): either manually or using analysis 

software such as vivo Software (a qualitative tool). This sort of software is helpful 

sometimes in coding the interviews and is employed in a variety of researches and 

even in IS research; “it has been employed across [many] an IS study as a 

comprehensive tool in support of the overall research effort” (Bandara 2006). 

However, in this research the researcher has opted to analyse the interview data 

manually using the grounded theory which was collected via the unstructured method.  
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Figure17 4.7.1.1: Qualitative methods (Source: Lune, Pumar & Koppel 2010, p. 240) 

Using the qualitative interview method within a qualitative approach, especially the 

unstructured type to obtain different perspectives from different people, assisted the 

researcher in gaining rich data that can reflect acceptable meanings for the reality of 

the phenomena for the participants. This better enables the theory to be generalised 

and makes it more applicable to the context of study.  

4.7.2 Interview sampling  

In the qualitative research sample, the researcher needs to “find cases that will 

enhance what the researchers learn about the processes of social life in a specific 

context” (Neuman 2006, p. 219). Thus, the purpose of the sampling is to collect 

particular events, cases, and actions that can clarify situations and deepen 

understanding. According to Cutcliffe, “Grounded theory uses non-probability 

sampling” (2000, p. 1477). Moreover, he added that the number of participants or any 

other source of data has no limits set as the researcher continues conducting the 

interviews until there is nothing new that can be explored about the concepts being 

identified and analysed, known as the saturation phase (Cutcliffe 2000).  

Regarding the sampling used within qualitative research, there are seven types of 

sampling: haphazard, where the researcher tries to get any cases (which are 

interviewees) in any manner that is convenient; quota, where the researcher tries to 

get a predetermined number of cases in each of several predetermined categories 

using haphazard methods in order to reflect the diversity of the population; purposive, 

where the researcher tries to get all possible cases that fit particular criteria using 

various methods; snowball, where the researcher tries to get cases using referrals from 

one or a few cases and then referrals from those cases and so on; deviant, where the 

researcher tries to get cases that substantially differ from the dominant pattern; 

sequential, where the researcher tries to get cases until there is no additional 

information or new characteristics; and theoretical sampling, where the researcher 
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tries to get cases that will help reveal features that are theoretically important about a 

particular topic (Neuman 2006). The current research adopts purposive or purposeful 

sampling as it is considered the best for this research within a qualitative approach. 

According to Fossey et al. (2002, p. 726) said “qualitative sampling is described as 

purposive (or purposeful) when it aims to select appropriate information sources to 

explore meanings, and theoretical when its aim is the selection of people, situations or 

processes on theoretical grounds to explore emerging ideas and build theory as data 

analysis progresses.” Therefore, qualitative sampling is concerned with the 

identification of appropriate participants (those best suited to inform the study) and 

adequate sampling of information sources (Fossey et al. 2002). Different sampling 

strategies are used for gathering data in this research in order to enhance the 

appropriateness of sampling as well as adequacy of information collected (Fossey et 

al. 2002). One of these strategies is the purposive sampling strategy as mentioned 

before; the purpose behind the employment of this sampling type is to maximize 

representation of a range of perspectives on an issue and select the best representative 

sampling (Fossey et al. 2002). Another strategy is snowballing or chain sampling 

where each informant recommends appropriate people with direct knowledge relevant 

to the phenomenon being studied. This strategy is used when there is a difficulty in 

accessing people (Fossey et al. 2002). 

Sampling in grounded theory is called ‘theoretical’ by most researchers, rather than 

‘purposeful’; however, the two terms are interchangeable (Cutcliffe 2000). Using this 

sort of sampling helps the researcher to reach the key persons who are engaged in the 

implementation of eGovernment and represent the good data source that can explain 

the situation.  

4.8 Evaluation of Saudi government websites (online evaluation)  

One of the important issues that can determine the development of eGovernment in 

the country is the state of e-readiness (Al-Khalifa 2010). The presence and readiness 

of government websites play an important role in the development of eGovernment as 

they are the main portals for delivering electronic services to different beneficiaries. 

Therefore, the main government websites in Saudi Arabia are evaluated in order to 

rate the development and readiness of the websites to provide electronic services. The 

most recent website evaluation was conducted by Sahraoui et al. (2006) and no 
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current evaluation study was available in the literature at the time this writing; 

consequently, Saudi ministry websites need to be re-evaluated to note any differences 

in the four years (from 2006 to 2010) since Sahraoui et al.’s study. This evaluation 

will be primarily done by reviewing the relevant published literature and using the 

eGovernment stage model adopted by Abanumy (2003), Abanumy et al. (2003), and 

Sahraoui et al. (2006). 

The researcher browsed and visited the same Saudi ministry websites that Sahraoui et 

al. (2006) evaluated, as well as some additional websites. Moreover, the same 

government websites were also selected in the Bahrain context for evaluation by 

comparison. The researcher used a checklist (assessment elements) adopted by the 

same previous study by Sahraoui et al. (2006) to help determine the proper stage of 

each government website selected, illustrated in Figure 6.1.1 in Chapter 6. The 

evaluation is one of the main tasks in this research and it is discussed further in 

Chapter 6. 

4.9 Ethical clearance  

This research project ensures the following of the guidelines and ethics of research 

provided by The Office of Research at Griffith University. This research was granted 

an ethical clearance certificate (Number ENG/03/10/HREC) from The Office of 

Research at Griffith University to undertake the research project and is attached in 

Appendix C. 

Conclusion 

This chapter provides the research methodology stance to be used in this research. 

The qualitative approach with an interpretive paradigm is considered the best for this 

research in order to investigate the reasons for the delay in eGovernment 

implementation and development in the Saudi Arabian public sector.  

The qualitative approach was adopted in this research because it is normally rich in 

data and provides a dense description for the phenomena being studied, which can 

substantiate the finding by participants’ quotations. Moreover, this chapter discussed 

the adoption of interpretivism as the chosen paradigm within a qualitative approach 

for this research. Regarding evaluating the qualitative research, there are several 
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strategies and approaches that have been developed by scholars in order to evaluate 

the findings of qualitative research as well as the seven principles by Klein and Myers 

(1999) for conducting and evaluating IS research. IS interpretive research is the one 

adopted in this research and favoured by many researchers.  

Grounded theory techniques were adopted in this research in order to analyse the 

collected data through the interviews. The techniques were derived from the approach 

of Strauss and Corbin (1990). Grounded theory and its approaches and uses within IS 

research was discussed in detail to show the increased use of such methodology in the 

IS discipline. Moreover, the use and adoption of grounded theory and its techniques 

were justified. Finally, data collection and, especially, unstructured interviews and 

purposive as well as snowballing sampling types were presented and discussed as the 

ones adopted in this research. In addition, the methodology of online evaluation for 

Saudi electronic websites was also discussed. 

The next chapter is the conduct of study chapter where several issues regarding the 

conduction of this research are clarified.  
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CHAPTER FIVE: CONDUCT OF STUDY 

Introduction 

This chapter provides describes and clarifies the issues that arose during the conduct 

of interviews and coding its data. Such issues were involved with several research 

phases such as the data interview phase and the process of coding interview data. This 

chapter mainly focuses on the conduct of the interviews. 

This chapter is organised as follows. First, it presents issues related to the conduction 

of interviews. This section has sub-sections which discuss the selection of interview 

sampling, including the four groups of participants (5.1.1). Reaching participants was 

done though the employment of two main strategies for sampling, purposive and 

snowballing, as discussed in Section 5.1.2. During the interviews several issues were 

raised in relation to the behaviour and are discussed in Section 5.1.3. Section 5.2 

explores issues related to coding the interviews. Lastly, Section 5.3 discusses 

documentation and the type of documents used to obtain background information 

regarding eGovernment in Saudi Arabia as presented in Chapters 1 and 2, as well as 

Chapter 6 which offers brief details about website access in Chapter 6.  

5.1 Conducting the interviews  

5.1.1 Selection of the interview sample 

The researcher has identified four main groups where developers, decision-makers, 

planners, designers, and implementers of eGovernment services can be included in 

target samples as discussed in the methodology chapter. These broad groups are: 

Yesser Program team members; managers in government organisations; IT experts; 

and academics in the IT field. The main purpose of this selection is to seek the 

opinions and views of experienced and knowledgeable people who contribute to 

eGovernment implementation in Saudi Arabia in its all dimensions, which include 

planning, designing, programming, providing, and launching eGovernment services. 

Such processes may enhance the research data through reaching the right people who 

can have their own say about the eGovernment concept, speaking from their own 
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experiences. Moreover, the specified groups represent those people who plan, design, 

offer, implement, and manage eGovernment services to targeted users, whether 

citizens, residents and business, or even employees. Thus, they can relate their 

experiences with eGovernment and then offer their own explanations for the current 

delay in eGovernment initiatives in Saudi Arabia.  

Yesser Program team members were selected for interviews because they are the 

responsible team for enabling and controlling eGovernment implementation 

nationwide, as they have the authority to reach all government organisations to ensure 

the minimum necessary level of coordination between government organisations 

(Yesser Program 2011). In addition, they measure the e-readiness of government 

organisation every year and, currently, every six months to ensure that these 

government organisations will be ready to participate in the implementation of 

eGovernment. Therefore, people who work in the Yesser Program are an important 

source for this research as they have direct experience (and authority) in the specific 

eGovernment programs addressed in this research.  

IT managers in government organisations were selected for interviews because they 

are the executors, controllers, and supervisors of eGovernment projects in their 

organisations; in effect, they are the backbone for these organisations regarding the 

implementation of any IT project. IT managers in government organisations also play 

a critical role in the progress of eGovernment initiatives in their organisations and 

help to maintain integration with other government agencies.  

IT experts (mainly from Al-Elm Company, a government-owned company 

responsible for developing eServices for government organisations) involved in the 

projects of eGovernment were also selected for interviews as they have valuable 

experience in working in eGovernment projects with government organisations. They 

have experienced some difficulties and obstacles that impede the process of 

eGovernment implementation in Saudi Arabia, which can be explained and described 

clearly by them. Therefore, getting a close look at the problem by talking to the 

people who work in such projects offers a valuable contribution.  

Finally, academics in the IT field were also chosen for interviews because they have 

made an effective contribution in the eGovernment implementation process through 

preparing the plans, studying cases, and evaluating the experiences of other countries 
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with eGovernment initiatives. In addition, some academics became involved in 

various eGovernment projects as consultants, while others work in eGovernment 

projects currently. Thus, getting their opinions regarding the delay of eGovernment 

implementation was highly desirable.  

5.1.2 Reaching the participants and setting up the interviews 

Twenty-one in-depth interviews were conducted with three IT experts, four Yesser 

Program members, twelve IT managers in government sectors or government offices, 

and two academics as shown in the table of research participants in Appendix D. The 

researcher has attempted many times to reach participants for this research by sending 

participation emails and officially contacting their departments and organizations 

looking for volunteers; unfortunately, only two participants replied and accepted to be 

involved in the research (as purposive sampling as discussed in Section 4.7.2). Other 

participants were reached by the first two participants (snowball sampling as 

discussed in Section 4.7.2) as the researcher asked them if they could kindly nominate 

people who are knowledgeable and experienced in the same regard and would be 

happy to participate. Thus, the researcher kept using this approach in each interview 

to reach targeted participants who could contribute to the purpose of this research. 

Government officials in Saudi Arabia and in some other Arab countries are usually 

wary of involvement in an academic study as they might think that what they say 

could be used against them. According to Al-Shehry (2006, p. 9), “Arabic societies, in 

general, and public sector employees, in particular, are reluctant to participate in any 

academic survey, fearing that what they convey could be misinterpreted or distorted 

and used against their individual interest” (cited in Taih 2001 and Al-Sailm 2004).  

All participants were politely asked to suggest a convenient place and time for them to 

conduct the interview. It was expected that each interview should take 30 minutes 

(and no longer than 60 minutes) to complete. Indeed, the time required for the 

majority of interviews were in this range.  

All interviews were digitally recorded (except two where participants did not consent 

to be recorded) which allows the researcher to rely less extensively on taking notes. 

The researcher used a technology called a smart pen (an electronic pen) by Livescribe 

to record the interview and write notes at the same time in a special notebook that can 

electronically read notes. This technology helps to reach interesting parts of the 
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interview easily by allowing the researcher to start listening to a specific part with no 

need to start over from the beginning. Such technology was helpful as it saved both 

time and effort.  

5.1.3 Issues noticed during interviews  

There were some notable behaviours and practices by some of the participants during 

the interviews (all of the noticed behaviour and issues are included in the list of 

participants attached in Appendix D at the end of this research), which included using 

mobiles phones and interrupting the session multiple times by receiving other people 

while conducting the interview; others were preoccupied with printing and emailing 

during the interview, and some forgot the interview appointment time and had to be 

reminded to suggest another more suitable time. In contrast, however, some 

participants were helpful in terms of preparing themselves and their places for the 

interview, and paid full attention throughout the interview. In general, such practices 

by participants were anticipated beforehand by the researcher, who was prepared to 

deal with these anomalies because the researcher is from the same culture and is 

familiar with and accepting of such practices. Thus, these noticed practices generally 

have been taken into account. 

5.2 Coding the interviews  

As all interviews were conducted in the Arabic language, the researcher first 

transcribed and labelled them in the Arabic language and then translated them into 

English. Careful consideration was taken to ensure the accuracy of the transcriptions 

and translations of the data. Moreover, the researcher carefully read the transcript of 

each interview a minimum of three times to confirm its accuracy and to ensure that all 

the meanings and nuances of the original text were conveyed in the translation. 

Furthermore, one independent English- and Arabic-speaking academic professional 

was asked to review the transcripts in order to increase the validity and reliability of 

the translation. 

Such a process of creating the codes and assigning them to sections of the data 

enables the researcher to deeply understanding the content of the interviews as they 

were in Arabic, which is the native language of the researcher. Therefore, having a 

good understanding of the interview’s substance normally enables the researcher to 
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make the most of all opportunities to create meaning from that raw data. Moreover, it 

helps to maintain accuracy in creating codes and concepts for the data being analysed. 

Grounded theory techniques (open/axial/selective coding) was used in this research to 

analyse interview data as will be discussed in the data analysis chapter (Chapter 7). 

Coding and labelling each interview took between 7 and 20 hours depending on the 

interview length and the process was repeated to ensure that all important and 

interesting issues and points mentioned in the interview were captured and coded. 

Open coding was done for the first time using the technique of coding paragraph by 

paragraph and extracting the possible codes from each one. However, after discussion 

with the supervisory panel, this researcher was advised to do the coding again line by 

line and phrase by phrase in order to ensure that all ideas, issues, and points of interest 

are accurately captured. This resulted in the identification of more issues and the 

creation of codes for those issues. Moreover, the second round for open coding in 

coding the interviews resulted in focusing deeply on specific issues associated with 

common codes mentioned in most interviews, such as cooperation/collaboration 

between government organisations, as discussed later in the data analysis chapter 

(Chapter 7). This process also gives the researcher confidence about the codes that 

have been identified in the first round of coding in open coding phase. Lastly, all 

examples that attached with codes (during open coding) were provided with aliases 

instead of using the real names of participants, in order to protect the participants’ 

anonymity. Every participant in this research was given a false name to easily identify 

the person who says the example attached to the code. Appendix D has a list of all 

participants (with their aliases) and some of their details.  

5.3 Documentation and website access  

Documentation is used in this research as a supplementary instrument to provide 

background information about eGovernment in general and, specifically, in Saudi 

Arabia as the native country for this research. These documents were helpful in the 

presentation of Chapters 1 and 2. Documents in this research involved a variety of 

information sources include government reports about eGovernment, government 

websites, newspapers articles, presentations, workshops, and conferences. The 

researcher has noted that there is a lack of reports produced by the Yesser program 

that documents the gradual progress of eGovernment implementation. These 



Chapter 5: Conduct of Study  

 Osama Alfarraj     Page 110 

documents are presented in Table 5.3.1 below. It is important to note that these 

documents are used as a complementary source of information and were not used to 

produce any preconceived notions about the results, as that would go against the 

employment of grounded theory in this research as indicated by Strauss and Corbin 

(1990). This is discussed in further detail in Chapter 7 (Section 7.2).  

Table135.3.1: Types of documents 

Type of document Examples 

Reports  

 Reports about eGovernment plans in Saudi 

Arabia by Yesser program; 

 Reports on eGovernment readiness by UN. 

Officials government 

websites  

 Official website for Yesser eGovernment 

program; 

 Official website portal for Saudi Arabia 

(Saudi.gov); 

 Government organisations websites 

Officials government 

presentation  

 The role of Yesser and responsibilities; 

 eGovernment Yesser program. 

Newspapers articles 
 Riyadh newspaper; 

 Okaz newspapers;  

Workshops and 

conferences 
 First conference for Yesser in 2010. 

 

Regarding website access for government organisations, most of the vital government 

websites were visited and evaluated (Chapter 6). The purpose for conducting the 

evaluation was to rate the government websites according to the eGovernment stage 

model. The criteria used to evaluate government websites was borrowed from a 

previous study by Sahraoui et al. (2006). This criteria is presented in the next chapter 

in Section 6.3.1. Moreover, the Bahrain context is compared with the Saudi context in 
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terms of website readiness and development. Bahrain was used as a country of 

comparison for several reasons (discussed in Section 6.3.2), including its close 

proximity to Saudi Arabia in the same region and, therefore, similar characteristics in 

terms of culture and life style. Bahrain also attained excellent results in terms of 

eGovernment readiness according to the UN reports for 2008 and 2010 respectively.  

Conclusion  

This chapter presented issues related to the conduction of the interviews, including the 

selection of the interview sample, reaching the participants and setting up the 

interviews, and notable issues that arose during the interviews. The selection for 

sampling included IT managers in government organisations, Yesser eGovernment 

team members, IT experts working at Al-Elm Company, and IT academics in the field 

of eGovernment, all of whom had experience in projects related to eGovernment. The 

described method used to reach participants was based on two main strategies, 

purposive and snowballing (also discussed in Section 4.7.2). The noticed behaviour 

and issues during the conduction of the interviews were identified in this chapter and 

included in the list of participants in Appendix D). Moreover, issues related to coding 

the interviews were briefly explained, such as the time required to code an interview.  

This chapter focused on the conduct of interviews; however, it presents the use of 

documentation to provide background information for Chapters 1 and 2. For example, 

UN reports for eGovernment readiness were used to identify the stance of the Saudi 

eGovernment program and their 2010 completion goal for the Yesser program as 

compared to a similar context such as Bahrain.  

The next chapter presents the conduction of the online survey to evaluate relevant 

government websites, which helps to verify and describe the extent and nature of the 

delay beyond the 2010 deadline as mentioned in Chapters 1 and 2.  
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CHAPTER SIX: SAUDI GOVERNMENT WEBSITES 

(EVALUATION & COMPARISON) 

Introduction  

As indicated in the introduction chapter, this research aims to identify the factors 

influencing the development of eGovernment in Saudi Arabia and contributing to the 

delay of its initiatives.  

Since several scholars identified significant delays beyond the 2010 deadline, it was 

firstly necessary to verify and describe the extent and nature of this delay. This 

research task is outlined briefly in Section 4.8 and will be discussed in this chapter. 

This chapter focuses on one of the key tasks of this research: the evaluation of 

government websites in Saudi Arabia (online survey), using the government stage 

model. This online survey (as described by Sahraoui et al.’s 2006 study on which this 

evaluation is based) will help to verify and describe the delay in offering and 

delivering electronic services by government organisations through an evaluation of 

the rate of development of their websites (which shows the delay in offering 

electronic services). Moreover, the same or comparable government websites in the 

country of Bahrain will be evaluated using the same criteria. This will help to 

compare Saudi Arabia and Bahrain in terms of government websites development. 

Bahrain was selected as a country of comparison due to its geographical position as a 

neighbouring country to Saudi Arabia and because both of them are active members 

of the Gulf Cooperation Council (GCC). Furthermore, Bahrain has relatively similar 

characteristics to Saudi Arabia in terms of culture and social environment as discussed 

previously in Section 6.3.2. Moreover, Bahrain ranked first among the other Gulf 

countries regarding its eGovernment readiness for 2010 (UN eGovernment Survey 

2010).  

As no study has been found to evaluate the current development of eGovernment 

websites in Saudi Arabia, this investigation was needed to establish the extent and 

significance of the delay in Yesser’s performance for developing the government 

websites. The government website evaluation will be done based on the same criteria 
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employed by Sahraoui et al. (2006), illustrated in Figure 6.1.1, and discussed further 

in Section 6.2. 

This chapter consists of four parts. The first part (Section 6.1) discusses the need to 

re-evaluate Saudi government websites in order to show the level of their 

development and stages according to the eGovernment stage model. The second part 

(Section 6.2) presents the eGovernment stage model and defines its stages. The third 

part (Section 6.3) is comprised of two sub-sections: the first of these (6.3.1) presents 

the evaluation of Saudi eGovernment websites according to the eGovernment stage 

model, while the second (6.3.2) presents the evaluation made for Bahraini government 

websites using the same model. Bahraini eGovernment and especially the online 

development index are discussed in the international context in sub-section 6.3.2.1. 

The fourth and last part (Section 6.4) presents the comparison made between three 

government websites in Saudi Arabia and the same websites in Bahrain.  

6.1 Re-evaluation of government websites (online survey)  

In applying the concept of eGovernment in Saudi Arabia, supreme Royal Decree 

number 7/B/33181, dated 7 September 2003, was established to usher Saudi society 

into the information age by initiating and supporting new strategies and efforts to 

facilitate the electronic delivery of government services (Abu Mgayd 2004; Sahraoui 

et al. 2006). However, the action for this decree was not launched until 2005 

(Sahraoui et al. 2006). The vital initiatives for implementing eGovernment should be 

followed and given due attention in order to enhance the delivery and use of 

eGovernment services. One of these initiatives is the active launch of official 

government websites as the main portals for delivering online services to all of the 

different categories of eGovernment, including Government-to-Citizen (G2C), 

Government-to-Business (G2B), and Government-to-Government (G2G). However, 

some Saudi ministries do not seem to be paying adequate attention to this issue, as 

some of their websites are not well developed or do not yet exist, which absolutely 

impedes that particular ministry from appropriately delivering eServices. 

In the study, ‘E-Government in Saudi Arabia: Can it overcome its challenges?’ 

conducted by Sahraoui et al. (2006), indicated that only 13 out of 22 Saudi ministries 

(60%) had an online presence in 2006. Conducted in 2006, this study was based on a 

survey as well as online browsing; it accessed and evaluated over 25 government 
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websites based on the Web measure assessment model, the stages of eGovernment 

evaluation by UN as illustrated in Figure 6.1.1 (Sahraoui et al. 2006). Moreover, 

Sahraoui et al. (2006) indicated that the number of Saudi ministries with an online 

presence has remained the same since the previous study by Abanumy et al. in 2003, 

who also found that “only 13 ministries had online presence, while 8 did not” (as 

illustrated in Table 6.1.1 below), and that none of these websites were accessible to 

disabled people (Abanumy & Mayhew 2005; Abanumy et al. 2003). 

This research task is an extension of what has been discussed previously (in Section 

2.4.2) in relation to the eGovernment readiness in Saudi Arabia. As identified in 

Section 2.4.2, the eGovernment readiness index was examined by the UN to 

determine the eGovernment index score for the country based on four indices, of 

which the web measure index was one. However, the full discussion for examining 

this index was not adequately explained by the UN reports. Moreover, after reviewing 

the literature to find other studies conducted for the same purpose (evaluating 

eGovernment websites in Saudi Arabia), the only studies found that evaluated the 

Saudi portals for government organisations were the study by Sahraoui et al., 

conducted in 2006, and the earlier study by Abanumy et al. in 2003. Therefore, this 

online survey was conducted again in 2010 based on the same criteria of Sahraoui et 

al.’s study. This investigation was needed to establish the extent and significance of 

the delay in Yesser’s performance. 

Table146.1.1: The results of online survey for Saudi government websites 

conducted by Abanumy & Mayhew in 2003 

 

Source: Abanumy et al. (2003) 
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Figure18 6.1.1: Web measure assessment mode criteria. Source: Sahraoui et al. 2006 

6.2 eGovernment Stage model  

As shown in Figures 6.1.1 above and 6.2.1 below, the eGovernment stage model has 

five main stages:  emerging presence; enhanced presence; interactive presence; 

transactional presence; and a seamless or connected presence (Al-Khouri & Bal 2007; 

Sahraoui et al. 2006; UN eGovernment Readiness Survey 2008, p. 15). 

 

Figure19 6.2.1: Stages of the eGovernment model, Source: (Sahraoui 2005; Sahraoui 

al et. 2006). 
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The stages of eGovernment are further clarified below. 

Stage I is referred to as emerging. To fall into this stage of eGovernment online 

presence, there should be an official website for the country containing information 

about it and there must be links to the country’s ministries and departments, such as 

health, education, and so on (UN eGovernment Report in Saudi Arabia 2008, p. 13).  

Stage II is the enhanced stage wherein the government provides more information to 

citizens on public policy and the government, as well as other information, such as 

reports and regulations, all of which is easily and continuously accessible through the 

archives (UN eGovernment Survey 2008, p. 16).  

Stage III is the interactive stage. In this stage, the government provides downloadable 

forms for other services to enhance the ease and convenience of the service requester. 

Simple two-way communication with the ability to post comments online is also 

offered (UN Report in Saudi Arabia 2008, p. 15). 

Stage IV is the transactional stage, which is when the government has started to 

provide online services and allows citizens to access these services 24/7 in order to 

represent G2C interactions. Examples of these services are applications for ID cards 

and online license renewals, and the provision of payment options (UN eGovernment 

Survey 2008, p. 16). 

In Stage V, the connected stage, governments activate back offices; that is, they have 

transformed themselves into an online entity that meets their citizens’ needs and can 

respond to their citizens in easy and modern ways. Thus, it represents the most 

developed level of online government initiatives and has the following characteristics: 

 horizontal connections (among government agencies); 

 vertical connections (central and local government agencies); 

 infrastructure connections (interoperability issues);  

 connections between governments and citizens; 

 connections among stakeholders (government, private sector, academic 

institutions, NGOs and civil society) (UN eGovernment Survey 2008, p. 16). 
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6.3 Evaluation of Saudi and Bahraini Government Websites 

Using the eGovernment Stage Model 

6.3.1 Saudi status  

Only a few studies have been conducted to evaluate the rate of developmental 

progress of government websites in Saudi Arabia using the eGovernment stage model. 

The study done by Sahraoui et al. (2006) evaluated the Saudi ministries’ web portals 

in accordance with the eGovernment stage model. They browsed and visited some of 

the main Saudi government websites to determine the stage of readiness of these 

government websites. They found that, “they are mostly situated between stage II and 

III of the eGovernment stage model, hence not yet fully transactional” (Sahraoui et al. 

2006, p. 1). As only 13 out 22 Saudi ministries had an online presence, with the 

majority of these websites being placed between stages II and III, none were 

providing online services in 2006. Table 6.3.1.1 depicts the majority of Saudi 

government websites that were placed between stages II and III according to the 

online survey (evaluation) done by Sahraoui et al. (2006). These websites are 

considered to provide information, rather than services, with the exception of Saudi 

Telecom, a government organization which was placed at stage IV as a service 

provider. An interesting result was found by Sahraoui et al. (2006); they evaluated the 

Ministry of Hajj (Pilgrimage) website and found that the website is not an official 

website because it is not hosted as *.gov.sa, but rather as a normal *.com 

(www.hajinformation.com) although it does carry the Ministry of Hajj’s official logo. 

Despite this suspicious irregularity in its domain name, this website was evaluated and 

placed in stage III, making it only informative website, rather than an online service 

provider. As a result, Sahraoui et al. (2006) deemed this website as lacking in online 

presence. The Ministry of Hajj serves approximately 2 to 3 million people from all 

over the world who come to Saudi Arabia each year to perform Hajj in Makkah. Such 

an influx of visitors requires comprehensive information and services to facilitate their 

travel, such as applying for a Hajj Visa or other related services. The availability of a 

website that would provide online services and facilitate information sharing would 

benefit all Muslims worldwide, as well as the people of Saudi Arabia. 

The level and development of the Hajj ministry website remains in Stage III according 

to the online survey (evaluation) done by this researcher (in this dissertation as 

http://www.hajinformation.com/
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illustrated in Table 6.3.1.2) and the question of the non-government domain name 

remains. The results of the 2010 online survey completed for this dissertation and 

illustrated in Table 6.3.1.2 are included in Table 6.3.1, which compares the results 

with those of Sahraoui et al.’s website evaluation in 2006.   

As the study by Sahraoui et al. (shown in Table 6.3.1.1) was done in 2006 and no 

other current evaluation study was available in the literature at the time of writing, the 

evaluation of the Saudi ministries needs to be done again to note the differences over 

the four years from 2006 to 2010 and to show the current level of these web portals. 

Thus, the same elements of evaluation employed by Sahraoui and his colleagues in 

2006 were used in this study in order to be consistent with their study and find out the 

differences, if any, in the development of the government websites. This researcher 

browsed and visited the same Saudi ministry websites as well as some others which 

were randomly selected (see Table 6.3.1.2). The researcher decided to evaluate more 

government websites in order to increase the evaluation sample and assess a wider 

range of government websites and rate the development of their websites.  

These government websites were evaluated according to the eGovernment stage 

model offered by the UN (as used by Sahraoui et al. 2006 and discussed in Section 

6.2) to determine whether or not these official web portals have started delivering 

their eServices to citizens, residents, and businesses. This links with the previous 

discussion (Chapter 2) on whether the Saudi eGovernment has effectively 

implemented and delivered its eServices in the specified time set in 2005 by the 

Yesser program, which stated: “By the end of 2010, everyone in the Kingdom will be 

able to enjoy—from anywhere and at any time: world class government services 

offered in a seamless, user friendly and secure way by utilizing a variety of electronic 

means” (Alshehry 2008; Alshehry et al. 2006; Sahraoui et al. 2006; Yesser Program 

Team 2010). 
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Table156.3.1.1: Online survey of Saudi government websites conducted by 

Sahraoui et al. on 6 April 2006 

No
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q

u
iry

 

T
ran

sactio
n

al 

O
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lin
e 

E
n

g
lish

 

V
ersio

n
 

S
tag

e 

URL 

Alfarraj 

Study  

2011 

1 
eGovernment 

Program 
No Yes Yes No No II 

http://www.saudi

.gov.sa 
III 

2 

Communicati

on and 

Information 

Technology 

Commission 

Yes Yes Yes No No II 
http://www.citc.g

ov.sa  
III 

3 
Saudi 

Telecom 
Yes Yes Yes Yes Yes IV 

http://www.stc.c

om.sa 
IV 

4 
Ministry of 

Agriculture 
Yes No Yes No No III 

http://www.moa.

gov.sa 
III 

5 
Ministry of 

Civil Service 
Yes Yes Yes No No III 

http://www.mcs.

gov.sa 
IV 

6 

Ministry of 

Commerce 

and Industry 

Yes Yes Yes No No III 
http://www.mci.

gov.sa 
IV 

7 

Council of 

Saudi 

Chambers of 

Commerce 

and Industry 

Yes Yes Yes No Yes III 
http://www.saudi

chambers.org.sa 
IV 

8 

Ministry of 

Defence and 

Aviation 

Yes Yes No No Yes III 
ttp://www.gaca.g

ov.sa 
IV 

9 

Ministry of 

Water and 

Electricity 

Yes Yes No No No III 
http://www.mow

e.gov.sa 
IV 

10 
Saudi Ports 

Authority 
No No No No Yes III 

http://www.ports

.gov.sa 
III 

11 

Ministry of 

Interior 

Passport 

Authority 

Yes No Yes No No III 
http://www.gdp.

gov.sa 
III 

12 
Ministry of 

Health 
No No Yes No No III 

http://www.moh.

gov.sa 
IV 

13 
Ministry of 

Education 
No No No No Yes III 

http://www.moe.

gov.sa 
III 

14 

Ministry of 

Foreign 

affairs 

Yes Yes Yes No Yes III 
http://www.mofa

.gov.sa 
IV 

15 
Ministry of 

Hajj 
No No No No No III 

http://www.hajin

formation.com/ 
III 

http://www.hajinformation.com/
http://www.hajinformation.com/
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Source: Sahraoui et al. (2006)  

As seen in Table 6.3.1.2 below, 28 official Saudi government websites of various 

ministries were browsed and visited via the online survey. The online survey 

examined the following main criteria (as used in previous study presented in Table 

6.3.1.1), including whether the ministry offers: downloadable applications, online 

applications, transaction inquiries, and transactions online (services online). These 

main criteria can be determined using the UN web measure assessment mode (Figure 

6.1.1 and Section 6.2), and whether an English version is available for the same 

website. 

Table16 6.3.1.2: Online survey for Saudi government websites conducted by the 

researcher in September 2010 
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al. 2
0

0
6
 

URL 

1 
Saudi eGovernment 

national portal  
Yes Yes Yes No Yes III II 

http://www.saudi.gov.

sa 

2 

Communication and 

Information Technology 

Commission 

Yes Yes Yes No Yes III II http://www.citc.gov.sa  

3 Saudi Telecom Yes Yes Yes Yes Yes IV IV http://www.stc.com.sa 

4 Ministry of Agriculture Yes  No Yes No No III III 
http://www.moa.gov.s

a 

5 
Ministry of Civil 

Service 
Yes Yes Yes Yes No IV III 

http://www.mcs.gov.s

a 

6 
Ministry of Commerce 

and Industry 
Yes Yes Yes Yes Yes IV III http://www.mci.gov.sa 

7 

Council of Saudi 

Chambers of Commerce 

and Industry 

Yes Yes Yes Yes Yes IV III 
http://www.saudicham

bers.org.sa 

8 
Ministry of Defence and 

Aviation 
Yes Yes Yes Yes Yes IV III ttp://www.gaca.gov.sa 

9 
Ministry of Water and 

Electricity 
Yes Yes Yes Yes Yes IV III 

http://www.mowe.gov

.sa 

16 

Ministry of 

Higher 

Education 

Yes No Yes No No III 
www.mohe.gov.

sa 
V 

17 

Ministry of 

Communicati

on and 

Information 

Technology 

Yes No No No Yes III 
http://www.mcit.

gov.sa 
III 
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10 Saudi Ports Authority No No No No Yes III III 
http://www.ports.gov.s

a 

11 

Passport Authority 

which belongs to the 

Ministry of Interior 

Yes Yes Yes No No III III http://www.gdp.gov.sa 

12 Ministry of Health No Yes Yes No Yes IV III 
http://www.moh.gov.s

a 

13 Ministry of Education Yes Yes Yes No Yes III III 
http://www.moe.gov.s

a 

14 
Ministry of Foreign 

Affairs 
Yes Yes Yes Yes Yes IV III 

http://www.mofa.gov.

sa 

15 Ministry of Hajj No No No No Yes III III 
http://www.hajinforma

tion.com/ 

16 
Ministry of Higher 

Education 
Yes Yes Yes Yes Yes V III www.mohe.gov.sa 

17 

Ministry of 

Communications and 

Information Technology 

(IT) 

Yes Yes Yes No Yes III III 
http://www.mcit.gov.s

a 

18 Ministry of Finance Yes Yes Yes No Yes III 
 http://www.mof.gov.s

a 

19 Ministry of Justice Yes No No No No III  http://www.moj.gov.sa 

20 Ministry of Labour  Yes Yes Yes Yes Yes IV  http://www.mol.gov.sa 

21 

Ministry of 

Municipalities and 

Rural Affairs 

Yes Yes Yes Yes No IV 

 
http://www.momra.go

v.sa/ 

22 
Ministry of Petroleum 

and Mineral Resources 
Yes No No No Yes II 

 http://www.mopm.gov

.sa 

23 
Ministry of Economy 

and Planning 
Yes Yes No No Yes III 

 http://www.mep.gov.s

a 

24 

Ministry of Islamic 

Affairs, Endowments, 

Dawa and Guidance 

Yes Yes Yes Yes Yes IV 

 
http://www.moia.gov.s

a 

25 
Ministry of Social 

Affairs 
Yes Yes No No No III 

 
http://mosa.gov.sa 

26 Ministry of Transport Yes Yes Yes No Yes III  http://www.mot.gov.sa 

27 Ministry of Interior Yes Yes Yes Yes Yes IV  http://www.moi.gov.sa 

28 
General Presidency of 

Youth Welfare 

The website is hosted under the same 

website name but with no content 

available to be evaluated 

 
http://www.gpyw.gov.

sa 

Source: Done by the researcher (Alfarraj) 

Before discussing the results illustrated in Table 6.3.1.2 above, there are two 

ministries included in the table above that require further explanation. The first is the 

Ministry of Islamic Affairs, Endowments, Dawa and Guidance, which is related to 

matters of Islam, including mosques and Islamic centres as Saudi Arabia is ruled by 

Shariah which is Islamic law (Ministry of Islamic Affairs 2012). The second ministry 

http://www.hajinformation.com/
http://www.hajinformation.com/
http://www.mopm.gov.sa/
http://www.mopm.gov.sa/
http://www.saudinf.com/main/c6g.htm
http://www.saudinf.com/main/c6g.htm
http://www.saudinf.com/main/c6q.htm
http://www.saudinf.com/main/c6q.htm
http://www.saudinf.com/main/c6q.htm
http://www.saudinf.com/main/c6v.htm
http://www.saudinf.com/main/c6v.htm
http://www.saudinf.com/main/c6w.htm


Chapter 6: Saudi Government Websites 

 Osama Alfarraj     Page 122 

is the General Presidency of Youth Welfare, which is the organisation responsible for 

all issues related to youth services for both men and women including cultural and 

sports centres, and other issues.  

The online survey revealed that, in general, there is an improvement in the 

development of government websites from 2006 to 2010 as compared to the study of 

Sahraoui et al. (2006). Two government websites have improved, moving from Stage 

II to III from an enhanced presence to an interactive presence; both remain providers 

of information rather than services. Moreover, the results showed that nine 

government websites (compared to the study of Sahraoui et al. in 2006) have moved 

from Stage III, having an interactive presence, to Stage IV, providing services. These 

websites were placed in this stage because some have the option to fill out and submit 

forms online, while others provided a payment option using the SADAD system, 

which is a national payment system developed by the government to use bank 

channels such as Internet banking and ATMs to pay bills instead of paying online 

using credit cards. However, none of the nine government websites rated as Stage IV 

websites have an option to pay online using a credit card. Moreover, the results 

indicated that six government websites kept their Stage III status with no change 

(providing information only, not services).  

The results also confirmed the findings of Sahraoui et al. (2006) regarding the 

Ministry of Hajj website. The official website (which should be hosted as gov.sa) was 

not available at the time of evaluation in September 2010; that is, it does not have an 

online presence with this official extension. Therefore, it can be considered that no 

official website exists for this important ministry that is supposed to serve the many 

people who intend to perform Umrah or Hajj from inside and outside the country. 

Umrah and Hajj are Islamic religious practices where all Muslims go to visit the holy 

mosque in Makkah, Saudi Arabia at any time of the year for Umrah and at a specific 

time for Hajj. However, another website was evaluated (www.hajinformation.com) 

which is the same website that been evaluated by Sahraoui et al. in 2006. As the 

results in Table 6.3.1.2 show, the website remained in Stage III with no change from 

2006 to 2010. 

Moreover, the online survey revealed that only two government websites, namely, the 

Saudi Ports Authority and the Ministry of Petroleum and Mineral Resources, were 

http://www.mopm.gov.sa/
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categorised as Stage II (enhanced presence) of the eGovernment stage model, which 

means that they are only providing basic information that are not even available for 

download. Therefore, these two government websites are at a low level. Table 6.3.1.3 

below summarizes the results of the online survey according to the number of 

government organizations in each stage. 

Table176.3.1.3: The number of Saudi government websites in each stage, as 

surveyed in September 2010 

 

As seen in Table 6.3.1.3, there are two websites that do not have an online presence 

according to these assessment elements. One of these, the website for the Ministry of 

Hajj, was deemed unofficial as discussed previously in this section. The website of 

General Presidency of Youth Welfare is available but has no contents for evaluation 

(that is, no pages or links at all). The researcher visited the website several times on 

different days using different Internet browsers to ensure that the website is 

incomplete; therefore, it is considered not to have an online presence.  

In addition, the online survey (evaluation) indicated that 11 government ministry 

websites are currently at stage III (interactive presence), which means that these 

ministries do not yet provide online services. On the other hand, the online survey 

S
tag

e N
o

. 

Stage reached Assessment elements 

Number of 

Saudi 

government 

organizations 

No presence  No official websites available 2 

I 
Emerging 

presence 

e.g. agency name, agency phone number, 

address, operating hours, general 

information, frequently asked questions 

- 

II 
Enhanced 

presence 

e.g. organizational news, publication, online 

policy (security, privacy) 
2 

III 
Interactive 

presence 

e.g. officials’ e-mails, ability to post 

comments online, simple two-way 

communication, can download the 

organization’s forms, and other features 

11 

IV 
Transactional 

presence 

e.g. e-form, e-payment and some query 

services, staring to provide eServices, 

availability of two way communications  

12 

V Seamless full integration across the organization 1 
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found that 12 Saudi ministry websites are currently at Stage IV (transactional 

presence); these ministry websites are considered to be online services providers. The 

majority of these websites have basic online services such as online query services 

and e-forms. Additionally, the online survey found that only one ministry is currently 

(as of 2010) at Stage V (seamless), namely, the Ministry of Higher Education. 

Consequently, none of the government websites, except for the Ministry of Higher 

Education, achieved full integration or even a high performance at the level of 

transactional presence by the end of 2010 as recommended by the Yesser program.  

6.3.2 Bahraini status 

Bahrain is a neighbouring country to Saudi Arabia and was used in this dissertation as 

a country of comparison. As mentioned in the introduction to this chapter, Bahrain 

was selected as a country of comparison because of its close proximity as a 

neighbouring country to Saudi Arabia and because both countries are active members 

of the Gulf Cooperation Council (GCC). Bahrain has similar characteristics to Saudi 

Arabia in terms of culture and social environment, as will be shown in this section. 

Moreover, Bahrain has ranked first among the other Gulf countries regarding its 

eGovernment readiness for 2010 (United Nations eGovernment Survey 2010). Table 

6.3.2.1 indicates the similarities and differences between Saudi Arabia and Bahrain in 

relation to the stages of their government websites.  

Table186.3.2.1: The attributes of selecting Bahrain as a country of comparison 

Attribute  Saudi Arabia Bahrain 

Geographic 

Location  

 Middle East, bordering the 

Persian Gulf and the Red Sea 

 Middle East, Persian Gulf 

archipelago, east of Saudi 

Arabia 

Population   26.2 million as 2010 (UN) 
  807,000 as 2010  

 (UN) 

Land area    2,149,690 sq. km  760 sq. km 

Urbanization: 

measured based on 

the degree of 

urbanization of a 

population and the 

rate of urbanization 

change annually.   

 Urban population 82% of the 

total population as 2010. 

 Rate of urbanization 2.2% as 

2010. 

 Urban population 89% of the 

total population as 2010. 

 Rate of urbanization 1.8% as 

2010. 
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Attribute  Saudi Arabia Bahrain 

Culture 

 Islam is practised by the 

majority of people and it is 

part of many aspects of life 

 The family/tribal structure is 

one of the cultural aspects used 

to identify the social structure 

and individual identity  

 Conservative dress for both 

men and women is compulsory  

 Islam is practised by all people 

and it is part of many aspects 

of life 

 family/tribal structure is a 

cultural aspect used to identify 

the social structure and 

individual identity  

 Conservative dress for both 

men and women is not 

compulsory, but one’s dress 

must still be acceptable and 

not offend public decency 

Government 

and the country 

 Monarchy  

 Constitution governed in 

accordance with Islamic Law 

 Legal system based on Sharia 

law (Islamic law) 

 Unification of the Kingdom as 

a public holiday alongside 

with Eid ul-Fitr (festivity of 

conclusion of the fast) and Eid 

al-Adha (Festival of Sacrifice) 

 Monarchy 

 Legal system based on Islamic 

law and English common law 

 Public holidays, including 

New Year's Day, Mouloud 

(Birth of the Prophet),  

Eid al-Fitr (End of Ramadan), 

Eid al-Adha (Feast of the 

Sacrifice), 

National Day (two days), 

Labour day, Accession Day, 

Arafat Day, 

Al-Hijrah (Islamic New Year), 

Ashoura 

People  Arabs   Arabs 

Religion  Islam  Islam 

Language used 

 Arabic as the official language 

 English as a commercial 

language  

 Arabic as the official language 

 English as a commercial 

language 

Economy 

 Oil-based economy as a major 

economy 

 Main exports: oil, gas, cereals 

 well diversified and home to 

many multinational firms in 

the Gulf region  

 Planning depends heavily on 

oil 

 Main exports: petroleum and 

petroleum products, 

aluminium 

UN eGovernment 

readiness as 2010 

 Fourth ranking among the Gulf 

countries  

 First ranking among the Gulf 

countries  

Gulf Cooperation 

Council (GCC) 

 Saudi Arabia is a member of 

the Gulf Co-operation Council 

 Bahrain is a member of the 

Gulf Co-operation Council 

Sources: Ameinfo 2010; BBC 2010; CIA 2010; FCO 2010; MOFA 2010; 

United Nations 2010 

http://en.wikipedia.org/wiki/Accession_Day
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The same online evaluation survey that was used in the Saudi Arabian context was 

conducted in Bahrain to evaluate and show the rate of web development progress for 

Bahraini government websites compared to those evaluated in the Saudi Arabian 

context. This evaluation for Bahraini government websites shows the comparative 

differences in the development of government websites, as shown in Table 6.3.2.2 

below. 

Table196.3.2.2: Online survey for Bahraini government websites conducted by 

researcher in September 2010 

No. Authority 

A
p

p
li

ca
ti
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n

 

D
o

w
n

lo
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O
n

li
n

e 

E
n

g
li

sh
 

V
er

si
o

n
 

S
ta

g
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URL 

Alfarraj 

2010 

KSA 

results 

1 
Bahraini eGovernment 

national portal  
Yes Yes Yes Yes Yes V 

http://www.e.gov.b

h/pubportal 
III 

2 
Telecommunication 

regulatory authority 
Yes Yes Yes Yes Yes IV 

http://www.tra.org.

bh/ 
III 

3 Bahraini Telecom Yes Yes Yes Yes Yes IV 
http://www.batelco

.com/portal/ 
IV 

4 
Ministry of Municipalities 

and Agriculture Affairs 
Yes  Yes Yes Yes Yes IV 

http://websrv.muni

cipality.gov.bh/mu

n/index_en.jsp 

III 

5 Ministry of Civil Service Yes Yes Yes No No III 

http://www.csb.go

v.bh/csb/wcms/ar/h

ome/ 

IV 

6 
Ministry of Industry and 

Commerce  
Yes Yes Yes Yes Yes V 

http://www.moic.g

ov.bh/moic/en 
IV 

7 
Bahrain chamber of 

commerce and industry  
Yes Yes Yes No Yes III 

http://www.bahrain

chamber.org.bh 
IV 

8 Bahrain Defence force Yes Yes Yes No Yes III 
http://www.bdf.go

v.bh/ar/default.asp 
IV 

9 
Electricity and Water 

Authority  
Yes Yes Yes Yes Yes V 

http://www.mew.g

ov.bh 
IV 

10 
General organization of sea 

ports, Bahrain 
Yes Yes Yes Yes Yes IV 

http://www.gop.bh/

index.asp 
II 

11 

Passport Authority which 

belongs to the Ministry of 

Interior 

Yes Yes Yes Yes Yes IV 
http://www.gdnpr.

gov.bh 
III 

12 Ministry of Health Yes Yes Yes Yes Yes V 
http://www.moh.go

v.bh 
IV 
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No. Authority 
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n
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n
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sh
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S
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g
e 

URL 

Alfarraj 

2010 

KSA 

results 

13 Ministry of Education Yes Yes Yes Yes Yes V 
http://www.moe.go

v.bh 
III 

14 Ministry of Foreign Affairs Yes Yes Yes No Yes III 
http://www.mofa.g

ov.bh 
IV 

15 Ministry of Finance Yes Yes Yes Yes Yes V 
http://www.mof.go

v.bh 
III 

16 
Ministry of Justice & Islamic 

affairs  
Yes Yes Yes Yes Yes V 

http://www.moj.go

v.bh 
III 

17 Ministry of Labour  Yes Yes Yes Yes Yes IV 
http://eservices.mol

.gov.bh 
IV 

18 National oil & gas authority Yes Yes Yes Yes Yes IV 
http://www.noga.g

ov.bh 
II 

19 Ministry of Works Yes Yes Yes Yes Yes IV 
http://www.works.

gov.bh 
III 

20 
Ministry of Social 

development 
Yes Yes Yes Yes Yes V 

http://www.social.

gov.bh 
III 

21 Ministry of Transport Yes Yes Yes No Yes III 
http://www.transpo

rtation.gov.bh 
III 

22 Ministry of Interior Yes Yes Yes Yes Yes V 
http://www.interior

.gov.bh 
IV 

23 
General organization for 

youth and sports  
Yes Yes Yes No Yes III 

http://www.goys.g

ov.bh 
I 

Source: Done by the researcher 

This online evaluation survey revealed that all 23 evaluated Bahraini government 

websites have an online presence and that none of them are at Stage II (enhanced 

presence) as only information providers. Furthermore, the online evaluation found 

that only six government websites are considered to be at Stage III (interactive 

presence) of the eGovernment stage model, indicating that these six ministries have 

not yet provided online services. 

On the other hand, the online survey found that eight Bahraini government websites 

are currently at Stage IV (transactional presence), demonstrating that these ministry 

websites are considered to be online service providers with e-forms and payment 

http://www.mopm.gov.sa/
http://www.saudinf.com/main/c6v.htm
http://www.saudinf.com/main/c6v.htm
http://www.saudinf.com/main/c6w.htm
http://www.saudinf.com/main/c6y.htm
http://www.goys.gov.bh/
http://www.goys.gov.bh/
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options using credit cards online. This is different from Saudi Arabia where none of 

the evaluated websites have the availability of paying online using credit cards.  

Impressively, the online survey revealed that nine ministries are currently at Stage V 

(seamless). Consequently, the majority of the evaluated ministries for Bahrain (which 

are similar to those evaluated for Saudi Arabia) are currently placed in the highest 

stage of the eGovernment model and have indeed transformed themselves into an 

online entity that meets its citizens’ needs and responds to its citizens in easy and 

developed ways. Thus, this represents the most developed level of online government 

initiatives. Table 6.3.2.3 summarizes the results of the online evaluation survey 

according to the number of government organizations in each stage. 

Table206.3.2.3: The number of Bahraini government websites in each stage, as 

surveyed in September 2010 

 

The discussion above for the stages reached by Bahrain’s government websites as 

compared to the stages reached by Saudi government websites (as attached and 

included in Table 6.3.2.2) revealed the noticeable differences between Saudi Arabia 

and Bahrain in terms of the development of eGovernment websites for offering 

electronic services.  

Stage 

No. 

Stage reached Assessment elements 
The number of 

ministries 

No presence No official websites available 0 

I 
Emerging 

presence 

e.g. agency name, agency phone number, 

address, operating hours, general frequently 

asked questions. 

0 

II 
Enhanced 

presence 

e.g. organizational news, publication, online 

policy (security, privacy) 
0 

III 
Interactive 

presence 

e.g. officials’ e-mail, ability to post 

comments online, simple two-way 

communication, can download the 

organization’s forms, and other features 

6 

IV 
Transactional 

presence 

e.g. e-form, e-payment and some query 

services; starting to provide eServices and 

the availability of two way communications  

8 

V Seamless Full integration across the organization 9 
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6.3.2.1 Bahrain in the international context  

According to the UN eGovernment Readiness Survey in 2010, “[w]hat is noteworthy 

is that some developing countries have begun to catch up with higher-income 

countries despite these challenges. Bahrain (0.7363), for example, has made 

significant strides in the two years since the previous survey, moving up in the 

rankings to 13th place in 2010 from 42nd place in 2008” (p. 61). Therefore, Bahrain 

has already attained excellent results with respect to eGovernment readiness, having 

already ranked thirteenth worldwide (as illustrated in Table 6.3.2.1.1 below), first 

among the Gulf countries as well as the region, and third in Asia.  

Table216.3.2.1.1: Top 20 countries in eGovernment development 

 

Source: United Nations eGovernment Readiness Survey (2010, p. 60). 

In fact, Bahrain ranked as one of the top 20 countries and came in 8th place in online 

service development (online service index) in 2010 as shown in Table 6.3.2.1.2 

below. In the same context, Saudi Arabia ranked 75th (UN eGovernment Readiness 

Survey 2010, p. 77). 

 

 

 

 

 



Chapter 6: Saudi Government Websites 

 Osama Alfarraj     Page 130 

Table226.3.2.1.2: Top 20 countries in online service development 

 

Source: United Nations eGovernment Readiness Survey (2010, p. 77). 

According to the UN eGovernment Readiness Survey (2010, p.76), “a country’s 

strength in online service provision correlates positively with its use of new 

technology such as the emerging tools for social networking.” This reflects the growth 

and the high level of online services provided by countries adopting advanced Web 

2.0 tools such as online discussion forums, live chat and online polls on government 

portals and websites. Such facilities can assist in getting citizens involved in 

government decision making. To achieve an online presence, any government website 

must go through several stages to maintain the ability to provide a high level of 

services, as mentioned previously in the eGovernment stage model (Section 6.2).  

While attaining a transactional presence is a bit challenging, it is not impossible. 

However, “only a few countries are able to offer many transactional services online at 

this time” (UN eGovernment Readiness Survey 2010, p. 77). Bahrain is one country 

that has already reached this stage (as illustrated in Figure 6.3.2.1.1) and offers a wide 

range of integrated transactional e-services by having comprehensive back office 

integration systems and advanced networks. As these systems are extremely secure, 

they allow citizens to operate e-services with confidence (UN eGovernment Readiness 

Survey 2010, p. 80). This is missing in the Saudi context as the online services 

provided by government websites are poor and lack quality. 
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Figure206.3.2.1.1: Selected countries with high transactional presence scores (Source: 

United Nations eGovernment Readiness Survey 2010, p. 79) 

Moreover, Bahrain has achieved a high ranking with respect to the e-participation 

index, which is also a part of the eGovernment readiness index for the whole country. 

This involves: 1. the web measure index; 2. the telecommunication infrastructure 

index; 3. the human capital index; and 4. the e-participation index. The eGovernment 

readiness index can determine the level of eGovernment readiness for each country 

compared to other countries. As mentioned in Chapter 2 (Section 2.4.2), the goal of 

e-participation is to “improve the citizen’s access to information and public services; 

and participation in public decision-making” (UN Report for Saudi Arabia 2008, 

p. 21). Thus, it has three parts, which are e-information, e-consultation and e-decision 

making, which have to be examined to determine the level of e-participation. This 

index easily reflects the level of engagement on the part of citizens or residents and 

businesses in the decision making of a particular government. Bahrain stands out 

among the Gulf countries as it is ranked in 11th place (as shown in Table 6.3.2.1.3 

below) internationally and holds 4th place with respect to the quality of e-participation 

websites worldwide (see Table 6.3.2.1.4). Conversely, Saudi Arabia is ranked in 102nd 

place with an e-participation index score (0.1000) that is considered to be low (UN 

eGovernment Readiness Survey 2010). Furthermore, Saudi government websites 

reveal a lack of the deployment and utilization of new Web. 2.0 technologies, such as 
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forums and web-based collaborative technologies that can effectively connect the 

public with the government in easy and efficient ways as is being done in Bahrain (as 

will be shown in Section 6.4). 

Table236.3.2.1.3: Top 20 countries in the e-Participation Index for 2010  

 

Source: United Nations eGovernment Readiness Survey (2010, p. 85) 

Table246.3.2.1.4: Quality of e-participation websites of selected countries for 2010 

 

Source: the United Nations eGovernment Readiness Survey (2010, p. 87) 
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The brief discussion above reveals that the Bahrain government websites are highly 

ranked as e-service providers alongside the government websites of other advanced 

and developed countries, such as the United States and Canada. So far, Bahrain is the 

only country in the Gulf region that has managed to attain this result and it serves as a 

good example that can be followed by Saudi Arabia and other Gulf countries. 

Furthermore, the UN results showed a wide divergence between Bahrain and Saudi 

Arabia in terms of online service development, as Bahrain was ranked in 8th place 

worldwide compared to Saudi Arabia, which ranked 75th place as mentioned 

previously. 

It is clear from the discussion above that some Saudi ministries have made progress in 

developing their websites (moved from stage to another) to enhance the 

implementation of eGovernment development. However, these websites still need to 

provide more comprehensive online services that can adequately serve the residents 

and citizens. Providing eServices for car registration renewal via the traffic department 

website or registering people in continuing education programs through the education 

ministry website are examples of needed services. However, as the majority of Saudi 

ministry websites lack such services, this should reinforce the need for eGovernment in 

Saudi Arabia. 

6.4 A comparison of the official government websites of Saudi 

Arabia and Bahrain 

This section provides a comparison of three official government websites in the 

Kingdom of Saudi Arabia (KSA) and the Kingdom of Bahrain. Bahrain was selected 

regarding its context as a neighbouring country to the KSA and because both of them 

are active members of the Gulf Cooperation Council (GCC). Furthermore, Bahrain has 

relatively the same characteristics as KSA in terms of culture and social environment 

as discussed in previous Section 6.3.2. Moreover, Bahrain has been placed first in rank 

among the other Gulf countries regarding its eGovernment readiness for 2010 (UN 

eGovernment Survey 2010). The three official government websites randomly selected 

to be compared for both countries are: (1) the Ministry of Education; (2) the Ministry 

of Electricity and Water; and (3) the Ministry of Interior/Traffic Department and the 

points of comparison include: authority in terms of online services provided, electronic 

tools and other related things such e-forms and e-payment methods. 
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6.4.1 The Ministry of Education 

 

 

 

 

 

 

 

 

 

Figure216.4.1.1: The home page of the Education Ministry of Bahrain, viewed 14 

September 2010, <http://www.moe.gov.bh> 

The above figure depicts the home page of the Education Ministry in Bahrain which is 

placed in Stage V as discussed in Section 6.32. To make it obvious, two objectives 

have been circled in red: the eServices icon and the Chat Room tool. Clearly, the 

eServices icon is easily located and able to capture the attention of the targeted users. 

The icon link takes website visitors to all the online services provided by the Ministry. 

Actually, there are many eServices provided under this page, as illustrated in Figure 

6.4.1.2 below, and some of these eServices are combined with an ePayment system 

(see the heading circled in red) which allows the citizen or the applicant to proceed 

with online payment if required. 

 

 

Online instant tool for talking 

to officials  

eServices Icon (easy to reach) 

 

http://www.moe.gov.bh/
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Figure226.4.1.2: eServices page of the Education Ministry of Bahrain, viewed 15 

September 2010, <http://www.moe.gov.bh/en/eservices.aspx> 

Registration in continuous education programs has been selected here and highlighted 

with a red circle (as shown in Figure 6.4.1.2 above) as an example of an eService 

(rather than an inquiry service, which is more enhanced) that is provided by the 

Education Ministry of Bahrain. 

http://www.moe.gov.bh/en/eservices.aspx
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Figure236.4.1.3: Registration in continuous education programs, Education Ministry of 

Bahrain, viewed 15 September 2010, <http://moe.gov.bh/ces/ec_eng/> 

The above figure shows an example of an online service provided by the Education 

Ministry of Bahrain. This is an authentic online service combined with a payment 

method option to easily allow the targeted users to perform the whole transaction 

process online. According to Bahrain’s education website (2010), the number of hits 

(visitors) for this particular service reached 2333 as of 6 May 2010. 

One of the important and efficient tools now employed by eCommerce and 

eGovernment websites is the Web-based collaborative tools or the Web-based instant 

tools, which allow effective and instant communication to take place between officials 

and the website visitors who can inquire about anything related to the website and its 

services. According to Verton (2000), using such tools has been considered to be one 

of the successful factors of eGovernment implementation. For instance, in Figures 

6.4.1.1 and 6.4.1.2 on the right-hand side in the middle of the page the icon named 

‘Chat Room’ is a sort of Web-based instant tool. Finally, professional websites usually 

http://moe.gov.bh/ces/ec_eng/
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request visitors to complete a poll on recently added website features to discover 

whether they are acceptable and desired or not. As shown in Figure 6.4.1.2 at the 

bottom of the page on the right, the Education Ministry of Bahrain asks its targeted 

users for their opinions on their satisfaction regarding the eServices provided on the 

website to enhance and improve their eServices to reach a satisfactory level for users. 

This can be classified under the category of meeting the user’s expectation or the 

citizen’s engagement, which is one of the successful factors for eGovernment 

implementation (Altameem et al. 2006; Al-Khouri and Bal 2007; Shehry et al. 2006). 

Finally, a website like this should be classified between Stages IV and V according to 

the eGovernment stage model, which is 4 and ultimately 5 according to the UN, as it 

has eForms and ePayment options (UN eGovernment Readiness Survey 2008).  

 

 

Figure246.4.1.4: The home page of the Education Ministry of Saudi Arabia, viewed 15 

September 2010, <http://www.moe.gov.sa/openshare/englishcon/index.htm> 

With regard to Saudi Arabia, the situation is completely different regarding the 

education ministry website which was placed in Stage III in the evaluation made in 

Section 6.3.1. Figure 6.4.1.4 above shows the home page for the Ministry of 

Education, Saudi Arabia. In actual fact, there is no clearly targeted place for applicants 

to go to find eServices on the English version of the website; in contrast, eServices are 

http://www.moe.gov.sa/openshare/englishcon/index.htm


Chapter 6: Saudi Government Websites 

 Osama Alfarraj     Page 138 

available on the website of Bahrain’s Education Ministry, which may not be important 

here as the majority of users read the Arabic content as Arabic is the first spoken 

language in Saudi Arabia. In the Arabic version of the same Saudi website, another 

index of its content (the main table of contents) includes eServices; however, the 

eServices are limited to online queries rather than full services and there are fewer 

eServices than are provided on Bahrain’s Education Ministry website.  

 

Figure256.4.1.5: eServices of the Education Ministry, Saudi Arabia, viewed 15 

September 2010, <http://www.moe.gov.sa/openshare/moe/eServices-Page.aspx> 

Figure 6.4.1.5 above illustrates the Arabic version of the Saudi Education Ministry’s 

website, with the online services provided shown in the middle of the page. As 

previously mentioned, these eServices are provided in the Arabic version of the 

website and the majority of them are transaction inquiries and eForms rather than 

complete eServices which require active online services. However, no ePayment 

options are provided for any of these eServices in this section or anywhere on the 

whole website. 

http://www.moe.gov.sa/openshare/moe/eServices-Page.aspx
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Figure266.4.1.6: The activity of moving teachers, Saudi Education Ministry website, 

viewed 15 September 2010, <http://www2.moe.gov.sa/tag/movres/> 

Figure 6.4.1.6 above shows an example of eServices provided by the Saudi Education 

Ministry. It shows an inquiry about a request previously submitted on paper by a 

teacher to the Ministry and currently by a particular person in school who submits all 

requests of teachers of specific schools; therefore each school has a specific person 

who can do this, although the Ministry website is able to transfer data with limited 

permission to particular officers in the school. Thus, no permission has been given to 

teachers to submit their own requests to the Ministry website nor has this yet been 

launched, for no known reason. An official website such as this can be classified as 

being between Stage III (interactive) and IV (transactional), or, 3 and 4 according to 

the UN eGovernment stage model, due to the fact it has eForms (UN eGovernment 

Readiness Survey 2008). In addition, the website lacks other online active services and 

related tools that can assist website visitors to easily perform tasks or ask about 

transactions. It is obvious from the above that there is a huge difference between these 

official two websites; a strong foothold is required to improve the features of the Saudi 

Arabian website and enhance it with more effective eServices.  

http://www2.moe.gov.sa/tag/movres/
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On the other hand, the Ministry of Education in Bahrain is serving both general 

education and higher education, whereas Saudi Arabia has two separate ministries, one 

for each education area; the Ministry of Education is responsible for general education 

and the Ministry of Higher Education is responsible for higher education in Saudi 

Arabia. Despite this difference, the websites for the Ministries of Education in Saudi 

Arabia and Bahrain were compared as they both serve the same target audience. 

 

Figure276.4.1.7: The home page of Ministry for Higher Education in Saudi Arabia, 

viewed 15 September 2010, < http://www.mohe.gov.sa/en/default.aspx > 

The above figure shows the home page of the Saudi Arabian Ministry for Higher 

Education (placed in Stage V as shown in Table 6.3.1.2); the eServices provided by the 

ministry have been identified by the red square. In an attractive and effective way, the 

Ministry of Higher Education has classified the provided electronic services into 

different groups or categories according to the beneficiaries. These categories include 

http://www.mohe.gov.sa/en/default.aspx
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student services as shown in Figure 6.4.1.7 above, university services, culture mission 

services (for students requiring services from cultural mission offices located abroad, 

academic services, staff services, and general services. These services have been 

located at the top of the homepage to ensure easy access by beneficiaries. The 

Scholarship Students Portal (Safeer) is provided here as a good example among other 

services offered on the website.  

 

Figure286.4.1.8: Saudi student services login window through the scholarship student 

portal, Ministry of Higher Education, viewed 15 Sep 2010, <safeer.mohe.gov.sa> 

The figure above shows the login window for the student portal system called ‘Safeer’, 

meaning ‘ambassador’ in Arabic, indicating that each student studying abroad is as an 

ambassador Saudi Arabia where they are. This portal has a variety of real online 

services that conveniently serves the majority of students studying overseas; this 

researcher is one of those students who has used the system and utilised its benefits as 

a doctoral student studying overseas.  
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Figure296.4.1.9: eServices provided by the Ministry of Higher Education through the 

students’ portal, Ministry of Higher Education website, viewed 15 September 2010, 

<https://safeer.mohe.gov.sa/_layouts/StudentLogin/login.aspx> 

The above figure shows the main window for the Safeer students’ portal where many 

eServices are provided; altogether there are around 244 different services offered to 

meet the needs of overseas students. As illustrated in Figure 6.4.1.9, the academic 

services category has been taken as an example as it includes 18 services related to 

academic issues. The Ministry of Higher Education website has been evaluated 

according to the eGovernment stage model by the UN (as discussed earlier in this 

chapter) and the website was placed in Stage V which is the ultimate stage as the 

website achieved full integration and demonstrated a high performance at the level of 

transactional presence by the end of 2010. Moreover, this ministry website employed 

Web 2.0 tools to effectively engage the students and other targeted users into 

decision-making through utilisation of forums, social networks channels and chat 

rooms provided by the ministry. The Safeer students’ portal is one of several 
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electronic systems implemented by the Ministry of Higher Education across its 

departments and organisations and also in cooperation with other involved 

organisations even inside or outside the country. For example, this particular system 

serves overseas students around the world and is not limited to a specific country like 

previous systems. Thus, the system has been implemented across the cultural mission 

offices of Saudi Arabia all over the world as a fully integrated system. However, this 

system and other related systems for the Ministry of Higher Education do not offer 

any online payment options (whereas the Bahrain Ministry of Education website does 

offer online payment services); however, this is due to the fact that there is no need to 

provide such an option at the moment with the services currently provided. As 

mentioned above, the Ministry of Higher Education website is the only one among 

many government websites which have attained Stage V stage of the eGovernment 

stage model and so represents a good example here that can be replicated by other 

government organisations in future.  

6.4.2 The Ministry of Electricity and Water  

The second comparison is between the Ministry of Electricity and Water website in 

Saudi Arabia and Bahraini equivalent, called the Electricity and Water Authority.  

 

Figure306.4.2.1: The home page of the Electricity and Water Authority of Bahrain, 

viewed 16 September 2010, <http://www.mew.gov.bh/MainEnglish.asp> 

 

http://www.mew.gov.bh/MainEnglish.asp
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In Figure 6.4.2.1 the eServices icon or button is circled in red on the main home page 

of the Electricity and Water Authority of Bahrain, which can obviously and easily be 

reached by the targeted users. Figure 6.4.2.2 below shows the webpage for eServices 

on the Bahrain Electricity and Water website, which was placed in Stage V as is shown 

in Table 6.3.2.2.  

 

Figure316.4.2.2: eServices page, Bahrain Electricity and Water Authority website, 

viewed 16 September 2010, 

<http://www.mew.gov.bh/default.asp?action=category&id=16> 

Figure 6.4.2.2 shows the page of eServices which provides some online services to 

residents and citizens. One of these eServices, for example, is ‘Bills Payments’ which 

allows residents and citizens of Bahrain to pay their electricity and water bills directly 

to the Ministry through this website (as shown in Figure 6.4.2.3 below). This is another 

convenient channel, along with online banking, for paying the bills and getting 

receipts. 

The eService illustrated in Figure 6.4.2.3 is provided in both Arabic and English 

versions so as to deliver the eService to a greater portion of the population.  

 

http://www.mew.gov.bh/default.asp?action=category&id=16
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Figure326.4.2.3: ‘Bills Payments’ eService, Bahrain Electricity and Water Authority 

website, viewed 16 September 2010, <http://www.bahrain.bh/wps/portal> 

The second part of this comparison contains the home page of the Water and 

Electricity Ministry for Saudi Arabia (placed at Stage IV as shown in Table 6.3.1.2) as 

well as the eServices section as an example.  

 

Figure336.4.2.4: The home page of the Water and Electricity Ministry, Saudi Arabia, 

viewed 16 September 2010, <http://www.mowe.gov.sa/NewMowe/ENIndex.aspx> 

http://www.bahrain.bh/wps/portal
http://www.mowe.gov.sa/NewMowe/ENIndex.aspx
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Figure 6.4.2.4 shows the official website of the Water and Electricity Ministry of Saudi 

Arabia with several online services which have been circled in red in the middle of the 

page. However, none of these services are combined with ePayment options. 

Furthermore, bills, for example, can only be viewed and paid through bank channels 

(such as the ATM or branch payments) or at the distributed branches of the Ministry. 

Moreover, none of these services are a full online service; rather, they enable inquiries, 

eForms and others. A full online service can be described as an online transaction 

which contains the whole process of getting a service, including submitting the order, 

adding or attaching supporting documents, checking the progress of the transaction, 

paying the fee if required, and getting the receipts. Therefore, any online transaction 

process is performed electronically from the beginning to the end of the transaction 

without any need to be physically present at the place that provides the services.  

Figure 6.4.2.5 below shows an example of an eService where one can inquire about the 

water and electricity bill. Such a website would be placed between Stages III and IV, 

which is 3 and 4 out of 5 according to the eGovernment stage model; this is because it 

offers eForms and other related online services (UN eGovernment Survey 2008).  

 

 

Figure346.4.2.5: Query system for billing at the Saudi Water and Electricity Ministry 

website, viewed 16 September 2010, 

<http://app2.mowe.gov.sa/MOWEBILLNew/Default.aspx> 

http://app2.mowe.gov.sa/MOWEBILLNew/Default.aspx
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It is clear from the website by the Ministry of Water and Electricity that it is motivated 

to deliver its services online and to meet citizens’ expectations by offering a section 

called ‘Customers Voice’ which has been circled in red (Figure 6.4.2.6). This section 

can deliver customers’ views to a particular department within the Ministry, as shown 

in Figure 6.4.2.6. As previously mentioned, engaging the citizens in eGovernment 

projects is one of the successful factors for eGovernment implementation (Al-Khouri 

and Bal 2007; Altameem et al. 2006; Shehry et al. 2006).  

 

Figure356.4.2.6: ‘Customers Voice’ section within the Saudi Water and Electricity 

Ministry website, viewed 16 September 2010, 

<http://www.mowe.gov.sa/NewMowe/English/CitizinVoice.aspx> 

6.4.3 The Ministry of Interior: Traffic Department  

The third comparison is between the Ministry of Interior Traffic Department websites 

for both Saudi Arabia and Bahrain.  

Figure 6.4.3.1 shows the home page of the Ministry of Interior: Traffic Department 

website in Bahrain. At the bottom of this page, there is an icon of eServices for the 

traffic department which has been circled in red and enlarged in another window.  
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Figure366.4.3.1: The home page and eServices site of Ministry of Interior - Traffic 

Department of Bahrain, viewed 16 September 2010, 

<http://www.interior.gov.bh/eng/index.asp> 

One example of the provided services is the ‘Vehicle Registration Renewal’ web page 

which enables vehicle owners to renew and pay their car registration online or they 

may pay any outstanding traffic fines (as shown in Figure 6.4.3.2). Such services 

enhance the use of online services and bring benefits in terms of saving time and costs 

for both customers and the Ministry officials.  

 

http://www.interior.gov.bh/eng/index.asp
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Figure376.4.3.2: ‘Vehicle Registration Renewal’ eService, Ministry of Interior: Traffic 

Department website of Bahrain, viewed 16 September 2010, 

<http://www.e.gov.bh/wps/portal/> 

The second part of this comparison examines the home page of the Ministry of Interior 

website of Saudi Arabia.  

http://www.e.gov.bh/wps/portal/
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Figure386.4.3.3: The website homepage of the Ministry of Interior, Saudi Arabia, 

viewed 16 Sep 2010, <http://www.moi.gov.sa/wps/portal>. 

Figure 6.4.3.3 shows the homepage of the Ministry of Interior of Saudi Arabia; the 

eServices icon or tab has been circled and is the focus of the next figure.  

 

 

 

 

 

 

 

 

 

 

Figure396.4.3.4: ‘Public Query Vehicle Insurance Validity’ service, Traffic Department, 

Ministry of Interior website of Saudi Arabia, viewed 16 September 2010, 

<http://www.moi.gov.sa/wps/portal> 

http://www.moi.gov.sa/wps/portal
http://www.moi.gov.sa/wps/portal
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Figure 6.4.3.4 illustrates the limited eServices that are provided by the Ministry of 

Interior in Saudi Arabia in cooperation with other and related government agencies, 

including the Civil Affairs Ministry, Labour Ministry, Passport Department, Traffic 

Department and others. Public eServices are classified and listed appropriately under 

the related departments, located on the left side of the page in the list of contents. By 

clicking on the department name, an eServices list for this particular department is 

dropped down for the user to make a selection. In Figure 6.4.3.4, the General 

Department of Traffic was selected to demonstrate one example of eServices provided 

by this department. One such eService is ‘Public Query Vehicle Insurance Validity’ 

which enables citizens or residents to check the validity of their vehicle insurance. The 

majority of the provided eServices consist of queries, forms, and service requirements 

information, rather than more complicated eServices, such as completing online forms 

or paying relevant government fees. Such a website would be placed in Stage III, 

which is 3 out of 5 according to the eGovernment stage model, as it provides 

information rather than services (UN eGovernment Survey 2008).  

Conclusion 

This chapter presented one of the important tasks in this research. Conducting the 

online survey (evaluation) to evaluate Saudi Government websites was necessary in 

order to verify and describe the extent and nature of the delay in offering electronic 

services by government organizations. Since the study of Sahraoui et al. in 2006, no 

study has been found to evaluate the rate of development of Saudi government 

website. Therefore, this evaluation was conducted. This helps to show the 

development of government websites in regard to offer electronic services. The same 

task (evaluation) was made for Bahraini government websites for the purpose of 

showing the differences in items of websites development and offering electronic 

services. Bahrain was selected in this context as the country of comparison with Saudi 

Arabia and this was further discussed in Section 6.3.2. The evaluation of government 

websites for both countries was based on the eGovernment stage model by the UN 

which was discussed in Section 6.2.  

The results illustrated in Table 6.3.1.2 show the stages reached by government 

websites in Saudi Arabia for 2010. The evaluation results for Saudi Arabia (stages) 

were compared to the results (stages) of Sahraoui et al. in 2006 in order to easily 
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identify the differences. The results showed that there is a slight improvement for 

some government websites as they moved up from one stage to another; other 

websites remain the same with little or no change. However, this improvement was 

unsatisfactory as most of the online services available were inquiries and informative 

services. 

By comparison, the results illustrated in Table 6.3.2.2 show the stages reached by 

government websites in Bahrain for 2010. The evaluation results for Bahrain in 2010 

(stages) were compared to the results (stages) obtained for Saudi Arabia in order to 

easily identify the differences. The results showed that there is a noticeable difference 

between the two countries in terms of the development of the government websites as 

Bahrain is at a more advanced stage (level).  
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CHAPTER SEVEN: DATA ANALYSIS USING 

GROUNDED THEORY TECHNIQUES & PROCEDURES 

Introduction 

This chapter presents the use of grounded theory techniques (Open-Axial-Selective 

coding procedure) to analyse the data, as previously discussed in the methodology 

Chapter 4. As stated in Chapters 4 and 5, to clarify the reasons behind the delay of 

eGovernment initiatives implementation in government agencies in Saudi Arabia, 

which is the aim of the study, 21 interviews were conducted with four different groups 

as follows: Yesser Program team members; IT managers in government organisations; 

IT experts; and academics in the IT field. Data was analysed using grounded theory 

techniques which involves open, axial, and selective coding following the approach of 

Strauss and Corbin (1990) in order to develop an understanding about the current 

factors and issues that influence the proper development of online services in Saudi 

Arabia. 

Analysis of interview data was carried out through three phases of coding, including: 

1. open coding, which is the first step in coding procedure and continues, for the most 

part, throughout all the interviews; 2. axial coding, which is the second step of coding 

where concepts and categories are formed and relationships between them start to 

emerged; and 3. selective coding, which is the last step in coding procedure where the 

central phenomenon and core category is identified and explained in relation to other 

categories in order to develop a deep understanding.  

This chapter presents the procedure and process of grounded theory techniques in 

Section 7.1, open coding in Section 7.2, axial coding in Section 7.3, and selective 

coding in Section 7.4.  

Chapter 8 will discuss the results of the data analysis presented in this chapter.  

7.1 Procedure and process of grounded theory techniques  

In this research, the techniques of grounded theory based on the approach of Strauss 

and Corbin (1990) are adopted to analyse the interview data. The approach of Strauss 

and Corbin suggests techniques which include coding, using memos, drawing 
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diagrams, doing constant comparisons, and reviewing the previous literature. As 

stated and discussed in the methodology chapter (Chapter 4), using the techniques of 

grounded theory here is an analytical tool in the sense that only the techniques and 

procedures of grounded theory are used to analyse the collected data and generate 

meaning for the area being studied (Matavire & Brown 2008). The usage of grounded 

theory techniques for coding can be employed via any or all of the three phases of 

coding (open, axial, selective) and multiple rounds of interviews are not required. 

Moreover, the analyst is not required to stick with any particular formulation of 

grounded theory or principles; this is the choice of the researcher (Furniss et al. 2011; 

Matavire & Brown 2008).  

Coding is simply defined as a process of analysing data (Strauss & Corbin 1990). 

Coding is the main tool that helps researchers break down and reduce large amounts 

of raw data into acceptable and manageable piles (Neuman 2006). According to 

Charmaz (2006, p. 45) “coding means categorizing segments of data with a short 

name that simultaneously summarizes and accounts for each piece of data.” In this 

research, all phases of coding (open, axial, and selective) as well as the creation of 

categories and the clarification of their relationships were employed in order to 

develop a meaning that explains the reasons behind the delay in eGovernment 

initiatives in Saudi Arabia.  

Memo-writing technique  

Memo-writing is an important method in grounded theory because it keeps the 

researchers involved in the analysis through explaining and capturing their thoughts 

and ideas about codes, categories, and relationships (Charmaz 2006). Memos 

“represent the written forms of our abstract thinking about data” (Strauss & Corbin 

1990). Analysing the codes and writing freely what comes in mind about the codes, 

categories, and the relationships that emerge between categories helps to discover and 

explore ideas and then develop an understandable meaning (Charmaz 2006). 

According to Niekerk and Roode (2009, p. 101) memos in Strauss and Corbin’s 

approach “represent the recorded form of the abstract thought about the data and are 

written during all the phases of the research.” Success in writing memos leads the 

researcher to increase the level of abstraction about the ideas (Charmaz 2006). 

Writing memos about the research concepts and categories helps the researcher to 
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explain what the data is about by defining the concepts and relationships that create 

meaning. 

Using Diagrams 

Diagrams in grounded theory are defined by Strauss and Corbin (1990, p. 198) as 

“visual representations of relationships between concepts”. Diagrams in grounded 

theory are effective tools as they visually explain the relationships between concepts 

and categories and between the core category and other related categories in axial and 

selective coding phases. In this research, memo-writing and using diagrams as a 

visual representation were employed throughout the research analysis steps and 

phases. It is suggested by Strauss and Corbin and other grounded theorists to use 

visual diagrams that can show the core category as well as the integration between the 

core category and other related categories because visualising the results in a 

meaningful way can facilitate an understanding of the analysis results (Crabtree et al. 

2009; Creswell 2008; Creswell 2012; Strauss & Corbin 1990). 

Constant comparison  

Constant comparison is another important and effective method used in grounded 

theory as it aims “to make comparisons at each level of analytical work” (Charmaz 

2006, p. 54). The comparison can take place between: data with data, incident with 

incident, category with category, data with category, and category with concept 

(Charmaz 2006; Matavire & Brown 2008). This process of constant comparison helps 

to find similarities and differences among data in order to allocate and place the codes 

and data into the appropriate and correct patterns and categories to which they belong 

(Charmaz 2006). This strategy is useful as it assists in ensuring the accuracy of data as 

well as specifying a concept through the comparison of one incident/unit of data 

against another for the purpose of looking for similarities and differences that can be 

allocated in the same pattern or category that they represent (Matavire & Brown 

2008). Therefore, category naming is important and a common name that seems to 

most logically represent the data of that category should be used (Strauss and Corbin 

1990). In this research, the constant comparison method was employed for the same 

purpose mentioned above.  
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The employment of the literature review 

Employing the literature review in grounded theory plays an important role according 

to Strauss and Corbin’s approach (1990) for both technical and nontechnical 

literature. Technical literature refers to published research studies and theoretical or 

philosophical articles, whereas nontechnical literature refers to other information 

resources and materials such as reports, documents, newspapers, and other materials 

(Strauss & Corbin 1990). There are several uses for technical/nontechnical literature 

in grounded theory according to Strauss and Corbin’s (1990) approach and one of 

them is to use it as supplementary validation. A literature review can provide 

background material and references that give validation to the accuracy of the 

findings; however, not all things need to be validated as going back to the published 

literature to find references to support emerging concepts would impede the progress 

and stifle the creativity of grounded theory (Strauss & Corbin 1990). The purpose of 

using literature in grounded theory or grounded theory techniques is to provide a 

small amount of background information about the research area being studied and to 

show the gap rather than to suggest any hypotheses (Selvaraj & Fields 2009).  

In this research, the literature review provided in Chapter 3 presents the previous 

studies that discussed the factors and issues that affecting eGovernment 

implementation in Saudi Arabia from any aspect or dimension. This literature will be 

used against the results of this research in Chapter 9 (Section 9.2) in order to, first, 

point out the differences in terms of results of this research as compared to previous 

research and, second, to use it to enhance the accuracy of the results as mentioned in 

the discussion above according to the use of literature in Strauss and Corbin’s 

approach (1990). 

The application of the three coding procedures was employed as follows.  

7.2 Open coding  

The first step in the coding procedure is also called initial coding. It is defined by 

Strauss and Corbin (1990, p. 61) as “the process of breaking down, examining, 

comparing, conceptualizing, categorizing data.” Data in this phase of coding is broken 

down into small pieces in order to manage and conceptualize it by assigning a label to 

it that represent its meaning (Strauss & Corbin 1990). Therefore, “codes are tags or 
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labels for assigning units of meaning to the descriptive or inferential information 

compiled during a study. Codes usually are attached to ‘chunks’ of varying size 

words, phases, sentences, or whole paragraphs, connected and unconnected to a 

specific setting” (Miles & Huberman 1994, as cited in Neuman 2006, p. 460). It is 

basically the procedure of asking questions and examining, comparing and 

categorizing data (Järvinen 2004). 

Furthermore, it involves several ways to approach the process that includes reading 

small segments of participants’ interviews, or a sentence, or a short paragraph or even 

an entire document and labelling them in order to capture meanings that are similar to 

other responses under the same pattern which can represent the same meaning. 

Coding data is “the hard work of reducing large mountains of raw data into small 

manageable piles” (Neuman 2006, p. 460). Thus, it is an arduous job that requires 

looking deeply and slowly into the transcribed interviews for critical terms, central 

people, key events, or themes (Neuman 2006). Then, the researcher at this stage can 

start reading, labelling and comparing the selected segments which make meaning and 

can be turned into new concepts. This procedure of open coding is important as it 

helps to get closer to the data and start to create meaning from that data by 

conceptualizing it and placing it in the correct and appropriate categories that have the 

same patterns or concept. This phase of coding is basically summarised as 

‘categorizing the data’ (Dey 1999).  

The employment of open coding 

In this research, open coding is considered an initial step in the analysis process. A 

total of 320 codes emerged and were created based on 21 interviews. The list of codes 

that were created, labelled and explained by examples in the open coding phase is 

attached in Appendix A at the end of this research. All examples attached with codes 

were provided with no names in order to protect the participants’ anonymity. 

However, every participant in this research was given an alias to easy identify the 

person mentioned in the example. Appendix D is a list of participants along with their 

alias. 

In this stage of analysis, this researcher started by reading the interviews one by one. 

This initial procedure of analysis was started after finishing the first interview and 

during the conduction of the remaining interviews. This helps to find out what issues 
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participants have stressed in primary interviews about the delay of eGovernment 

implementation in their government agencies; awareness of these issues allows the 

researcher to query them in subsequent interviews with other participants.  

The researcher read the transcribed interviews line by line and phrase by phrase and 

sentence by sentence looking for interesting themes that could be turned into meaning 

through codes. These themes were attached with tags which are conceptual labels that 

represent what the researcher considers the data is about.  

Coding methods  

There are several methods of coding that can be used within a qualitative research and 

this research employed an elemental method with two types of coding, which are: 

first, NVivo coding; and, second, initial coding and grammatical methods with one 

type of coding which is simultaneous (Saldaña 2009).  

NVivo/initial coding 

According to Saldaña (2009, p. 66) “elemental coding methods are primary 

approaches to qualitative data analysis. They have basic but focused filters for 

reviewing the corpus and they build a foundation for future coding cycle.” NVivo 

coding “draws from the participant’s own language for codes” (Saldaña 2009, p. 66). 

NVivo coding is the use of codes and terms that participants assign to their ideas and 

concepts during the interviews in order to preserve participants’ meaning regarding 

their views (Charmaz 2006). Initial coding as discussed in this section is the first step 

of a grounded theory procedure approach to the data and this method of coding can 

employ NVivo coding (Saldaña 2009). NVivo and initial coding are both foundation 

methods for grounded theory and this is why they are used in this research (Saldaña 

2009). Through open/initial coding, one can begin to make sense of the data and is 

advised in this stage of analysis to stay open for all possible theoretical directions that 

can be indicated via reading that data as the aim of open coding (Charmaz 2006; 

Saldaña 2009).  

As the process of coding continued, the researcher became confident and 

well-focused. The created codes were refined for the second time as shown in 

Appendix A in order to ensure that they are understandable and that meaningful 

concepts are made which truly reflect the empirical data.  
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In this stage of analysis, some codes got the same or a similar name because they were 

indicated by participants using the same expression; this is in line with NVivo coding. 

For instance, the code ‘cooperation between government organisations’ which was 

created in this stage of analysis was indicated several times with similar or identical 

words that were assigned by participants. For example, Paul (ITM) stated that 

“cooperation between government sectors is a missing action which needs to be 

activated by the eGovernment team”; Peter (ITE) stated that “cooperation between 

government sectors to develop services is needed, because in most cases offering any 

service requires one to obtain and collect information from more than one 

government body”; Smith (ITM) stated that “one of the problems that we faced is the 

lack of cooperation from some government organizations”; finally, William (ITM) 

stated that “there is no cooperation between government sectors in general.”  

Simultaneous coding  

According to Saldaña (2009, p. 55) “grammatical coding methods refer not to the 

grammar of language but to the basic grammatical principles of a technique.” This 

method of coding contains three types of coding and simultaneous coding is one of 

them. Simultaneous coding is referring to “the application of two or more different 

codes to a single qualitative datum, or the overlapped occurrence of two or more 

codes applied to sequential units of qualitative data”.  

Another important note here is some examples in the data represent only one concept, 

while others represent more than one concept referring to simultaneous coding. The 

following example represents only one code which is clarity of regulation and 

procedures: Alex (ITE) mentioned that “there is an important issue that needs to be 

clearer which is the clarity of regulations and procedures.” The following example 

represents more than one code which are ‘electronic change’ and the ‘cooperation 

between government authorities’. Alex (ITE) stated: “[E]lectronic change in 

government sectors and the cooperation between authorities are the most important 

roles for electronic transformation.”  

Examples on using memo-writing  

Memo-writing technique was employed in the analysis phase as it helps to write and 

explain whatever comes into the mind of the researcher, even if it is written in simple 

language regarding that particular code or in relation to other codes (Strauss & Corbin 
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1990). For example, the code ‘desire for success in eGovernment implementation’ 

was based on the following sentence: “The success of the Yesser program is based on 

the will of other government sectors for the success of the work in the implementation 

of eGovernment.” This was the comment of an IT manager at the Ministry of Islamic 

Affairs, and, based on this, the researcher wrote a memo on this code as illustrated in 

Figure 7.2.1 below.  

 

Figure407.2.1: Example of memo-writing on the code ‘desire for success’ 

Another example for memo-writing here in this stage of analysis is for the following 

code ‘understanding the cooperation concept’ or ‘a collaborative work concept’ which 

is derived from the following example where the participant (Nathan, ITM) said that, 

“the cooperation of the Health Ministry will benefit other sectors and the cooperation 

of other sectors will benefit the Ministry of Health. This concept of cooperation has to 

be understood by all sectors because it is a collaborative work more than an 

individual work.” Figure 7.2.2 below illustrates the memos written on this code. 

Witting memos helps the researcher to show the connection between codes and their 

meanings based on what participants were attempting to explain in the data as shown 

in the Figure 7.2.2.  
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Figure417.2.2: Example of memo-writing on code ‘understanding the 

cooperation concept’ 

Creating categories  

The term ‘category’ is described by Strauss and Corbin (1990) as a unit of 

information that consists of instances, happenings, and events which can be turned 

into codes. After the initial codes are created, the researcher looks for similarities and 

differences among these codes for the purpose of locating codes with the similar 

meanings under one category. Therefore, all emerged codes are included into created 

categories as illustrated in Figure 7.3.1 in the next section. 

The ‘cooperation and collaboration’ category is taken here as an example; codes such 

as ‘cooperation between government organisations’, ‘lack of cooperation between 

government agencies and the Yesser eGovernment program’, and ‘cooperation 

between authorities’ were appended to it because they all represent and are based on 

the concept of cooperation and collaboration. 

The aim of this procedure is to begin making sense of the data and to stay open to all 

possible theoretical directions that can be indicated via reading the data (Charmaz 

2006).  
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7.3 Axial coding  

The axial coding procedure in grounded theory technique takes place immediately 

after the open coding step and consists of putting data back together to make 

connections and links (relationships) between categories (Strauss & Corbin 1990). It 

is also called theoretical coding where the process of referring sub-categories to their 

categories and making relationships among them takes place in order to start creating 

meaning (Dey 1999; Matavire & Brown 2008). This meaning should reflect what the 

empirical data reveals about the reasons causing the delay in eGovernment 

implementation. According to Charmaz (2006, p. 60), “the purposes of axial coding 

are to sort, synthesize, and organize large amount of data and reassemble them in new 

ways after open coding.”  

In this stage of analysis, codes are put back together, but in new ways by making 

relationships and connections among core codes that accurately represent what is 

happening in the empirical data, and providing a clear explanation of the factors 

contributing to and affecting the implementation of eGovernment and the delay in its 

initiatives. Connections were made between categories and their core codes by asking 

questions that examine the data, such as how these axial codes can show the 

relationships and connections that would help to develop the perception and 

understanding of the phenomenon; this would then explain the reasons that contribute 

to the delay in the implementation of eGovernment initiatives in Saudi Arabia. 

Therefore, it is like looking for evidence, incidents, and events from the empirical 

data that can support the relationships that have been created between categories in 

this phase of analysis, according to the approach of Strauss and Corbin (1990).  

The employment of axial coding (Core codes) 

In this analysis phase, codes were refined for the purpose of comparing core codes to 

others in order to find similarities and differences in terms of concepts that can be 

placed together within subcategories. This process was conducted to allocate and 

place core codes within categories that have the same concepts into subcategories 

related to its major categories, as illustrated in Figure 7.3.1 below.  
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Figure427.3.1: Grounded theory techniques from open coding to axial coding 

This procedure created many subcategories within categories. For example, the 

‘cooperation and collaboration’ category got 36 codes, which were placed into 

subcategories at this point in the analysis based on their representation of particular 

concepts. A total of 10 subcategories were created within the category of ‘cooperation 

and collaboration’ and these subcategories are labelled as follows: cooperation and 

collaboration between government organisations; cooperation for development of 

eServices; lack of cooperation; plans and strategies for cooperation; lack of 

cooperation with Yesser; understanding the cooperation and collaboration concepts in 

eGovernment; changing procedures in relation to cooperation; top management’s role 

in relation to cooperation and collaboration; cooperation of financial departments in 

government organisations; and cooperation with researchers. Appendix B (Axial 

coding) shows the list of categories and subcategories.  

Created categories 

Through the process of axial coding, the following twelve categories were created: 1. 

provision of electronic services; 2. e-readiness of government organisations; 3. 

cooperation and collaboration; 4. ICT infrastructure; 5. Regulation, plans, and 

procedures; 6. education about eGovernment; 7. challenges and needs in 
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organisations; 8. eGovernment implementation challenges and barriers; 9. awareness 

and training; 10. IT skills and IT professionals; 11. financial allocations and 

incentives for IT staff; and 12. enablers for government organisations. Appendix B 

shows the categories and subcategories that emerged in axial coding.  

Relationships between subcategories and categories (the example of ‘cooperation 

and collaboration’ category) 

In this phase of coding (axial coding), the relationships and connections between 

sub-categories and their related major categories begins to emerge. Such connections 

help to create meaning about the area being studied (the factors influencing the 

development of eGovernment and reasons causing the delay of its initiatives in Saudi 

Arabia). Connections and relationships that emerged between categories in this phase 

of analysis were identified through employment of the techniques of constant 

comparison and memo-writing, and these relationships will be used in the discussion 

in Chapter 8 to identify the factors affecting the development of eGovernment 

initiatives. 

One such example is the relationship between the sub-categories of ‘top management’ 

and ‘understanding the cooperation and collaboration concept in eGovernment’ which 

both belong to the major category of ‘cooperation and collaboration’. The relationship 

between these two sub-categories can be summarized as follows (based on the 

participants’ view): top management—within organizations—cooperation with the 

Yesser eGovernment program, eServices developers, and other government 

organizations are missing and importantly needed to enhance the development of 

eGovernment projects at these organizations. However, the cooperation of top 

management cannot be obtained without understanding the concept of eGovernment 

and its real benefits by top management (managers/leaders). This view was stressed 

by some participants as a means of cooperation for these government organisations. 

Therefore, it can be seen that there is a relationship created between these two 

sub-categories which belongs to the same major (main) category of ‘cooperation and 

collaboration.’ 
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7.4 Selective coding 

Selective coding or focused coding is closely similar to the axial coding but occurs on 

a more abstract level (Niekerk & Roode 2009). Selective coding is defined by Strauss 

and Corbin (1990, p. 116) as “The process of selecting the core category, 

systematically relating it to other categories, validating those relationships, and filling 

in categories that need further refinement and development.” Therefore, the aim of 

this step in the analysis is to find out the central category among the created categories 

which will become the central category for the research phenomenon; thus, the other 

categories will be surrounding categories, which are basically the factors that 

influence the core phenomenon (Creswell 2012; Creswell 2008; Strauss & Corbin 

1990). The core category is explained by Strauss and Corbin (1990, p. 116) as “the 

central phenomenon around which all others categories are integrated.” Integration 

between categories takes place at this step in the analysis to form the story that can 

explain the central issue of the research phenomenon; in this case, the core category is 

the central phenomenon that contributes to explaining the delay in the development of 

eGovernment in Saudi Arabia. Integration and making links between the core 

category and other related categories is done using memos to write a descriptive 

overview (Niekerk & Roode 2009). 

Identification of the core category 

As mentioned previously, the core category is one of the categories created in the 

axial coding phase. Identifying the core category among the created categories is an 

important process in this phase of coding (selective). This process can help to identify 

the main concept or issue which has more influence on the other categories in the 

phenomenon being studied (Niekerk & Roode 2009; Selvaraj & Fields 2009). In this 

research, identifying the core category helps to informs the main factors that influence 

the development of eGovernment and causing the delay of its initiatives in Saudi 

Arabia. 
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Figure437.4.1: development of the core category in selective coding. Source: 

Kanaan (2009, p. 85) 

Strauss and Corbin and other grounded theorists suggest the use of visual diagrams 

that can show the core category as well as the integration between the core category 

and other related categories because visualising the results in such meaningful way 

can facilitate understanding of the analysis results as illustrated in Figure 8.4.1 above 

(Crabtree et al. 2009; Creswell 2012; Creswell 2008; Strauss & Corbin 1990). 

The core category is one of categories that were created and developed during the two 

previous analysis stages, based on issues stressed repeatedly by participants and 

which appear frequently in the data (Figure 7.4.1 below). 

 

 

 

 

 

 

 

 

Figure447.4.2: Identification of the core category 
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According to Saldaña (2009), the core category is an essential point that appears 

frequently in the empirical data being coded and grouped. Strauss and Corbin (1998) 

stated that determining the core category is based on several criteria; the selected core 

category must be central as it can relate to other main categories, it appears frequently 

in the empirical data, the logic and consistency of the explanation will evolve by 

relating and integrating the categories, and, finally, the core category must be a 

concept that is able to explain the main point and the variation made by the data (as 

cited in Goede and de Villiers 2003). 

The core category of this research 

In this research, the core category is ‘cooperation and collaboration’ as shown in 

Figure 7.4.3, which was determined according to the techniques mentioned above. 

The central category appeared frequently in the data and in most interviews. 

Moreover, most of the interviewees stressed and emphasized the particular concepts 

of ‘cooperation and collaboration’ in all of its related aspects, such as: cooperation 

and collaboration between government organisations, cooperation of financial 

departments, cooperation of top management, to name a few. The ‘cooperation and 

collaboration’ category is considered to relate to other major categories that have been 

refined and developed in the axial coding stage of analysis. The ‘cooperation and 

collaboration’ category influences others categories, as indicated by the interviews.  

In addition, ‘cooperation and collaboration’ was found to be the most frequently 

mentioned concept in the interviews compared to other concepts. This strategy is a 

second strategy used to determine the core category in this research. This strategy was 

used to emphasise the choice of the core category, as will be discussed in the next 

section.  
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Figure457.4.3: Core category and relationships 

Frequencies of the main codes/concepts in the data 

One of the main aspects that determine the core category within grounded theory 

techniques as discussed in this chapter is showing the degree to which the concept is 

stressed in the data by looking at how frequently the concept appears in the data. 

Therefore, the frequency of the concept or theme in the data can help to identify how 

commonly the ideas, events, concepts, and theme occurred (Saldaña 2009). Namey et 

al. (2008, p. 143) explain it as “determining frequencies on the basis of the number of 

individual participants who mention a particular theme, rather than the total number of 

times a theme appears in the text”. The technique of counting the frequency of a 

concept as a quantitative procedure within a qualitative research has been accepted as 

a good method by several qualitative scholars. For example, Silverman (2007, p. 110) 

stated that “quantification can sometimes help us sort fact from fancy and, thereby, 

improve the validity of qualitative research.” He further identified two main ways for 

simple counting techniques in qualitative research; checking or identifying the 

prevalence of a phenomenon in the data using tabulations is one of them (Silverman 
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2007). Moreover, Maxwell (2010, p. 478) stated that “counting the number of 

instances of things in different categories can be interpreted in variance terms, as 

creating a nominal scale variable and measuring the frequency in each category.” 

Maxwell (2010) strongly advocates the integration of qualitative and quantitative 

approaches where appropriate. He stated, “In my view, the use of numbers per se, in 

conjunction with qualitative methods and data, does not make a study mixed-method 

research. Specifically, numbers in the sense of simple counts of things (Backer’s quasi 

statistics) are a legitimate and important sort for qualitative researchers” (Maxwell 

2010, p. 478).  

In this research, the researcher employed the same technique of a simple count in 

order to find out the most frequent concept (category) in the data among twelve major 

categories. These twelve major categories are illustrated in Table 7.4.1. The results 

derived from applying this simple technique indicated that the ‘cooperation and 

collaboration’ category is the main concept that appeared in the data. Table 7.4.1 

below shows the frequencies of the main concepts that appeared in the data according 

to the number of individuals who mentioned the concept, rather than the number of 

times the concept is mentioned in the data. This technique was done using open 

coding as it is rich in data. 

Table257.4.1: Determining the most frequent concept (discussed in Chapter 8) 

No. Main concepts / Core codes 
Related section 

in Chapter 8 

Number of 

participants 

1 Cooperation and collaboration 8.1 16 out of 21 

2 Challenges and needs in organisations 8.2 15 out of 21 

3 IT skills and IT professionals 8.3 14 out of 21 

4 
eGovernment implementation challenges and 

barriers 

8.4 
14 out of 21 

5 Awareness and training 8.5 14 out of 21 

6 Provision of electronic services 8.6 14 out of 21 

7 Education about the concept of eGovernment 8.7 13 out of 21 

8 Financial allocations and incentives for IT staff 8.8 10 out of 21 

9 Regulations, procedures and plans 8.9 10 out of 21 

10 E-readiness 8.10 9 out of 21 
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11 ICT infrastructure 8.11 8 out of 21 

12 Enablers 8.12 7 out of 21 

 

Conclusion 

In this chapter, the procedures and techniques of grounded theory including 

memo-writing, using diagrams, constant comparison, and the employment of the 

literature review were presented. Several examples from empirical data in the form of 

participants’ quotes were used to describe the employment of all mentioned 

techniques throughout the coding phases (open, axial, and selective). Moreover, the 

procedures of applying the coding stages were presented.  

Open coding (7.2) was the first step in the coding process and resulted in a total 

number of 320 codes, as attached in Appendix A. Two main methods were used to 

capture codes: 1. NVivo coding, which refers to using the codes and terms that 

participants assign to their ideas and concepts during the interviews in order to 

preserve participants meaning regarding their views (Charmaz 2006); and 2. 

simultaneous coding, that is, “the application of two or more different codes to a 

single qualitative datum, or the overlapped occurrence of two or more codes applied 

to sequential units of qualitative data” (Saldaña 2009, p. 55). Moreover, the constant 

comparison technique was employed in this phase of coding in order to compare 

codes to other codes for the purpose of creating patterns of similarities that should 

turn into categories in the next phase of coding. Memo-writing was extensively used 

in this phase of coding as the act of writing everything that comes to mind about 

codes might enhance making relationships between codes in the next phase of coding.  

Axial coding (Section 7.3) was the second important phase in coding as all categories 

and sub-categories have emerged. The constant comparison technique was employed 

in this phase of coding in order to compare code to code, category to category, and to 

relate sub-category to category. The employment of memo-writing was helpful in this 

phase of coding as it helps to clarify relationships, as mentioned before, as well as to 

take the empirical data to an upper and more abstract level. Twelve major categories 

were created and refined as the outcome of this phase of coding, including: the 

provision of electronic services; e-readiness of government organisations; cooperation 
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and collaboration; ICT infrastructure; regulations, plans and procedures; education 

about eGovernment; challenges and needs in organisations; eGovernment 

implementation challenges and barriers; awareness and training; IT skills and IT 

professionals; financial allocations and incentives for IT staff; and enablers for 

government organisations. Appendix B shows the categories and subcategories that 

emerged in the axial coding phase.  

Selective coding (Section 7.4) was the third and final phase in coding as the aim here 

is to identify the core category among the major categories created in the axial coding 

phase. The identification of the core category helps to identify the central 

phenomenon of this research. Determining the core category is based on several 

criteria, which include: the selected core category must be central as it can relate to 

other main categories; it must appear frequently in the empirical data; the logic and 

consistency of the explanation will evolve by relating and integrating the categories; 

and the concept must be able to explain the main point and the variation made by the 

data (as cited in Goede & de Villiers 2003). According to what has been found in the 

data (illustrated in Figure 7.4.3), the ‘cooperation and collaboration’ category was 

emphasised by most of the participants as an important issue; moreover, it was 

associated (in terms of relationships) with other issues identified in this research to 

have an influence on the implementation of eGovernment in Saudi Arabia by a 

considerable number of participants. By integrating categories and relating them to 

each other (through the discussion in Chapter 8), ‘cooperation and collaboration’ 

category was found to have an impact (relationship) with almost all factors and all 

make sense. For example, through the active cooperation of government organisations 

with the Yesser program, the infrastructure can be developed, linking these 

organisations with the channel of Government Service Bus (GSB) that allows the 

government sector to communicate easily and exchange information in such secure 

way.  

Chapter 8 is the discussion chapter where the factors that been found in the empirical 

data that influence the implementation of eGovernment and contribute to the delay of 

its initiatives, allowing these factors to be identified and explained.  
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CHAPTER EIGHT: FACTORS INFLUENCING 

EGOVERNMENT DEVELOPMENT AND 

CONTRIBUTING TO THE DELAY OF ITS INITIATIVES  

Introduction 

In the previous chapter, the techniques of grounded theory were employed for the 

analysis stages, which involved open, axial, and selective coding. The employment of 

grounded theory techniques helped to analyse the empirical data through the 

development of categories and codes. Particularly, grounded theory helped to identify 

the core category (research phenomenon), the relationships between categories, as 

well as the relationships between categories and the core category. This chapter is an 

extension of the data analysis found in Chapter 7 and will discuss the results found in 

the empirical data. According to the use of grounded theory and its techniques as 

explained by Strauss and Corbin (1990), the discussion of the results will be not 

supported with the findings of the literature review which will be used later (in 

Section 9.2) as a supplementary validation method to compare the findings of this 

research with the findings of existing research.  

The identification of the core category and the surrounding categories that have 

relationships with the main phenomenon (that is, the core concept) helps to identify, 

discuss, and develop the theoretical explanation described in this chapter to achieve 

the aim of this research: to understand the factors influencing eGovernment 

development and contributing to the delay in its initiatives in Saudi Arabia..  

As identified in the data analysis provided in Chapter 7, the core category is the 

‘cooperation and collaboration’ aspect and the surrounding categories, that is, the 

categories created during axial coding, are as follows: 1. provision of electronic 

services; 2. e-readiness of government organisations; 3. cooperation and 

collaboration; 4. ICT infrastructure; 5. Regulations, plans and procedures; 6. 

education about eGovernment; 7. challenges and needs in organisations; 8. 

eGovernment implementation challenges and barriers; 9. awareness and training; 10. 

IT professionals and IT skills; 11. financial allocations and incentives for IT staff; and 

12. enablers for eGovernment development.  
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These above factors (categories) along with their sub-factors (as core codes or 

concepts included in the major categories) were grounded in the interview data and 

found to have an influence on the implementation and development of eGovernment 

initiatives according to participants’ views. These factors are discussed in their order 

of frequency in the data as shown in Table 7.4.1. All recommendations based on the 

discussion of the factors in this chapter will be discussed in the conclusion, Chapter 

10.  

The layout of this chapter is as follows. Section 8.1 discusses the factors related to the 

‘cooperation and collaboration’ category. This category includes: cooperation 

between government organisations (8.1.1); cooperation for development of eServices 

(8.1.2); lack of cooperation with the Yesser program (8.1.3); plans for cooperation 

and change procedures (8.1.4); understanding the cooperation concept for 

eGovernment implementation (8.5); cooperation of top management (8.1.6); 

cooperation of financial departments in government organisations (8.1.7); and 

cooperation with researchers and research centres (8.1.8).  

Section 8.2 discusses the factors related to the challenges and needs identified to 

affect the development in government organisations. This category includes: 

understanding the concept of eGovernment (8.2.1); change management (8.2.2); 

technical departments in government organisations (8.2.3); ownership and reputation 

(8.2.4); sincerity in work (8.2.5); and electronic systems (8.2.6).  

Section 8.3 discusses the factors related to IT professionals and IT skills. This 

category includes: IT skills (8.3.1); IT professionals and human resources (8.3.2); and 

IT professionals at financial departments (8.3.3).  

Section 8.4 discusses the factors related to eGovernment implementation challenges 

and barriers which are mainly concerned with the Yesser program. This category 

includes: following up on IT projects (8.4.1); lack of belief in change (8.4.2); the 150 

selected government services (8.4.3); partnership strategy with private sectors (8.4.4); 

engagement in decision making (8.4.5); documentation of procedures and processes 

(8.4.6); and the engagement of universities and research centres (8.4.7).  

Section 8.5 discusses the factors related to awareness and training of employees and 

managers as well as IT staff. This category includes awareness for employees (8.5.1); 
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awareness for managers and decision makers (8.5.2); awareness programs needed to 

introduce new concepts (8.5.3); and financial investment in training (8.5.4).  

Section 8.6 discusses the factors that influence the provision of electronic services by 

government organisations. This category includes: designing of eServices and 

electronic systems (8.6.1); the lack of linking between government organisations 

(8.6.2); providing alternative solutions (8.6.3); eServices provided by government 

organisations (8.6.4); the need for integrated and interactive eServices (8.6.5); and 

privacy and security issues related to the provision of eServices (8.6.6).  

Section 8.7 discusses factors related to education about eGovernment and its 

importance in government organisations. This category includes only one factor 

which is the lack of education about eGovernment (8.6.1). Section 8.8 discusses the 

factors related to financial allocations and incentives for IT staff. This category 

includes the provision of financial incentives (8.8.1), and the need to increase the 

salary scale for IT staff (8.8.2).  

Section 8.9 discusses the factors influencing the delivery and offering of electronic 

services which are related to regulations and complex procedures. This category 

includes: the complexity in procedures and the need for change (8.9.1); the need for 

unifying the procedures for the entire workflow (8.9.2); and the lack of strategic plans 

for eGovernment development (8.9.3).  

Section 8.10 discusses the factors related to e-readiness in government organisations. 

This category includes the provision of electronic communication channels (8.10.1) 

and the lack of readiness in organisations (8.10.2). Section 8.11 discusses ICT 

infrastructure factors. The discussion of these factors includes the provision of ICT 

infrastructure (8.11.1) and the weakness in ICT infrastructure (8.11.2).  

Finally, Section 8.12 discusses factors that have been found to enable the 

development of eGovernment in organisations. This category includes: having the 

intention to work towards eGovernment development (8.12.1); the employment of 

advanced electronic systems and applications (8.12.2); the engagement of 

beneficiaries within decision making (8.12.3); the provision of electronic services 

(8.12.4); the support of Yesser (8.12.5); and utilizing the experiences of eGovernment 

(8.12.6). The results of the discussion are summarized in Section 8.13.  
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8.1 Cooperation and collaboration  

The category of cooperation and collaboration is found in this research to be the core 

category or the central phenomenon as shown in Figure 7.4.3 and illustrated in 

Diagram 8.1.2.1. 

The concepts or aspects of ‘cooperation and collaboration’ include the cooperation 

and collaboration between government organisations (8.1.1), the cooperation of 

government organisations with eServices developers such as Al-Elm Company which 

is a government-owned company that specializes in information security (8.1.2), the 

cooperation of government organisations with Yesser as the one responsible for 

eGovernment implementation in the public sector (8.1.3), plans and strategies for 

cooperation (8.1.4), understanding of the cooperation concept (8.1.5), cooperation of 

top management (8.1.6), cooperation of financial departments with related 

departments (8.1.7), and cooperation with research centres and researchers (8.1.8).  

8.1.1 Cooperation and collaboration between government 

organisations 

Cooperation and collaboration between government organizations and agencies in 

terms of sharing data, services, experiences in eGovernment, and development of 

eServices are important requirements for eGovernment development in Saudi Arabia 

as the proper implementation of eGovernment projects cannot be performed without 

the cooperation and help of and between government organisations. Peter (ITE) 

explained the need for cooperation between government sectors by saying that, 

“Cooperation between government sectors to develop the services is needed, because, 

in most cases, offering any service requires obtaining and collecting information from 

more than a government body.” Alex (ITE) provided an example that shows the 

importance of cooperation between government sectors to exchange the required data 

between organizations: “One of the eServices that we are currently developing is to 

register one’s marriage; when someone gets married he needs to certify and 

authenticate that at the Ministry of Justice and obtain a family card issued by the 

Agency of Civil Affairs. So, the Ministry of Justice is supposed to share the marriage 

information with the Agency of Civil Affairs to ensure accuracy of the data and 

complete the transaction.” It is clear that the extent of collaboration between the 
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government organizations is important because if one government body is not able to 

share or obtain such information, then the transaction and the service cannot be 

completed. Thus, completion of the service transaction depends on the extent of 

collaboration between the organisations; if one of these organisations is not ready to 

exchange the information electronically, then it is not possible to complete this service 

online. 

Nathan (ITM) stressed the importance of cooperation of other organizations as it is 

needed to effectively complete the implementation and development of eServices in 

its estimated timeframe. He said, “We need around 2 to 3 years to implement our 

proposed electronic services and this estimated time is also subject to the rate of 

cooperation of other sectors with us as well as the provision of suitable 

environment.”  

Therefore, the will of government sectors to cooperate with each other is required for 

the success of eGovernment projects in government organizations by the Yesser 

program. Kent (ITM) explained that, “The success of the Yesser program is based on 

the will of other government sectors to make the implementation of eGovernment 

successful.” Another interviewed participant, Alex (ITE) emphasized the importance 

of cooperation as it plays an important role in the development of eGovernment in 

addition to the electronic change: ‘Electronic change in government sectors and the 

cooperation between authorities are the most important roles for electronic 

transformation.”  

There is a lack of cooperation between government organisations and this needs to be 

activated in order to progress and complete the development of eGovernment projects. 

Paul (ITM) mentioned this issue: “Cooperation between government sectors and 

others is a missing action which needs to be activated by the eGovernment team.”  

The cooperation factor between government organisations is associated with other 

factors as interview data indicate. These factors are the cooperation of top 

management (8.1.6), understanding the concept of eGovernment (8.2.1), change 

management (8.2.2), IT professionals and human resources, and awareness for 

employees and top management (8.5.1 and 8.5.2).  
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8.1.2 Cooperation for development of eServices 

Cooperation here covers two scopes which are the cooperation of government 

agencies with each other to share data needed to develop eServices, and the 

cooperation of government organisations with the developers of eServices such as 

Al-Elm Company which is a government-owned Company as mentioned before, to 

develop eServices. 

Cooperation for the development of eServices is one of the most important 

cooperation and collaboration factors influencing the development of eGovernment in 

Saudi Arabia and contributing to the delay of its initiatives. Alex (ITE) showed the 

importance of cooperation and collaboration from the government agencies side to 

develop the eServices: “If the organization or sector is not keen to offer the service 

and is not a collaborator in the direction of the new electronic services then we can 

do nothing.” He also stated, “Actually some government sectors in the country are 

impeding the implementation of eGovernment by not providing us with some required 

information needed to build eServices.”  

Moreover, government agencies need to interact and cooperate with each other to 

share information and data needed to develop eServices because, in some cases, 

offering electronic services in a government sector requires getting information from 

more than one sector. Peter (ITE) explained this by saying that, “Cooperation 

between government sectors to develop the services is needed, because in most cases 

offering any service requires one to obtain and collect information from more than a 

single government body.”  

However, some of these government organisations have not been cooperative with 

eServices developers, such as the Al-Elm Company. Peter (ITE) stated, “Our staff 

went to one of these government sectors in order to help them automate their services; 

however, we faced and suffered rejection from that ministry who refused to cooperate 

for unknown reasons.” He continued by saying that “Sometimes we face delays in 

getting responses from government organizations when we contact them to suggest 

plans for developing their services.” Steve (ITE) also raised the same issue 

inadequate cooperation from government organisations: “We used to send letters and 

proposals to government sectors asking them to cooperate with us in order to adopt 
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eGovernment projects for their organizations and departments but, unfortunately, 

these proposals remained in their desks for several months with no response.”  

It can be seen from the above discussion that a lack of cooperation from government 

organisations with eServices developers is one of the big hindrances to the 

development of eGovernment projects.  

This factor is strongly associated with another factor which is the cooperation of top 

management (8.1.6) as indicated in the interview data.  

8.1.3 Lack of cooperation with the Yesser Program 

The lack of cooperation from government organisations with Yesser is another 

‘cooperation and collaboration’ factor that influenced the development of 

eGovernment and contributed to the delay of its initiatives. Sandy (YP) referred to the 

slow process of connecting and linking government organisations with Yesser 

(electronic link to transfer data) and attributed the delay to a lack of cooperation: “The 

linking process of government sectors with Yesser was very slow caused by the lack of 

cooperation from some of the government sectors. So, I am neither optimistic nor 

pessimistic, but we only achieved around 40% of what we had planned to achieve.” 

On the government organisations side, Sam (ITM) expressed his views about their 

cooperation with Yesser: “There is no direct cooperation with the Program of Yesser 

and, if so, then it should be via the Ministry of Education.” Another IT manager Mike 

-ITM- identified the newness of his organisation’s relationship with Yesser; he said, 

“Our relationship with Yesser only started a few months ago.” According to him, the 

reason for this was that “the objective is to build e-readiness for the ministry from the 

inside at first, and then we can link with other sectors electronically later on.” This 

means the cooperation of this ministry with Yesser has started late due to their 

internal lack of e-readiness (8.10).  

John (YP) also discussed the need for cooperation of government organisations with 

Yesser to enhance the development of eGovernment: “There is no doubt that we are 

facing some challenges in dealing with government agencies. There are some sectors 

that have done a good job in this regard, while others are still behind and they need 

to be supported and facilitated by Yesser and other government agencies’. He 

continued to say that, “Yesser is there to help these sectors with e-transformation but 
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the process itself is a hard task which requires a lot of effort from everyone. There is 

a need for more cooperation and more interaction, a unified vision, and faith in the 

government sectors’.  

8.1.4 Plans, strategies and changing procedures for cooperation 

Setting up strategies and plans for cooperation between government agencies is 

another (cooperation and collaboration) factor that has influenced the implementation 

of eGovernment projects. Such strategies and plans can draw the roadmap for 

government organisations with regard to cooperation to develop eGovernment and its 

requirements. This can include changing the procedures of a normal service to suit the 

new electronic mode of service delivery and unifying the processes and procedures 

for doing the same services offered at different places.  

Alex (ITE) from Al-Elm Company described the company’s relationship in terms of 

cooperation with Yesser, saying that “Let’s say that there is no direct relationship in 

a clear model with the Yesser program.” As mentioned in Chapter 2, the Yesser 

program is acting as a controller and enabler for eGovernment in government 

organisations while Al-Elm Company is working as a developer for eServices for both 

government and private sectors. In fact, these two sectors are currently the main ones 

helping government organisations to implement eGovernment projects. Yesser is 

completely responsibility for eGovernment implementation and authorized directly by 

the government, yet there are insufficient plans for cooperation with Al-Elm 

Company in terms of drawing plans and setting up strategies that can help the 

implementation of eGovernment in government sectors.  

In most cases, developing electronic services requires changes and modifications be 

made to some procedures in order to offer services in a manner that suits the 

electronic or online mode of delivery. It takes a long time for these procedural 

changes to take place, especially when public organisations are involved. Alex (ITE) 

mentioned that, “When we developed the Exit-Re-Entry Visa service, we spent a lot of 

time trying to inform and convince many government sectors about these changes. 

These sectors included all embassies outside the country, all embassies and 

consulates inside the country, and all airlines that arrive and depart to and from the 

country.” Gary (ITA) also mentioned this issue of changing the procedures; he said, 

“The work is automated and has become electronic but the procedures follow the 
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traditional way. I mean, administrative procedures must be changed and modified to 

facilitate electronic transactions.”  

Therefore, cooperation and collaboration in terms of changing procedures or 

processes to suit eGovernment is needed and Yesser has to play a significant role in 

planning for such changes. The cooperation required to change the traditional 

procedures for offering services can be done by government organisations through: 

first, perceiving the benefits of electronic services and, second, understanding the 

concept of eGovernment (8.2.1) and the need for cooperation (8.1.1), both of which 

can lead one to believe in the value of electronic services. The Passport Authority is 

one example that shows the relationship between the perceived benefits of electronic 

services by government organisations and the willingness to change procedures. Alex 

(ITE) stated, “After years of implementing the service of “Muqeem”, what happened? 

… The Passport Authority has changed its procedures from printing a label visa 

which requires a special printer to printing an A4 visa, which can be printed from 

anywhere. Thus, the sector itself is changed once the benefit of electronic service is 

perceived.” He continued by saying that, “In my view, one of the current obstacles 

facing the implementation of electronic government is the lack of belief in electronic 

services and their importance by government agencies.”  

8.1.5 Understanding the cooperation concept for eGovernment 

implementation 

Cooperation and its ability to assist with the implementation of eGovernment needs to 

be understood by all government organisations. Nathan (ITM) discussed the 

importance of understanding the concept of cooperation and provided an example: “In 

the case of death, if it is recorded directly, then other related sectors can do their 

duties towards this deceased person and, at the same time, can prevent any kind of 

misuse of his/her identity for undesirable purposes. So, the cooperation of the 

Ministry of Health will benefit other sectors and the cooperation of other sectors will 

benefit the Ministry of Health. This concept of cooperation has to be understood by all 

sectors because it is a collaborative work more than an individual work.” He also 

described the situation of government sectors who are not working cooperatively to 

implement eGovernment: “The concept of electronic government is a collaborative 

work between government sectors... Before moving towards eGovernment they were 
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operating like islands, every sector working for itself, each fulfilling only its own 

responsibilities.”  

The lack of cooperation between government organisations is pointed out by some 

participants and discussed in previous sections. This lack of cooperation is associated 

with a lack of understanding of the cooperation concept by government organisations. 

Moreover, this lack of understanding is associated with a lack of training/educational 

sessions (Section 8.5) provided by the Yesser program that can enhance the 

understanding about the importance of cooperation among government organisations.  

8.1.6 Cooperation of top management  

Cooperation of the top management in government organisations with their local 

departments, and with the Yesser program (8.1.3) is one of the main factors 

influencing the development of eGovernment and contributing to the delay of its 

initiatives.  

Top management plays a great role in accelerating or delaying the implementation 

and development processes of eGovernment in government organisations. Smith 

(ITM) stated that, “Top management has a very important role in the process of 

accelerating or delaying the implementation of eGovernment. So, it has to be 

supportive.” Smith also mentioned that, “The main factor in the success of 

e-transformation is the commitment of senior management… if the leader 

(manager/chairman/,minister) has any background knowledge about the true benefit 

of electronic transformation then the influence will be noticeable in the entire sector. 

For instance, here in the ministry, the Ministry of Higher Education, we are 

supported by the minister.” 

The support of top management is important and, especially, the support of top 

management is given to IT departments to complete eGovernment projects. Mike 

(ITM) mentioned that, “Direct support and confidence from the minister given to the 

manager of the information and communication department in the sector is very 

important to help remove some of the obstacles that can face the development and 

implementation processes.” The projects of eGovernment would be impossible to 

implement without the support of the top management within the organization. The 

same participant, Mike (ITM), offered this example: “I had an experience with 
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another government sector where we did some electronic applications. We launched 

the electronic portal, and then everything stopped because the sector head changed 

and the consequence of that was that all the support we used to get from the top 

management to implement online plans was stopped.”  

Hence, it is important to understand the idea of shifting to eGovernment by the leaders 

and top management in government organisations (Section 8.2.1). John (YP) 

confirmed the importance of top management: “In fact, the leaders and the extent of 

leaders’ understanding of the idea of moving to eGovernment play a great role in the 

implementation processes.”  

Understanding by top management of the idea and the aim of moving to eGovernment 

is crucial because some of the managers and leaders within government organisations 

appear to misunderstand eGovernment. Some participants indicated that top 

management and decision makers in some government organisations do not desire to 

contribute to the development of eGovernment in their sectors or organizations 

because they fear losing power and domination in the sector after eGovernment is 

implemented or they think eGovernment will result in unemployment. Adam (YP) 

indicated that there is “fear of losing power and authority. For example, we visited 

some managers in government sectors and saw how pleased they were when people 

call them asking for favours.” He also stated: “There is a problem with some leaders 

in government sectors who are lacking in technology skills and thought that 

implementing eGovernment will cause increased unemployment.” This 

misunderstanding about the role of eGovernment by top management is the result of a 

lack of IT knowledge and skills (Section 8.3.1) in those managers and leaders in 

government organisations as well as a lack of education sessions (Section 8.5.2) 

provided by the Yesser program to educate leaders about the role of technology within 

their organisations. Paul (ITM) stated: “Educating administrative leaders about the 

role of technology and its importance in their organizations to implement 

eGovernment is something that is missing.” 

Therefore, cooperation of top management and decision makers within government 

organisations is found to have an influence on, first, the cooperation of government 

organisations with the Yesser program and eServices developers, and, second, the 

provision of eServices by government organisations.  
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8.1.7 Cooperation of financial departments in government 

organisations 

The cooperation of financial departments in government organisations influences the 

implementation of eGovernment in these organisations and contributes to the delay of 

its initiatives with regard to eGovernment. Funding eGovernment projects in 

government organisations is the responsibility of the financial departments within the 

organisations, and these departments, in most cases, do not take proper care with IT 

projects. William (ITM) stated: “IT projects in government sectors take a long time to 

get approved by top management and the finance department as compared to the 

private sectors where IT projects get a high priority.” David (ITM) mentioned that 

“In the last few years, King Abdullah has allocated huge budgets to government 

sectors in order to help them with e-transformation. However, some financial 

departments within government sectors are not helping the IT projects to be 

implemented in the specified time because these sectors normally take a long time to 

offer the IT projects to IT businesses and approve on best offers, regardless of the 

features and best requirements.”  

Therefore, some participants thought that these financial departments need to have IT 

professionals who can help make the right decisions about the IT projects because the 

usual department staff do not fully understand the technology. Paul (ITM) stated: 

“Normally people who work in financial departments within government sectors are 

not aware of technology, so sometimes they make incorrect decisions regarding IT 

projects or even take long time to accept funding for IT projects.” David (ITM) 

reported that, “Financial departments within government sectors need to have IT 

professionals who have knowledge and experience in IT projects and who can decide 

what is needed for their sectors.”  

8.1.8 Cooperation with researchers 

The cooperation of government organisations and the Yesser program with 

universities and academic centres is important. It can enhance the implementation 

process of eGovernment through finding out the challenges that can affect the 

implementation as well as more efficient ways to introduce new concepts, such as 

eGovernment, to the workplace. George (ITA) stated: “There is a lack of benefit from 
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academic research regarding eGovernment implementation and making partnerships 

with universities.” Gary (ITA) mentioned that, “Sometimes we send many emails to 

government sectors like the Ministry of Commerce asking for statistical information to 

help us do research but, unfortunately, we usually do not get a response from them.” 

Matt (ITM) believed that, “Government agencies have to employ researchers to find 

good ways to apply technologies such as eGovernment.”  

8.2 Challenges and needs in government organisations  

The second frequent concept in the data as shown in Table 7.4.1 is ‘challenges and 

needs in government organisations’.  

This category consists of: understanding the concept of eGovernment by the 

employees and top management within organisations (8.2.1); change management 

against resistance to change (8.2.2); technical departments in government 

organisations (8.2.3); gaining ownership and reputation in the implementation of 

some eGovernment services (8.2.4); the need for sincerity in work (8.2.5); and, 

finally, issues related to electronic systems (8.2.6).  

The factors included in this category have been identified as the second most 

influential group of factors on the implementation of eGovernment after the 

cooperation and collaboration factors. Moreover, the category of challenges and needs 

in government organisations has been found to be the first most influential category 

on the cooperation and collaboration category (core category/research phenomenon) 

among other major categories. This means that the factors included in this category of 

challenges and needs have been found to have a strong influence on cooperation and 

collaboration aspects, such as cooperation between government organisations, 

cooperation of the government organisations with the Yesser program and eServices 

developers, and cooperation of the top management within organisations with their 

local departments and with Yesser. Therefore, this category has been placed as the 

closer category to the core category as illustrated in Figure 7.4.3 in the data analysis 

chapter (in the section on selective coding).  

8.2.1 Understanding the concept of eGovernment  

This is one of the important factors that influences both employees and top 

management in government sectors in deciding whether or not to contribute to the 
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development of eGovernment in their sectors. Cooperation in all its aspects and 

dimensions (which includes cooperation of the top management with its local 

departments and employees, cooperation of top management with the Yesser program 

and e-services developers such as the Al-Elm Company, and cooperation of the 

internal departments within organisations with each other to implement eGovernment 

projects) are all influenced by the understanding of employees and top management in 

organisations about the concept of eGovernment and its aim.  

William (ITM) stated that, “There is a fear by some employees in government sectors 

about applying eGovernment and this is caused by either a lack of understanding 

about e-transformation or just a fear of change in itself.” Gary (ITA) emphasised the 

need to convince staff in government sectors about the eGovernment concept; he said:  

“Employees in government sectors must be convinced about the eGovernment concept 

and their sectors have to be ready to deal with other sectors electronically.” Kent 

(ITM) mentioned that, “Based on my knowledge of the social challenges [to the 

implementation of eGovernment], the nature of the mentality of some workers in 

government sectors can be a big challenge.” Moreover, Peter (ITE) spoke about the 

lack of understanding in organisations about eGovernment as well: “There is a 

misunderstanding by government sector employees about the aim of eGovernment as, 

in most cases, they thought it was a means of reducing the number of staff.” 

The problem of understanding the eGovernment concept is not only limited to the 

employees in government sectors but, more importantly, to the top management in 

these sectors. Adam (YP) stated: “There is a problem with some leaders in 

government sectors who have limited technology skills, as they thought that 

implementing eGovernment will cause increasing unemployment.”  

The problem of misunderstanding the concept of eGovernment in government sectors 

is associated with a lack of awareness, education, training, and preparation for 

eGovernment (Section 8.5). George (ITA) stated: “There is an incorrect 

understanding of the meaning of eGovernment in government sectors as some thought 

it is only the automation of the work using computers. So, there is a crucial need to 

prepare staff to deal with eGovernment.” George (ITA) also mentioned that, “There 

must be awareness and education programs for staff and managers about what 

eGovernment is for because some managers do not want the change, which can 
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impact on staff.” Steve (ITE) stated, “I think officials in government sectors and 

decision-makers need to see the tangible benefits of e-transformation by providing 

awareness sessions that can properly educate them.”  

8.2.2 Change management  

As discussed in the literature review (Chapter 3, Section 3.1.3), change management 

refers to the change of culture within organisations in relation to eGovernment 

implementation. Change management consists of two main aspects: first, the 

management of resistance for applying the eGovernment within organisations; and 

second, the approach to change management, that is, strategies and plans to change 

the existing culture of the organisation.  

Resistance to the change to eGovernment in government organisations was indicated 

by some participants. Adam (YP) stated: “There is a resistance noted in some 

government sectors regarding the implementation of eGovernment.” Smith (ITM) 

mentioned that “Some of the expected reasons leading to the delay in eGovernment 

include resistance to change and the effectiveness of the efforts regarding 

eGovernment implementation.”  

Kent (ITM), referring to the delay in the implementation of eGovernment projects, 

stated that, “It is the issue of change management within the government sectors more 

than anything else.” Further, he said that “change management is needed for change 

strategy because it is the most difficult aspect.” Stressing the importance of change 

management, Kent (ITM) also mentioned that “There are problems in the 

infrastructure and they are deep, but these things are much easier than things that 

affect the human side and change management comes under this.”  

To apply change management, it is necessary to change the ideas of employees and 

top management as well as develop the work environment within organisations. Jack 

(ITM) suggested, “Any administrative development would be impossible to achieve 

without the development of administrative habits for employees.” Kent (ITM) also 

mentioned that “the problem is in the working environments which need to be 

developed in terms of procedures, work culture and information awareness and these 

are the major challenges to the Yesser program in my thinking.”  
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This factor is influenced by other factors which include: understanding the concept of 

eGovernment (8.2.1); and providing awareness programs (8.5).  

8.2.3 Technical departments in government organisations  

The development of eGovernment in government organisations requires a great deal 

of continued support from the IT departments within these agencies. The 

implementation of eGovernment projects or any IT projects within government 

organisations would not possible without the help of qualified IT staff working in IT 

technical departments. Therefore, the absence of an active role for these IT 

departments would influence the implementation of eGovernment and its initiatives 

and, in general, lead to delays in the implementation process for eGovernment 

projects.  

William (ITM) stated: “Technical departments in all different government agencies 

are supposed to be more developed than what they are now. This is due to the lack of 

qualified IT staff as well as poor training in the Information sector at different 

government departments.” Mike (ITM) mentioned that, “In the past there was no IT 

department at the ministry that one could rely on for electronic transactions, but we 

have established one in the last five months.” As can be seen, some government 

organisations did not have IT departments and some of these sectors lacked 

appropriate IT equipment. The same participant also said, “Currently we do not 

communicate electronically with other government sectors because the ministry does 

not have a reliable data centre.”  

Hence, the direct cooperation of top management with their IT departments within the 

organisations is required, first, to develop these sectors and, second, to enhance the 

implementation of eGovernment projects. This issue was discussed previously (in 

Section 8.1.6) and it was noted that the support of the top management is important, 

as is the support given to the IT department to complete eGovernment projects. Mike 

(ITM) also mentioned that, “Direct support and confidence from the minister given to 

the manager of the information and communication department in the sector is 

important as it helps to remove some of the obstacles that can face the development 

and implementation processes.” Moreover, the support of the top management given 

to the IT department and especially to the projects of eGovernment is connected and 
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associated with the understanding of eGovernment concept and its aim by the top 

management as discussed in Section 8.2.1.  

8.2.4 Ownership and reputation 

Another issue that has been identified in the empirical data as having an influence on 

eGovernment implementation is the ownership of eServices and the reputation one 

gains for developing them. Usually, the development of eServices is a shared task 

between more than one government body; there is cooperation between sectors in 

designing the service, then the required data is obtained to build the service, and 

finally the service is implemented. During the implementation and development of an 

eService, each government organisation involved within the process aims to own the 

eService for itself and receive public credit for having implemented the program. 

Fortunately, this has happened with only a few sectors, but it is still considered a 

hindrance for those sectors wanting to cooperate further to develop other services. 

Peter (ITE) stated that, “The implementation of eGovernment in Saudi Arabia is very 

slow and this is due to several problems, including ownership of the service and who 

should get the credit for doing this, especially if several sectors and departments are 

involved in the development and design of an electronic service.” Peter also 

mentioned that “Participation in the development of eServices to get the credit and 

ownership of the eServices are two main problems we are facing right now in our 

eGovernment projects with government sectors, especially for those services which 

need cooperation of different parties.”  

8.2.5 Sincerity in work 

Another influential issue on the development of eGovernment projects in government 

sectors as found in the empirical data is the absence of sincerity in work. In other 

words, the lack of feeling about the country’s benefit from the implementation of 

eGovernment projects by employees and top management within government 

organisations has been found to be problematic.  

Steve (ITE) stated that “There is a lack of feeling about citizens' difficulties by 

responsible managers and decision-makers in vital government sectors as they think 

that things like that happen every day so, their view of e-transformation is that it is 

not urgent and does not deserve to be given a high priority.” Jack (ITM) stated: “I 
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think government sectors do not lack in budgets and money as much as in the need to 

feel they are doing this [implementing eGovernment] for the country’s benefit. We 

need sincerity in work.” Moreover, David (ITM) echoed this view, saying, “We are 

still in the third world regarding the implementation of eGovernment; we could do 

more in this regard if everyone in this country could feel they are serving the country 

and are part of the community.”  

Awareness sessions and workshops (Section 8.5) available through the Yesser 

program and in cooperation with other related sectors is something crucial as it would 

help to educate the top management and employees about the real aim for 

eGovernment by understanding what the concept of eGovernment is about. Moreover, 

activating an incentives system (Section 8.8) in these government sectors is also 

required because it can motivate the employees to enhance their skills by learning 

more things and doing their work appropriately. Kent (ITM) stated that, “Normally, 

employees in the public sector lack incentives which can motivate them to learn new 

things and make an effort to work.” Moreover, David (ITM) related that these 

incentives, whether financial or moral, can help to motivate employees in government 

sectors for work: “Actually, these incentives, whether financial or even simple 

appreciation, motivate government officials to work effectively and learn new things.”  

8.2.6 Electronic systems  

The issue of electronic systems is another aspect that has been identified in the 

empirical data as having an influence on the transfer of data from one government 

sector to another, affecting the implementation of eGovernment projects.  

One of the issues that has been identified to affect the implementation of 

eGovernment is the absence or weakness of these electronic systems in government 

organisations. Peter (ITE) said, “One of the problems that we are facing is the 

weakness and the absence of electronic systems in government sectors that can be 

used to link these sectors together to transfer the data electronically.”  

Another issue is the lack of integration between electronic systems used within an 

organisation. Kent (ITM) stated: “We have a large number of offices around the 

world and these offices use different systems… So, our organization lacks having one 

system, such as a comprehensive ERP system which can contain all financial and 
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administrative actions in addition to the linking infrastructure in terms of 

telecommunication.” Jack (ITM) emphasised the integration between the systems 

used within the organisation: “Something important has to be done in government 

sectors to integrate systems used in the same organization.”  

Understanding the systems used in government organisations by employees is another 

issue related to electronic systems. Smith (ITM) stated: “Another problem is that of 

employees not understanding systems… they do not understand why some procedures 

for doing services have been changed within electronic transactions because they 

used to do paper transactions in a different way using different procedures.” The 

same participant associated this issue with the provision of training sessions to 

employees to enhance their understanding (Section 8.5).  

The last issue related to electronic systems is the variation in utilizing and adopting 

electronic applications among government organisations. There is a massive variation 

between government sectors with regard to utilizing and adopting electronic 

applications as some of these government sectors lack electronic systems, while 

others have advanced electronic applications, such as smart phones, which they use to 

reach the beneficiaries. David (ITM) stated: “We have also the ERP system in the 

Employees Affairs department called the 'Madar System' which contains all the 

administrative and financial systems needed for an employee’s affairs’. He also 

mentioned that “We can reach smart phones as we launched an iPhone application 

for faculty members and we are still developing the same application for Blackberry 

and Android phones. Also, we are developing an application for smart phones that 

helps students to access several services.”  

8.3 IT professionals and IT skills  

This category is the third most frequent one in data as shown in Table 7.4.1.  

The factors and issues included in this category have been identified as the third most 

influential factors on the development of eGovernment after the ‘cooperation and 

collaboration’ factors and the ‘challenges and needs in government sectors’ factors.  

This category consists of three factors: first, IT skills (8.3.1); second, IT professionals 

and human resources (8.3.2); and third, IT professionals in financial departments.  



Chapter 8: Factors influencing the development of eGovernment in Saudi Arabia  

 Osama Alfarraj     Page 191 

8.3.1 IT skills  

Having IT skills and knowledge about IT by employees and top management within 

government organisations is important to help them contributing to the development 

of eGovernment projects through using and utilizing the new technologies that have 

been introduced to the work environment.  

Some participants indicated the need for training employees in IT. Sam (ITM) stated 

that, “In our sector we have a lack of IT skills and some employees who need 

comprehensive training sessions.” Frank (ITM) emphasised the issue of IT 

requirements for government employees and top managers: “We have a large number 

of employees who do not know how to deal with technology, even computers; 

unfortunately, the majority of them are managers.”  

This factor is further associated with the cooperation of top management (Section 

8.1.6); if the manager is aware of the technology and, especially, eGovernment, then 

this will result in the cooperation of top management.  

According to Matt (ITM), “When a manager is aware and understands the 

technology, he is more likely to be supportive in implementing eGovernment 

projects.” In contrast, having even a limited knowledge and skills about IT by top 

managers would affect the implementation of eGovernment projects in government 

sectors and sometimes lead to the delay in these projects. Adam (YP) stated: “There is 

a problem with some leaders in government sectors who have limited skills in 

technology as they thought that applying eGovernment would increase unemployment.  

8.3.2 IT professionals and human resources 

The lack of qualified IT staff in government organisations was indicated by some 

participants. John (YP) stated: “There is a significant lack of human resources and 

expertise necessary for the transition to electronic transactions in government sectors, 

in addition to the lack of readiness in these sectors.” He also mentioned that he did 

not think they “have any problems in terms of funding, but expertise remains a key 

element in the success of the transition to electronic transactions.” Paul (ITM) 

mentioned the impact of the absence of qualified IT staff as well: “I also expect the 

absence of specialists in information technology had a major impact on the 

implementation of electronic government.” According to Kent (ITM), “There is 



Chapter 8: Factors influencing the development of eGovernment in Saudi Arabia  

 Osama Alfarraj     Page 192 

generally a great shortage of specialists in information technology and 

communications. I mean well-qualified professionals and not those with diplomas 

who took courses in institutes. This is a part of the problem with the development of 

electronic services in the Kingdom.” Sandy (YP) mentioned that “IT departments in 

government sectors are lacking in IT people; we saw some departments that have only 

two people and that is not enough.”  

Other participants indicated that their sectors had good plans for the implementation 

of eGovernment projects and the support of top management; however, the people 

who are responsible to implement these plans are not qualified in IT. Peter (ITE) 

indicated, “The implementation and development of services are the problem of 

people more than departments or government sectors, because sometimes these 

departments have really good plans and a timeline for them, but the people who are in 

charge of implementing these plans are non-specialist in such projects.” Jack (ITM) 

mentioned that “Here in the ministry the top management is really supportive; 

however, the people who carry out the implementation are not professionals.”  

The lack of qualified IT staff working in government sectors to implement 

eGovernment projects in cooperation with the Yesser program is one of the challenges 

that Yesser is currently facing as indicated by some IT managers. David (ITM) 

confirmed this: “One of the problems that Yesser is facing right now is the lack of 

experienced people in IT in government organisations who can assist Yesser in the 

implementation of eGovernment in their organisations.” The problem with the lack of 

IT qualified staff is not limited to government sectors but extends to the Yesser 

program itself. According to Bruno (YP), “we do not have enough workforce or tools 

to enable those services. Sometimes we lack the legislation and sometimes we need to 

employ more people in IT. We have the YCG (Yesser Consulting Group) which needs 

to be staffed by at least 30 people. This is our consultation group which all 

government agencies need for consultation.”  

The issue of insufficient IT staff working in government organisations is associated 

with a lack of financial allocations and incentives given to IT staff (Section 8.8).  
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8.3.3 IT professionals at financial departments 

Having IT professionals working in financial departments in government 

organisations would help those organisations to make the right decisions regarding IT 

projects. IT projects are not like other projects, where the lowest bid on the job wins 

the contract; great attention must be paid to the features and requirements. Buying 

poor equipment and low quality technical infrastructure will have a negative effect on 

the implementation of eGovernment. According to David (ITM), “Financial 

departments within government sectors need to have IT professionals who have 

knowledge and experience in IT projects and who can decide what is needed for their 

sectors.” Paul (ITM) noted that, ‘Normally, people who work in financial departments 

within government sectors are not aware of technology, so sometimes they make 

incorrect decisions regarding IT projects or take a long time to approve funding for 

IT projects.”  

Therefore, one of the notable issues identified in the data to have an influence on the 

development of eGovernment projects is the considerable time that taken by financial 

departments in government organisations to approve of IT projects. This issue is 

associated with the absence of qualified IT staff in these departments as discussed 

above. According to William (ITM), “IT projects in government sectors take a long 

time to get approved by top management and finance departments as compared to the 

private sector where IT projects get high priority.”  

8.4 eGovernment implementation challenges and barriers  

This category is the fourth most frequent category that occurred in the data, as shown 

in Table 7.4.1.  

This category of eGovernment implementation challenges and barriers includes 

several factors which include: following up IT projects (8.4.1); lack of belief (8.4.2); 

the 150 selected government services (8.4.3); partnership strategy with private sectors 

(8.4.4); engagement in the decision making (8.4.5); documentation of procedures and 

processes (8.4.6); and the engagement of universities and research centres (8.4.7).  

All the above factors were included in this category because they were indicated by 

participants as being influential on the work of the Yesser eGovernment program.  
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8.4.1 Following up the IT projects 

Following up the projects of eGovernment in government organisations is essential 

because it can help to maintain the cooperation of government organisations with 

Yesser, as well as to determine the progress of these organisations with regard to the 

development of eGovernment projects. Bruno (YP) stated: “Monitoring the process of 

projects in government sectors is important.”  

In order to monitor the state of eGovernment projects in government organisations, an 

eGovernment projects manager should be appointed in each government sector, 

whether by the government sector itself or by the Yesser program. This action would 

help Yesser to communicate easily with these sectors through those representatives 

(project managers) with regard to the eGovernment projects. According to Bruno 

(YP), “If there is a project manager from Yesser or from any government sector who 

can observe the integration of such projects, especially IT projects, it will be better.” 

Sandy (YP) mentioned the importance of having an eGovernment project manager in 

the government sector: “The Ministry of Labour was one of the first sectors 

financially supported by Yesser to start eGovernment projects, but they made no 

progress for a while until they specified a manager responsible for eGovernment 

projects alone. This manager has the authority to contact Yesser anytime, which 

makes the situation much better because Yesser can communicate directly with the 

authorized person regarding eGovernment projects.” 

Moreover, Yesser suggested that every ministry constitute a special steering 

committee responsible for eGovernment projects. Bruno (YP) mentioned this as well: 

“We also applied a successful idea in the last few years which is that there should be 

a steering committee in each government sector which has complete responsibility for 

eGovernment projects in that sector. This committee must include the chairman of 

that sector as the head of committee or their representative, more than one person 

from the IT department, one at least from the business side, and other department 

representatives of that sector or ministry. This committee would help to organize the 

work and follow up the projects instead of working with individuals.”  

Hence, the role of this committee is to organize the work and follow up the 

eGovernment projects in government sectors which will be turned into institutional 

work, rather than individual work, as before where Yesser was working to implement 
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eGovernment projects with individuals (IT employees) in these sectors. According to 

Bruno (YP), “Also, there is another problem we faced during the first three years; the 

work towards the implementation of eGovernment projects with government sectors 

were done by individuals rather than organisations and the work lacked 

documentation.” However, this idea of setting up a committee has been implemented 

in a few organisations.  

8.4.2 Lack of belief in change and fear of change  

According to Alex (ITE), “One of the current obstacles facing the implementation of 

electronic government is the lack of belief in electronic services and its importance by 

government agencies.” William (ITM) stated, “There is a fear by some employees in 

government sectors about applying eGovernment and this is caused by either the lack 

of understanding for e-transformation or just fear about the change itself.”  

8.4.3 The 150 selected government services 

As indicated in the background chapter (Chapter 2, Section 2.3.2), the Yesser program 

has predetermined 150 electronic services (since the beginning of Yesser program) to 

be initiated in the first five year plan for the implementation of eGovernment (2006 to 

late 2010). However, this specification of 150 services was deemed unsuitable and 

ineffective for many government organisations, as the selected services were chosen 

by the Yesser program without consultation with government organisations. This 

issue was indicated by participants from the Yesser program as one that caused some 

delays.  

Sandy (YP) stated: “The program of Yesser started with a plan that consisted of 150 

services which was a mistake from my point of view. It is short sighted to limit and 

specify the services to only 150 services without consulting or engaging the 

government sectors to see whether these services are the essential ones for them and 

the correct ones to start with or if there are others that are more important. For 

example, the sectors that I am dealing with right now are not satisfied with most of the 

selected services and have said they have services that are more important and these 

should have been implemented first.” Bruno (YP) stressed the same issue, saying, “I 

think we have 1000 services on the national portal, but we have not reached the 150 
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that Yesser has specified within the plan. Also, many of these 1000 services are 

information services and enquiries.” 

The difficulties caused by starting with 150 services are confirmed in the results of 

online evaluations made for Saudi government websites in Chapter 6 (Section 6.3.2), 

which indicated that most of the available online services are information and online 

query services. Moreover, there is a lack of full online services that can help 

beneficiaries.  

In the five years since the beginning of the eGovernment program, Yesser has realised 

that this plan of implementing 150 services to start with was not successful, as it goes 

against the needs of individual government sectors which want to develop different 

services which more and suitable and important to them. Sandy (YP) stated that “The 

good thing in the new five-year plan from 2010-to-2015, we are not going to depend 

and stick with 150 services…We are going to work with each government sector and 

see which services they want to develop now and start with those.” 

8.4.4 Partnership strategy with private sectors 

The implementation of eGovernment projects basically includes planning, designing, 

and implementing electronic services, as well as preparing the ICT infrastructure 

needs, and involving the private sector and, especially, the technical sector to assist in 

this regard. Jack (ITM) agreed with the process: “I think it is important to have the 

idea of partnership with the private sector to complete eGovernment projects.” Peter 

(ITE) showed the need to involve the private sector in the implementation of 

eGovernment: “We give some of our projects to private companies to complete them 

because we are under considerable pressure at work and do not have sufficient time 

to work on extra projects.” 

The involvement of the private sector is important especially at the current time as not 

enough qualified IT staff exists within government sectors (as discussed in Section 

8.3.2) and there is a current weakness in IT departments within organisations (as 

discussed in Section 8.2.3).  
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8.4.5 Engagement in decision-making 

Engagement in decision making is an influential factor that affects the implementation 

of eGovernment in government sectors. As discussed in Section 8.4.3, the lack of 

engagement in government organisations with the process of selecting which 150 

electronic services will be developed by the Yesser program caused a lack of 

cooperation in these organisations. Therefore, there is a need to engage beneficiaries 

with the decision-making process for the development of eServices. George (ITA) 

stated: “Engaging people in decisions made by the government, such as the provision 

of services, promotes the success of eGovernment and has a positive effect on it.” 

Matt (ITM) suggested that “Before offering any electronic service, it would be wise to 

ask a sample of people to whom I am going to offer ‘x’ service, ‘Do you think it is 

better to offer it in this form or that form?’ and ask them about the service itself.”  

Some other participants clarified their efforts regarding the engagement of 

beneficiaries within decision-making in their government sectors. Smith (ITM) said, 

“I cannot assume that all students and employees are happy with the electronic 

services provided by higher education… so we have designed a survey and planned to 

send it to all students overseas in order to measure their satisfaction about electronic 

services provided over the 'student portal' and ask for suggestions.” David (ITM) 

offered his views: “In the current situation, we have come a long way in 

implementing eServices in our university... Last year we launched around 27 

electronic services for faculty members. Regarding students, university has 

implemented a special system for students called 'eRegister' which enable students to 

access various interactive services online. Also, we are really keen to get students’ 

opinions regarding the system by asking students to fill in a survey.”  

8.4.6 Documentation of procedures and processes 

It is important to note that most of the government sectors, as they are shifting to 

eGovernment, have not been documenting the processes and procedures regarding the 

implementation of eGovernment initiatives. According to Bruno (YP), “Some 

government sectors, in fact, almost all of them, do not document their processes and 

there is nothing regarding procedures.” Adam (YP) also stressed this issue, saying, 

“It is important to document the procedures that have been done within eGovernment 
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projects to make sure the progress of such projects would not be affected with the loss 

of individuals who were responsible for projects.”  

As discussed in Section 8.3.2, government organisations lack qualified IT staff who 

can carry out the implementation and development of eGovernment projects. It is 

important to mention that Yesser was dealing with individuals (IT employees in 

organisations), rather than institutions or committees, to implement eGovernment 

projects since the beginning of eGovernment program. However, the processes and 

procedures made by those IT staff during the implementation of eGovernment 

projects have not been properly documented. This is often due to the limited number 

of IT staff working in government organisations which, in some cases, was only one 

person. Therefore, the work of Yesser with individuals (that is, the IT employee) 

risked the implementation progress in government sectors because some of those IT 

staff might leave the government sector if they found better work opportunities 

elsewhere. This results in further project delays for eGovernment as some of these 

projects stop until a new IT person is hired and continues the process. Moreover, 

when new IT staff are hired and try to continue the development of eGovernment 

projects, they do not know where to start with the work, especially as there is no 

documentation for previous work. According to Sandy (YP), “Another problem we 

faced during the first three years was that the work towards the implementation of 

eGovernment projects with government sectors were done with individuals, rather 

than organisations, and the work lacked documentation.”  

This factor is associated with following up the projects of eGovernment (8.4.1) as 

setting up special committees for eGovernment projects at each organization or 

ministry is important.  

8.4.7 The engagement of universities and research centres  

One of the issues is that of forming partnership strategies with universities and 

research centres to benefit from research in the field of eGovernment. This can help 

Yesser to, first, find out the challenges and obstacles facing the implementation 

process, and, second, study the best ways to introduce new concepts to the workplace, 

community, and society. 
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According to George (ITA), “[T]here is a lack of benefit from academic research 

regarding eGovernment implementation and making partnerships with universities.” 

Paul (ITM) noted that, “It is important to involve universities in the eGovernment 

implementation process by motivating researchers to do more studies in eGovernment 

and other related areas.”  

The involvement of universities is not only limited to do research but rather to help in 

the implementation of eGovernment projects in general. Sandy (YP) said, “We have a 

project called the annual measurement. We designed the measurement form and we 

used to send it to all government sectors every year to measure the readiness of 

government sectors. We have done measurement one and two but measurement three 

was done under the supervision of King Fahd University.”  

8.5 Awareness and training 

This category comes in fifth place in terms of frequency of the concept in the data as 

shown in Table 7.4.1. 

This category of ‘awareness and training’ includes several factors which as follows: 

awareness for employees (8.5.1); awareness for managers and decisions-makers 

(8.5.2); awareness programs needed for introducing new concepts (8.5.3); and 

spending on training (8.5.4).  

8.5.1 Awareness for employees  

The provision of training and awareness through workshops and educational sessions 

is required by Yesser for all and by all government organisations for their local 

departments and employees. Providing awareness and training to beneficiaries will 

bring to light several advantages related to the cooperation of government sectors with 

the Yesser program to complete the projects of eGovernment, enhance the use of 

electronic systems in government organisations, and correct erroneous ideas about 

eGovernment among government employees.  

Most participants indicated there was a lack of awareness and training in IT in 

government organisations. According to Louis (ITM), “We have a lack of awareness 

programs about the use of technology for public employees across government 

sectors.” Kent (ITM) stated: “Government sectors should focus on aspects of IT 
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awareness and training.” Moreover, employees in organisations need to know the 

real benefits of eGovernment. According to Smith (ITM), “The lack of employee 

awareness of the expected benefits of eGovernment is one of the difficult issues facing 

eGovernment implementation.” 

Providing training helps employees to understand the electronic systems they use and 

the reasons for using them. Bruno (YP) discussed this issue, saying that “Employees 

are not educated about the system. They do not know why they use the system or what 

it’s for? What are the benefits for themselves?... So they are not fully educated.” Jack 

(ITM) also mentioned that, “Government employees need awareness and education 

about electronic systems before implementing them.”  

Moreover, it is not only the government employees who need training but, more 

importantly, the IT staff who are responsible for the implementation of eGovernment 

projects in government organisations. According to David (ITM), “IT staff in 

government sectors need training and not just basic training… They need professional 

training sessions.” 

As mentioned previously, providing awareness to beneficiaries can be achieved 

through workshops, public seminars, conferences, and awareness campaigns that can 

educate them about the eGovernment concept and the responsibilities for each 

organisation. Yesser, as the driving force of eGovernment implementation, should be 

responsible here to arrange such initiatives. Adam (YP) stated: “Regarding the 

awareness campaigns, we held the first conference in 2010 to educate the government 

sectors and people about the role of Yesser and the importance of eGovernment.”  

This awareness campaign is the first and the only one that Yesser has arranged to 

educate public organisations about Yesser’s role and responsibilities, as well as other 

government organizations’ roles regarding the implementation of eGovernment, and 

the benefits of eGovernment implementation. Held in 2010, this awareness program 

came a bit late as the implementation of eGovernment started in 2005 and the vision 

to complete the first delivery of e-services was scheduled for late 2010 (as discussed 

in Section 2.3). Therefore, the lack of awareness and training is one of the important 

factors influencing eGovernment development. According to John (YP), “I think one 

of the important factors delaying the transition to electronic transactions is awareness 

and training in the field about the transformation to eGovernment.”  
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8.5.2 Awareness for managers and decisions-makers  

As an extension of what has been discussed in the previous section regarding the need 

to provide awareness and training to government employees, this section highlights 

the need for awareness and training for government managers and decision-makers. 

According to George (ITA), “There must be awareness and education programs for 

staff and managers about what eGovernment means because some managers do not 

want the change, which can reflect on the staff.” Louis (ITM) commented that, 

“Decision-makers need a lot of awareness about the usefulness of e-services and 

eGovernment.”  

The understanding of the top management (manager, leader, decision maker, minister) 

about the eGovernment concept through awareness and training programs inevitably 

has an influence on the level of cooperation between top management with the Yesser 

program, with eServices developers, and with other government organisations, as 

discussed in Sections 8.1.5 and 8.1.6.  

8.5.3 Awareness programs needed to introduce new concepts  

A good strategy to combat employee resistance to applying new technologies and 

electronic systems is providing and offering awareness programs prior to the 

implementation as an introduction of new concepts to the work environment. 

According to George (ITA), “Some ministries have applied fingerprint technology to 

monitor staff attendance and some employees in these sectors have broken the 

devices. Can you imagine? Employees in the government sector broke the device 

because they do not want it. I attribute this to a lack of awareness and a failure to 

introduce new concepts to the workplace before their implementation.” Gary (ITA) 

commented, “Anything new and particularly electronic needs to be provided to the 

people with advance awareness before implementation.” Jack (ITM) attested that, 

“Government employees need awareness and education about electronic systems 

before their implementation.” 

Some participants considered that the lack of awareness and failure to introduce new 

concepts prior to their implementation was a problem. Matt (ITM) explained: 

“Applying new concepts to a society or workplace without providing an introduction 

or awareness programs to the beneficiaries is a problem in itself. For example, 
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applying the ‘Saher System’ into Saudi society has been faced with strong resistance 

from all levels of society.”  

8.5.4 Spending on training 

As discussed in previous sections, it is important to provide awareness and training to 

employees and there are two important issues associated with this. The first issue is 

the need for cooperation between the training and development department and other 

local departments within the government organisation to train the staff. This issue was 

indicated by Mike (ITM): “We had a problem with the department of administrative 

development in the Ministry because it was not cooperating with us in training staff.”  

The second issue is the expenditure for training, as indicated by John (YP) who 

mentioned that he “noticed that the budgets for training officials last year were more 

than before and this move is in the right direction.”  

8.6 Provision of electronic services  

This category comes in sixth place in terms of frequency of the concept in the data as 

shown in Table 7.4.1.  

The category of ‘provision of electronic services’ contains the following factors: 

designing eServices and electronic systems (8.6.1); the lack of linking government 

sectors (8.6.2); providing alternative solutions (8.6.3); eServices provided by 

organisations (8.6.4); the need for integrated and interactive eServices (8.6.5); and 

privacy and security issues related to eServices (8.6.6). 

8.6.1 Designing eServices and electronic systems  

The design of electronic systems or electronic services needs to be easy to use and 

understandable for government employees, especially given the current lack of 

employee IT skills in government organisations, as discussed in Section 8.3.1.  

According to William (ITM), “The complexity in the design and delivery of electronic 

services is a real reason to delay its implementation.” Jack (ITM) explained the 

complexity in the some of their systems; some employees struggled to find the related 

files in the system for the same order or record, so the IT department improved the 

system and found a solution to the problem. Jack mentioned that “For example, we 
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have a system that contains many complex screens that makes the system difficult. So, 

we made some improvements to the system by storing all required documents in ‘pdf’ 

format which made it easier for employees to reach them without navigating through 

several screens to find documents. This example shows the importance of engaging 

users with decision making (as discussed in Section 8.4.5) as it can reflect positives 

attitudes towards continuous use of the system by employees.  

8.6.2 The lack of linking government organisations  

Some participants pointed out the lack of linking (that is, electronic linking using 

telecommunications means and infrastructure) between government organisations to 

exchange the required data to build and offer electronic services. One of important 

steps that government sectors need to do while implementing eGovernment is make 

and establish a link with GSB (Government Service Bus offered by the Yesser 

program) to start to electronically communicate with other organisations in an easy 

and secure way. GSB is an integration channel developed by Yesser through which all 

government organisations are connected. According to George (ITA), “The 

integration channel (GSB) which was implemented by Yesser is really important 

because it provides a secure mode of communication between government agencies to 

transfer the information.” Sandy (YP) mentioned the purpose of GSB: “One of the 

good things that can be credited to Yesser is applying the idea of GSB which is 

Government Service Bus. It has not been implemented anywhere else and has gained 

international awards. We use this channel to link government sectors with each other 

for the purpose of transferring data.”  

Some participants indicated the lack of progress in linking government sectors with 

GSB which is associated with a lack of cooperation from the government 

organisations side. According to Sandy (YP), ‘The linking process of government 

sectors with Yesser was very slow and caused by a lack of cooperation from some 

government sectors’.  

Creating and establishing the link between organisations is one of the first important 

steps to develop eGovernment projects and offer electronic services. Nathan (ITM) 

remarked, “The second service that we are going to implement falls under the 

umbrella of G2G, which is the linkage with the Ministry of Health... Of course, the 

link with the Ministry of Health is to register two things: birth and death.” Nathan 
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continued, “Creating the link with the Ministry of Health helps to raise the efficiency 

of information, speed up the registration of information, and inform related sectors 

instantly to do their roles.”  

With regard to linking government sectors in GSB, Yesser has provided government 

sectors with the requirements that are needed to connect them with GSB. This was 

mentioned by Sandy (YP): “We have provided the GSB integration requirements to 

government sectors in order to make it easy for them to link to the channel.” 

However, some government organisations first reject or even ignore the news that 

they have to do some preparations on their side first, believing the linkage can be only 

done through Yesser. This type of rejection happens because some of these sectors do 

not want to make changes and fear change. According to Alex (ITE), “We have 

already faced many problems related to the resistance of some government sectors 

against electronic change and this is based on the fear of change for some 

procedures, lack of trust in electronic services, thinking electronic services can lead 

to fraud and problems, and sometimes decision-makers are not yet convinced to 

change.”  

8.6.3 Providing alternative solutions  

Some government sectors find alternative solutions that can help those organisations 

which could not link with GSB (as discussed in Section 8.6.2) to exchange data with 

other government sectors.  

Nathan (ITM) explained that, “We are also planning to provide temporary solutions 

in case we cannot link with some government sectors due to their lack of e-readiness. 

We can link them directly to the Ministry of Interior website rather than to the Agency 

of Civil Affairs. We are doing this to speed up the implementation of electronic 

transactions.” The Agency of Civil Affairs belongs to the Ministry of Interior.  

8.6.4 eServices provided by organisations 

Some participants pointed out areas of weakness in eServices provided by government 

organisations. According to David (ITM), “One of the problems that we are facing is 

the weakness and absence of electronic systems in government sectors.”  
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Other participants indicated the weakness in the provided electronic services is that 

most answer queries rather than provide complete eServices. George (ITA) mentioned 

that, “Some government sectors have announced that they have started providing 

certain e-services but in the reality these services are queries services.” Gary (ITA) 

related his own experience with such electronic services: “One of the services that the 

Saudi Food & Drug Authority provides is inquiry about products approved by the 

authority. I have used this service to ask about products in the market and I have not 

gotten a response even though it has been eight months since my inquiry. The 

response should come back within minutes, not months. By the way, this authority has 

received a Digital Excellence Award for 2007 and mentions this on its website.”  

This confirms the results shown in Chapter 6 (for evaluating organisations websites, 

also discussed in Section 8.4.3) with regard to the lack of electronic services provided 

by government organisations through their websites.  

Nathan (ITM) mentioned that, “We have set a plan to implement 7-to-10 electronic 

services related to Government-to-Government (G2G). Currently, we have already 

implemented one electronic service and it is in the pilot phase right now and two more 

services will be available for government sectors soon.” The interview with this 

participant was in late 2010 and the timeline of the Yesser eGovernment program 

showed their intention to provide various electronic services by the end of 2010 (see 

Chapter 2, Section 2.3.4). This means only one electronic service had been developed 

by this sector by the Yesser due date.  

8.6.5 The need for an integrated and interactive eServices  

Some participants emphasized the importance of developing integrated and interactive 

online services. According to Sandy (YP), “Actually, we need to develop integrated 

services that can be done online and do not require personal attendance such as 

exit-re-entry visa service (which was developed by the Al-Elm Company and the 

Passport Authority at the Ministry of Interior). Bruno (YP) mentioned that, “If you 

want information or inquiry services… it is very easy to digitize whatever documents 

we have and put them online. Our main objective should be to focus more on people; 

we should focus more on integrated services and interactive services because these 

services normally take time.”  
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As seen in the discussion in this and the previous sections, there is a serious problem 

with some of the current eServices provided by different government sectors which 

need to be re-built or re-design to serve the beneficiaries properly.  

8.6.6 Privacy and security issues related to eServices 

It is noted that there is a lack of regulations in relation to privacy issues associated 

with the development of electronic services. According to Alex (ITE), “Actually, 

there is no legislation yet regarding privacy and other related issues in the country.” 

Moreover, he explained the lack of understanding by government organisations about 

the privacy issue by saying that, “There are some government sectors that are aware 

of privacy issues, while others do not believe in such matters.” Therefore, Alex 

suggested that, “Each government sector should have a local privacy policy that can 

be applied to all its services before they are offered online.” He also said, “The 

importance of having a privacy officer in all government sectors is to ensure 

reviewing and studying the eServices before offering them.”  

8.7 Education about the concept of eGovernment  

This category is seventh in terms of the frequency of the concept in the data as shown 

in Table 7.4.1 and includes one section which is lack of education about eGovernment 

(8.7.1). 

8.7.1 Lack of education about eGovernment 

Education about eGovernment is needed at both organisational and national levels 

because there is a lack of knowledge about the Yesser eGovernment program as 

indicated by a participant. According to George (ITA), “Last year, I did research and 

asked people if they were aware of Yesser and if they visited the national portal 

website for Saudi Arabia. The most frequent response was ‘no’; the 120 people who 

said ‘no’ formed 85% of the total sample.”  

In particular, some other participants raised the issue of misunderstanding about 

eGovernment and how many people do not know what eGovernment is really about in 

government organisations. William (ITM) explained that, “Some government 

agencies have misunderstood the meaning of eGovernment and thought that their only 

duty was to upload the application forms online and let citizens download them.” 
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Peter (ITE) stated that, “There is a misunderstanding by government sector employees 

about the aim of eGovernment as, in most cases, they thought it was a means to 

reduce the number of staff.”  

Education about eGovernment and its benefits is not limited to employees in 

organisations but, more importantly, should include top management. According to 

Steve (ITE), “The change and the plan to convince senior management to accept the 

change to eServices normally consists of a plan with a starting date and no finishing 

date because some may see that there is no real benefit to electronic services from 

their points of view.”  

The need to educate employees and top management in government organisations 

about eGovernment was identified by some participants as missing at the current time. 

According to Paul (ITM), “Educating administrative leaders about the role of 

technology and its importance in their organizations to implement eGovernment is 

something that is missing.” Sandy (YP) indicated that, “There is a need to educate 

government agencies about the real aim of electronic transactions, as it would not 

reduce the number of staff, despite there being a serious fear by government sectors 

that it would.” Alex (ITE) also mentioned that, “Some people think that electronic 

services can increase the ratio of unemployment or that it is something that can make 

one lose power and authority.” Therefore, education programs can enhance 

understanding for the benefit of eGovernment. As Alex (ITE) pointed out, “Through 

education, you can make government sectors believe that electronic services could do 

such thing.”  

8.8 Financial allocations and incentives for IT staff  

The eighth most frequent concept that appears in the data, as shown in Table 7.4.1, is 

the category of ‘financial allocation and incentives for IT staff’.  

This category includes the provision of financial incentives (8.8.1), and the need for 

increasing the salary scale for qualified staff in IT (8.8.2).  

8.8.1 Provision of financial incentives 

The existence of IT staff in IT departments and financial departments within 

government sectors are important because they are the key elements to help in the 
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implementation of eGovernment projects. Therefore, IT staff needs to be motivated, 

both financially and morally. According to David (ITM), “Actually, these incentives, 

whether financial or just shows of appreciation, motivate government officials to work 

effectively and learn new things.” Kent (ITM) indicated that, “Normally, employees 

in the public sector lack incentives which can motivate them to learn new things and 

make an effort to work.” 

A considerable number of participants noted the lack of IT staff working in 

government organisations (as discussed in Section 8.3.2) and they referred to the 

inadequate financial incentives and allocations specified to IT staff as possible causes 

for the staffing shortage. According to Sam (ITM), “We have a lack of Saudi IT 

people in our sector and the reason is due to the shortage of incentives and financial 

allocations.” David (ITM) concurred with this view: “The lack of experienced people 

in government organisations comes from the rarity of incentives and allocations 

specified for those IT specialists working in government sectors.” Moreover, Steve 

(ITE) advocated the same issue, saying that, “The absence of financial incentives and 

the lack of financial allocations for IT qualified people within the government sectors 

leads to the inadvertent rejection of qualified personnel to work in such sectors and 

choose to the private sector.” Finally, John (YP) suggested, “I think it is very 

important to focus on the human element and create a system of incentives that will 

promote the human element in the public sector.”  

8.8.2 The need to increase the salary scale for qualified staff in IT 

As an extension to the discussion of the previous section, the existence of IT staff 

working in IT departments within government organisations is influenced by another 

factor, which is the absence of a salary scale specified to qualified staff and 

comparable to the private sectors. In other words, the specified salaries currently 

given to IT staff in the government sector are low compared to salaries in the private 

sector. Jack (ITM) commented on this matter: “We have a lack of qualified IT people 

in the government sector and the reason is due to the lack of the salary scale for such 

people.” Bruno (YP) also agreed that the lack of IT staff in government organisations 

is due to the low salaries they receive, even in the Yesser eGovernment program: “IT 

people who have skills in specific areas are needed and they might get high salaries 

[in the private sector], so they won’t come to work for such low salaries for Yesser.” 
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Sandy (YP) confirmed this view when she said, “Qualified IT people would not come 

to work in government sectors for a salary of 6000 or 7000 Riyal, when they can make 

twice that in the private sector.” 

8.9 Regulations, procedures, and plans  

This category comes in ninth place in terms of frequency of the concept in the data as 

shown in Table 7.4.1.  

This category includes several factors which are as follows: the complexity of 

procedures and the need for change (8.9.1); the need to unify the procedures for the 

entire workflow (8.9.2); and the lack of strategic plans for eGovernment development 

(8.9.3). 

8.9.1 The complexity in procedures and the need for change  

Designing and offering electronic services is required to change or modify some 

traditional procedures associated with providing services in government organisations. 

In order to develop the current services so they can be offered online as electronic 

services, old procedures need to be re-designed to suit the new online delivery format 

for eGovernment services. According to Nathan (ITM), “Procedures and existing 

systems at the Agency of Civil Affairs were developed for a paper-based system. So, 

we need to re-formulate these procedures in order to suit the direction of 

eGovernment.” Gary (ITA) stated that, “The work is automated and has become 

electronic, but the procedures still follow the traditional way. I mean, administrative 

procedures must be changed and modified to facilitate providing electronic 

transactions.”  

Mike (ITM) explained the importance of changing the traditional service transaction 

procedures in their organisation: “One of the most important steps towards 

e-transformation within the Ministry of Justice is changing traditional service 

procedures and, indeed, we have already modified procedures for the writings of 

Justice from seven steps to two steps so they are electronically applicable.” Matt 

(ITM) stressed the same issue, “In general, there are no clear procedures for 

electronic transactions... They have adopted the tools of eGovernment but are still 

doing things according to old paper-based procedures... There is no benefit to 

eGovernment without procedures to suit it.”  
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Some participants indicated the procedural complexity of doing services with 

government organisations as an important issue affecting the development of 

eGovernment. Paul (ITM) mentioned that, “The problem is with the current 

administrative procedures for existing transactions with government sectors which 

seem to be very complicated. So, the complexity of these procedures makes it difficult 

to join eGovernment in such a quick way.”  

This factor is associated with the ‘cooperation and collaboration’ factor as cooperation 

between government organisations is required to develop the procedures for offering 

electronic services. For example, Alex (ITE) mentioned the importance of cooperation 

between government sectors engaged in the implementation or even the use of 

electronic services, such as the ‘exit-re-entry visa’ service. He stated that, “When we 

developed the ‘exit-re-entry visa’ service in cooperation with the Ministry of Interior, 

we had lots of difficulties. One of them was changing the form of the visa as it was a 

label which required a special printer needed by all the different parties involved in 

this matter. So, we changed the form of the visa to be an A4 page instead of a label, 

which is much easier and does not need a specific printer. Thus, we have endeavoured 

to convince all government sectors to adopt this new form.”  

8.9.2 The need to unifying the procedures for the entire workflow 

Unifying procedures for doing the same service or transaction at different places is 

one of the problems facing Yesser with some government organisations during the 

implementation and development of eGovernment. According to Sandy (YP), “We 

are working with the Ministry of Municipal and Rural Affairs to unify the procedures 

at Amanahs and municipalities because some procedures are different from one 

municipality to another.” Smith (ITM) spoke of the same problem with the cultural 

missions offices belonging to the Ministry of Higher Education; he considers them an 

obstacle to developing eGovernment in their organisation: “We have a problem with 

cultural attachés, that is, each attaché office has its own culture in terms of work 

procedures. For example, you can find a particular service has different procedures 

to do in each cultural attaché, so there is no standardization of procedures for the 

entire workflow, which is required to facilitate the technical work. This is one of the 

challenges we are facing right now.”  
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8.9.3 The lack of strategic plans for eGovernment development 

Some participants indicated this lack and absence of plans for developing 

eGovernment. According to David (ITM), “There is no strategic plan adopted by 

high authorities in the country for e-transformation who can clarify the targets and 

objectives.” He also explained that, “The national strategic plan for eGovernment is 

not clear… Even Yesser has changed its program target this year from providing 

e-services to supporting infrastructure projects.”  

Louis (ITM) also stressed the impact of the absence of clear regulations and plans: 

“The absence of clear regulations and plans for some leaders in the decision-making 

process make the implementation of eGovernment more difficult.”  

Moreover, the empirical data shows a lack of plans for cooperation between 

organisations/sectors involved in the development of eGovernment. For example, 

there are no plans for direct cooperation between the Yesser program and Al-Elm 

Company to implement electronic services for government organisations where 

Yesser program is the authorized sector for enabling and facilitating the 

implementation of eGovernment in government organisations, and Al-Elm Company 

is the developer for electronic services for government organisations. For example, 

one participant from Al-Elm Company discussed the relationship between their sector 

and the Yesser program; he stated, “Let’s say that there is no direct relationship in a 

clear model with the Yesser program.” This can be considered one of the current 

difficulties facing the development of eGovernment.  

8.10 E-readiness  

This category is one of the main categories created in the axial coding during the 

analysis phase. It is tenth in terms of its frequency in the data as shown in the Table 

7.4.1.  

The e-readiness category refers to the ICT capabilities in government organisations 

that can assist these organisations to deliver electronic services as well as enhance the 

communication channels between the sectors involved in the implementation of 

eGovernment projects. It includes the following: provision of electronic 

communication channels (8.10.1), and the lack of e-readiness in government 

organisations.  
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8.10.1 Provision of electronic communication channels 

As indicated by some participants, some government organisations lack simple tools 

of communication that can assist employees to easily communicate with each other, 

such as email. According to Louis (ITM), “There is a weakness in the internal 

communication between the staff of the sector through email as there are no official 

email accounts created by the sector for its employees.” Frank (ITM) mentioned the 

same issue: “In our ministry, we lack official email accounts for employees and only a 

few people in this sector sometimes use their personal Hotmail accounts to 

communicate and complete the work.” Moreover, some other sectors are in the 

planning stages of providing email accounts to its employees, as indicated by Mike 

(ITM): “We are planning to create email accounts for employees.”  

Furthermore, some organisations do not yet have Internet access, which is the basic 

requirement for exchanging data with other organisations and providing electronic 

services. Mike (ITM) indicated, “We have just started providing Internet service for 

ministry employees last month.”  

These sectors which have a lack of e-readiness cause major delays in the 

implementation of their eGovernment projects. Therefore, these sectors cannot 

properly contribute to others’ organisations in the implementation and development of 

eGovernment as they would not be able to exchange or transfer any data with others.  

8.10.2 The lack of e-readiness in government organisations  

Government organisations demonstrate different degrees of e-readiness which may or 

may not allow them to link with other government organisations and provide 

e-services. According to John (YP), “There is a variation between government sectors 

regarding the level of e-readiness, which definitely reflects on the performance of 

these sectors and the extent of their cooperation with Yesser.” William (ITM) 

confirmed the variation in e-readiness between government agencies: “The disparity 

in e-readiness between government sectors impacts on eGovernment implementation 

for the whole country.”  

Some participants from Yesser indicated this variation of e-readiness among 

government organisations is an existing problem that impedes Yesser from 

implementing eGovernment projects in the specified time. Adam (YP) stated, “The 
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problem here is dealing with different government sectors and the majority of these 

sectors are not ready to implement eGovernment.” John (YP) indicated the same issue 

by saying that, “There is no resistance to eGovernment but the process is subject to 

the readiness of the institutions and the extent of understanding of the organization 

into the role of modern technology and the role it can play in the development and 

improvement of services and the provision of services to various segments of 

beneficiaries.” Later in the same interview, John (YP) said that, “There is a 

significant lack of human resources and expertise necessary for the transition to 

electronic transactions in government sectors in addition to the lack of readiness of 

these sectors.” 

The lack of e-readiness in government sectors is associated to the lack of ICT 

infrastructure in government organisations. This factor will be discussed in the 

following section.  

8.11 ICT infrastructure  

This category is one of the main categories created in axial coding during the analysis 

phase. It ranks eleventh in terms of its frequency in the data as shown in Table 7.4.1. 

The concept of eGovernment is usually associated with the use and advancement of 

information and communication technology, and especially emphasizes the use of 

telecommunication tools as a means to deliver electronic services to targeted users.  

The category of ICT infrastructure includes the following: provision of ICT 

infrastructure (8.11.1), and weakness in the infrastructure (8.11.2).  

8.11.1 Provision of ICT infrastructure  

Having high standards for ICT equipment helps any government organization to 

successfully offer e-services. According to Alex (ITE), “There is a problem with 

providing electronic services. When the system is down you can do nothing... and this 

makes it essential to supply the appropriate equipment such as servers and others 

equipment in order to offer electronic services with fewer or even no problems.”  

The role of providing infrastructure is mainly the responsibility of government 

organisations; however, Yesser is responsible to provide the shared infrastructure used 

to link government organisations, such as GSB (Government Service Bus). John (YP) 
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suggested that, “Yesser has a key role in the provision of a shared infrastructure, but 

the responsibility remains with the government sectors to develop their infrastructure 

at their agencies.”  

Some government organisations thought that Yesser was responsible to provide 

everything to develop eGovernment in their organisations, including ICT. This 

perception may be the result of Yesser inadequate role in educating government 

organisations by holding workshops and conferences, as discussed in Section 8.5.1.  

In order to interconnect government organisations with the GSB, government sectors 

have to meet, firstly, the requirements needed to establish the link, as requested by the 

Yesser program. Sandy (YP) stated: “We provided the government sectors with the 

GSB integration requirements in order to prepare them to link with the channel.” The 

shared infrastructure provided by the Yesser program by which all government 

organisations can be connected seem to be ready; however, infrastructure for 

government organisations is still weak or even missing. According to Sandy (YP), 

“One of the good things that can be credited to Yesser is applying the idea of GSB or 

Government Service Bus. It has not been implemented anywhere else and has gained 

international awards. We use this channel to link government sectors with each other 

for the purpose of transferring data.” As discussed earlier in Section 8.6.2, some 

government sectors reject the plan to link with the GSB and do not want to prepare 

their organisations in terms of infrastructure to be ready to link with the GSB.  

8.11.2 The weakness in the infrastructure 

With the current lack of infrastructure in government organisations, the eGovernment 

program of Yesser cannot properly achieve its objectives by implementing 

eGovernment projects in these organisations. The inadequacy of the infrastructure was 

indicated by some participants. According to David (ITM), “Yesser is faced with the 

problem of poor infrastructure in many government sectors which impede its plans to 

link these sectors with each other. I know this from colleagues working for Yesser.” 

Kent (ITM) confirmed the deficiency in infrastructure, saying: “There are problems 

in the infrastructure and they are deep, but these things are much easier than things 

that affect the human side and change management comes under this.” 
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Moreover, some participants indicated the weakness of infrastructure at their 

organisations or at other organisations with which they do business. Louis (ITM) 

stated that, “The current infrastructure is not ready yet and it needs more 

development.” Such delay in the development of the infrastructure has an influence on 

the development of eGovernment within the ministry or department and impedes data 

sharing with other government organisations. For example, poor infrastructure at the 

Ministry of Education has impeded its ability to link with King Saud University to 

transfer the students’ data as required. This was indicated by David (ITM), who 

stated: “We used to get the data of secondary school students on CD from the 

Ministry of Education because we did not yet have a link with the Ministry as the 

Ministry lacks the ICT infrastructure which would allow it to share information and 

data with different sectors.”  

Some participants referred to the Yesser program’s inability to provide electronic 

services in the specified time (by the end of 2010 as mentioned in Chapter 2, Section 

2.3.2) due to the lack of infrastructure in government organisations. David (ITM) 

explained that, “The national strategic plan for E-Government is not clear…Even 

Yesser has changed its program target this year from providing e-services to 

supporting infrastructure projects… and the reason is they could not provide 

electronic services with the current weak infrastructure of government sectors.”  

8.12 Enablers  

This category is one of the main categories created in the axial coding during the 

analysis phase. It is ranked twelfth in terms of its frequency in the data as shown in 

the Table 7.4.1. 

This section discusses the enabling factors, which enable the achievement of 

eGovernment implementation and development in government organisations in Saudi 

Arabia.  

The category of ‘enablers’ refers to all issues found in the data to have a positive 

influence on the development of eGovernment projects in government organisations. 

These issues include the following: having the intention to work towards 

eGovernment implementation (8.12.1); the employment of advanced electronic 

systems and applications (8.12.2); engaging beneficiaries with decision-making 
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(8.12.3); providing electronic services (8.12.4); the continued support of Yesser 

(8.12.5); and utilizing the experiences of eGovernment (8.12.6).  

8.12.1 The intention to work towards eGovernment development 

The intention by government organisations to shift to eGovernment is essential to 

effectively and continuously cooperate with Yesser and other related organisations to 

implement the projects of eGovernment. David (ITM) mentioned the importance of 

having the intention to move forward to implementing eGovernment: “The University 

has taken strong steps, but we are still not satisfied because if you reach satisfaction 

then you are not working for development. We believe that we can do more... we can 

do more. Actually, we are not looking for reputation in marketing and ranking. 

However, we have a roadmap of initiatives that we are planning to achieve.” 

The intention and desire of some government organisations to move to eGovernment 

was indicated by some participants. John (YP) stated that, “Yes, there is a desire by 

most government sectors to shift to electronic transactions, but at different levels.” 

The successful implementation of eGovernment projects is associated with the will 

and desire of government sectors to work forward in the direction of eGovernment. 

According to Kent (ITM), “The success of the Yesser program is based on the will of 

other government sectors to successfully implement eGovernment.”  

Having the intention and desire to implement eGovernment projects by government 

organisations leads to efficient cooperation with the Yesser program and other 

government organisations involved in the development of eGovernment. Peter (ITE) 

offered an example involving the Passport Authority: “When it wanted to design and 

implement an ‘exit-re-entry’ visa service with the Al-Elm Company, the Passport 

Authority was very cooperative and supportive and wanted to finish the service as 

soon as possible because it was giving them a headache. Moreover, the authority also 

changed some of its complex procedures for printing the visa [to suit online service 

delivery].” 

8.12.2 The employment of advanced electronic systems and 

applications 

It is noted that some government organisations have employed advanced and 

integrated systems which can be considered as strong steps made towards 
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implementing eGovernment. For example, the Ministry of Higher Education has 

employed an integrated system to provide electronic services to its staff and students 

studying overseas in cooperation with related organisations. Smith (ITM) stated: “We 

have an integrated system called the 'Student Portal' which links students on 

scholarships with their cultural attachés in their study countries as well as with the 

Ministry of Higher Education and scholarship sponsors in Saudi Arabia. It also links 

both students and cultural attachés with the private sector, which is the travel agent 

Al-Tayar which issues annual tickets.” Smith’s comment reveals the effort made by 

the Ministry of Higher Education to link all its distributed offices and departments 

through the employment of integrated systems, such as Student Portal.  

This confirms the results indicated in Chapter 6 (Section 6.3.1) with regard to the 

evaluation of Saudi government websites. The website for the Ministry of Higher 

Education was placed in Stage V as it achieved full integration; that is, it had a high 

performance at the level of transactional presence and is the only website to obtain 

such a result. 

Another integrated system is employed by King Saud University. According to David 

(ITM), “We have the ERP system in the Employees Affairs department called the 

'Madar System', which contains all administrative and financial systems needed for 

employee affairs.” Moreover, applications were developed for smartphones for both 

staff and students in order to facilitate access to electronic services offered by the 

university to its targeted users. David (ITM) stated, “We can reach smartphones as 

we launched an application for faculty members for the iPhone and we are still 

developing the same application for Blackberry phones and phones operating on the 

Android system. Also, we are developing an application for smartphones that helps 

students to access several services.”  

Therefore, there is an enormous variation between government organisations in 

implementing eGovernment, as some of them have created applications for 

smartphones to provide electronic services, while other sectors do not even have a 

website. 

The employment of advanced and integrated systems enables the development of 

eGovernment. 
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8.12.3 Engaging beneficiaries with decision-making 

As previously discussed in Section 8.4.5, engaging beneficiaries with 

decision-making is important to meet the needs of targeted users from such services.  

Some participants indicated that effort had been made at their organisations to obtain 

feedback from users regarding the electronic services they offered for the purpose of 

development. David (ITM) indicated that, “Regarding students, the university has 

implemented a special system for students called 'eRegister' which enables students to 

access various interactive services via online. Also, we are really keen to get students’ 

opinions regarding the system by asking them to complete a survey.” Smith (ITM) 

mentioned that, “I cannot assume that all students and employees are happy with the 

electronic services provided by higher education … so we have designed a survey and 

planned to send it to all students overseas in order to measure their satisfaction about 

the electronic services provided over the Student Portal and ask for suggestions.” 

Therefore, engaging beneficiaries with decisions-making might enable the 

implementation and development of eGovernment. 

8.12.4 Providing electronic services  

As previously discussed in Section 8.6 in this chapter, there is an obvious lack of the 

provision of electronic services among government organisations. However, this 

section will provide examples of government organisations that have achieved good 

results in the implementation of electronic services. One good example is the Student 

Portal developed by the Ministry of Higher Education which offers many electronic 

services. According to Smith (ITM), “Through the Student Portal students can access 

45 electronic services that they might need from cultural attachés in their scholarship 

countries, or from the Ministry of Higher Education or even from their sponsors in 

Saudi Arabia. The total number of electronic services for the Ministry of Higher 

Education is around 125, all of which are different, depending on the beneficiaries 

from students and employees of the ministry.” King Saud University is another good 

example of an organisation providing electronic services. David (ITM) mentioned 

that, “The current situation now [shows] we have come a long way in implementing 

eServices in our university. Last year we launched around 27 electronic services for 

faculty members. Regarding students, the university has implemented a special system 



Chapter 8: Factors influencing the development of eGovernment in Saudi Arabia  

 Osama Alfarraj     Page 219 

for students called 'eRegister' which enables students to access various interactive 

services via online. Also, we are really keen to get students opinions regarding the 

system through asking students to fill a survey.”  

Therefore, starting to provide electronic services enables the implementation and 

development of eGovernment.  

8.12.5 The continued support of Yesser  

According to the data, it is noted that the support and effort that Yesser has made in 

relation to the implementation and development of eGovernment is heading in the 

right direction. However, it lacks the cooperation of government organisations as 

discussed in Section 8.1.  

Matt (ITM) mentioned the effective support of Yesser: “We contacted Yesser to ask 

for consultation and support in building a website and designing some electronic 

services. Indeed, Yesser's representatives came and helped us. I am trying to say that 

Yesser has made an obvious effort and a good contribution in its implementation of 

eGovernment.” Matt continued, saying, “Actually, Yesser and its team are really 

supportive and work well towards applying eGovernment across government agencies 

and it has a big role in this regard.” 

One of the good efforts that Yesser has made is building the shared infrastructure to 

develop the Government Service Bus (GSB) used to link all government organisations 

in an effective and secure way, as discussed in Section 8.11.1. According to George 

(ITA), “The integration channel (GSB), which was implemented by Yesser, is really 

important because it provides a secure mode of communication between government 

agencies to transfer the information.” 

Another good achievement made by Yesser is the establishment of the Yesser 

Consultation Group as part of Yesser’s efforts to support government organisations in 

the development of eGovernment. According to Adam (YP), “We now have the YCG, 

the Yesser Consulting Group, which was recently established. It was noted that there 

was a need for an advisory committee that could be responsible to support 

government sectors in doing strategic studies and consultations regarding 

eGovernment projects. This group includes experienced people who should be 

available anytime to attend meetings with government sectors.” 
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Moreover, the Yesser program has suggested and adopted a new strategy in order to 

pursue eGovernment projects in government organisations and maintain the 

cooperation level of Yesser and the government sectors. This strategy is the formation 

of a steering committee responsible for eGovernment in every government 

organisation. Yesser adopted this strategy to increase the level of cooperation and 

collaboration among government organisations as well as between these organisations 

and Yesser. According to Sandy (YP), “We applied another successful idea in the last 

few years which is that there should be a steering committee formed in each 

government sector which has full responsibility for eGovernment projects in that 

sector. This committee must include the chairman of that sector as the head of 

committee or its representative, more than one person from the IT department, at least 

one person from the business side of the sector, and some other department 

representatives for that sector or ministry. This committee would help to organise the 

work and follow up on projects instead of working with individuals.” 

The support of Yesser for government organisations enables the implementation and 

development of eGovernment. 

8.12.6 Utilizing the experiences of eGovernment  

A good practice before and during the implementation of eGovernment is to benefit 

from the experiences of others in eGovernment, whether they be internal or external 

experiences. Internal experiences are from inside the country and external experiences 

are the ones borrowed from international experiences (under the condition of taking 

only what is suited to the implementation environment). According to Paul (ITM), 

“[We should] benefit from the experiences of advanced sectors in the field of 

electronic government in the country and apply this knowledge in other sectors.” He 

also asserted, “I think that benefiting from the expertise and international experiences 

in the field of eGovernment is something crucial that needs to be done.”  

Adam (YP) agreed: “We are always in contact with sectors both here and outside the 

country and can take advantage of others’ previous experiences regarding 

eGovernment because we want to start from the point others have already reached in 

its implementation.” He also mentioned that, “Of course, there are many regular 

conferences with Malaysia and Britain which enables us to utilize their experiences of 

eGovernment and share their knowledge.”  
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However, the utility and the use of others’ prior experiences are closely tied to what is 

suited to the implementation environment or it must be re-designed to suit the 

environment. Adam (YP) mentioned that, “The appointments booking system 

implemented in the Civil Affairs Agency was based on an idea implemented in 

Bahrain and we got it from there. But we have not implemented as it is has been in 

Bahrain, however; we redesigned it to suit us.” Alex’s (ITE) viewpoint was similar: 

“I don't believe in the idea of copy-and-pasting other countries’ experiences. I mean, 

we cannot take the experience of eGovernment for another country and apply it to our 

country as it is, without considering what best suits us.”  

One of the successful local experiences in eGovernment is the experience of the 

Ministry of Higher Education (as discussed in Section 8.12.2). Such experiences can 

be taken as a good example to be followed by other government organisations. Yesser 

has an active role to play in this. According to Paul (ITM), “A good example of 

eGovernment application is the Ministry of Higher Education and its electronic portal 

designed for students studying overseas.” Likewise, George (ITA) indicated that, 

“The online portal for the Ministry of Higher Education is a good example of how to 

provide services electronically, follow up, and receive a reply electronically too. You 

can create the request, follow up on the request, and receive the reply by request 

online.” Moreover, Paul (ITM) stated, “The Ministry of Higher Education is a good 

example of the transition to eGovernment and it can be considered one of the 

successful models in applying eGovernment.”  

Utilizing a wide range of experiences in eGovernment (internal or external) facilitates 

the proper implementation and development of eGovernment in organisations.  

8.13 Summarising the results  

Figure 8.13.1 below summarizes the analysis results showing the influences on the 

development of eGovernment and how they contribute to the delay of its initiatives in 

Saudi Arabia. Classifying factors into groups as illustrated in the figure below has 

been done according to the findings of previous research discussing the factors 

affecting the implementation and adoption of eGovernment in Saudi Arabia 

(discussed in Chapter 2, Section 3.2). The literature review referred to the factors 

affecting the implementation of eGovernment to common classifications or groups 

according to their impact, such as organisational or users’ groups; here, it was 
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changed to IT staff (developers’) group, technical group, and so on. Therefore, the 

purpose of designing the figure is to facilitate the understanding of the factors found 

to have an influence on the development of eGovernment.  

All factors illustrated in Figure 8.13.1 are identified with section numbers for easy 

reference to the correct section where the issue was discussed in this chapter.  
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 Cooperation factors as discussed in Section 8.1 refer to the factors influencing the 

cooperation of government organisations involved in the development of 

eGovernment, such as the cooperation of government organisations with each 

other, the Yesser program, and with eServices developers. Cooperation factors are 

identified in this dissertation to be the main influential factors on the development 

of eGovernment and the ones contributing to the delay of its projects in 

government organisations in Saudi Arabia. Aspects of ‘cooperation and 

collaboration’ include: 1. the cooperation of government sectors with the Yesser 

program; 2. the cooperation of government sectors with eServices developers; 3. 

the cooperation of government sectors with each other; 4. the cooperation of top 

management with their departments within organisations; 5. the cooperation of 

financial departments with other internal departments within organisations to 

facilitate funding IT projects; 6. the cooperation of the Yesser program and 

government sectors with researchers and research centres to conduct studies about 

eGovernment implementation; 7. the lack of cooperation to set plans and 

strategies for cooperation; and 8. an understanding of the cooperation concept for 

eGovernment development.  

Cooperation factors are identified as the core category or core phenomenon of this 

research that have a strong influence on eGovernment development and cause the 

delay of its initiatives. As previously mentioned, these factors of cooperation have 

a strong influence on the development of eGovernment as, for example, Yesser 

team members lack the cooperation of government organisations to plan and 

design for eGovernment projects. Another example is the cooperation of top 

management with IT departments within organisations. IT departments lack the 

support and cooperation of the top management to implement the IT projects and 

electronic services in a quick way. This lack of cooperation from top management 

has been shown to be associated with delays in IT project approvals, as well as the 

lack of understanding and education about the eGovernment concept within 

organisations by the employees and specifically the top management. This lack of 

education about eGovernment among managers contributes to the delay of 

eGovernment initiatives.  

 Organisational factors as discussed in Sections 8.7; 8.8; 8.2; 8.9; 8.6 (according 

to their order in the discussion for the factors) include all the factors that have 
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influenced the development of eGovernment projects, especially within 

organisations. As clarified in Figure 8.13.1, it consists of five major categories 

which are as follows: 1. education about the concept of eGovernment within 

government organisations; 2. financial allocations and incentives for IT staff; 3. 

challenges and needs of government organisations required to face the 

implementation process of eGovernment projects; 4. regulation, procedures, and 

plans affecting the implementation of electronic services in government 

organisations; and 5. the provision of electronic services in government 

organisations.  

The impact of these main categories and their included factors influence the 

implementation and development of eGovernment. For instance, the lack of 

understanding and education about the concept of eGovernment by employees and 

top management in government organisations leads to an increased level of 

resistance against the implementation of its projects, as some participants thought 

the implementation of eGovernment would reduce employee numbers, limit 

employee opportunities, and result in a loss of power for top management. 

Another example is the lack of financial allocations and incentives for IT staff 

working in IT departments within government organisations. A considerable 

number of participants indicated that current IT staff in government organisations 

lack the commitment to make a sincere contribution to the development of 

eGovernment projects at their organisations; this is because there is a dearth of 

financial incentives and good salaries for these public employees, as compared to 

those in the private sector. Hence, the lack of financial allocations and incentives 

for IT staff has negatively influenced the number of IT employees working in IT 

departments within government organisations. This association and the connection 

between these two factors were indicated by participants.  

 Staff and managers (developers) factors, as discussed in Sections 8.3 and 8.5, are 

comprised of two main categories, which are: 1. IT skills and IT professionals; 

and 2. awareness and training for employees and top management. These two 

factors were identified in the empirical data to have an influence on the 

development of eGovernment projects. For example, the lack of IT staff 

(especially qualified IT staff) working in IT departments within government 

organisations is an important issue as it affects the implementation and 
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development of eGovernment in these organisations. IT staff are needed to 

implement and follow up on eGovernment projects, and they are also required to 

assist the Yesser program to achieve its objectives and aims to implement and 

develop eGovernment in their organisations.  

Moreover, the lack of prior awareness about eGovernment and its importance for 

government employees is an influential factor on the implementation of its 

projects. As indicated by some participants, the delivery of awareness programs 

prior to the implementation and introduction of new concepts to the work 

environment are needed to educate both employees and top management about 

eGovernment. Further, the results of this research indicate that IT staff working in 

government organisations lack the professional training that would enable them to 

contribute effectively in the implementation of eGovernment.  

 Technical factors, as discussed in Sections 8.10 and 8.11, refer to the factors 

affecting the ICT capabilities of government organisations that can assist these 

organisations to deliver electronic services as well as enhance communication 

channels between organisations involved in the implementation of eGovernment 

projects. This group of factors contains two main factors which are e-readiness 

and ICT infrastructure. Mainly, they are two major categories created during the 

axial coding phase, developed in the selective coding phase in the analysis chapter 

(Sections 7.3 and 7.4), and they include sub-factors related to the same issues. For 

example, some participants indicated there is a lack of cooperation between 

government organisations in terms of exchanging the required data to develop 

electronic services, which was mainly associated with the lack of e-readiness in 

some organisations. This lack of e-readiness limits the ability of these 

organisations to transfer data to each other which is significant because, in most 

cases, in order to offer and deliver electronic services, a government organisation 

needs to obtain information or data from another sector.  

 eGovernment implementation challenges, as discussed in Section 8.4, refer to the 

issues that been found to have an influence on the development of eGovernment, 

especially as it relates to the Yesser program. This group of factors includes: 1. 

following up IT projects; 2. lack of belief in change; 3. the 150 selected 

government services; 4. partnership strategy with private sectors; and 5. 
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engagement in the decision making; 6. documentation of procedures and 

processes; and 7. the engagement of universities and research centres. One 

example of the impact of some of these factors is that of the difficulties identified 

by participants from the Yesser program with following up on eGovernment 

projects in government organisations. Some participants attributed this to issues 

such as the lack of institutional work rather than individual work with the Yesser 

program, and the lack of direct communication between Yesser and government 

organisations to complete and follow up the projects of eGovernment. This 

contributes to the delay of eGovernment project implementation in some 

government organisations. In order to maintain the progress of eGovernment 

projects in government organisations, Yesser suggested a steering committee be 

set up in each government organisation that would be responsible for 

eGovernment implementation and development. Such a strategy might help to 

enhance the direct cooperation of government organisations with Yesser in order 

to follow up the progress of eGovernment projects implementation. However, this 

strategy might be affected by the lack of IT staff working in these organisations.  

 Enabling factors, as discussed in Section 8.12, are those factors that enable the 

achievement of eGovernment implementation and development in government 

organisations in Saudi Arabia. These factors include: 1. the intention to work 

towards eGovernment implementation by government organisations; 2. the 

employment of advanced electronic systems and applications; 3. the engagement 

of beneficiaries in the decision-making process while offering electronic services; 

4. the provision of electronic services; 5. the continuous support of Yesser; and, 

finally, 6. utilizing the experiences of eGovernment. One example that shows the 

impact of some factors mentioned above is the way some parties were able to 

benefit from the previous internal or external experiences of others with 

eGovernment. Some participants emphasised the value of benefiting from local 

experience in eGovernment development and using that knowledge where needed 

in other sectors, as in the case of the Ministry of Higher Education. Moreover, 

some participants indicated that Yesser has an important role to play in sharing the 

successful experiences in eGovernment development with other Saudi government 

organisations.  
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Conclusion  

This chapter discussed the analysis results regarding the factors influencing the 

development of eGovernment in Saudi Arabia. This was mainly done through the 

employment of grounded theory techniques derived from the approach of Strauss and 

Corbin (1990). Based on the use of grounded theory techniques, twelve main 

categories were identified, as illustrated in Figure 7.4.3.  

All twelve major categories (Sections 8.1 to 8.12) which were created and emerged in 

the axial coding phase and refined in the selective coding phase (as identified in the 

previous analysis chapter, Sections 7.3 and 7.4) were discussed in relation to their 

relationships with the core category of this research, which is ‘cooperation and 

collaboration.’ In addition, the possible relationships between categories, taking the 

factors relevant to each category into account, were identified and discussed in order 

to show the connections that participants have made. For example, most of the 

participants made strong connections between the lack of cooperation between 

government sectors and the Yesser program and the lack of qualified IT staff working 

in these government sectors; this was identified as one of several challenges to the 

implementation of eGovernment projects. 

The discussion of the results indicates that the ‘cooperation and collaboration’ aspects 

(Section 8.1) are the main and important factors currently influencing the 

development of eGovernment and contributing to the delay in its initiatives in Saudi 

Arabia. Beside this, there are other identified factors such as lack of e-readiness in 

government sectors, lack of IT staff in government sectors, lack of financial 

allocations and incentives for IT staff, lack of strategic plans, lack of awareness and 

education about electronic services and their real benefits, lack of understanding about 

the eGovernment concept, to name a few. 

The discussion of the factors identified some interesting results. For example, the 150 

selected government services (Section 8.4.3) were discussed as a part of the 

implementation challenges for eGovernment in government organisations (8.4). Some 

participants indicated that the selection of these services for initial development at the 

beginning of the Yesser Program was inappropriate. This issue was referred to the 

issue of not engaging the beneficiaries (government organisations) in the 



Chapter 8: Factors influencing the development of eGovernment in Saudi Arabia  

 Osama Alfarraj     Page 229 

decision-making process in order to select government services to be developed based 

on their current needs.  

Most of the issues identified as having an influence on the development of 

eGovernment projects in government organisations can be rectified through effective 

cooperation between the involved government sectors in the implementation of 

eGovernment projects, such as the government sector, the Yesser program, and the 

Al-Elm Company. This is a general recommendation based on the discussion of the 

factors. However, all recommendations will be presented in the concluding chapter 

(Chapter 10, Section 10.2).  

The next chapter presents the understanding of the research phenomenon and will 

briefly compare and relate the findings of this chapter to the findings of previous 

research, as discussed in Chapter 3.  
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CHAPTER NINE: BUILDING THE UNDERSTANDING 

ABOUT THE RESEARCH PHENOMENON  

Introduction  

This chapter provides the understanding of the research phenomenon referred to as 

‘the lack of cooperation’ based on the findings discussed in Chapter 8. The previous 

chapter discussed the factors that influence the development of eGovernment and 

contribute to the delay of its initiatives in Saudi Arabia.  

Building the understanding was mainly based on the relationships created among the 

factors in the previous chapter and, especially, among the most influential factors 

affecting the development of eGovernment mentioned by participants. This 

understanding is summarized in Figure 9.1.1.  

The layout of this chapter is as follows. Section 9.1 discusses the understanding 

diagram (Figure 9.1.1) on a more abstract level and shows the issues affecting the 

cooperation between government organisations, on the one hand, and the Yesser 

program with government organisations, on the other hand. Section 9.2 discusses the 

findings of this research in comparison to the findings of previous research, but 

limited to the context of Saudi Arabia. Section 9.2.1 provides the summary of the 

results. 
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Figure479.1.1: The understanding of the research phenomenon 
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9.1 Building the understanding of the research phenomenon  

This section discusses the most influential factors, as emphasised by participants and 

identified in Chapter 8, influencing the development of eGovernment in Saudi Arabia. 

In particular, Figure 9.1.1 was built on an understanding of the factors affecting the 

research phenomenon, that is, the lack of cooperation and collaboration, which was 

identified in Chapter 7 (Section 7.3). Developing such understanding might help to 

comprehend the big picture regarding the current situation of eGovernment 

development in Saudi Arabia and make sense of it. Therefore, Figure 9.1.1 provides a 

better understanding of eGovernment according to the most influential factors 

affecting it, while the previous Figure 8.13.1 describes and explains all factors 

affecting eGovernment in Saudi Arabia. This distinction might assist the key persons 

responsible for eGovernment development in Saudi Arabia to start with the 

understanding, which means looking to the most influential factors that need to be 

considered first.  

As illustrated in Figure 9.1.1 above, government organisations and the Yesser 

program are the main entities involved in the implementation and development of 

eGovernment. The Yesser program plays the role of enabler and facilitator of 

eGovernment in government organisations (as discussed in Section 2.3.2), while 

government organisations are the main target for Yesser’s implementation of 

eGovernment.  

Starting with the government organisation, empirical data and the results show three 

main entities connected to the government organisations, which are: financial 

departments within government organisations, top management and decision-makers, 

and employees in government organisations.  

Firstly, financial departments in government organisations (Section 8.1.7) are found to 

be part of the problem causing delays in the implementation and development of 

eGovernment projects in government organisations. This is because most of these 

financial departments within organisations do not give the eGovernment projects 

priority in terms of research studies and funding. Moreover, the approval of IT 

projects IT by financial departments is treated in the same way as other projects; 

approval is given to the vendor or business with the lowest bid for the job. Accepting 

the lowest offer does not mean it is a good offer, however, as the implementation of 
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eGovernment and electronic services requires high ICT standards and infrastructure, 

which necessarily comes at a cost. This is one of the expected difficulties facing the 

development of eGovernment; currently, some electronic services are utilizing poor 

ICT equipment, resulting in poor quality service, as indicated by some participants. In 

fact, most of the participants indicated that a significant success factor for 

eGovernment initiatives in organisations was the provision of financial support for 

eGovernment projects by the government (see Section 2.3.2) and the Yesser program 

(Yesser program 2007, p. 36). However, financial departments within organisations 

are challenged to fund eGovernment projects in a proper manner. This is associated 

with the lack of IT staff working in financial departments in government 

organisations; IT staff in these departments would be able to help decide the best 

offers based on the need for high ICT standards and features. Therefore, financial 

departments need to have IT staff in their employ. 

The second entity connected with government organisations include top management 

and decisions-makers, as illustrated in Figure 9.1.1. The results indicated that top 

management lacks understanding about the eGovernment concept as some 

decision-makers thought that there is no benefit to applying the projects of 

eGovernment, while others fear the change to eGovernment because they fear 

changing long-standing procedures. Other fears include fear of job loss or loss of 

power. These issues associated with top management affect the development of 

eGovernment in organisations. For example, top management who believe there are 

few benefits to eGovernment or fear losing power if it is implemented, tend to lack 

enthusiasm and resist cooperating internally (within organisations) or externally (with 

different organisations involved in the implementation of eGovernment). This lack of 

cooperation from the top management is associated with a lack of awareness and 

education programs that enhance their understanding of eGovernment. 

Lastly, employees in government organisations are key to the implementation and 

development of eGovernment projects. The findings showed that there is a lack of 

understanding of the eGovernment concept among government employees within 

organisations. Some employees believe that applying eGovernment will affect their 

jobs and cause unemployment. Other employees face difficulties using and 

understanding the electronic systems used in organisations. Therefore, awareness and 

training needs to be provided to employees in order to increase the level of 



Chapter 9: Building the understanding about the research phenomenon  

 Osama Alfarraj     Page 234 

understanding of eGovernment and enhance their cooperation to complete 

implementation of eGovernment projects. However, providing awareness and training 

within government organisations is also associated with a lack of cooperation from 

top management, as well as from financial and development departments. The results 

indicate that there is a lack of support from both top management and development 

departments in organisations to provide awareness and training programs for its 

employees and this lack of support is attributed to the lack of understanding about the 

eGovernment concept. Moreover, as mentioned in the previous section, financial 

departments are not cooperating in facilitating the projects of eGovernment in terms 

of funding. One of the issues related to funding is investing to fund the needed 

awareness and training programs for employees. As indicated by participants, 

attendance at training sessions for employees is not facilitated by government 

organisations.  

Another influential issue on the cooperation of government organisations with the 

Yesser program and eServices developers is the lack of IT staff, especially qualified 

IT staff working in IT departments in government organisations. The existence of IT 

employees in organisations is crucial because they are the ones who are going to assist 

the Yesser program to implement eGovernment projects in their organisations. 

Therefore, the absence of IT staff influences cooperation with organisations involved 

in the process of eGovernment development. Participants attributed the lack of IT 

staff to two main reasons. The first reason is the lack of financial allocations specified 

for IT staff in the public sector; the current salary for qualified IT staff in the public 

sector is half of what the same IT employee could make in the private sector. The 

second reason for the absence of IT staff in government organisations is the lack of 

financial incentive for IT staff that to motivate them to work effectively and enhance 

their learning of new things. As a result, IT staff in government organisations may 

choose to leave the public sector, preferring to work in the private sector for better 

career opportunities and increased salary and financial allocations; alternately, they 

may stay in the public sector, but lack the enthusiasm required to contribute 

effectively to the implementation and development of eGovernment projects.  

As demonstrated in Figure 9.1.1, the Yesser program is the second main entity 

involved in the implementation and development of eGovernment. The Yesser 

eGovernment program is both enabler and facilitator for eGovernment in government 
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organisations, as indicated in the background chapter (Section 2.3.2). The findings 

indicated that Yesser program lacks the cooperation of government organisations, 

especially direct communication with key persons responsible for the implementation 

of eGovernment in government organisations; this communication is needed to 

implement and follow up the projects of eGovernment. Most of the participants 

pointed out the active support of the Yesser program (as enabler to develop 

eGovernment) given to government organisations. However, some organisations and 

especially the top management within organisations do not desire to cooperate with 

Yesser program for several reasons, mainly related to the lack of understanding about 

the aim of eGovernment, as previously discussed. For example, Yesser has asked 

government organisations to provide project management and employ a project 

manager with clear responsibilities to ensure cooperation on the organisational side. 

The Yesser program considers this a factor in the successful implementation of 

eGovernment to ensure its development as eGovernment projects will be followed up 

by those project managers. However, some government organisations have not yet put 

this strategy into place, which makes it difficult for the Yesser program to measure 

and follow up the progress of eGovernment initiatives in these organisations. This is 

one of the main issues that have been identified to have an influence on eGovernment 

development and contribute to the delay of its initiatives in Saudi Arabia.  

It is noted that Al-Elm Company, a government-owned company, has taken on the 

role of eServices developer to government organisations (as mentioned in Section 

2.3.2). Moreover, Al-Elm Company is the only sector authorized to communicate with 

the National Information Centre (NIC) to obtain the required data for developing 

electronic services for government sectors. Despite its important role, Al-Elm 

Company does not yet have a clearly delineated relationship (in terms of plans for 

cooperation) with Yesser as indicated by participants at Al-Elm Company. In other 

words, Al-Elm Company lacks clear strategies and plans for cooperation with Yesser 

to develop eGovernment in organisations. Likewise, Yesser lacks plans and strategies 

of coordination and cooperation with important sectors involved in the 

implementation and development of eGovernment, such as Al-Elm Company and 

NIC.  

It is noted that the cooperation between organisations involved in the implementation 

and development of eGovernment is not on the right track because it lacks plans and 
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clear responsibilities. The lack of coordination between these organisations engaged 

in the development of eGovernment is associated with the fact that there is no central 

body or entity responsible for eGovernment that can distribute the tasks and 

responsibilities to everyone.  

9.2 Relating the results to the literature review 

As indicated in Chapters 1 and 3, a review of the relevant literature revealed little 

research into the perceptions and experiences of those involved in eGovernment 

implementation in Saudi Arabia. Hence, most of the findings from this research (as 

detailed in Chapters 7 and 8) could be regarded as new findings, in relation to the 

specific group and context studied. According to Strauss and Corbin’s (1990) 

approach to grounded theory, to insist on applying existing research to support such 

findings would impede building the understanding of the research phenomenon. Thus, 

this section looks at the existing research to see where it may provide some insights 

into the research findings. First, the findings are represented in Figure 8.13.1 and 

discussed briefly below. Second, the relevant research is discussed in relation to these 

findings. 

It is noteworthy that most of existing research is about the adoption of eGovernment 

in the context of Saudi Arabia, while some other research includes the implementation 

with the adoption. However, no study has been found to consider the view of 

developers or experts (as people involved in the implementation of eGovernment) 

regarding the development of eGovernment in Saudi Arabia. The delay in the 

implementation and development of eGovernment is concerned mainly with 

developers and managers engaged with the implementation process, rather than users. 

Therefore, the findings of this research may differ from the existing research because 

it is mainly concerned with the views of eGovernment developers, including people 

from the Yesser program, IT managers in government organisations, IT experts from 

Al-Elm Company, and IT academics involved in IT projects related to eGovernment 

(as mentioned in the conduct of study in Chapter 5).  

The findings are related to the existing research according to the classification of 

factors as illustrated in Figure 8.13.1. Moreover, the discussion of the findings for the 
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existing research will be limited to the context of Saudi Arabia in order to be specific 

to the place of phenomenon. 
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Figure 8.13.1: Factors influencing the development of eGovernment  

Cooperation and collaboration factors  

Some of the identified cooperation factors can be related to previous research 

discussed in the literature review in Chapter 3. For example, the cooperation of top 

management with its departments in government organisations is provided through 

management giving support. Al-Shehry (2008) and Altameem (2007) identified top 

management support as one of the important factors needed to help government 

organisations adopt electronic services and, moreover, that it is one of the key factors 

that either hinders or facilitates the adoption of eGovernment projects in government 

organisations. Al-Solbi and Al-Harbi (2008) found that top management plays a great 

role in decision-making regarding the adoption of ICT systems. This research 

confirmed this finding and noted that the approval process for ICT equipment takes a 

long time as top management and financial departments in government organisations 

often accept the lowest bid on provision of ICT equipment and services, rather than 

approving the offer that will provide the government organisation with high quality 

and efficient eGovernment services. 
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Collaboration between government organisations to share information and provide 

access to required data for offering electronic services is considered by Altameem 

(2007) to be one of the critical factors for eGovernment in Saudi Arabia. Moreover, 

Al-Shehry (2008) identified a similar finding as collaboration between government 

sectors for sharing knowledge and data is a factor for the adoption of eGovernment 

projects by organisations. Therefore, the researcher considered this factor in his 

research as a lack of collaboration between government organisations. Both 

researchers indicated that collaboration between government organisations requires an 

appropriate ICT infrastructure.  

The studies of Al-Shehry (2008) and Altameem (2007), which discussed collaboration 

aspects in relation to eGovernment in Saudi Arabia, did not identify collaboration as 

the main influencing factor on the implementation of eGovernment. However, the 

cooperation and collaboration factors in this research are identified to be the main 

factors influencing the implementation and development of eGovernment in Saudi 

Arabia (as discussed in Section 8.1). Moreover, the cooperation factors identified in 

this research include different aspects (which are as comprehensive) related to 

cooperation. They consist of the cooperation of government organisations with each 

other, the cooperation of government organisations with Yesser and eServices 

developers, and the cooperation of top management with its departments.  

Moreover, the cooperation factor in Altameem’s (2007) study was listed (according to 

its importance) as number 7 out of 24 factors. In other studies, such as those by 

Al-Shehry (2008) and Al-Fakhri et al. (2008), it was considered one of the factors 

affecting the transfer of data from one organisation to another and it is not given a 

high priority. However, as mentioned before (discussed in Section 7.4 and especially 

presented in Table 7.4.1), the cooperation and collaboration factors are the main and 

significant factors influencing the development of eGovernment and contributing to 

the delay of its initiatives in Saudi Arabia.  

Organisational factors  

As illustrated in Figure 8.13.1 above, organisational factors included many issues that 

have been found in the empirical data to influence the implementation and 

development of eGovernment projects in government organisations. One of the 

factors is the education of employees and top management within organisations about 
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eGovernment in order to enhance their understanding of the concept, which might 

lead them to participate effectively in the development of its initiatives. Altameem 

(2007) and Al-Shehry (2008) identified that providing education and training for 

employees in government organisations is needed to enhance their participation (in 

terms of operating, designing, maintaining the electronic systems) in eGovernment 

initiatives that lead to success in the implementation and adoption of eGovernment. 

Previous research in eGovernment implementation showed a lack of awareness and 

education among government officials about the potential benefits of eGovernment, a 

problem which could have been mitigated by running educational workshops and 

seminars at both local and national levels. Al-Fakhri et al. (2008) identified that the 

lack of knowledge about eGovernment by government employees in organisations is 

the second challenging issue facing the program of eGovernment in Saudi Arabia.  

Another issue found in this research related to organisation is the lack of financial 

allocations and incentives for IT staff working in government organisations. The same 

issue was identified in previous research; however, it was identified for general staff 

and not specified to IT staff. Al-Shehry (2008) and Altameem (2007) identified that 

adequate reward and incentive systems in government organisations can motivate the 

staff to work to implement eGovernment in Saudi Arabia.  

The change management factor is an organisational factor found in this research to 

influence the development of eGovernment. This factor was indicated and discussed 

widely in the previous research related to eGovernment as it influences the 

implementation and adoption of eGovernment initiatives in government organisations 

(Al-Fakhri et al. 2008; Al-Shehry 2008; Altameem 2007; Altameem et al. 2006). 

Altameem (2007) stated that it is one of critical success factors for eGovernment if it 

is associated with support from top management within the organisation.  

Regulations, procedures and plans were found in this research to have an influence on 

the development of eGovernment projects in government organisations. One of the 

important issues discussed in this dissertation and related to procedures is the need to 

change the procedures for providing e-services. As discussed in Section 8.9.1, 

designing and offering electronic services is required to change or modify some 

traditional procedures associated with providing services in government organisations 

to suit the electronic form. However, the complexity of procedures identified in this 
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research is different from what has been indicated in the previous research. Al-Shehry 

(2008) and Altameem (2007) identified the complexity in procedures as one of the 

factors influencing the implementation of eGovernment in Saudi Arabia, but they 

associated these with security issues and the provision of electronic services. In this 

dissertation, this factor was one of the factors influencing the provision of electronic 

services as discussed in Section 8.6.6. 

Moreover, the lack of clear regulations regarding the implementation of eGovernment 

and offering electronic services was identified in this research to be one of the factors 

influencing the development of eGovernment, which confirmed the finding of 

previous research. Al-Fakhri et al. (2008) indicated that there is a lack of current 

regulations which are not appropriate for the requirements of implementing 

eGovernment. Al-Fakhri et al. (2008) indicated this factor as the third most 

challenging factor facing the eGovernment program in Saudi Arabia.  

While some similar findings appear in previous studies, this research is more 

comprehensive and focuses on the factors affecting eGovernment development and 

how they contribute to the delay of its initiatives in Saudi Arabia. Therefore, there are 

other factors and issues identified and discussed in this research that have been shown 

to influence the development of eGovernment projects at an organisational level in 

Saudi Arabia. For example, the emphasis on understanding the concept of 

eGovernment by both top management and employees in government organisations is 

one of the important issues because it plays significant part in enhancing the role of 

employees and top management to contribute to the implementation of eGovernment 

projects in their organisations. Moreover, this research identified that there is a lack of 

IT departments in government organisations which definitely influences the 

implementation process. Beside the lack of IT departments, this research found that 

many employees do not understand the electronic systems currently in use in 

government organisations, a problem which some participants indicated might affect 

the participation of employees in the implementation of eGovernment. The factors 

mentioned above are examples; these and other examples are discussed in more detail 

earlier in Chapter 9, such as the ownership and reputation of electronic services and 

the lack of sincerity in work.  

Developers’ factors  



Chapter 9: Building the understanding about the research phenomenon  

 Osama Alfarraj     Page 241 

Developers’ factors encompasses two main issues that influence eGovernment 

development in government organisations: first, IT skills and IT professionals and, 

second, awareness and training. IT skills for employees enhance employee 

participation in the implementation and development of eGovernment projects 

through their operation and usage of electronic systems. Al-Shehry (2008) identified 

the poor IT skills of government employees as one of the barriers that might 

complicate eGovernment implementation in public sectors in Saudi Arabia. Altameem 

(2007) had the same finding as there is a lack of technological skills in government 

organisations, and especially for managers in management committees in Saudi 

Arabia. Al-Sobhi and Weerakkody (2010) found that employees’ skills to use 

technologies are one an influential factor that affects the implementation of 

eGovernment. 

Researchers attributed the lack of IT skills for employees to a lack of training as the 

majority of them indicated that this lack of training staff affected the improvement 

and development of eGovernment (Altameem 2007; Al-Shehry 2008; Al-Sobhi et al 

2009; Al-Sobhi & Weerakkody 2010).  

Another issue related to developers’ factors is that of IT professionals or qualified IT 

staff; without this key facilitator, the Yesser program might continue to struggle with 

the implementation process of eGovernment. Altameem (2007) noted that IT staff are  

important to eGovernment implementation as, without the support of technical and 

qualified IT staff, the implementation of eGovernment will be halted or, at the very 

least, delayed in its initiatives. Moreover, Al-Fakhri et al. (2008), in their study of 

eGovernment in Saudi Arabia, asked participants who were government officials 

whether they have a shortage of qualified IT staff in their organisations or not; they 

found that 63% believed that there is a shortage of qualified IT staff that can deal with 

IT and only 30% disagreed with this statement. This showed that there is a lack of IT 

staff working in IT departments in Saudi Arabia. This issue affects the 

implementation of eGovernment in these organisations.  

Technical factors  

E-readiness and ICT infrastructure are the main issues included in this group of 

factors that have been found to have an influence on the implementation and 

development of eGovernment projects in government organisations in Saudi Arabia. 
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Al-Shehry (2008) identified that e-readiness is a crucial matter because it influences 

the success of eGovernment implementation at both agency and national levels in 

Saudi Arabia. Al-Solbi and Al-Harbi (2008) indicated that there is a need for an 

e-readiness assessment tool for Saudi Arabia and, more specifically, there is a lack of 

regulations to guide Internet usage.  

The ICT infrastructure factor is widely mentioned in the literature as an influential 

factor on the implementation of eGovernment. Particularly in the context of Saudi 

Arabia, previous research indicated the same factor and it was stressed that, in the 

absence of ICT infrastructure, eGovernment can be considered an unrealistic program 

(Al-Fakhri et al. 2008; Al-Sobhi et al. 2009; Al-Sobhi & Weerakkody 2009; Al-Solbi 

& Al-Harbi 2008; Altameem 2007). Al-Shehry (2008) considered ICT infrastructure 

as one of the main technical issues influencing the implementation of eGovernment 

due to the significant differences between government organisations in terms of the 

readiness of infrastructure. Moreover, ICT infrastructure was identified by Altameem 

(2007) as a one of the top technical factors after security influencing the 

implementation of eGovernment in Saudi Arabia.  

eGovernment implementation challenges  

As discussed previously in Section 8.4, eGovernment implementation challenges are 

those issues that been found in the data to have an influence on the development of 

eGovernment projects in government organisations in cooperation with the Yesser 

program. Therefore, it is mainly connected to current problems facing the 

implementation of eGovernment as have been identified by participants. This group of 

factors included some interesting factors and issues as indicated by a number of 

participants. For instance, the 150 selected government services (discussed in Section 

8.4.3) were announced by the Yesser program in 2006 after the establishment of the 

eGovernment program. These were to be implemented according to international 

experiences with eGovernment (as mentioned in Section 2.3.2), but this caused 

significant problems because the 150 services were selected and the development and 

implementation was started without any consultation with the government 

organisations. Most of government organisations were not happy with the selected 

services; this was indicated by some participants from the Yesser program who 
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suggested Yesser should have engaged the beneficiaries in the decision making 

process.  

Another issue included in this group of factors (eGovernment implementation 

challenges) is the lack of documentation of procedures and processes during 

implementation by government organisations. Some participants from the Yesser 

program indicated this factor was one of the problems that Yesser faced during the 

period of eGovernment implementation and development with organisations, 

especially during the first three years. They referred this problem to the lack of 

institutional work with government organisations that had been done previously with 

individuals (IT managers) in government organisations and lacked documentation. 

Such identified issues are unique and could not be found in previous research 

regarding eGovernment in Saudi Arabia.  

Enablers 

Enabling factors, as discussed in Section 8.12, refer to all issues found in the data that 

might have a positive influence on the development of eGovernment projects in 

government organisations if they are given attention and proper care. For example, the 

results indicated that having intention to work towards eGovernment implementation 

by a government organisation is an enabling factor for successful implementation of 

eGovernment. This is associated by some participants with the support and influence 

of top management as it supports the new trend of eGovernment. There are some 

successful examples of eGovernment implementation by government organisations in 

Saudi Arabia, including the experiences of the Ministry of Higher Education and that 

of King Saud University, as mentioned by participants. Such successful experiences in 

eGovernment were suggested by some participants to be shared across government 

organisations in the country and Yesser program must play a role in this regard. 

Therefore, utilizing the experience of eGovernment was identified as one of the 

enablers for eGovernment implementation. 
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9.2.1 Summary of the results compared to the previous research  

Table 9.2.1.1 below summarizes the contribution by comparing the findings of this research to the findings of existing research in relation to 

eGovernment implementation in Saudi Arabia. 

Table269.2.1.1: The findings of this research compared to the existing research  

Factor Existing research Research findings Comments 

Cooperation 

and 

collaboration 

 Lack of collaboration among the public 

sector agency in terms of sharing data 

and knowledge (Al-Shehry 2008) 

 Lack of cooperation in the Saudi public 

sectors (Altameem 2007) 

 Cooperation between government 

organisations to share data (8.1.1)  

 Cooperation for development of 

eServices (8.1.2)  

 Lack of cooperation with the Yesser 

program (8.1.3) 

 Plans for cooperation and change 

procedures (8.1.4) 

 Understanding the cooperation concept 

for eGovernment implementation (8.5) 

 Cooperation of top management (8.1.6) 

 Cooperation of financial departments in 

government organisations to facilitate 

funding IT projects (8.1.7) 

 Cooperation with researchers and 

research centres (8.1.8) 

 The findings of previous research are 

limited to cooperation between 

organisations and for the purpose of 

sharing knowledge and data between 

organisations.  

 This research covers a wide range of 

aspects for cooperation (Section 8.1), 

e.g. cooperation of financial 

departments with other departments 

within organisations, such as IT 

department to facilitate funding IT 

projects and speed up the process of 

approval on projects of IT.  

 Other new findings related to 

cooperation and collaboration are 

discussed in detail in Section 8.1. 

 Cooperation and collaboration factors 

are the main influential factors in this 

research (research phenomenon) 
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Factor Existing research Research findings Comments 

affecting the development of 

eGovernment in Saudi Arabia.  

 Previous research indicated cooperation 

and collaboration as one among many 

factors, e.g. Altameem (2007) listed it 

as number 7 out of 24 according to its 

importance.  

Understanding 

the concept of 

eGovernment 

 Lack of knowledge about eGovernment 

among public organisations’ employees 

(Al-Fakhri et al. 2008) 

 Lack of understanding of the 

eGovernment concept (Al-Shehry 

2008) 

The lack of understanding for eGovernment 

concept among both employees and 

managers in government organisations is 

one of the main factors been identified in 

this research to have an influence on the 

development of eGovernment.  

This factor influences the majority of other 

identified factors in this research, e.g. 

cooperation between government 

organisations is associated and influenced 

by understanding the real meaning for 

eGovernment by organisations  

Technical 

departments 

Not found 

 

No active role for IT departments in some 

organisations 

 Some IT departments within 

organisations do not contribute well in 

the development of eGovernment 

 Reasons included: lack of financial 

allocation and incentives specified for 

IT employees and the lack of IT 

qualified staff working in such 

departments 

 Some participants indicated the total 

absence of IT departments within 

organisations.  

Change 

management  

 Top management resists any change in 

the way an organisation accomplishes 

Section 8.2.2 discussed change management 

and participants emphasized developing the 

work environment within organisations as 

 Affected in similar way. 

 Researchers associated this factor with 
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Factor Existing research Research findings Comments 

work (Al-Fakhri et al. 2008) 

 Al-Shehry (2008) identified the change 

management as a one of the key issues 

influencing the adoption of 

eGovernment at an organisational level. 

He indicated the lack of change 

management skills among ministries in 

public sectors.  

 Altameem (2007) indicated change 

management as one of the influencing 

factors to eGovernment in Saudi Arabia 

and one that is challenging for managers 

in organisations.  

 

well as investing in developing the human 

element.  

the top management factor 

 The same applies in this research. 

Ownership and 

reputation  
Not found 

The ownership of eServices and the gained 

reputation credits for developing them. 

(discussed in Section 8.2.4) 

During the implementation and 

development of an eService each 

government organisation involved within 

the process aims to own the eService for 

itself and gain the credit in the eye of the 

public for having enacted the program. 

Sincerity in 

work 
Not found  

The absence of sincerity in work or in other 

words; the lack of feeling about the 

country’s benefit from the implementation 

of eGovernment projects by employees and 

top management within government 

organisations. 

 

Electronic Not found  This factor includes several sub-factors:  This factor was discussed in Section 8.2.6. 
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Factor Existing research Research findings Comments 

systems   Absence and weakness of these 

electronic systems 

 Lack of integration between electronic 

systems 

 Understanding systems used by 

employees within government 

organisations 

 Variation in utilizing and adopting the 

electronic applications among 

government organisations 

IT skills for 

employees and 

managers  

 Lack of technical skills as a problem 

facing eGovernment in Saudi Arabia, 

especially in management communities 

(Altameem 2007)  

 Majority of employees have basic ICT 

literacy skills (Al-Kinani and Al-Besher 

2008, study on adoption of ICT and its 

systems by Saudi organisations) 

Lack of IT skills for employees and 

managers and the need to improve their 

skills.  

The factor ‘IT skills for employees and 

managers’ is associated with the support of 

top management and development 

departments within organisations to provide 

essential training in IT.  

IT qualified 

employees  

 Shortage of qualified employees in 

dealing with IT (Al-Fakhri et al. 2008) 

 Lack of qualified IT employees in 

government organisations (Altameem 

2007)  

 Lack of qualified IT staff in public 

sector organisations (Al-Shehry 2008)  

The lack of IT qualified staff was identified 

in this research as: 

 lack of IT qualified staff working in IT 

departments within organisations in 

general 

 absence of IT staff working in financial 

departments within organisations 

 IT professionals working in government 

financial departments would help to 

make correct decisions about IT projects 

 Absence of IT staff working in financial 

departments was associated with both 

the delay and lack of IT projects 

Following up IT Not found Lack of follow-up on eGovernment projects Following up eGovernment projects in 
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Factor Existing research Research findings Comments 

projects in 

organisations 

in organisations government organisations is essential: 

 to maintain the cooperation of 

government organisations with Yesser 

 to determine easily the progress of these 

organisations with regard to the 

development of eGovernment projects 

Lack of belief 

in change and 

fear of change 

 Fear of consequences and results of the 

process of transition to eGovernment 

(Al-Fakhri et al. 2008) 

 Fear of the unknown change to 

eGovernment (Al-Shehry 2008) 

 Lack of belief in electronic services  

 Fear of change to eGovernment and the 

consequences resulting from its 

implementation  

In this research, this factor was associated 

with lack of education about eGovernment 

in organisations.  

The 150 

selected 

government 

services 

Not found 

This specification for 150 services was not 

suitable or effective for government 

organisations as all selected services were 

decided only by the Yesser program without 

the engagement of government 

organisations. 

 150 selected services is one factor 

causing the delay of the eGovernment in 

Saudi Arabia as acknowledged by 

interviewees from Yesser 

 Yesser program was struggled to 

develop Yesser’s 150 selected services, 

especially in the first three years from 

2006 to 2009 

 Yesser failed to consult government 

organisations to help with selection of 

services they wanted to develop first 

 Interviewees said a benefit of the new 

eGovernment strategy from 2011 to 

2016 will be consultation with 

organisations to choose services best 
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Factor Existing research Research findings Comments 

suited for development and 

implementation (instead of Yesser’s 150 

services)  

Partnership 

strategy with 

the private 

sector to 

develop 

electronic 

services 

Not found 

Lack of plans to involve private and, 

especially, technical sectors in the 

development of eGovernment for 

organisations  

Partnership strategy is associated with a lack 

of IT staff working in organisations.  

Documentation 

of procedures 

and processes 

during 

transition to 

eGovernment 

Not found  

Lack of documentation of all processes and 

procedures done for eGovernment projects 

(Section 8.4.6)  

 Documentation of procedures and 

processes is an important factor causing 

delay in the development of 

eGovernment in Saudi Arabia 

 Most of the government organisations 

do not document the processes and 

procedures that have been done to 

implement eGovernment initiatives for 

future development  

Awareness and 

training  

 Lack of training programs regarding use 

of computer and Internet for employees 

(Al-Fakhri et al. 2008) 

 Lack of training and awareness in 

organisations (Altameem 2007) 

 Need for training employees in 

organisations (Al-Sobhi et al. 2010) 

As discussed in Section 8.5, there is a:  

 lack of awareness and training for 

employees  

 lack of awareness for managers  

 lack of awareness programs for 

introducing new concepts to workplace 

 need for spending on training  

 Previous research referred this factor to 

training employees and managers in 

organisations  

 This research referred this factor to 

employees, managers and, especially, IT 

staff in IT departments 

 IT staff working in these departments 

need comprehensive training programs  
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Factor Existing research Research findings Comments 

Inadequate 

linking of 

government 

organisations 

with GSB 

Not found 

Inadequate linking of government 

organisations with the Government Services 

Bus (GSB) channel  

 Government organisations need to make 

and establish the link with GSB 

(Government Service Bus offered by 

Yesser program) to communicate 

electronically with other organisations 

in an easy and secure way 

 Linking process is slow, as indicated by 

interviewees and discussed in Section 

8.6.2 

Privacy and 

security issues 

associated with 

development of 

electronic 

services  

 Security adoption and implementation 

of eGovernment (Altameem 2007) 

 Issue of security (Al-Shehry 2008) 

 Lack of security of information 

(Al-Fakhri et al. 2008) 

 Lack of security concerns (Al-Solbi & 

Mayhew 2005) 

Inadequate review process for privacy and 

security issues during the development of 

electronic services.  

 Affected in the same way 

 Interviewees emphasized the need for 

an auditor in organisations to review all 

services they are offered to  ensure the 

privacy of others will not be breached  

Education about 

eGovernment  

 Lack of knowledge about eGovernment 

rated first among other factors 

(Al-Fakhri et al. 2008)  

 Need to invest in education and training 

of Saudi nationals to participate in 

eGovernment initiatives (Altameem 

2007) 

 

Need to educate employees and top 

management in government organisations 

about eGovernment 

 Education about eGovernment is  

needed at both organisational and 

national levels because there is a lack of 

knowledge about the Yesser 

eGovernment program as indicated by a 

participant 

 Factor associated with the majority of 

other factors identified in the research  

 

Financial  Reward system is a factor leading to It includes two main factors which are:   Development of eGovernment is 



Chapter 9: Building the understanding about the research phenomenon  

 Osama Alfarraj     Page 251 

Factor Existing research Research findings Comments 

allocations and 

incentives for 

IT staff 

success in eGovernment adoption and 

implementation (Al-Shehry 2008) 

 Need for reward system which can 

encourage an agency’s members to 

adopt the eGovernment system 

(Altameem 2007) 

 provision of financial incentives 

 the need to increase salaries for 

qualified staff in IT  

influenced by the lack of an active role 

for IT departments in organisations 

which is associated with the lack of IT 

qualified staff working in government 

organisations 

 Interviewees referred to the lack of 

financial incentives and allocations 

specific to IT staff  

 Previous research indicated the lack of 

reward systems adopted by 

organisations to motivate government 

employees to participate in 

eGovernment 

 In previous research, this was a general 

finding for all employees, while in this 

research the finding was specific to IT 

staff  

Complexity of 

procedures for 

offering 

electronic 

services  

 Need for a comprehensive ICT policy to 

deal with laws, regulations and 

procedures to regulate the use of ICT 

systems (Al-Solbi & Mayhew 2005) 

 Need for procedures for eGovernment 

projects (Yesser 2006).  

Some participants indicated the complexity 

of procedures for services with government 

organisations as an important issue affecting 

the development of eGovernment (discussed 

in Section 8.9.1). 

 Complexity of procedures was not 

directly discussed or indicated in the 

previous research as influencing the 

development of eGovernment in Saudi 

Arabia 

 Yesser program identified the need to 

set up procedures that suit eGovernment 

 This issue was not dealt with by the 

Yesser program  

The need for Not found  Unifying procedures for offering/ doing the It is one of the problems facing Yesser with 
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Factor Existing research Research findings Comments 

unification of 

procedures  

same service/transaction at different places 

(discussed in Section 8.9.2). 

some government organisations during the 

implementation and development of 

eGovernment.  

Lack of plans 

for 

eGovernment 

development  

 Gap between eGovernment plans and its 

actual performance (Altameem 2007) 

 Lack of the alignment of eGovernment 

strategy with other government 

initiatives (Al-Shehry 2008) 

 Saudi Arabia seems to lack one clear 

vision and strategy for the deployment 

of eGovernment services (Sahraoui et 

al. 2006)  

Lack of or absence of plans to develop 

eGovernment (discussed in Section 8.9.3) 
Affected in the same way 

Lack of 

e-readiness  

 Lack of e-readiness and the need to 

improve e-readiness in the Kingdom 

(Al-Solbi & Mayhew 2005) 

 Organizational readiness in relation to 

ICT for change in government 

organisations (Al-Shehry 2008) 

Includes two aspects which are: 

 provision of electronic communication 

channels  

 lack of e-readiness in government 

organisations (see Section 8.10) 

 Affected in the same way.  

 Interviewees indicated other important 

issues, such as the lack of 

communication channels, e.g. email, 

between employees within organisation 

or with employees in different 

organisations  

The lack of ICT 

infrastructure  

 Lack of ICT effective infrastructure as a 

top ranking factors influencing the 

implementation of eGovernment in 

Saudi Arabia (Altameem 2007)   

 Lack of communication infrastructure 

and integration among organisations 

(Altameem 2007) 

This factor includes two aspects which are: 

 the need to provide ICT infrastructure 

 weakness in the infrastructure (see 

Section 8.11) 

 Affected in the same way.  

 Interviewees said the lack of 

infrastructure influenced the 

development of eGovernment as it 

limits the ability of these organisations 

to contribute and participate in the 

sharing of data and offering electronic 
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Factor Existing research Research findings Comments 

 Reliable and integrated infrastructure 

may be the most difficult part of 

eGovernment development and 

implementation (Al-Sobhi et al. 2010) 

 Al-Shehry (2008) identified ICT 

infrastructure as one of the important 

factors influencing the adoption of 

eGovernment and needs to be addressed 

carefully at both a national and agencies 

level. 

services  

Engagement of 

beneficiaries 

within decision 

making 

 Significant difference between 

government organisations that involve 

employees with decision making about 

eGovernment projects and those that do 

not (Altameem 2007) 

 ICT decision-making depends on higher 

authorities in public organisations 

(Al-Solbi & Mayhew 2005) 

 Need for employee involvement to 

address problems in projects, especially 

in the initial stages, so as to guarantee 

their enthusiasm and full commitment 

(Al-Shehry 2008) 

Inadequate engagement of the beneficiaries 

with decision making regarding the 

development of eGovernment projects. 

Affected the same way 

The support of 

Yesser program 
Not found 

The active support from the Yesser program 

to develop eGovernment in government 

organisations  

 Yesser’s support and effort made in 

relation to the implementation and 

development of Government is heading 

in the right direction 
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Factor Existing research Research findings Comments 

 Yesser still lacks the cooperation of 

government organisations as discussed 

in Section 8.1 

 Interviewees acknowledged the active 

support of the Yesser program 

Utilizing the 

experiences of 

eGovernment  

There is no strategy to share the experiences 

of government organisations with 

eGovernment (Al-Shehry 2008) 

Lack of sharing the experiences of 

eGovernment between government 

organisations.  

 Interviewees noted the lack of sharing 

the good experiences of government 

organisations with eGovernment 

development, whether from inside or 

outside the country, with other 

organisations.  

 Such sharing would enhance the 

development of eGovernment. 
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Conclusion  

This chapter presented and discussed the understanding of the factors influencing the 

development of eGovernment. Particularly, it discussed the factors influencing the 

phenomenon of this research as identified in Chapter 7 (Section 7.4) and discussed in 

Chapter 8 (Section 8.1), which is the lack of cooperation and collaboration between 

government organisations and Yesser to develop eGovernment. Building the 

understanding of the research phenomenon (the core aspect identified as the most 

influential factor affecting the development of eGovernment) was important because 

it helped to identify the most influential factors affecting the cooperation of 

government organisations with each other and the cooperation of government 

organisations with the Yesser program to develop eGovernment. Building the 

understanding was based on the discussion in Chapter 8 of the factors influencing the 

development of eGovernment in Saudi Arabia. 

It is apparent from Figure 9.1.1, on developing an understanding about the research 

phenomenon, provided in this chapter that there are reasons for the lack of 

cooperation between government organisations or between government organisations 

and the Yesser program. These reasons include the lack of cooperation from top 

management and financial departments in government organisations which are 

associated with a lack of education about eGovernment. Another reason is the lack of 

IT staff in government organisations, which is associated with the lack of financial 

allocations and incentives given to IT staff, as well as the lack of proper training for 

current IT staff. Moreover, one of the main factors influencing the development of 

eGovernment identified in the empirical data is the lack of a clear model for 

cooperation provided by the Yesser program. Such a model is needed to define the 

roles and tasks among government organisations involved in the development of 

eGovernment. 

This chapter also related the findings of this research to the previous research in order 

to: first, identify the differences; second, confirm similar results; and third, point out 

new contributions. As a consequence, several factors were identified as new factors 

(new findings) which were found to have influence on the development of 

eGovernment and contribute to the delay of its initiatives in Saudi Arabia. These 

factors include the absence of an active role for IT departments in some organisations, 
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the ownership of eServices and the gained reputation credits for developing them, the 

absence of sincerity in work, electronic systems, the lack of following up 

eGovernment projects in organisations, the specification for 150 services, the lack of 

plans to involve private sectors and especially technical sectors in the development of 

eGovernment in organisations, the lack of documentation of all processes and 

procedures done for eGovernment projects, not linking government organisations with 

the channel of Government Services Bus (GSB), and the lack of unification of 

procedures for provision of the same service or transaction at different places.  

The next chapter is the concluding chapter where the findings of this research will be 

reviewed in terms of the research question, research methodology, and contributions.  
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CHAPTER TEN: CONCLUSION 

Introduction 

This research explored the factors influencing the development of eGovernment and 

contributing to cause the postponement in its initiatives in government organisations 

in Saudi Arabia. It attempts to provide an understanding of the reasons that contribute 

to the delay in the implementation and development of eGovernment projects in 

government organisations. This was based on the concerns and perceptions of people 

involved in the implementation process for eGovernment and responsible key persons 

in the development of eGovernment as no research has been carried out from this 

perspective.  

As discussed in Chapter 4, participants fall into four classifications which include: the 

Yesser eGovernment program as a primary source; IT managers in government 

organisations as key persons facilitating the implementation and development of 

eGovernment in their sectors in cooperation with Yesser and other engaged sectors; 

IT experts such as participants from Al-Elm Company which is a government-owned 

company responsible for developing electronic services for government organisations; 

and, finally, academics in the field of IT, some of whom with experience working in 

eGovernment projects. Adopting a qualitative approach helps to investigate the 

phenomenon in the real world and allows understanding of the phenomena through 

the meanings that people assign to them, especially those involved in the 

implementation process. Moreover, the employment of grounded theory techniques 

enriches the findings as it opens the mind to all the possibilities that can be obtained 

by comparing meaning to meaning and concept to concept during the analysis 

processes which are open, axial, and selective coding.  

This chapter covers the following. The research question is answered briefly through 

discussion of achieving the aim of the research (Section 10.1), considerations are 

suggested based on the findings in Chapter 8 (Section 10.2), the contribution of this 

dissertation is summarised (Section 10.3), and the research is evaluated (Section 10.4) 

through the seven principles by Klein and Myers (1999). Finally, research limitations 

(Section 10.5) and areas of future research (Section 10.6) are highlighted.  
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10.1 Achieving the aim of this research 

This research was conducted to achieve the aim explained in Section 1.2 by answering 

the following question:  

What are the factors influencing the development of eGovernment and contributing to 

the delay of its initiatives in Saudi Arabia?  

To answer the question, numerous main tasks have been accomplished in this 

dissertation which include: 1. providing the necessary background information in 

relation to eGovernment in Saudi Arabia (Chapter 2); 2. a literature review in relation 

to the factors influencing the implementation and development of eGovernment, 

especially in the Saudi context (Chapter 3); 3. evaluating the Saudi Government 

websites in order to identify the delay beyond 2010 (Chapter 6); 4. analysing the 

interview data using grounded theory techniques (Chapter 7); and 5. discussing the 

factors identified to have an influence on eGovernment in Saudi Arabia (Chapter 8).  

First, the researcher did a background study in relation to eGovernment in Saudi 

Arabia to introduce the concept of eGovernment to the reader as well as to bring to 

light the role of the Yesser eGovernment program as the main responsible and 

authorized by top authority in the country for the implementation and development of 

eGovernment in government organisations as presented in the background chapter, 

Chapter 1. This was an important task because it investigated the specific 

circumstances surrounding eGovernment implementation in Saudi Arabia in order to 

ensure that all relevant contextual factors were taken into account.  

Following that, the literature in relation to factors influencing the implementation of 

eGovernment for both international experience (developed and developing countries) 

and local experience in Saudi Arabia was reviewed in order to identified the main 

factors that have been indicated in previous research and their influence on the 

implementation of eGovernment projects. This helped to identify the gap in the 

knowledge as well as to compare the findings of the literature review with the 

findings of this research. Moreover, as the procedures and techniques of grounded 

theory by Strauss and Corbin (1990) were employed in this research, the literature 

review was used to reference background material against the findings of this research 

according to the approach of Strauss and Corbin (1990).  
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Since no current study has been found to evaluate Saudi government websites in order 

to rate the progress and the state of these websites for offering electronic services, the 

researcher evaluated the websites based on the United Nations web index criteria used 

previous by Sahraoui et al. in 2006. This task was necessary to identify and show the 

delay beyond the deadline of 2010 by showing the lack of electronic services on offer 

and the weaknesses in these websites.  

In order to achieve the research aim and answer the question, the concerns and 

perceptions of Yesser team members, IT experts in eGovernment projects and 

electronic services, IT managers in government organisations, and IT academics were 

obtained on the subject of the delay in eGovernment implementation projects in 

government organisations in Saudi Arabia. Twenty-one unstructured interviews were 

conducted with the above mentioned groups of participants as the best source for 

information according to their involvement in the projects of eGovernment with the 

aim of investigating their opinions and obtaining their views about the research 

phenomenon. The adoption of a qualitative approach by conducting unstructured 

interviews helped the researcher to collect rich data that can explain the situation and 

provide understandable meaning for the phenomenon being studied. Moreover, 

grounded theory procedures (open, axial, and selective coding) were employed to 

assist in generating codes, categories, concepts and making relationships among them 

in order to build up the understanding to clarify the research phenomenon as presented 

in the analysis chapter. 

Through the procedures of grounded theory and especially open coding, the 

researcher’s mind was opened to all the possibilities to identify concepts from which 

meaning can be deduced. Indeed, 320 codes emerged during open coding as they were 

grounded in the empirical data. These codes were refined and sorted into appropriate 

categories and sub-categories according to their meanings. Furthermore, relationships 

among sub-categories and even between major categories began to be created in this 

phase of analysis. The main concepts depicting the understanding of the research 

phenomenon began to appear at the same phase of axial coding during the analysis. 

However, the main and important concept stressed by participants during the 

interviews and which appeared frequently in the empirical data was identified in the 

last phase of coding, which is selective coding. Selective coding is the stage where the 

core category should be identified and explained in relation to other categories. The 
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results indicated that the main concept that been identified during selective coding to 

be a core category is ‘cooperation and collaboration’. The cooperation and 

collaboration category is comprised of six main dimensions related to aspects of 

cooperation and collaboration (as presented in Figure 8.13.1), including: 1. the 

cooperation of government organisations with the Yesser eGovernment program, 

which is responsible for the implementation process and is also the facilitator and 

enabler for its initiatives in government organisations; 2. the cooperation of 

government organisations with eServices developers such as Al-Elm Company in 

order to develop electronic services and provide solutions relating to difficulties 

facing the implementation of eGovernment projects; 3. the cooperation of government 

organisations with each other in order to exchange and transfer the required data to 

develop and offer electronic services; 4. the cooperation of top management with their 

internal departments within government organisations; 5. the cooperation of Yesser 

and government organisations with the research centres to study best practices for 

eGovernment; and lastly, 5. the cooperation of financial departments with other 

departments, especially IT departments to facilitate funding of IT projects. These are 

the main identified factors that currently influence the development of eGovernment 

and contribute to the delay in its initiatives in government organisations in Saudi 

Arabia. 

As presented in Chapter 8 (Section 8.2.1), there are several other factors been 

identified to have an influence in the implementation and development of 

eGovernment beside the cooperation factors mentioned above which include, 

organisational factors which mainly related to organisations, developers factors which 

mainly related to people involved in the implementation and development of 

eGovernment, technical factors which mostly related to technical issues, eGovernment 

implementation challenges factors which been found to have had influence the 

program of Yesser during the implementation of eGovernment in government 

organisations, and lastly enabling factors which been identified to have positive 

influence to enable the development of eGovernment if they been given a proper care 

and serious attention during the implementation of eGovernment projects by top 

management. 

This dissertation provides some new findings which are different from other previous 

research in relation to the development of eGovernment in Saudi Arabia. These 
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findings were discussed in Chapter 9 (Section 9.2.1). These factors include: the 

absence of an active role for IT departments in some organisations; the ownership of 

eServices and the gained reputation credits for developing them; the absence of 

sincerity in work; electronic systems; the lack of follow-up on eGovernment projects 

in organisations; the specification for 150 services by Yesser; the lack of plans to 

involve private sectors especially technical sectors in the development of 

eGovernment with organisations; the lack of documentation of all processes and 

procedures done for eGovernment projects; the lack of linking between government 

organisations and the Government Services Bus (GSB) channel; and the lack of 

unification of procedures for offering or doing the same service or transaction at 

different places. 

10.2 Considerations to the development of eGovernment in 

Saudi Arabia  

Figure 8.13.1 illustrated in the last chapter can be used to understand the factors 

influencing the development of eGovernment in Saudi Arabia. Based on the findings 

of this dissertation, several considerations can be suggested to benefit those involved 

in the development of eGovernment in Saudi Arabia. 

Suggested considerations based on the evaluation of Saudi Government websites 

in Chapter 6  

Specific attention should be given to the development of government websites, 

especially those with no online presence (such as the Ministry of Hajj), and those 

placed in Stage Two according the eGovernment stage model (such as the Saudi Ports 

Authority and the Ministry of Petroleum and Mineral Resources), as discussed in 

Section 6.3.1. These two government websites are at a low level and need to be 

developed as both are essential ministries.  

The Saudi government should pay close attention to the slow development of its 

government websites and take measures to remedy this immediately where applicable. 

This is particularly crucial, as the majority of the websites evaluated in this research 

fall between Stages III and IV of the eGovernment stage model as of 2010. Further, 

some are providing poor online services as compared to Bahrain, which has achieved 

excellent results in this regard (as discussed in Sections 6.3.1 and 6.3.2).  

http://www.mopm.gov.sa/
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The need for development of government websites in Saudi Arabia is supported by the 

literature. According to Buragga (2010), there is a need to enhance the presence of the 

eGovernment websites as they are not meeting the needs of citizens and business. 

Binbakir (2010) said that the national online portal of Saudi Arabia is not ready yet, 

nor has it reached a mature level, which results in low usage. Binbakir (2010) referred 

this to several factors include the lack of rules for developing ministry websites, which 

was previously caused by the lack of understanding for the concept of service 

integration across government agencies and the lack of usability when designing the 

portal (Binbakir 2010). According to Sobhi (2010), “the usability and navigability of a 

website is a key factor that determines eGovernment implementation readiness” (as 

cited in Binbakir 2010 p. 23).  

Again, the Saudi Arabian government should follow the web development progress of 

its ministries’ websites. Moreover, it should treat this as a serious issue that impedes 

the current implementation of eGovernment, particularly in delivering eServices within 

the specified timeframe. Therefore, the Saudi Arabian government should speedily 

respond in handling this delay in the portal development of its ministries’ websites and 

follow this up gradually with the top management or higher authorities in the country 

to maintain a steady rate of web development for these government websites. 

Furthermore, engaging the public (citizens, residents and businesses) in 

decision-making is crucial and must be done to increase the level of transparency 

between the government and the public, as well as to meet the needs of the public in 

easy, modern and effective ways. 

Considerations suggested based on the discussion of factors influencing 

eGovernment development in Saudi Arabia made in Chapter 8  

The suggestions will be made according to section number where the factors are 

discussed in Chapter 8.  

 Cooperation and collaboration between government organisations (8.1.1) 

Cooperation between government agencies is needed and should be given a proper 

and care and attention by Yesser as the responsible body for eGovernment 

implementation and development. This might be done through organizing conferences 

and workshops to educate government organisations about the need for cooperation 

and spread awareness regarding the real meaning of eGovernment.  
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 Plans, strategies and changing procedures for cooperation (8.1.4) 

As indicated in Sections 8.1.4 and 9.2, there is a lack of plans for cooperation between 

organisations involved in the implementation and development of eGovernment in 

Saudi Arabia. Therefore, the Yesser program is required to effectively set up plans 

and strategies for cooperation within a clear model that consists of roles and activities 

specified for each entity engaged in the development.  

 Understanding the cooperation concept for eGovernment implementation (8.1.5) 

Government organisations have to understand clearly the aims and benefits of 

cooperation by showing real cases. All government organisations have to understand 

that the success of the Yesser program is based on the will of other government 

organisations to work for successful implementation and development of 

eGovernment, which basically comes through cooperation and understanding the 

cooperation as an important factor influencing the development of eGovernment. 

Through understanding eGovernment, most of the problematic factors identified in 

this research would be overcome. 

 Cooperation of financial departments in government organisations (8.1.7) 

The lack of cooperation in financial departments to fund the projects of IT in 

organisations is the issue here. This important issue was identified in Chapter 2 

(Section 2.3.2). The Saudi government has allocated a huge budget for developing 

eGovernment as indicated by some discussion participants. Therefore, a question 

should be raised here: ‘Why are these financial departments not funding the projects 

of eGovernment in a proper way?’ Perhaps there is a lack of IT staff working in these 

such departments, or a lack of supervisory input from top management, or something 

else altogether.  

The Yesser program needs to have active role in educating government organisations 

about the importance of cooperation, especially with financial departments to 

facilitate funding eGovernment projects. 

 Understanding the concept of eGovernment (8.2.1) 

The real meaning of eGovernment should be clearly disseminated across government 

organisations because some employees in these organisations currently misunderstand 
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the concept. Some employees in government organisations have the wrong idea about 

eGovernment implementation and think its purpose is to aid top management to 

reduce the number of staff, causing job losses. Hence, employees in government 

organisations across the country need training and educational workshops that can 

improve their understanding of the aim of eGovernment implementation and how it 

can help them do their work in an easy and effective way, rather than affecting their 

job security. Again, the Yesser program needs to play an active role in organizing 

such events in cooperation with government organisations.  

 Change management (8.2.2) 

As previously considered, understanding the concept of eGovernment by both 

employees and top management within organisations through running education and 

awareness sessions and programs is important. This is because it helps to improve the 

understanding of employees and decisions-makers about the aim of eGovernment and 

its true benefits. This would help to reduce the effect of change resistance and 

accelerate the implementation and development of eGovernment in these 

organisations. 

The introduction of new concepts to the workplace or into organisations is required to 

provide awareness programs to all employees which will mitigate their resistance to 

change.  

 IT skills (8.3.1) 

Providing IT awareness and training programs to employees and top managers in 

government organisations is required to overcome the significant lack of IT skills. A 

considerable number of participants in this research indicated this issue as a problem. 

 IT professionals and human resources (8.3.2) 

The lack of qualified IT staff working in IT departments is identified in this research 

as one of the most influential factors affecting the implementation and development of 

eGovernment in Saudi Arabia. It was emphasised by a considerable number of 

participants in this research. Inadequate IT staffing is associated (as discussed in 

Section 9.1) with a lack of financial allocations and incentives specified to them. 

Therefore, Government organisations are urged to: first, increase the employment 

opportunities in IT departments; and second, increase the financial allocations specific 
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to IT staff and create an award system that can motivate employees to contribute to 

the development of eGovernment.  

 IT professionals in financial departments (8.3.3) 

One of the issues identified in this dissertation and related to financial departments is 

the absence of IT staff in these departments. Having IT professionals working in 

financial departments in government organisations would assist those departments to 

make the right decisions regarding IT projects as they would have staff with an IT 

background and sufficient knowledge to decide on good offers. IT projects are not 

like other projects, where the lowest bid on the job is the best; they require quality 

product and implementation features. Poor equipment would affect negatively on the 

implementation. 

 Lack of belief in change and fear of change (8.4.2) 

Willingness to change towards eGovernment by government organisations is required 

to cooperate effectively with the Yesser program and other related sectors to 

implement the projects of eGovernment. This willingness to change can be obtained 

through believing that using electronic services in these government organisations can 

enhance the work and reduce the workload. Running educational and awareness 

programs can play effective role to educate employees and top management in 

government organisations about the true aim of eGovernment and its benefits.  

 Partnership strategy with the private sector (8.4.4) 

As indicated by some interviewees, there is a need to involve the private sector and, 

especially, the technical sector to assist in the development of eGovernment in 

organisations. This consideration is especially suggested to meet: first, the lack of IT 

staff in IT departments within organisations; and, second, the lack of expertise to 

operate such projects. 

 Engagement in decision making (8.4.5) 

The engagement of beneficiaries in decision making is important because this strategy 

can help to overcome some of the challenges and obstacles before they occur. For 

example, the selection for development of 150 government services without engaging 

the organisations affected by such action (as discussed in Section 8.4.3) resulted in the 
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development of services that did not meet the needs of those organisations. As 

indicated by interviewees from the Yesser program, this was a problem especially 

with the first five-year plan (2005-2010).  

 Awareness programs needed to introduce new concepts (8.5.3) 

Providing awareness programs to employees before implementing new technologies 

and concepts play an effective role in enhancing the usage. Therefore, these programs 

need to be given care and attention by both the Yesser program and government 

organisations.  

 Spending on training (8.5.4) 

Government organisations are urged to spend on regular training for their staff to use 

electronic systems and enhance their IT skills. Therefore, the development and human 

resources departments within organisations are need to effectively cooperate in this 

regard to spend on training. As discussed previously in this section, Saudi Arabia has 

allocated a huge budget to implement and develop eGovernment in organisations. 

However, some departments, such as the development and training departments 

within organisations, do not cooperate in such matters. Therefore, the question must 

be raised here: ‘What is the reason behind the lack of cooperation of the development 

and training departments within organisations in Saudi Arabia to facilitate the training 

of their staff on IT?’  

 Provision of financial incentives (8.8.1) 

Government organisations and the Yesser eGovernment program need to give this 

issue proper care and serious attention to contribute to the creation of an incentive 

system that can activate the role of IT staff and make them enthusiastic about the 

implementation and development of eGovernment. As indicated by most of the 

participants in this research, IT employees in government organisations lack both 

moral and financial motivations. This issue was considered in previous research to 

influence the implementation of eGovernment in Saudi Arabia and, in fact, it still 

exists. 

 The need to increase the salary scale for qualified IT staff (8.8.2) 
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It is important to appeal to those elements which can motivate people to work to 

develop eGovernment. Discussed in Sections 8.8.2 and 9.1, IT employees lack 

financial motivation and often turn to the private sector as best place to work in terms 

of financial remuneration. Therefore, there is a need to increase the financial 

allocations specified for IT employees to ensure they will remain in the public sector 

and work effectively towards eGovernment development. 

 The complexity of procedures and the need for change (8.9.1) 

As indicated by interviewees, there is a need to develop the current complex 

procedures for doing transactions in government organisations and, more importantly, 

to cooperate between government organisations in the same regard. The cooperation 

between organisations and between government organisations with Yesser and 

eServices developers is crucial in the process of reformulating and changing 

procedures needed to facilitate offering electronic services as discussed in Section 

8.1.4. 

 The need to unifying procedures for the entire workflow (8.9.2) 

As mentioned in the previous point, effective cooperation between government 

organisations and the Yesser program is required to develop the current procedures 

influencing the implementation of eGovernment. As indicated by interviewees, there 

is a need to unify some procedures to allow doing the same service or transaction at a 

different place. This is considered one of the hindrances to the development of 

eGovernment. The Yesser program needs to play a role in the unification of the 

procedures. 

 The weakness in infrastructure (8.11.2) 

The lack of infrastructure in government organisations is a crucial factor that can 

impede these organisations from cooperating to develop eGovernment. Therefore, 

these organisations have to invest urgently in the projects of infrastructure in order to 

develop it. This issue was identified in previous research as a factor influencing the 

implementation of eGovernment and this research finds that the problem remains.  

 The support of Yesser (8.12.5) 
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The cooperation of government organisations with Yesser is required to develop their 

infrastructure and achieve a state of readiness to link with GSB to facilitate data 

sharing with other organisations involved in the implementation of eGovernment. 

However, the cooperation of government organisations in this regard is poor and 

considered in this research to be one of the main factors influencing the 

implementation and development of eGovernment in government organisations.  

 Utilizing the experiences of eGovernment (8.12.6) 

One successful local experience with eGovernment is the experience of the Ministry 

of Higher Education (as discussed in Section 8.12.2). Such experience can be taken as 

a good example to be followed by other government organisations. The Yesser 

program needs to play an active role to identify good experiences and disseminate 

knowledge about them among government organisations.  

Moreover, other successful experiences with eGovernment in the same region, such as 

the positive experiences experienced in Bahrain or the United Arab Emirates can be 

looked at as models for Saudi Arabia, as other Gulf countries share similar 

characteristics. However, using and learning from the experiences of others must be 

done with consideration of what suits the Saudi Arabian environment and its 

eGovernment needs (Section 2.3.1) and what modifications can be made to suit them. 

10.3 Summarizing the contribution  

The outcomes of this research provide several contributions in terms of knowledge, 

methodology, and practice in the field of factors influencing the eGovernment 

development, especially in the context of Saudi Arabia.  

The main contribution of this research is the identification of the factors that influence 

the development of eGovernment and contribute to the delay in its initiatives in 

government organisations in Saudi Arabia. As presented in Chapter 9, all factors 

found in the empirical data according to participants’ perceptions and concerns have 

an influence on the development of eGovernment and delay its initiatives within 

government organisations in Saudi Arabia; these factors have been identified and 

discussed in relation to each other. 

A review of the literature showed that no study been conducted to find out the reasons 

for the delay in the implementation of eGovernment projects in government 



 Chapter 10: Conclusion  

 Osama Alfarraj     Page 269 

organisations in Saudi Arabia. One of the reasons might be the deadline for the 

delivery of eGovernment which Yesser determined to be the end of 2010, a deadline 

that was not met. According to Yesser’s statement, “By the end of 2010, everyone in 

the kingdom will be able to enjoy from anywhere and at any time: world class 

government services offered in a seamless user friendly and secure way by utilizing a 

variety of electronic means” (Yesser Program Team 2010).  

This research contributes to the gap in the literature regarding the factors influencing 

the development of eGovernment and the reasons for the delays in its initiatives in 

Saudi Arabia. As identified in the analysis chapter, especially in Section 7.4, the core 

phenomenon of this research is the cooperation and collaborations aspect which is the 

main contributor to the current delay in the implementation and development of 

eGovernment projects in government organisations. The cooperation and 

collaboration aspect includes: first, the cooperation between government organisations 

in terms of exchanging the required data for developing and offering electronic 

services; second, the cooperation of government organisations with the Yesser 

program which is responsible for the implementation process; third, the cooperation 

of government organisations with eServices developers such as the Al-Elm Company 

to assist in developing electronic services; fourth, the cooperation of Yesser with 

research centres to conduct more research related to eGovernment; and fifth, the 

cooperation of top management and financial departments with their internal 

departments in government organisations. This was examined further in the discussion 

chapter, especially in Section 8.1. Other important factors found to influence the 

implementation and development of eGovernment in government organisations in 

Saudi Arabia were discussed in Chapter 9 in further detail. 

Based on previous research, it was expected that certain factors would influence the 

implementation and adoption of eGovernment in Saudi Arabia; cooperation was one 

of them. However, the cooperation mentioned in previous research was mainly related 

to the development of the infrastructure and the protection of privacy during data 

sharing. Moreover, the cooperation factor was not made a priority compared to  other 

findings, which means that the cooperation factor is not the main finding, but is only 

one of the findings. In this research, as mentioned previously, cooperation factors 

were identified as the main ones that influence the implementation and development 
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of eGovernment and contribute to the delays of its initiatives in Saudi Arabia, in 

addition to other identified factors.  

As presented in Section 8.15, the understanding of the research phenomenon based on 

the analysis in Chapter 8 and the findings discussed in Chapter 9 is developed to 

clarify the most influential factors affecting the development of eGovernment and 

delaying its initiatives. The factors were classified into main related entities which are 

government organisations and the Yesser eGovernment program. Factors related to 

government organisations include: poor understanding of the eGovernment concept 

by both employees and top management in government organisations, a lack of 

awareness and training, a lack of active cooperation of financial departments within 

organisations, a lack of IT qualified staff working in IT departments within 

organisations, and a lack of financial allocations and incentives specified for IT staff. 

However, the factors found to be related to the Yesser eGovernment program consist 

of a lack of a clear model and strategic plans provided by Yesser regarding 

cooperation with Al-Elm Company as eServices developers, with the National 

Information Centre (NIC), and with responsible key persons in government sectors; 

all of these cause the lack of follow-up on the implementation progress of 

eGovernment projects. 

Another contribution to this research is the online survey which evaluated Saudi 

government websites based on the eGovernment stage model as no current evaluation 

has been done for Saudi government websites since 2006, when the study of Sahraoui 

et al. was conducted. The results of the evaluation for Saudi Government websites 

were compared to the results of the evaluation done for Bahrain government websites. 

As previously indicated, Bahrain was selected to be the county of comparison to 

Saudi Arabia in this dissertation.  

In relation to the methodological contribution, this research provides an example of 

the application of grounded theory procedures and techniques used within IS research. 

This contributes to the field of eGovernment in the literature and, especially, in the 

context of Saudi Arabia as an IS research employing grounded theory techniques as a 

methodological approach. To the best of the researcher’ knowledge, only one known 

study has been finished recently that applied grounded theory within IS research in 

Saudi Arabia. Therefore, the use of grounded theory or its techniques and procedures 
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within IS research in Saudi Arabia is relatively new and the example provided 

throughout this research will increase the understanding of how grounded theory and 

its techniques can be employed. This research describes the employment of grounded 

theory techniques, including the creation of codes, the development of categories and 

concepts, and the creation and definition of the relationships among categories that 

explain the phenomenon being researched. 

Regarding the practical contribution, the outcomes of this research provide 

research-based information that can help the Yesser eGovernment program and other 

Saudi Arabian authorities responsible for eGovernment implementation and 

development to identify the main hindrances to its implementation in government 

organisations. This data was collected based on the views of those persons involved 

with the implementation. Moreover, some considerations are provided based on the 

analysis and discussion chapters, especially in Section 10.2.  

10.4 Evaluation of the research  

As mentioned in the methodology chapter (Section 4.1.2.1), it is important to evaluate 

the qualitative research. Klein and Myers’ (1999) proposal of seven principles for 

conducting and evaluating interpretive field studies in information systems is one of 

the best available and widely used evaluation methods in the IS discipline.  

Klein and Myers (1999) discussed in their paper entitled ‘A set of principles for 

conducting and evaluating interpretive field studies in information systems’ the need 

for evaluating the qualitative research and, especially, interpretive research in IS. 

They proposed a set of seven principles that can be employed in IS research within an 

interpretive paradigm that is hermeneutic in nature in order to evaluate it (Klein & 

Myers 1999).  

According to Klein and Myers (1999, p. 69), “IS research can be classified as 

interpretive if it is assumed that our knowledge of reality is gained only through social 

constructions such a language, consciousness, shared meanings, documents, tools, and 

other artifacts.” As mentioned in the methodology chapter (Section 4.3), this research 

adopted the interpretive paradigm in order to understand reality from the viewpoint 

(meaning) of participants involved in the implementation of eGovernment. These 

people include the Yesser eGovernment program team as a primary source, IT 
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managers in government organisations as key persons facilitating the implementation 

of eGovernment in their sectors in cooperation with Yesser and other engaged sectors, 

IT experts such as participants from Al-Elm Company (a government-owned 

company responsible for developing electronic services for government sectors), and, 

finally, academics in the field of IT, some of whom had experience of working in 

eGovernment projects. This is carried out by the employment of grounded theory 

techniques and research methodology. Applying grounded theory in IS research is 

considered to be interpretive by some researchers (Orlikowski 1993; Walsham 2006; 

Walsham 1995). One of the hermeneutic acts in grounded theory is the coding process 

as it involves interpretations (Sarker et al. 2001).  

The seven principles of Klein and Myers (1990) are presented and applied in this 

research as follows: 

The Fundamental Principle of the Hermeneutic Circle 

“This principle suggests that all human understanding is achieved by iterating 

between considering the interdependent meaning of the parts and the whole that they 

form. This principle of human understanding is fundamental to all the other 

principles.” (Klein & Myers 1990, p. 72) 

First, it is important to define what the authors mean by hermeneutic circle. They said 

that “the idea of the hermeneutic circle suggested that we come to understand a 

complex whole from preconceptions about the meanings of its parts and their 

interrelationships” (Klein & Myers 1990, p. 71). They further indicated the process of 

interpretation which moves (up and down) from understanding parts of the 

understanding to the whole context, then back to an improved understanding of the 

parts (Klein & Myers 1990).  

In this research, the same process has been followed through interpreting the ‘parts’ 

which are the open codes (Section 7.2). Open codes are the results of labelling the 

main concepts captured in the empirical data (from the transcript material). After this 

process of understanding the parts, an understanding of the ‘whole’ is made, which 

are the axial codes (Section 7.3), after the categories emerge and relationships start to 

form among them. Going back again to the parts (open codes) was important to 

improve and build the understanding of the phenomenon being studied (Section 9.1).  
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The principle of contextualisation 

“Requires critical reflection of the social and historical background of the research 

setting, so that the intended audience can see how the current situation under 

investigation emerged.” (Klein & Myers 1999, p. 72)  

Applying this principle to this research provides the audience with background 

information about the phenomenon is intended to be studied. Therefore, the first three 

chapters responded to this; the first chapter presented the introduction of the research 

problem and its significance, the second chapter provided an overview of the context 

of the study through introducing the eGovernment program in Saudi Arabia, and the 

third chapter discussed the previous literature in relation to the factors influencing 

eGovernment implementation in Saudi Arabia.  

The principle of interaction between the researchers and the subjects 

“Requires critical reflection on how the research materials (or ‘data’) were socially 

constructed through the interaction between the researchers and participants.” (Klein 

& Myers 1999, p. 72) 

An unstructured interview method (face-to-face) was employed in this research as a 

fundamental data-gathering method to collect the required data as discussed in the 

methodology chapter (Section 4.7.1). Therefore, interaction between the researcher 

and the subjects were done in the form of face-to face interviews. The unstructured 

interview was employed which gave the researcher the opportunity to listen and 

interact with participants, allowing them to lead the discussion which enhanced the 

explanation of the phenomenon and its related issues based on their understanding.  

The principle of abstraction and generalisation 

“Requires relating the idiographic details revealed by the data interpretation through 

the application of principles one and two to theoretical, general concepts that describe 

the nature of human understanding and social action.” (Klein & Myers 1999, p. 72) 

The employment of the grounded theory techniques explained and presented in this 

research (Chapter 7) helps to develop an understanding relating to the factors 

influencing the implementation of eGovernment and contributing to the delay of its 

initiatives in Saudi Arabia. This is mainly done through hierarchical coding processes 

(open, axial, and selective) and the creation of concepts and categories. The 
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abstraction level differs in each phase of coding, while the selective coding is the 

upper level of abstraction as the core category is identified, which turns out to be the 

research phenomenon and understanding being developed. Walsham (1995) discussed 

the types of generalisations which relate to concepts, specific implications or rich 

insights. The findings of this research (Chapters 8 and 9) contribute to providing rich 

insights into the factors influencing the implementation of eGovernment and 

contributing to the delay of its initiatives in Saudi Arabia.  

The principle of dialogical reasoning 

“Requires sensitivity to possible contradictions between the theoretical 

preconceptions guiding the research design and actual findings (‘the story which the 

data tell’) with subsequent cycles of revision.” (Klein & Myers 1999, p. 72)  

This research explicitly indicated the philosophical basis and stance of interpretivism 

and its use in IS research (Chapter 4). Moreover, the researcher took careful 

consideration in the selection of the philosophical stance not to be affected by 

preconceptions. 

The principle of multiple interpretations 

“Requires sensitivity to possible differences in interpretations among the participants 

as are typically expressed in multiple narratives or stories of the same sequence of 

events under study. Similar to multiple witness accounts even if all tell it as they saw 

it” (Klein & Myers 1999, p. 72).  

The application of this principle requires one to study, understand, and examine the 

phenomenon from different points of view as multiple interpretations. In this research, 

multiple interpretations were gained through the involvement of different groups of 

participants, including: Yesser eGovernment program employees as primary sources; 

IT managers in government organisations as key persons facilitating the 

implementation of eGovernment in their sectors in cooperation with Yesser and other 

engaged sectors; IT experts such as participants from Al-Elm Company, a 

government-owned company responsible for developing electronic services for 

government sectors; and finally, academics in the field of IT, some of whom had 

experience working on eGovernment projects. Those groups are different in terms of 

their understanding of the research phenomenon, as each person views the 
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phenomenon from his or her particular angle and according to their involvement in 

eGovernment projects. Therefore, the researcher had to accommodate different 

interpretations.  

The principle of suspicion 

“Requires sensitivity to possible ‘biases’ and systematic ‘distortions’ in the narratives 

collected from the participants." (Klein & Myers 1999, p. 72)  

Klein and Myers (1999, p. 78) said, “We leave open the possibility that some 

interpretive researchers may choose not to follow this principle in their work”. This 

came as response to disagreements between interpretive researchers regarding the 

extent to which social research can be critical.  

The empirical data used in this research to build the understanding related to the 

factors influencing the implementation of eGovernment and contributing to the delay 

in its initiatives in Saudi Arabia was based on the views of participants mentioned in 

the previous point. Coding processes and procedures of grounded theory (open, axial, 

selective) based on the views of participants helped the development of such 

understanding, rather than relying solely on the views provided in the literature.  

10.5 Limitations  

There are a number of noticeable limitations in this research that need to be 

acknowledged. As mentioned in the methodology chapter, this research adopted the 

techniques and procedures of grounded theory as a methodological approach within a 

qualitative research. This selection of using the techniques of grounded theory does 

not require sticking with a specific formulation of grounded theory approaches 

available in the literature, such as that of Glaser and Strauss (1967) or Strauss and 

Corbin (1990, 1998) (Furniss et al. 2011; Matavire & Brown 2008). Therefore, this 

research has employed some techniques derived from Strauss and Corbin’s (1990, 

1998) approach in order to analyse the collected data and generate meaning for the 

area under study. Moreover, the employment of grounded theory techniques was used 

to develop an understanding and meaning from the factors that influence the 

development of eGovernment projects in government organisations in Saudi Arabia. 

Hence, the outcomes of this research might not be applicable in other contexts in 

terms of the generalization of findings. However, the generalization of the findings 
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can be achieved by combining and comparing the findings of other grounded theory 

research in the same research area carried out in different places (Charmaz 2006). The 

outcomes of this research are believed to assist the Yesser eGovernment program or 

authorities responsible for eGovernment implementation and development to find out 

the current factors that influence the development of eGovernment and contribute to 

the delay of its initiatives in Saudi Arabia.  

10.6 Future research  

During the conduct of this research some areas for future research have emerged. As 

indicated in Section 10.5 on limitations of the research, it might not be possible to 

generalise the outcomes of this research and apply them to other contexts, as the 

research is limited to the specific context of Saudi Arabia. Therefore, future research 

is recommended to investigate whether the findings of this research might be 

replicated in other nations, such as other Arab Gulf countries.  

As indicated in the considerations section in Chapter 8, the Saudi government has 

allocated a huge budget for developing eGovernment; however, some of the financial 

departments within organisations are having problems facilitating funding 

eGovernment projects and IT. Therefore, this issue is recommended for in-depth 

investigation to find out why these financial departments are not properly funding the 

projects of eGovernment. Perhaps it is the result of a lack of IT staff in these 

departments, or the lack of supervisory support from top management, or something 

else altogether.  

As an extension of the previous issue, with this huge budget there are still some 

problems in terms of the cooperation of development and training departments in 

some government organisations to facilitate spending on training employees. This 

prompts another question, which is, ‘What is the reason behind the lack of 

cooperation in the development and training departments within organisations in 

Saudi Arabia to facilitate the training of their staff in IT?’  

Conclusion  

This research investigated the factors influencing the development of eGovernment in 

government organisations in Saudi Arabia. A main finding of this research is that 

there is a lack of cooperation between government organisations involved in the 
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development of eGovernment including: (1) the cooperation of government 

organisations between each other to transfer and exchange the data required to 

develop and offer electronic services; (2) the cooperation of government organisations 

with Yesser, the government body responsible for eGovernment implementation and 

development across the country; (3) the cooperation of government organisations with 

eServices developers to develop electronic services; (5) the cooperation of top 

management and financial departments with their internal departments with 

government organisations to facilitate the development of eGovernment; and (6) the 

cooperation of Yesser and other organisations involved in the development of 

eGovernment with research centres and universities to conduct research related to 

eGovernment. There are other important factors identified to have an influence the 

development of eGovernment. These factors were summarized in Figure 8.13.1 as 

part of the findings of this dissertation.  

This chapter summarized the research conducted for this dissertation. It reviewed the 

findings of this dissertation by answering the research question and achieving the aim 

of this dissertation. It also presented some considerations to the development of 

eGovernment in Saudi Arabia based on the findings of this dissertation. Moreover, it 

outlined and summarized several contributions made by this research. Since this 

research is an interpretive research, the seven principles for evaluating interpretive 

research by Klein and Myers (1999) were used to evaluate this research. This chapter 

also acknowledged some of the limitations of the research. Further, the discussion of 

the findings and presentation of the considerations for the development of 

eGovernment in Saudi Arabia has suggested some future research.  

Finally, this research provides an empirical study based on a qualitative research that 

employed the techniques of grounded theory to find out the factors influencing the 

development of eGovernment and causing the delay of its initiatives beyond the 

deadline of 2010. 
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Appendix A: List of Open Codes 

This section provides all open codes that were labelled during the first phase of 

coding (open coding). Each code of the open codes is supported with an example. 

Appendix A is relevant to Chapters 7 and 8.  

Open codes Examples from the interview data 

Improve service delivery 

The Agency of Civil Affairs launched a project named the Advanced 

Departments of Civil Affairs Agency... Because its aim is to change the current 

way of work to provide client services, as is the case in banks ...  

Improve service delivery 

The shift to electronic transactions in the first place is like changing the thought 

and turning thoughts of those who provide services to deal with the user as a 

customer rather than just service requester.  

Intention to provide 

e-services 

If the organization or sector is not keen to offer the service and is not a 

collaborator in the direction of the new electronic services then we can do 

nothing  

Intention to collaborate in 

providing e-services 

If the organization or sector is not keen to offer the service and is not a 

collaborator in the direction of the new electronic services then we can do 

nothing  

e-readiness in government 

sectors  

Electronic change in government sectors and the cooperation between authorities 

are the most important roles for electronic transformation.  

Cooperation between 

authorities  

Electronic change in government sectors and the cooperation between authorities 

are the most important roles for electronic transformation.  

Cooperation to developing 

e-services 

Designing and implementing eServices for Ministry of Interior is a shared task 

between Al-Elm Company and the National Data Centre.  

Cooperation between 

government sectors 

Cooperation between government sectors and others is a missing action which 

needs to be activated by the eGovernment team.  

Sharing the good 

experiences of 

eGovernment  

Benefit from the experiences of more advanced sectors in the field of electronic 

government in the country and activate it in other sectors.  

Cooperation to 

develop/offer a service 

Cooperation between government sectors to develop services is needed because, 

in most cases, offering any service requires one to obtain and collect information 

from more than one government body. 

Desire for success of 

government sectors 

The success of the Yesser program is based on the will of other government 

sectors for success in implementing eGovernment.  

The lack of cooperation  
One of the problems that we faced is a lack of cooperation from some 

government organizations. 
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Open codes Examples from the interview data 

The lack of ICT 

infrastructure 

We used to get data about secondary school students on CD from the Ministry of 

Education because we do not have a link with the Ministry yet as the Ministry 

lacks the ICT infrastructure which would allow it to share information and data 

with different sectors. 

Collaboration between 

government agencies 

We have an agreement with different government sectors that contains three 

areas of work which are: first, the structural reforms in buildings and equipment 

and opening small offices; second, provision of electronic services for 

government sectors (G2G); and third, provision of electronic services and 

electronic transactions for individuals (G2C).  

The linkage between 

government sectors 

The second service that we are going to implement falls under the umbrella of 

G2G, which is the linkage with the Ministry of Health ... of course the link with 

the Ministry of Health is to register two things: birth and death.  

The linkage benefits 

Creating the link with the Ministry of Health helps to raise the efficiency of 

information, to speed up registration of information, and to inform related sectors 

instantly to do their roles. 

Collaborative work 

The concept of electronic government is a collaborative work between 

government sectors... The government sectors, before moving towards 

eGovernment, were like islands [with] every sector working for itself. This 

means doing only its responsibilities. 

Understanding the 

cooperation concept 

So, the cooperation of the Ministry of Health will benefit other sectors and the 

cooperation of other sectors will benefit the Ministry of Health. This concept of 

cooperation has to be understood by all sectors because it is a collaborative work 

more than an individual work.  

Development in thoughts  
It is a development in the provision of service, methods of offering service, and 

the thought of service providers and procedure developers.  

Variation in e-readiness 

between government sectors 

There are variations between government sectors regarding their e-readiness 

which definitely reflects on the performance of these sectors and the extent of 

their cooperation with Yesser.  

Need for cooperation and 

interaction  

Yesser is there to help these sectors with e-transformation but the process itself is 

a hard task which requires lots of effort from all. There is a need for more 

cooperation and more interaction, unified vision, and faith from government 

sectors. 

Compulsory registration to 

use e-services 

Using electronic services is limited to those who are already registered at one of 

the civil affairs agencies that issue electronic ID.  

Pre-registration for utilising 

e-services 

To reach people and use the electronic portal in a better and more effective way, 

there is a thing that needs to be done before using it which is register. To reach 

people and use the electronic portal in a better and more effective way, there is a 

thing that needs to be done before using the system which is pre-registration. 
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Open codes Examples from the interview data 

Provision of ICT 

infrastructure with high 

standards 

There is a problem with providing eServices which is that when the system is 

down you can do nothing... This makes it essential to supply the appropriate 

equipment such as servers and other [equipment] in order to offer eServices with 

fewer or even no problems. 

Registration options 

Actually we have a plan to provide eServices and let the citizens and residents 

register for the purpose of utilising them. There are three stages, which are as 

follows: someone registers online, someone registers at the court, and someone is 

registered for him/her by officials. 

Provision of ICT  
The last two stages have not been started yet because we have asked to be 

provided with 3000 computers to equip the court’s halls.  

Lack of ICT equipment  
Currently we do not communicate electronically with other government sectors 

because the ministry does not have a data centre that can be relied on.  

Fear of losing power and 

authority 

The second thing is fear of losing power and authority. For example, we visited 

some managers in government sectors and saw how pleased they were when 

people call them asking for favours. 

Clarity of regulations and 

procedures 

There is an important issue that needs to be clearer which are the… regulations 

and procedures.  

Poor sanctions system for 

prohibited practices 

There are some people who used to work in such sectors and used to reveal some 

information about others for the benefits of their friends. I was just wondering if 

there is a sanctions system for such practices, but I do not think so. 

Tangible advantages of 

eServices 

After presenting the service of booking appointments, a customer enters the 

Centre of Civil Affairs to ask for a service ‘x’ and come outs having finished it 

within fifteen to thirty minutes.  

Benefits of e-services 
Electronic service helps to reduce the time, efforts and organize the work. It can 

always be said that eService affects time, efforts and money. 

Advantages of eServices 

We have designed and offered an electronic service for deputyship of social 

security as a government sector and actually this eService has saved lots of 

money, plus improved the service.  

Electronic connection 

advantages 

Getting electronic connection between the Ministry of Justice and the courts has 

provided a lot of time and efforts to judicial inspectors through getting access to 

lawsuits and cases electronically by judge. Such processes can raise the 

efficiency of the judge. 

Lack of procedures to 

develop the work 

environment 

Currently, electronic booking appointments' service helps to organize the work 

and improve the service at the place presenting it. However, it does not 

completely solve the problem. 

Lack of clear plans and 

strategies for cooperation 

with Yesser 

Let’s say that there is no direct relationship in a clear model with Yesser 

program. 
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Open codes Examples from the interview data 

No direct cooperation with 

Yesser 

There is no direct cooperation with the Yesser program and, if so, then it should 

be via the Ministry of Education. 

Lack of education about 

eGovernment by Yesser 

The vision of e-transformation actually came from inside the ministry and it was 

not from the program of Yesser. 

Delay in cooperation with 

Yesser 
Our relationship with Yesser has only started few months ago. 

Building e-readiness 

internally 

The objective is to build the e-readiness of the ministry from the inside first stage 

and then we can link with other sectors electronically.  

Benefits of linking,  

Benefits of cooperation 

Also, we are working with Yesser to link us with the Ministry of Interior in order 

to get precise information about any student who wants to study at university or 

even any applicant wants to work in our university.  

Poor cooperation between 

government sectors 

The preparation for linking in our environment is done now and tested to make 

sure it is ready but we are still waiting to test the connection in their side. (Wood) 

Responsibility of the 

eGovernment shift 

The shift to electronic transactions in government agencies is the responsibility 

of the government agencies themselves.  

Need for development in 

government sectors 

Government sectors have to develop and improve their services and improve 

their performance.  

Lack of readiness 

The problem here is the program is dealing with different government sectors 

and ministries; the majority of these sectors are not ready to implement 

eGovernment.  

Resistance to the 

implementation of 

eGovernment  

There is notable resistance from some government sectors regarding the 

implementation of eGovernment.  

Dissatisfaction with the 

implementation of 

eGovernment 

The five years plan is finished and we have achieved things but they were not 

actually satisfactory.  

Follow-up by government 

to eGovernment 

implementation  

Actually, the response from government sectors and ministries has changed to 

become better as there are some royal orders that come from the Council of 

Ministers that urge officials and leaders in government sectors to change their 

mode of work.  

Optimism for the future of 

eGovernment 

We are really optimistic that during the new five-year plan we will achieve the 

goals that we set previously and presently.  

Linkage process of 

government sectors with 

Yesser 

The linkage process of government sectors with Yesser was very slow caused by 

lack of cooperation from some government sectors.  
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Open codes Examples from the interview data 

Lack of cooperation from 

some government sectors 

with Yesser 

The linkage process of government sectors with Yesser was slow, caused by a 

lack of cooperation from some of the government sectors.  

Active support of Yesser 

Actually, Yesser and its team are really supportive and work well towards 

applying eGovernment across government agencies and it has a big role in this 

regard.  

Efforts and contribution of 

Yesser 

We contacted Yesser to ask for consultation and support in building a website 

and designing some electronic services. Indeed Yesser's representatives came 

and helped us. I am trying to say that Yesser has made an obvious effort and a 

good contribution in applying eGovernment.  

Authority given to Yesser 

At this stage, Yesser cannot force government agencies to do something, but it is 

better for these agencies to follow and adopt the standards of Yesser to avoid the 

stop. 

Limitation of access to NIC, 

Limiting access to NIC 

So, Al-Elm Company is the only sector with access to communicate with the 

national data centre in the country to obtain any required data by any government 

sector. 

Lack of communication 

tools between staff in some 

government sectors, 

Lack of e-readiness 

There is weakness in internal communication between the staff of the sector 

through email as there are no official email accounts created by the sector for its 

employees.  

Lack of electronic 

equipment  

Currently we do not deal electronically with other government sectors because 

the Ministry does not have a data centre that can be relied on.  

Lack of infrastructure 
We do not have a link with the Ministry yet as the Ministry lacks infrastructure 

which can allow it to share the information and data with different sectors.  

Lack for providing internal 

communication channels 

In our ministry, we lack official email accounts for employees and only few 

people in this sector use their personal Hotmail accounts to communicate and 

complete the work sometimes.  

Provision of a secure 

communication Channel 

between government 

agencies 

The integration channel (GSB) which was implemented by Yesser is really 

important because it provides a secure way of communication between 

government agencies to transfer the information.  

Lack of communication 

channels between the sector 

and its departments 

Sometimes courts have problems but it is difficult for our engineers to solve their 

problems as there are no communication channels connected between us and 

them. 

Provision of Internet  
Also, we have just started providing an Internet service for the ministry's 

employees starting last month.  
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Lack of electronic 

communication channels 

between employees  

We are planning to create email accounts for employees.  

Poor cooperation inside the 

organization 

We had a problem with the department of administrative development in the 

Ministry because it was not cooperating with us in training staff. 

Lack of clear regulations for 

privacy 

Actually, there are not yet legislations regarding privacy and other related issues 

in the country.  

Ensure privacy 
The importance of having a privacy officer in all government sectors is to ensure 

the eServices are reviewed and studied before they are offered.  

Privacy policy  
Each government sector should have a local privacy policy that can apply to all 

its services before presenting them online.  

Lack of education about 

privacy 

There are some government sectors that are aware of the privacy policy, while 

others do not believe it exists.  

Lack of IT awareness for 

government employees  

We have a lack of awareness about the use of technology for public employees 

across government sectors.  

Focus on IT awareness and 

training  
Government sectors should focus on aspects of IT awareness and training.  

Lack of IT skills for staff 
In our sector we have a lack of IT skills for some employees who need 

comprehensive training sessions.  

Lack of IT skills for 

government employees 

We have a big number of employees who do not know how to deal with 

technology, even computers and, unfortunately, the majority of them are 

managers.  

Lack of experienced people 

in IT in government sectors 

One of the problems that Yesser is facing right now the lack of experienced 

people in IT in government organisations who can assist Yesser in the 

implementation of eGovernment in their organisations.  

Lack of professionals in IT 
Here in the ministry, top management is really supportive; however, the people 

who carry out the implementation are not professionals.  

Lack of IT professionals  
We have a lack of Saudi IT people in our sector and the reason is due to 

shortages of incentives and financial allocations. 

Lack of incentives and 

financial allocations  

We have a lack of Saudi IT people in our sector and the reason is due to 

shortages of incentives and financial allocations.  

Absence of financial 

incentives and allocation for 

IT professionals 

The absence of financial incentives and allocations for qualified IT people within 

the government sectors, which lead to the rejection of qualified personnel to 

work in such sectors and who go to the private sector.  
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IT professionals and 

reluctance to work in the 

public sector  

The absence of financial incentives and allocations for qualified IT people within 

the government sectors, which lead to the rejection of qualified personnel to 

work in such sectors and who go to the private sector. 

Lack of motivation and 

incentives 

Normally, employees in the public sector lack incentives which can motivate 

them to learn new things and make an effort to work.  

Rarity of incentives for IT 

professionals  

The lack of experienced people in government organisations comes from the 

rarity of incentives and allocations specified for those IT specialists working in 

government sectors.  

Need for financial 

motivations  

Actually, these incentives, whether financial or even shows of appreciation, 

motivate government officials to work effectively and learn new things.  

Giving of incentives 
Facilitating the employment in government sectors and giving incentives are 

needed.  

Provision of employment 

opportunities in government 

sectors  

Facilitating the employment in government sectors and giving incentives are 

needed.  

Lack of salary scale for IT 

professionals 

We have lack of qualified IT people in the government sectors and the reason is 

due to the lack of salary scale for such people.  

The need to increase 

salaries for IT professionals  

The IT people who have skills in specific areas are needed and they might get 

high salaries so they won’t come to work for such low salaries here in Yesser.  

Low salaries specified to IT 

professionals 

Qualified IT people would not come to work in government sectors with salary 

of 6000 or 7000 Riyal when they can gain the double in private sectors.  

The importance of 

following up on IT projects 
Monitoring the process of projects in government sectors is important.  

The importance of 

incentives for development 

of human element 

I think is important to focus on the human element and create a system of 

incentives that will promote the human element in the public sector.  

Development of human 

element 

The development and stimulation of the human element is essential for the 

transformation to electronic transactions.  

The need for expertise  
I do not think we have any problems in terms of funding, but expertise remains 

as a key element in the success of the transition to electronic transactions.  

Lack of IT professionals 

working in government 

sectors 

IT departments in government sectors lack IT people as we saw some 

departments have only two people which are not enough.  

Awareness of the 

decision-maker 

Decision makers need a lot of awareness about the usefulness of e-services and 

eGovernment.  
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The absence of clear 

regulations and plans for 

decision makers 

The absence of clear regulations and plans for some of the leaders in the 

decision-making process make the implementation of eGovernment more 

difficult.  

The importance of support 

from top management 

I have a fear of changing the minister as currently we find lots of support for our 

plans towards e-transformation. But we still have a concern if the minister 

changes, as all plans and support might stop then.  

Technology is not an 

obstacle 

Technology is not an obstacle for the implementation of e-Government projects 

in Saudi Arabia but, actually, it is the last thing that we should think about.  

The vision of development 

for decision-makers 

But the real problem is the decision-maker for each government entity and the 

vision of development towards e-work.  

Understanding of 

decision-makers for 

eGovernment  

The problem in implementation and applying of eGovernment projects is not 

with the citizen or the individual, but with the decision makers in government 

sectors such as the management and director of the organization who basically 

has the power to formulate and give the decisions. 

Education for top 

management about the real 

meaning of eGovernment 

I think that there is an urgent need to educate the executives and their deputies in 

government sectors about the real meaning of eGovernment and what it means 

for citizens, as well as how it can help to solve the problems.  

The rejection of cooperation 

with Yesser  

Our staff went to one of these government sectors in order to help them automate 

their services. However, we faced and suffered the rejection of that ministry to 

cooperate with us for unknown reasons. 

Understanding the 

eGovernment concept by 

top management 

In fact, the leaders and the extent of understanding of leaders to the idea of 

moving to eGovernment play a great role in the implementation process.  

The need for the support of 

the decision-makers 

Decision-makers are required to be cooperative. Take the Ministry of Justice as 

an example. When the new minister came he changed many things in courts 

across the kingdom by introducing the technology, activating the ministry's 

website, and giving incentives.  

IT knowledge and level of 

support by managers  

When the manager is aware and understands the technology, he is more likely to 

be supportive in implementing eGovernment projects.  

Resistance to change 

We have already faced many problems related to the resistance of some 

government sectors to the electronic change and this is based on fear of change in 

some procedures, a lack of trust in electronic services, thinking electronic 

services can lead to fraud and problems, and sometimes decision-makers are not 

convinced yet to change. 

The need for education 

about eGovernment 

Through education you can make government sectors believe in that electronic 

services could do such things.  
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Lack of education for top 

management about 

eGovernment 

Educating administrative leaders about the role of technology and its importance 

in their organizations to implement eGovernment is something that is missing. 

Educating top management 

about the importance of 

change  

However, the change and how to convince senior management to transform to 

eServices normally consists of a plan with a starting date and no ending date 

because some may see that there is no benefit from electronic services from their 

point of view.  

Awareness sessions for 

decision-makers 

I think officials in the government sectors and decision-makers need to see the 

tangible benefits of e-transformation through providing awareness sessions that 

can educate them well.  

Misunderstanding the aim 

of eGovernment by 

government sector 

employees  

There is a misunderstanding by government sectors employees about the aim of 

eGovernment as, in most cases, they think that it means to reduce the number of 

staff. 

The nature of the mentality 

for government employees  

Based on my knowledge of the social challenges, sometimes it can be that the 

nature of the mentality of some workers in the government sectors is a big 

challenge. 

Dealing with different work 

environments 

It's not just buying equipment, but rather, dealing with different work 

environments.  

Lack of employee 

awareness of the expected 

benefits for eGovernment 

Lack of employee awareness of the expected benefits for eGovernment is also 

one of the difficult issues that facing eGovernment implementation.  

Introduction programs for 

government employees 

about electronic systems  

Government employees need awareness and education about electronic systems 

before implementing them. 

Poor of education about the 

systems used 

Because employees are not educated about the system, they do not know why 

they use the system and ask, ‘For what? And what the benefits for themselves?’ 

… So they are not fully educated.  

Awareness and training 

about eGovernment 

Also, I think one of the important factors that delays the transition to electronic 

transactions is awareness and training in the field of transformation to 

eGovernment. 

The awareness campaigns 

Regarding the awareness campaigns, we did the first conference in 2010 to 

educate the government sectors and people about the role of Yesser and the 

importance of eGovernment.  

Clarification of the real aim 

of electronic transactions 

for government agencies 

There is a need to educate government agencies about the real aim of electronic 

transactions which would not reduce the number of staff, although there is a 

serious fear by government sectors about this.  
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Understanding the 

eGovernment concept by 

government employees 

Employees in government sectors must be convinced of the eGovernment 

concept and their sectors have to be ready to deal with other sectors 

electronically.  

Wrong understanding of the 

meaning of eGovernment in 

government sectors 

There is a wrong understanding for the meaning of eGovernment in government 

sectors as some of them thought that it is only automating the work and using 

computers. So, there is a crucial need to prepare staff to deal with eGovernment.  

Preparing staff to deal with 

eGovernment 

There is a wrong understanding for the meaning of eGovernment in government 

sectors as some of them thought that it is only automating the work and using 

computers. So, there is a crucial need to prepare staff to deal with eGovernment. 

Lack of awareness sessions 

when implementing new 

concepts at workplace 

Some ministries have applied fingerprint technology to prove the attendance for 

their staff and some employees in these sectors have broken the devices… Can 

you imagine? Employees in government sectors broke the device because they 

do not want it. I can refer this to a lack of awareness and the need to introduce 

new concepts in the workplace before implementation.  

Lack of introducing and 

providing awareness 

programs to beneficiaries 

Applying new concepts to a society or a workplace without giving introduction 

or awareness programs to beneficiaries is a problem by itself. For example, 

applying the ‘Saher System’ into Saudi society has faced a strong resistance from 

all society levels.  

Lack of educational 

programs about 

eGovernment and Yesser 

Last year, I did a research and I asked the people a question whether they knew 

Yesser and if they visit the national portal website for Saudi Arabia and the 

responses of 120 people were no, which formed 85% of the total sample. 

Breaching privacy; 

Lack of education about 

privacy  

Some government sectors are breaching privacy. For example, if I know 

someone’s ID and I know someone in a specific sector, then they can give me 

some personal information about him/her such as a mobile number, health 

information and more.  

Lack of cooperation in 

building eServices 

Actually some government sectors in the country are not helping in the 

implementation of eGovernment as they are not providing us with some required 

information that is needed to build the eService.  

Lack of connectivity; 

Lack of connectivity 

between departments 

belonging to one ministry 

There is no direct relationship between the educational organisations in the 

Kingdom, while all belong to the Ministry of Education.  

Lack of cooperation from 

the government sector 

We used to send letters and proposals to government sectors asking them to 

cooperate with us in order to adopt eGovernment projects in their organizations 

and departments, but, unfortunately, these proposals remain in their desks for 

months with no response.  
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The extent of collaboration 

between the government 

sectors 

One of the eServices that we are currently developing is informing about 

marriage. When someone gets married he needs to certify and authenticate that at 

the Ministry of Justice and get a family card issued by the Agency of Civil 

Affairs. So, the Ministry of Justice is supposed to exchange the marriage 

information electronically with the Agency of Civil Affairs to ensure accuracy of 

the data and complete the transaction. 

Lack of clear plans and 

strategies of cooperation 

between government sectors 

to unify the shared 

procedures 

There is no cooperation between government sectors in general or in the field of 

standardization of solutions and procedures for electronic transactions.  

Lack of a general strategic 

plan for E-transformation 

There is no strategic plan is adopted by high authorities in the country for 

e-transformation that can clarify the targets and objectives.  

The need for clarity in plans Plans need to be clear for project management.  

Intention to use electronic 

services 

We have several of eServices and one of them is 'Yakeen' which is in high 

demand by some government sectors and banks.  

Need for e-services 

One of our eServices that many government sectors started using recently is the 

‘Muqeem’ service, which enables Human Resources Managers and other HR 

staff in the sectors to issue an Exit-Re-Entry visa in just 3 minutes.  

Complexity of procedures 

When we developed the service of Exit-Re-Entry visa in cooperation with the 

Ministry of Interior, we had lots of difficulties and one of them was changing the 

form of visa as it was a label which required a special printer that should be 

found in all different parties involved in this matter. So, we have changed the 

form of the visa to be an A4 page instead of a label which is much easier and 

does not need a specific printer. This endeavour was to convince all government 

sectors to adopt new form. 

The need for rapid 

cooperation of government 

sectors in changing 

procedures 

When we developed the service of Exit-Re-Entry visa service, we spent lots of 

time to inform and convince many government sectors about the change, 

including all embassies outside the country, all embassies and consulates inside 

the country, and all airlines that arrive and depart the country.  

Delay in changing 

procedures 

When we developed the service of Exit-Re-Entry visa in cooperation with the 

Ministry of Interior, the technical part did not take more than three months, but 

the changing of procedures took nine months.  

The complexity of 

administrative procedures 

for transactions  

The problem is the current administrative procedures for existing transactions 

with government sectors which seem to be very complicated. So, the complexity 

of these procedures makes it difficult to join eGovernment in a quick way.  
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The need for changing 

traditional service 

procedures 

One of the most important steps toward e-transformation within the ministry is 

changing traditional service procedures and, indeed, we have already modified 

procedures for the writings of Justice from seven steps to two steps in order to be 

electronically applicable.  

The need to facilitate and 

modify the complex 

procedures of a normal 

service 

Procedures and existing systems in the agency of civil affairs were built on 

paper-based structure. So, we need to re-formulate these procedures to suit 

eGovernment direction. 

Unifying the procedures for 

departments belonging to 

one ministry 

We are trying with Ministry of Municipal and Rural Affairs to unify the 

procedures at Amanahs and municipalities because some procedures are different 

from municipality to another.  

Changing administrative 

procedures 

The work is automated and has become electronic but the procedures operate in 

the traditional way. I mean, administrative procedures must be changed and 

modified to facilitate electronic transactions. (Gary) 

We have an electronic system in the university which has several e-services for 

staff but actually it is not as good as we thought, because I used one of its 

services to apply for a trip and the response to my request took a month and a 

half. 

Perceiving the need for 

e-service leads to cooperate 

and change 

For example, the passport authority when it desired to design and implement the 

service of an Exit-Re-Entry visa with Al-Elm company, it was cooperative and 

supportive to finish the service as soon as possible because it was causing a 

headache for them. Moreover, it also changed some of its complex procedures 

from printing the visa on a special printer previously located at the passport 

authority, to be printed on a normal printer from anywhere, meaning there is no 

need to come to the passport authority anymore.  

The complexity in the 

design and delivery of 

electronic services 

The complexity in the design and delivery of electronic services is a real reason 

to delay its implementation. 

Perceiving the benefit of 

electronic service helps in 

changing procedures 

After years of implementing the service of “Muqeem” what happened… The 

Passport Authority itself changed its procedures from printing a label visa which 

required a special printer, to an A4 visa which can be printed it from anywhere. 

Thus, here now you change the sector itself after perceiving the benefit of 

electronic service.  

Intention to shift to 

eGovernment 

Yes, there is a desire by the most of government sectors to shift to electronic 

transactions but at different levels.  

The belief in electronic 

services and its importance 

for government agencies 

In my view, one of the current obstacles facing the implementation of electronic 

government is the lack of belief in electronic services and their importance by 

government agencies. 
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The extent of government 

agencies’ willingness to 

change 

The second problem facing the implementation of eGovernment is the extent of 

government agencies’ willingness to change because some sectors in the country 

initially accept the change, but when you tell them that implementation requires a 

set of procedural changes, they reject it because they fear change.  

Fear of change 

There is a fear by some employees in government sectors to apply eGovernment 

and this is caused by either a lack of understanding about e-transformation or just 

fear of the change itself.  

The lack of understanding 

of e-transformation 

There is a fear by some employees in government sectors from applying 

eGovernment and this is caused by either the lack of understanding about 

e-transformation or just the change itself.  

Resistance to change 

Some of the expected reasons that led to eGovernment delay include the 

resistance to change and the effectiveness of the efforts regarding eGovernment 

implementation.  

Readiness of the institutions 

of eGovernment 

There is no resistance to eGovernment, but the process is subject to the readiness 

of the institutions. Also, it is subject to the extent of understanding of the 

organization about modern technology and its role in the development and 

improvement of services and the provision of services to various groups of 

beneficiaries.  

Understanding the concept 

of eGovernment by 

managers and staff though 

awareness programs  

There must be awareness and education programs about eGovernment for staff 

and managers because some managers do not want the change, which can reflect 

on staff.  

Changing the thinking of 

management 

In my opinion, we do not lack financial support as it comes from the government 

or lack qualified people and advanced technology, but it is all about changing 

management’s thinking.  

The issue of change 

management within the 

government sector 

It is the issue of change management within the government sectors more than 

anything else. We do not have problem with financial resources or qualified 

people because they are available...  

Development of working 

environment 

The problem is in the working environments which need to be developed in 

terms of procedures, work culture and information awareness and these are the 

major challenges to the program of Yesser, I think.  

Misunderstanding the 

purpose of electronic 

services 

Some people think that electronic services can increase the ratio of 

unemployment or it is something that can make you lose power and authority.  

Misunderstanding of 

eGovernment 

transformation  

Some government agencies have misunderstood the meaning of eGovernment 

and thought that their duty is only to upload the application forms online and let 

citizens download them. 
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Wrong understanding of 

e-services by some 

government sectors 

An example of electronic service provided by the Ministry of Justice is called 

'declaration of data call' which can be filled electronically and then printed out 

and take it to the court. It saves time and effort.  

Development of services  

Government agencies must play an active role in the transformation and 

development of services in terms of services, not only automation of the work; I 

believe that the Kingdom is eligible to be a leader in eGovernment 

implementation during the next five years.  

The relationship between IT 

skill and understanding the 

aim of eGovernment  

There is a problem with some leaders in government sectors who have little skills 

in technology as they think applying eGovernment will cause increasing 

unemployment.  

Lateness in applying 

eGovernment and need for 

urgent reaction 

I believe that we are so late in applying eGovernment in Saudi Arabia. There are 

some steps have been done, but still as I think, we are too late from the stage that 

we should reached by now. I think it becomes something very crucial to apply 

electronic government and push the government sectors to react urgently in this 

regard.  

The need of government 

sectors’ cooperation  

We need around 2 to 3 years to implement our proposed electronic services and 

this estimated time is also subject to rate of cooperation of other sectors with us 

as well as the provision of suitable environment.  

Overcoming the problem of 

electronic linking by 

providing alternative 

solutions  

We are also planning to provide temporarily solutions in case we cannot link 

with some government sectors due to their lack of e-readiness to link them 

directly to the Ministry of Interior website rather than the system of Civil Affairs. 

We are doing this to speed up the implementation of electronic transaction.  

Monitoring and following 

up the eGovernment 

projects 

If there is a project manager from Yesser or from any government sector that can 

observe integration of such projects, especially IT projects, it will be better  

Depending and sticking 

with 150 services 

The good thing in the new five-year plan from 2010 to 2015, we are not going to 

depend and stick with 150 services. We are going to work with each government 

sector and see which services they want to develop now and start with those.  

The problem of specifying 

150 services to start with  

The program of Yesser started with a plan consisting of 150 services which was a 

mistake from my point of view. Why would you limit and specify the services 

with 150 services without consulting and engaging the government sectors to see 

whether these services are main ones to them and important to start with or if 

there is something else more important? For example, the sectors that I am 

dealing with right now are not satisfied with most of the suggested services as 

they said we have other services that are more important to start implementing 

now.  

Lack of awareness 

programs regarding 

Government eServices 

There is a weakness in awareness programs regarding Government eServices 

which is mainly caused by the lack of eServices offered at the end.  
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Serious lack of eServices 
There are serious shortcomings in eServices provided to beneficiaries in the 

Kingdom. 

Lack of eServices 

We have set a plan to implement 7 to 10 electronic services related to 

Government-to-Government (G2G). Currently, we have already implemented 

one electronic service and it is in the pilot phase right now and two more services 

will be available to government sectors soon.  

The need to develop an 

integrated service to be an 

eService  

Actually, we need to develop integrated services that can be done online and do 

not require personal attendance such as the Exit-Re-entry visa service which was 

developed by Al-Elm company and the Passport Authority at the Ministry of 

Interior.  

Need to develop integrated 

eServices  

Some government sectors have announced that they have started providing 

certain eServices but in the reality these services are queries services. 

eGovernment experience in 

neighbouring countries 

What distinguishes the neighbouring countries in the region, such as Dubai, 

regarding eGovernment implementation is the great attention that they give to 

eGovernment concept and the speed of implementation.  

Studying other countries’ 

experiences before applying 

them  

I don't believe in the idea of ‘copy and paste’ other countries’ experiences. I 

mean, we cannot take the experience of eGovernment for another country and 

apply it in [Saudi Arabia] as it is without considering what suits us.  

Benefiting from expertise 

and international 

experiences 

I think that benefiting from the expertise and international experiences in the 

field of eGovernment is something crucial and needs to be done.  

Cooperation between 

organisations to share 

eGovernment experiences 

We are always in contact with sectors here and outside the country to take 

advantage of previous experiences regarding eGovernment because we want to 

start from what others have reached in the same regard.  

Studying and re-designing 

what suits us from 

international experiences in 

eGovernment 

Like the appointments booking system implemented in the Civil Affairs Agency, 

the idea was implemented in Bahrain and we got it from there. But we have not 

implemented as it is in Bahrain, however; we redesigned it to suit us. 

Utilising international 

experiences of 

eGovernment 

Of course, there are many regular conferences with Malaysia and Britain to 

utilize their experiences of eGovernment and share the knowledge.  

Development of technical 

department in government 

sectors 

Technical departments in all different government agencies are supposed to be 

more developed than what they are now. This is due to the lack of qualified IT 

staff as well as poor training in the information sector in different government 

departments. 
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Lack of qualified IT people 

as well as poor training in 

the information sector 

Technical departments in all different government agencies are supposed to be 

more developed than what they are now. This is due to the lack of qualified IT 

staff, as well as poor training in the information sectors of different government 

departments. 

Absence of specialists in 

information technology 

I also expect the absence of specialists in information technology had a major 

impact on the implementation of electronic government.  

Importance of spending on 

training 

I noticed that the budget for training officials last year was more than before and 

this move is in the right direction.  

Large shortage of IT 

specialists 

There is generally a large shortage of specialists in information technology and 

communications. [These are] well-qualified professionals and not those with 

courses in institutes and diplomas. This is part of the problem on the subject of 

the development of electronic services in the Kingdom.  

Lack of experienced people 

in IT in government 

organisations 

One of the problems that Yesser is facing right now is a lack of experienced 

people in IT in government organisations who can assist Yesser in the 

implementation of eGovernment in their organisations.  

Lack of human resources There is no doubt we have a lack of human resources as they are very few.  

Low salaries for IT 

professionals 
There are enough IT professionals but they need money to work.  

Lack of workforce in IT 

Actually, we do not have enough workforce or tools sometimes to enable those 

services; sometimes we lack legislation and sometimes we need to employ more 

people in IT. We have the YCG (Yesser Consulting Group) which needs at least 

30 people to work there. This is our consultation group which all government 

agencies need for consultation.  

Lack of human resources 

and expertise in IT 

There is a significant lack of human resources and expertise necessary for the 

transition to electronic transactions in government sectors beside the lack of 

readiness of these sectors.  

The issue of human 

resources 

We have a supportive leadership at the highest levels on the issue of 

eGovernment and also we do not have any problem on the issue of funding, but it 

remains the issue of human resources.  

Lack of human recourse in 

IT 

We had a problem in the ministry that the ministry has got only one team to run 

the new courts and we have recently formed new team groups in order to catch 

up with demand.  

Lack of IT specialists 

supervising the IT projects 

in government sectors  

The implementation and development of services are the problem of people more 

than departments or sections in government sectors because sometimes these 

departments have good plans and timelines for them, but the people who are in 

charge to implement these plans are non-specialists in such projects.  
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Change management 

Change management is needed for change strategy because it is the most difficult 

aspect as I said. The financial and technical aspects are available; what remains is  

the human aspect which is the hardest part of the equation. 

Lack of IT professionals 
We have sometimes projects in IT and these projects lack for professional IT 

people who can decide the appropriate offers that we need to accept.  

Need for development of 

eServices 

I think that the eGovernment program at this time did not go a long way as it 

needs a lot of work. I am not pessimistic, but the increase of population in the 

country plays a crucial role to develop such e-services that can help residents. 

Getting late in applying 

eGovernment 

I believe that we are so late in applying eGovernment in Saudi Arabia. Some 

steps have been taken, but still I think we are too late from the stage that we 

should have reached by now.  

Delay in the 

implementation of 

eGovernment 

There is no doubt that eGovernment started late in the Kingdom of Saudi Arabia 

and, with the late start, it has also suffered from the proper activation. 

Delay in applying 

eGovernment 

There are noticeable efforts in some government sectors regarding eGovernment 

initiatives, while others actually are doing nothing. So, of course there is a delay 

in applying eGovernment in Saudi Arabia.  

Slow in implementation 
I think that the eGovernment program at this time did not go a long way as it 

needs a lot of work.  

Slow implementation  
The implementation of eGovernment in Saudi Arabia is slow and this is due to 

several problems. 

Low satisfaction for 

eGovernment 

implementation 

I expect that implementing eGovernment in KSA is not yet satisfactory as I 

remember that one of the strategic goals of the Yesser program is to attain the 

satisfaction of 80% of the citizens. However, I do not think that 80% of the 

people are satisfied with the eGovernment implementation.  

eGovernment projects delay  

The plan of national strategic eGovernment is not clear… Even Yesser changed 

its program target this year from providing eServices to supporting infrastructure 

projects… and the reason is they could not provide electronic services with 

current poor infrastructure for government sectors.  

Delay in implementing the 

150 eServices 

I think we have 1000 services but we have not reached the 150 that Yesser has 

specified within the plan. Also, a lot of these 1000 services are informative 

services and enquiries.  

Delay in implementation  

There is no doubt that the Kingdom of Saudi Arabia has made significant 

progress in the development of the public sector, but there is still a long way to 

go, not only for Saudi Arabia, but also for all the countries of the region.  

Few achievements  
So, I am neither optimistic nor pessimistic, but we only achieved around 40% of 

what we have planned to reach. 
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Admitting the delay of 

eGovernment 

implementation 

There is no admitting the problem by some government sectors that they have a 

delay in applying eGovernment.  

Supervision on applying 

eGovernment program 

I think that the supervision on applying eGovernment program in Saudi Arabia 

did not appoint to the right person who has the ability to perfectly communicate 

with government sectors with respect to the implementation.  

Disparity of e-readiness 

between government sectors 

Also the disparity of e-readiness between government sectors has another impact 

on eGovernment implementation in the whole country.  

Lack of e-readiness 
Some government organizations have no servers, networks, or even electronic 

systems which can be used to connect these organizations with each other.  

Lack of e-readiness for 

some government sectors  

We are also planning to provide temporary solutions in case we cannot link with 

some government sectors due to their lack of e-readiness to link them directly to 

the Ministry of Interior website rather than the system of civil affairs. We are 

doing this to speed up the implementation of electronic transactions.  

Lack of e-readiness for 

government sectors 

For example, when we tried to link with the health ministry, we faced some 

problems. There are no unified systems for all hospitals and especially systems 

for birth, not all hospitals have systems and networks to exchange data between 

each other and other sectors. So, they are not yet ready. 

Lack of e-readiness for 

government sectors 

There is a significant lack of human resources and expertise necessary for the 

transition to electronic transactions in government sectors beside the lack of 

readiness of these sectors.  

Lack of readiness in 

government sectors 

The program of Yesser began five years ago and a plan was drawn for it but the 

problem was if the implementation of the plan was associated with the program 

of Yesser itself then it would not face any obstacles or difficulties. The problem 

is the program is dealing with different government sectors and ministries and 

the majority of these sectors are not ready to implement eGovernment.  

Variation between 

government sectors 

regarding their readiness 

In respect to the extent of cooperation and dealing with government agencies, 

there are variation between government sectors regarding their readiness which 

definitely reflect on the performance of those sectors and the extent of 

cooperation with Yesser.  

Lack of clear model for 

implementation for 

government sectors  

There is no clear model, including specific implementation procedures, provided 

by the Yesser program for government agencies that can serve the ministries to 

offer electronic services in an easy way.  

Need for procedures to suit 

electronic transaction  

In general, there are no clear procedures for electronic transactions... They took 

the tools of eGovernment but they still doing things according to the old 

procedure which is paper-based… There is no benefit from eGovernment without 

procedures to suit it.  
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Successful experiences in 

eGovernment 

implementation 

One of the good examples for eGovernment application is the Ministry of Higher 

Education through its electronic portal designed for students studying overseas.  

Getting benefit from the 

experiences of the advanced 

sectors in the country 

Getting benefit from the experiences of the advanced sectors in the field of 

electronic government in the country and activating it into other sectors.  

Good examples of 

eGovernment services 

The online portal of Ministry of Higher Education is a good example for 

providing services electronically; you can follow-up and receive a reply 

electronically too. You can create the request and follow-up the request and 

receive the reply on request online.  

Good example for shifting 

to eGovernment 

The Ministry of Higher Education is a good example of shifting to eGovernment 

and it can be considered as one of the successful models in applying 

eGovernment.  

Citizens/residents need 

from eGovernment;  

Provision of a basic 

demands for eServices 

E-government in Saudi Arabia does not meet the basic demands of citizens and 

residents by providing basic eServices that can facilitate people's lives. 

Concentrate more on what 

people need from services 

So I think we need to concentrate more on what people need from services and 

get them done.  

Readiness of 

citizens/residents for 

eServices 

People’s culture has been changed considerably in recent years which tend to 

prepare them for e-transformation.  

The readiness of 

infrastructure for some 

government sectors 

We do not have a problem in the infrastructure to link with Yesser, as we already 

established a connection with them since the establishment of the Sadad payment 

system. 

Need for development of 

infrastructure 

I think that Saudi Arabia has to develop the infrastructure by investing a lot in it 

in order to be strong enough to carry out the application of many eGovernment 

services.  

Lack of current 

infrastructure  
The current infrastructure is not ready yet and it needs further development.  

Problems in infrastructure  

There are problems in the infrastructure and they are deep, but these things are 

much easier than things that required the human side and change management 

comes under this.  

Lack of infrastructure in 

many government sectors 

Yesser is facing the problem of a lack of infrastructure in many government 

sectors which impede the linking of these sectors with each other; I know this 

from colleagues working for Yesser. 
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Weakness in strategic 

national plans 

The national strategic plan for E-Government is not clear… even Yesser has 

changed its program target this year from providing eServices to supporting 

infrastructure projects.  

The current weak 

infrastructure in 

government sectors 

The national strategic plan for E-Government is not clear… even Yesser has 

changed its program target this year from providing eServices to supporting 

infrastructure projects.... and the reason is they could not provide electronic 

services due to the current weak infrastructure in government sectors.  

The responsibility of 

infrastructure development 

Yesser has a key role in the provision of a shared infrastructure, but the 

responsibility remains with the government sectors to develop infrastructure in 

their agencies.  

The readiness of shared 

infrastructure 

Regarding the infrastructure we are almost ready, but are still developing the 

electronic services to link them with (GSB) Government Service Bus. So we 

have provided government sectors the GBS integration requirements in order to 

make it easy for them to link to the channel.  

The importance of engaging 

with universities in 

eGovernment 

It is important to involve universities with the eGovernment implementation 

process by motivating researchers to do more studies in eGovernment and other 

related areas.  

The role of universities in 

eGovernment 

We are still in the third world regarding the implementation of eGovernment. We 

can do more in this regard if everyone in this country can have the feeling of 

serving the country and being a part of the community and I think this is the role 

of universities. 

The engagement of 

universities in eGovernment 

implementation 

Of course, we have a project called the annual measurement. We designed the 

measurement form and used to send it to all government sectors every year to 

measure their readiness. We have done measurement one and two but 

measurement three was done under the supervision of King Fahad University.  

Benefit from the research 

Most government sectors do not know how to apply and introduce new 

technologies and concepts to the workplace because they do not benefit from 

research. 

Government systems and 

managers’ decisions 

At many times governmental systems and their procedures are subject to the 

decisions of people (managers); their ideas sometimes overstep system 

boundaries.  

Lack of plans for 

cooperation 

Each court operates alone and sometimes courts have problems, but it was 

difficult for our engineers to solve their problems as there was no communication 

channels connected between us and them.  

Differences in applications 

and systems used within the 

departments of one ministry 

We had a second problem with distributed databases among ministry 

departments across the country, as each  has a different encryption.  
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Non-existent IT 

departments in government 

sectors  

In the past, there was no IT department in the ministry that could be relied on for 

electronic transactions, but five months ago we established one.  

Top management support 

for plans 

I had an experience with another government sector. We did some electronic 

applications and launched the electronic portal. Then everything stopped because 

the sector head changed and the consequence of that was stopping all support 

that we used to get from the top management for plans.  

Direct support from top 

management given to IT 

department  

Direct support and confidence from the minister given to the manager of 

information and communication department in the sector is important to help 

remove some of the obstacles that can face the development and implementation 

process.  

The support of the 

government sector head 

If the head of government sector is not supporting the IT department in the sector 

then the IT department will definitely fail.  

Understanding the top 

management to attain the 

true benefits of electronic 

transformation 

The main factors in the success of e-transformation is the commitment for senior 

management ... if the leader (Manager/Chairman/Minister) has background 

knowledge about the true benefits of electronic transformation, then the influence 

will be noted by the entire sector. For instance, here in the Ministry, we are 

supported by the minister. 

The active role of top 

management in 

eGovernment  

Top management has the important role in the process of accelerating or delaying 

the implementation of eGovernment. So, it has to be supportive.  

Lack of cooperation from 

top management 

IT projects in government sectors take a long time to get approved by top 

management and finance department compared to private sectors where IT 

projects have a high priority. 

The need for partnership 

strategies between the 

technical and government 

sectors 

Al-Elm Company has a direct relationship with some government sectors in the 

country for the implementation and provision of electronic services…  As I said 

previously, it is a profitable company which looks at profits in the first place 

because there is no alternative, meaning that the government by itself cannot 

launch electronic services without getting technical sectors such as Al-Elm 

Company involved in such projects.  

Lack of employee 

awareness about the 

expected benefits of 

eGovernment 

Lack of employee awareness of the expected benefits of eGovernment is also one 

of the difficult issues facing eGovernment implementation. For example, here in 

the Ministry of Higher Education, the employee knows the benefits of electronic 

solutions to facilitate the work because he has a heavy work load.  

Lack of feeling about 

citizens’ needs by top 

management 

There is a lack of feeling about citizens' suffering by responsible managers and 

decision-makers in vital government sectors as they think of that as a normal 

thing that happens every day. Thus, their view of e-transformation is something 

that not urgent and does not deserve to be given a high priority.  
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Development of 

administrative thought 

towards eGovernment 

Currently, it would be impossible to achieve any administrative development 

without the development of administrative thought for employees… So, in order 

to do administrative tasks quickly and perfectly, you need to utilize the 

technology and one of the important ones is electronic systems.  

Usefulness of electronic 

services 

Electronic services that either we or others offer to the public facilitate the 

process of normal services and save a lot of effort for both citizens and residents. 

For example, we have made a benchmark for the electronic services offered by 

the Passport Authority and we found that it saved a million hours.  

Benefits of electronic 

services  

One of the electronic services that we start to provide that of giving government 

sectors access to the civil registration system to enter information about citizens 

working in their organizations. This helps us to increase the accuracy of 

information added by organisations, reduce the action procedures by doing that 

online, reduce the workload on civil affairs offices, and save time.  

Lack of human resources in 

IT and the need to involve 

the private sector 

We give some of our projects to private companies to complete them because we 

have work pressures and then we do not have a sufficient time to work on [these 

projects].  

The idea of partnership with 

the private sector 

I think it is important to have the idea of partnership with the private sector to 

complete eGovernment projects.  

Meaning of electronic 

service 

 

Electronic services are services that can be provided for online use and they are 

divided into two categories, which are: inquiry services which consist of sending 

an inquiry or question and getting a response; and interactive services, that 

consist of actions and processes.  

Definition of eService 
Electronic service is a service which starts and ends electronically including its 

process and it does not take a long time to finish.  

Security and privacy in the 

development of eServices 

We always have concerns during the development of services about how to 

expose the service, how to interact with the service, and to whom I should expose 

the service. 

Security and privacy in 

providing eServices 

The 'Yakeen' service is a verification service; it verifies people to government 

sectors or private sectors such as banks to make sure they are the right persons. 

So, the service provides information in fields which are different from one 

organization to another based on the purpose of and the permission to have such 

information. 

Lack of cooperation from 

government sectors 

Sometimes we face delays in responses from government organizations when we 

contact them to suggest plans to develop their services.  
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Lack of cooperation with 

developers of Yesser 

There is no doubt that we are facing some challenges in dealing with government 

agencies, as there are some sectors have done a good job in this regard, while 

others are still behind and need to be supported and facilitated by Yesser and 

other government agencies.  

Lack of cooperation from 

some government sectors in 

the linking process 

The linking process of government sectors with Yesser was very slow caused by 

a lack of cooperation from some of the government sectors. So, I am neither 

optimistic nor pessimistic, but we only achieved around 40% of what we have 

planned to reach. 

The level of cooperation 

with government sectors 

We are authorized to cooperate with ministries and government sectors in 

general, but not with local departments that follow these ministries. For example, 

some municipalities came to us asking for linking services, but, unfortunately, 

we said to them that we deal with Amanah1 which is responsible for linking 

municipalities. We found this procedure and process useful because we cannot 

deal with all sectors and their local sectors in the country. So, we leave it to the 

responsible ministry to deal with its departments and sectors.  

The development of 

procedures for services 

I am optimistic and at the same time I feel sorry regarding the implementation of 

eGovernment for several reasons. First of all, our country is not lacking for 

anything as it is the richest country in the Middle East and does not have any 

problem in terms of finance, but you still see other countries in the same region 

which are more advanced in this regard. The problem is with the current status of 

staff and the development of procedures for services which are needed for 

change. This leads me to say that the plans are not realistic.  

Ownership of the electronic 

services and gaining a 

reputation 

The implementation of eGovernment in Saudi Arabia is very slow and this is due 

to several problems, including the ownership of the service and the question of 

who should get the reputation credit for doing this, especially if several sectors 

and departments are involved in the development and design of electronic 

services.  

Problem of ownership of 

the electronic services and 

the reputation gained 

Participation in the development of eServices to get the credit and the ownership 

of eServices is a main problem that we are facing right now in our eGovernment 

projects with government sectors, especially with services that need the 

cooperation of different parties.  

The absence of sincerity in 

work and feeling in public 

sense 

We are still in the third world regarding the implementation of eGovernment; we 

can do more in this regard if everyone in this country has the feeling of serving 

the country and being part of the community.  

                                                 

1
 Amanah is the organization responsible for all municipalities in each city. Each main city in the 

Kingdom of Saudi Arabia has one Amanah which was originally part of the Ministry of Municipal and 

Rural Affairs.  
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The need for sincerity in 

work 

I think government sectors do not lack budgets or money, but rather the feeling 

of doing this for the benefit of the country. We need sincerity in work.  

Inactive cooperation and 

lack of quick support 

We cooperate with an important sector in the country and, actually, we are a part 

of that sector and we are the only sector authorized to communicate with them to 

supply and support them with the needed information to build electronic services 

for other government sectors in the country. Unfortunately, we have an inactive 

cooperation with them and sometime we need to wait a lot of time to get their 

response to things that we need.  

Privacy breach 

We have delays sometimes in the implementation of eServices as some of them 

need to be authorized by the privacy officer in the company, which normally 

takes time to review to make sure it will not breach the privacy of others. For 

instance, we developed a service and adding the person’s photo was one of the 

requirements, so the privacy officer rejected this and omits it because it will 

breach the privacy of some women who do not want this to happen based on 

Saudi Arabian law.  

The absence of electronic 

systems in government 

sectors 

One of the problems that we are facing is the weakness and the absence of 

electronic systems in government sectors that can be used to link these sectors 

with each other to electronically transfer the data. 

Lack of unified systems in 

departments that belong to 

one entity  

We have a large number of offices around the world and these offices use 

different systems... So, our organization lacks one system, such as a 

comprehensive ERP system, which can contain all financial and administrative 

actions in addition to the linking infrastructure in terms of telecommunication.  

Integration between systems 

used in one organization 

There is something important has to be done in government sectors which is to 

provide integration between systems used in the same organization.  

Level of differences in 

utilizing applications across 

government sectors 

We are using different applications and one of them is Client Relationship 

Management (CRM) to retain the relationship with vendors who have interests 

and cares in charity work as our organization is a non-profit organization which 

is responsible to help people all around the world.  

Electronic exchange 
Certainly, there is cooperation between us and government sectors in terms of 

coordination, but we do not have any electronic exchange with them yet.  

Duplication in submission 

for services 

Currently, we are offering some eServices and one of them is applying for a 

scholarship... [the person making the] service request can fill in the application 

online and submit it along with the required documents and then our HR 

department contacts applicants to send the documents manually in case 

something missing.  

Weakness in provided 

electronic services 

We have an electronic service called electronic donation where the donator can 

transfer money using online banking to our account as, unfortunately, we do not 

have a credit card payment option yet but we are working now on it.  
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Lack of understanding of 

the importance of 

integration between 

government departments 

Sometimes there is no understanding of the need for integration between 

government departments and this greatly hinders the work of colleagues in the 

Yesser program.  

Need for active cooperation 

of government sectors 

There should be only one sector responsible for eGovernment implementation 

which is Yesser and all government sectors should cooperate with Yesser 

effectively because Yesser by itself and with its all capabilities will not be able to 

succeed in the implementation of eGovernment without the active cooperation of 

government sectors.  

Responsibility for 

eGovernment 

Implementation 

There should be only one sector that responsible for eGovernment 

implementation which is Yesser and all government sectors should cooperate 

with Yesser effectively. 

The readiness of society 

Society is ready to use the technology and the evidence is the revolution of 

stocks that has happened a couple of years ago which actually educated people 

about technologies and utilizing the Internet.  

Need for training IT staff in 

government sectors 

One more thing is that IT staff in government sectors need training and not just 

basic training... They need professional training sessions.  

The integration in systems 

used at the Ministry of 

Higher Education 

 

We have an integrated system called the Student Portal linking students on 

scholarships with their cultural attachés  in their study countries, linking these 

cultural attachés  with the Ministry of Higher Education and scholarship sponsors 

in Saudi Arabia, as well as linking both students and cultural attachés  with the 

private sector, which is the travel agent Al-Tayar to issue annual tickets. 

Provision of electronic 

services by government 

sectors 

Through the Student Portal, students can use 45 electronic services that they 

might need from cultural attachés in their scholarship countries, or from the 

Ministry of Higher Education or even from their scholarship sponsors in Saudi 

Arabia. The total number of electronic services for the Ministry of Higher 

Education is around 125 electronic services which are different, depending on the 

beneficiaries from students and employees of the Ministry.  

Provision of electronic 

services and engagement of 

beneficiaries in decisions 

The current situation now is that we have come a long way in implementing 

eServices in our university... Last year, we launched around 27 electronic 

services for faculty members. Regarding students, the university has 

implemented a special system for students called 'eRegister' which enables 

students to access various interactive services online. Also, we are really keen to 

get students’ opinions regarding the system by asking students to complete a 

survey.  

The importance of engaging 

beneficiaries in 

decision-making 

I cannot assume that all students and employees are happy with the electronic 

services provided by higher education… so we designed a survey and plan to 

send it to all students overseas in order to measure their satisfaction about 

electronic services provided over the Student Portal and ask for suggestions.  
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Engaging people in 

decisions  

Engaging people in decisions made by the government, like the services 

provided, helps with the success of eGovernment and affects it positively.  

Engaging people in 

decision-making  

It is supposed to be that before any electronic service is offered, a sample of 

people are brought together and asked, “I am going to offer X service; is it better 

to offer it in this form or that form?” and ask them about the service itself.  

The need to unify 

procedures for the entire 

workflow 

We have a problem with cultural attachés which is that each attaché office has its 

own culture in terms of work procedures. For example, each particular service 

has different procedures to do it in each cultural attaché, so there is no 

standardization of procedures for the entire workflow, as required to facilitate the 

technical work and this is one of the challenges we are facing right now.  

Understanding systems 

 

Another problem is that of understanding systems by employees... Some 

beneficiaries do not understand why some procedures for doing services have 

been changed within electronic transactions, because they used to do paper 

transactions in a different way with different procedures.  

Size issue 
One of the difficult issues facing e-transformation in Saudi Arabia is the 

country’s size and the size of the government organizations.  

The advanced applications 

implemented in government 

sectors 

We have also the ERP system for Employees Affairs department called the 

'Madar System', which contains all administrative and financial systems needed 

for employee affairs.  

Electronic services through 

smart phones 

We can reach smart phones as we launched an application for faculty members 

with iPhones and we are developing the same application for Blackberry phones 

and phones operating on the Android system. Also, we are developing an 

application for smart phones that helps students to access several services.  

Having the intention to 

working forward for some 

sectors  

The university has taken strong steps, but we are still not satisfied because if you 

reach satisfaction then you are not working for development. We believe that we 

can do more... we can do more. Actually, we are not looking for a reputation in 

marketing and ranking; however, we have a roadmap of initiatives that we are 

planning to achieve. 

Maintaining privacy 
Also, we still have not decided which information one should see and which 

information should not be seen as it breaches user privacy.  

Cooperation of financial 

departments within 

government sectors 

In the last few years, King Abdullah has commanded the allocation of huge 

budgets to government sectors in order to help them with e-transformation. 

However, some financial departments within government sectors are not helping 

IT projects to be completed in the specified time, largely due to the poor 

equipment provided for such projects as they accept the lowest offers provided 

by IT businesses. 
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Poor IT equipment 

In the last few years, King Abdullah has commanded the allocation of huge 

budgets to government sectors in order to help them with e-transformation. 

However, some financial departments within government sectors are not helping 

IT projects to be completed in the specified time, largely due to the poor 

equipment provided for such projects as they accept the lowest offers provided 

by IT businesses. 

Lack of IT professionals 

working at financial 

departments in government 

sectors  

Financial departments within government sectors need to have IT professionals 

who have knowledge and experience in IT projects and who can decide what is 

needed for their sectors.  

Lack of cooperation in 

financial departments 

IT projects in government sectors take a long time to get approved by top 

management and finance departments compared to private sectors where IT 

projects get a high priority. 

Lack of education in IT for 

people working in financial 

departments 

Normally people who work in financial departments within government sectors 

are not aware of technology, so sometimes they make incorrect decisions 

regarding IT projects or take a long time to accept funding for IT projects.  

Implementation strategy 
I think that the time allowed for eGovernment implementation was enough, but 

the strategy was inadequate and was not proper for implementation.  

Accuracy in the exchange 

of information between 

government sectors 

There is something important that all government sectors have to be aware of 

while exchanging the data which is the accuracy of the data. When I receive 

correct information then I can offer it to other sectors correctly as it was 

received.  

Public awareness 

I do not think that society needs more awareness and it cannot be considered as 

an obstacle anymore because 70% of the society is youth so we do not have a 

risk. Take the example of registering for university courses by students. I assume 

that students will be able to deal with electronic services at all universities with 

no problems.  

Facilitating the design of 

electronic systems 

For example, we have a system that contains many complex screens that makes 

the system difficult. So, we did some improvements to the system by storing all 

required documents in ‘pdf’ format which makes it easy for employees to reach 

them, without navigating through screens to find documents.  

The role of the Yesser 

Consulting Group 

We now have the YCG which is the Yesser Consulting Group that we 

established recently, as it was noted that there is an important need for an 

advisory committee that can be responsible for supporting government sectors in 

doing strategic studies and consultations regarding eGovernment projects. This 

group includes experienced people who should be available anytime to attend 

meetings with government sectors.  
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The focus on integrated and 

interactive services 

If you want an information or enquiry service… It is very easy just to digitize 

whatever documents we have and put it online. The main objective we should 

focus more on is people. We should focus more on integrated services and 

interactive services because these services normally take time.  

Lack of documentation for 

processes and procedures 

 

Some government sectors, or almost all of them, do not document their processes 

and [there is] nothing regarding procedures.  

Importance of documenting 

the procedures of 

eGovernment projects 

It is important to document the procedures that have been done within 

eGovernment projects to make sure the progress of such projects is not affected 

if individuals responsible for projects leave.  

Lack of documentation 

Also, there is another problem we faced during the first three years. The work 

towards implementation of eGovernment projects with government sectors were 

done with individuals rather than organisations, and the work lacked 

documentation.  

Absence of institutional 

work 

Also, there is another problem we faced during the first three years. The work 

towards implementation of eGovernment projects with government sectors were 

done with individuals rather than organisations, and the work lacked 

documentation. 

Forming a steering 

committee in each 

government sector 

We also applied a successful idea in the last few years which is there should be a 

steering committee in each government sector which has the full responsibility 

for eGovernment projects in that sector. This committee must include the 

chairman of that sector as the head of committee or its representative, more than 

one person from the IT department, at least one from the business side, and some 

other department representatives from that sector or ministry. This committee 

would help to organise the work and follow up the projects, instead of working 

with individuals.  

Saudi national portal and 

development 

The national portal website is still under development. There is a plan to reach 

the ultimate level but time is needed. It can do some authentication processes 

through the government service bus (GSB). 

Achievements of Yesser 

GSB 

One of the good things that can be credited to Yesser is the idea of GSB which is 

Government Service Bus that has not been implemented anywhere else and has 

gained international awards. We use this channel to link government sectors with 

each other for the purpose of transferring data. 

Responsibility for financial 

support 

There are some government sectors that we are responsible to support financially 

and some others have their own budgets. We find that dealing with those who we 

support is much easier than [dealing with the] others.  
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Open codes Examples from the interview data 

Presence of eGovernment 

program representatives in 

government sectors 

Based on things that helped some of the ministries and sectors to move forward 

in the eGovernment program, such as the Ministry of Civil Service, one of us in 

Yesser is being sent as a representative to work there daily in order to supervise 

eGovernment projects.  

The need to specify 

managers supervising 

eGovernment projects in 

government sectors 

The Ministry of Labour was one of the first sectors financially supported by 

Yesser to start eGovernment projects, but they spent a while with no progress 

until they specified a manager solely responsible for projects of eGovernment 

and who has the authority to contact Yesser anytime. This makes the situation 

much better because Yesser can communicate directly with the authorized person 

regarding eGovernment projects.  

Weakness of eServices 

provided by some 

government sectors 

One of the services that the Saudi Food and Drug Authority provides is an 

inquiry service about products approved by the authority. I used this service eight 

months ago to ask about a product on the market and I have not got a response 

yet. The response should come back within minutes, not months. By the way, 

this authority received a Digital Excellence Award for 2007 as mentioned in its 

website. 

Looking only to gain 

awards 

Unfortunately you see some government agencies work hard to win awards in 

digital excellence and, after they get it, they go back to their normal [old] way of 

work. 

Lack of collaboration 

between government sectors 

and researchers 

Sometimes we send many emails to government sectors like the Ministry of 

Commerce asking for statistical information to help us do research, but, 

unfortunately, we do not usually get a response from them.  

Creating job opportunities 

for researchers in 

government sectors 

Government agencies have to employ and host researchers to find good ways to 

apply technology such as eGovernment.  

Lack of benefit from 

academic research  

I can say that there is a lack of benefit from academic research regarding 

eGovernment implementation and making partnerships with universities.  

Lack of introduction for 

new concepts 

Anything new and particularly electronic needs to provide people with advance 

awareness before implementation. 

Lack of introductory 

programs for new concepts 

I met someone from the Yesser team and he told that they going to apply the PKI 

system and digital certificates soon and there is proposal to give everyone a USB 

token. He said, ‘We know that people won't accept it at the beginning but in time 

it will become compulsory.’ From my point of view, this is completely wrong as 

they can make promotional advertisements in the media at least six months 

before offering the service to explain to people the benefits of using such 

technology.  
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Open codes Examples from the interview data 

Understanding the aim and 

benefits of cooperation by 

government sectors 

For example, in the case of death if it is recorded directly, then another related 

sector can do their duties with regard to the deceased person and, at the same 

time, can prevent any kind of misuse of his/her identity for undesirable purposes. 

So, the cooperation of the Health Ministry will benefit other sectors and the 

cooperation of other sectors will benefit the Ministry of Health. This concept of 

cooperation has to be understood by all sectors because it is a collaborative work 

more than an individual work.  
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Appendix B: Axial Codes  

This section provides all axial codes within twelve main categories that were created 

during the second phase of coding (axial coding). In this phase of coding, all open 

codes were aggregated under an appropriate category among the twelve created 

categories. Appendix B is relevant to Chapters 7 and 8.  

Codes Sub-Categories Categories 

Complexity in the design and delivery of electronic services Designing 

eServices and 

electronic systems 

Provision of electronic 

services 

 

Facilitating the design of electronic systems 

Linkage between government sectors 

Linking 

government sectors 

Linkage benefits 

Electronic connection advantages 

The linkage process of government sectors with Yesser 

Electronic exchange 

Wrong understanding about eServices by some government 

sectors 
Understanding  

Overcoming the problem of electronic linking by providing 

alternative solutions 

Alternative 

solutions  

Serious lack of eServices 

Lack of eServices 

provided by sectors 

Lack of eServices 

Need to developing an integrated services to be an eService 

Need to develop integrated eServices 

Need for development of eServices 

Weakness in the provided electronic services 

Weakness of eServices provided by some government sectors 

Intention to use electronic services 

Privacy and 

security issues 

Security and privacy in providing eServices 

Maintaining privacy 

Ensuring privacy 

Focus on integrated and interactive services  

Saudi national portal and development  
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Codes Sub-Categories Categories 

Electronic change 

e-readiness 

e-readiness of 

government sectors  

Variation in e-readiness between government sectors 

Building e-readiness internally 

Lack of readiness 

Lack of communication tools between staff in some 

government sectors 

Provision of 

electronic 

communication 

channels 

Lack of provision of internal communication channel 

Lack of electronic communication channels between 

employees 

Lack of presence of communication channels between the 

sector and its departments 

Provision of Internet 

Lack of e-readiness 

Lack of electronic equipment 

Readiness of eGovernment institutions 

Disparity of e-readiness between government sectors 

Lack of e-readiness 

Lack of e-readiness in some government sectors 

Lack of e-readiness in government sectors 

Lack of e-readiness in government sectors 

Lack of readiness in government sectors 

Variation between government sectors regarding their 

readiness 

Cooperation between authorities 

Cooperation and 

collaboration 

between 

government sectors 

Cooperation and 

collaboration 

Cooperation between government sectors 

The need of government sectors’ cooperation  

Extent of collaboration between government sectors 

Active cooperation of government sectors 

Collaboration between government agencies 

Desire for success in government sectors 

Need for cooperation and interaction  

Level of cooperation with government sectors 
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Codes Sub-Categories Categories 

Cooperation for developing e-services 

Cooperation for 

development of 

eServices 

Intention to collaborate in providing e-services 

Cooperation to develop/offer a service 

Lack of cooperation in building e-services 

Lack of cooperation 

Lack of 

cooperation 
Poor cooperation between government sectors 

Inactive cooperation and lack of quick support 

Lack of clear plans and strategies for cooperation with Yesser 

Plans and strategies 

for cooperation 

Lack of clear plans and strategies for cooperation between 

government sectors to unify the shared procedures 

Lack of plans for cooperation 

No direct cooperation with Yesser 

Lack of 

cooperation with 

Yesser 

Delays in cooperation with Yesser 

Lack of cooperation from some government sectors with 

Yesser 

Rejection of cooperation with Yesser 

Lack of cooperation from side of government sector side 

Lack of cooperation from government sectors 

Lack of cooperation with developers of Yesser 

Lack of cooperation from some government sectors in the 

linking process 

Understanding the cooperation concept 

Understanding the 

cooperation and 

collaboration 

concepts in 

eGovernment 

Benefits of cooperation 

Understanding the aim and benefits of cooperation by 

government sectors 

Collaborative work 

Importance of support from top management 

Education of top management about the real meaning of 

eGovernment 

Understanding the eGovernment concept by top management 

Understanding top management for the true benefit of 

electronic transformation 
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Codes Sub-Categories Categories 

Lack of education for top management about eGovernment 

Educating top management about the importance of change 

The need for rapid cooperation of government sectors in 

changing procedures 

Changing 

procedures  

Lack of cooperation from top management 

Top management 

Direct support from top management given to IT department  

Support of government sector manager 

Top management support for plans 

Active role of top management in eGovernment 

Lack of feeling about citizens’ needs by top management 

Vision of development for decision-makers 

Understanding of decision-makers for eGovernment 

Need for support of decision-makers 

Responsibility for eGovernment Implementation 

Cooperation of financial departments within government 

sectors 

Financial 

departments in 

government sectors Lack of cooperation of financial departments 

Lack of collaboration between government sectors and 

researchers 

Cooperation with 

researchers  

Lack of ICT infrastructure  

ICT infrastructure  

Provision of ICT infrastructure with high standards  

Lack of ICT equipment  

Provision of ICT  

Lack of infrastructure  

Readiness of infrastructure in some government sectors  

Need for development of infrastructure  

Lack of current infrastructure  

Problems in infrastructure  

Problem of lack of infrastructure in many government sectors  

Current weak infrastructure for government sectors  

Responsibility of infrastructure development  
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Codes Sub-Categories Categories 

Poor IT equipment  

Clarity of regulations and procedures Clarity of regulations 

Regulations, plans and 

procedures  

Poor sanctions system for prohibited practices  

Lack of procedures for development of work environment  

Lack of clear regulations for privacy 

Privacy and 

security issues 
Privacy policy 

Lack of education about privacy 

Lack of a general strategic plan for e-transformation for all 

sectors 

Plans Absence of clear regulations and plans for decision makers 

Weakness in strategic national plans 

Need for clarity in plans 

Need for procedures that suit electronic transactions 

Complexity 

Complexity of procedures 

Development of procedures for services 

Complexity of administrative procedures for transactions  

Need to facilitate and modify the complex procedures of a 

normal service 

Delay in changing procedures 

Need to change traditional service procedures 

Unifying the procedures for departments belonging to one 

ministry Unifying and 

changing the 

procedures 
Need to unify the procedures for the entire workflow 

Changing administrative procedures 

Lack of education about eGovernment by Yesser 

Lack of education 

about 

eGovernment 
Education about 

eGovernment  

Need for education about eGovernment 

Misunderstanding the aim of eGovernment by employees of 

government sectors 

Lack of educational programs about eGovernment and 

Yesser 
 

Misunderstanding of eGovernment transformation  
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Codes Sub-Categories Categories 

Clarification of the real aim of electronic transactions for 

government agencies 
 

Need for development in government sectors  

Challenges and needs in 

organisations  

Resistance to the implementation of eGovernment  

Limitation of access to National Information Centre (NIC)  

Poor cooperation inside the organization  

Provision of employment opportunities in government sectors  

The way of thinking of some government employees  

Breaching privacy  

Misunderstanding the meaning of eGovernment in 

government sectors 

Understanding 

eGovernment 

Lack of understanding of e-transformation 

Understanding the eGovernment concept by government 

employees 

Relationship between shortages in IT skills and 

understanding the aim of eGovernment 

Lack of connectivity between departments belong to one 

ministry 
 

Change resistance  

Resistance of change  

Changing management thinking 

Change 

management 

Issue of change management within the government sectors 

Development in thoughts 

Development of administrative thought towards 

eGovernment 

Change management 

Fear of losing power and authority 

Top management Governmental systems and their procedures are subject to the 

decisions of people 

Development of working environment  

Development of services   

Development of human element  
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Codes Sub-Categories Categories 

Development of technical department in government sectors Technical 

departments in 

government sectors 

Lack of existence of computer departments in government 

sectors  

Lack of benefit from academic research  

Ownership of electronic services and gaining a reputation 

Ownership and 

reputation  
Problem of ownership of the electronic services and gaining a 

reputation 

Absence of sincerity in work and feeling in the public sense 

Sincerity in work  

Need for sincerity in work 

Absence of electronic systems in government sectors 

Electronic systems 

Lack of unified systems in departments that belong to one 

entity 

Differences in applications and systems used within the 

departments of one ministry 

Integration between systems used in one organization 

Level of differences in utilizing applications across 

government sectors 

Understanding systems 

Looking for gaining awards only Implementation of 

eServices 

Dissatisfaction from the implementation of eGovernment  

eGovernment 

implementation  

challenges and barriers 

Dissatisfaction with eGovernment implementation  

Follow-up by government on eGovernment implementation 

Following up IT 

projects  
Importance of following up on IT projects 

Monitoring and following up on eGovernment projects 

Technology is not an obstacle  

Dealing with different work environments  

Belief in electronic services and its importance in 

government agencies 

Belief in change  
Extent of government agencies’ willingness to change 

Fear of change 

Lateness in applying eGovernment and the need for urgent 

action 

eGovernment 

projects delays 
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Codes Sub-Categories Categories 

Delay in implementation of eGovernment 

Delay in applying eGovernment 

Slowness of implementation 

Delay in eGovernment projects 

Getting late in applying eGovernment 

Few achievements 

Admitting to delay of eGovernment implementation 

Depending on and sticking with 150 services 
The 150 Selected 

Government 

Services 

Problem of specifying 150 services to start with 

Delay in implementing the 150 eServices 

Benefits of the research  

Need for partnership strategy between the technical and 

government sectors in Saudi Arabia 
Partnership 

strategy  

Idea of partnership with the private sector 

Lack of understanding of the importance of integration 

between government departments 
 

Importance of engaging beneficiaries in decision making 

Engagement in the 

decision making  
Engaging people in decisions 

Engaging people in decision making  

Size issue  

Strategy of implementation   

Lack of documentation for processes and procedures 

Documentation of 

procedures and 

processes 

Importance of documenting the procedures of eGovernment 

projects 

Lacking of documentation 

Absence of institutional work 

Other related issues Need to specify managers to supervise eGovernment projects 

in government sectors 

Lack of IT awareness for government employees Awareness for 

employees and 

managers  

Awareness and training  Lack of employees’ awareness of the expected benefits for 

eGovernment 
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Codes Sub-Categories Categories 

Awareness programs for government employees about 

electronic systems 

Preparing staff to deal with eGovernment 

Understanding the concept of eGovernment by managers and 

staff though awareness programs 

Lack of introduction and awareness programs for 

beneficiaries 

Awareness campaigns  

Focus on IT awareness and training   

Lack of introduction for new concepts Lack of 

introduction for 

new concepts 
Lack of introductory programs for new concepts 

Awareness and training about eGovernment  

Awareness for decision makers Decision-maker 

awareness  Awareness sessions for decision makers 

Lack of awareness sessions when implementing new 

concepts in the workplace 
workplace 

Lack of awareness programs regarding Government 

eServices 
eServices  

Importance of spending on training 
Spending on 

training 

Need for training for IT staff in government sectors  

Lack of education in IT for people working in financial 

departments 
 

Public awareness  

Lack of IT skills for government employees 

IT skills 

IT skills and IT 

professionals 

Lack of IT skills for staff 

IT knowledge and level of support by managers 

Lack of professionals in IT 

IT professionals 

and human 

resources 

Lack of IT professionals  

Lack of IT professionals working in government sectors 

IT professionals and the reluctance to work in the public 

sector 
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Codes Sub-Categories Categories 

Need for expertise 

Absence of specialists in information technology 

Lack of qualified IT people as well as poor training in the 

information sector 

Large shortage of specialists in information technology 

Lack of experienced people in IT in government 

organisations 

Lack of human resources and expertise in IT 

Lack of workforce in IT 

Issue of human resources 

Lack of human resources 

Lack of human recourse in IT 

Lack of IT specialists supervising the IT projects in 

government sectors 

Lack of IT professionals 

Lack of human resources in IT and the need to involve the 

private sector 

Lack of IT professionals working in financial departments in 

government sectors 

IT professionals in 

financial 

departments  

Lack of incentives and financial allocations 

Provision of 

financial incentives 

Financial allocations and 

incentives for IT staff 

Absence of financial incentives and allocations for IT 

professionals 

Lack of motivation and incentives 

Rarity of incentives for IT professionals 

Need for financial motives 

Giving of incentives 

Importance of incentives for development of human element 

Lack of salary scale for IT professionals 

Need to increase 

the salary scale for 

qualified staff in IT 

Need to increase salaries for IT professionals  

Low salaries specified to IT professionals 

Low salaries for IT professionals 
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Codes Sub-Categories Categories 

Intention to shift to eGovernment 

Readiness of 

targeted users 

Enablers 

Readiness of citizens/residents for eServices 

Readiness of society 

Integration in used systems at the Ministry of Higher 

Education 

Electronic services 

Provision of electronic services by government sectors 

Provision of electronic services and the engagement of 

beneficiaries in decisions 

Advanced applications implemented in government sectors 

Electronic services through smart phones 

Having the intention to working forward for some sectors  

Forming a steering committee in each government sector  

Creating job opportunities for researchers in government 

sectors 
 

Optimism for the future of eGovernment  

Sharing the good experiences of eGovernment 

Experience of 

eGovernment 

 

eGovernment experience for neighbouring countries 

Studying other countries experiences before applying them  

Benefit from the expertise and international experiences 

Cooperation between organisations to share the experiences 

of eGovernment 

Studying and re-designing what suits Saudi Arabia based on 

international experiences in eGovernment 

Utilizing international experiences in eGovernment 

Successful experiences in eGovernment implementation 

Getting benefit from the experiences of advanced sectors in 

Saudi Arabia 

Good examples for eGovernment services 

Good example for shifting to eGovernment 

Active support of Yesser 

Support of Yesser 

Efforts and contribution of Yesser 
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Codes Sub-Categories Categories 

Provision of a secure communication channel between 

government agencies 

Lack of a clear model for implementation for government 

sectors 

Readiness of the shared infrastructure 

Achievements of Yesser (GSB) 

Presence of eGovernment program representatives in 

government sectors 
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Appendix C: Ethical Clearance Certificate 

 

HUMAN RESEARCH ETHICS COMMITTEE 

ETHICAL CLEARANCE CERTIFICATE 

This certificate generated on 10-06-2012. 

This certificate confirms that protocol (NR) Factors influencing the development of 

eGovernment initiatives and the reasons for the delay in their implementation in Saudi 

Arabia' (GU Protocol Number ENG/03/10/HREC) has ethical clearance from the 

Griffith University Human Research Ethics Committee (HREC) and has been issued 

with authorisation to be commenced. 

The ethical clearance for this protocol runs from 05-04-2010 to 01-09-2012. 

The named members of the research team for this protocol are: 

Mr Steven Drew 

Dr Sue Nielsen 

Mr Osama Alfarraj 

The research team has been sent correspondence that lists the standard conditions of 

ethical clearance that apply to Griffith University protocols. 

The HREC is established in accordance with the National Statement on Ethical 

Conduct on Research Involving Humans. The operation of this Committee is outlined 

in the HREC Standard Operating Procedure, which is available 

fromwww.gu.edu.au/or/ethics. 

Please do not hesitate to contact me if you have any further queries about this matter. 

Dr Gary Allen 

Manager, Research Ethics 

Office for Research 

N54 room 0.10 Nathan Campus 

Griffith University 

Phone: 3735 5585 

Facsimile: 07 373 57994 

Email: g.allen@griffith.edu.au 

http://www.gu.edu.au/or/ethics
mailto:g.allen@griffith.edu.au
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Appendix D: Participants  

This section provides more information about the participants engaged in this study. This includes their aliases, nationality, qualifications, work 

experiences, positions and services or projects they involved in which related to eGovernment, length of the interview, and comments related to 

the conduct of the interview. Abbreviations were used in Chapter 7 (analysis) and Chapter 8 (discussion) to refer to the type of participant. 

 

Abbreviations  Meaning 

ITM  IT Manager  

ITE  IT Expert 

YP  Yesser Program team 

ITA  IT Academic  
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Alias Nationality Qualification 
Work 

experience 

Position and services or 

projects involvement 
Category 

Length of 

interview 
Comments about the interview 

Alex Saudi Arabia 

Bachelor of 

Computer 

Science  

> 10 years  

Individual Products 

Manager,  

Involved in developing 

eServices for government 

organisations  

ITE 47 minutes 

- The interview was interrupted by a person who came in.  

- He was truthful and enthusiastic. 

- He has been involved in numerous eGovernment projects since 

the eGovernment program launched in 2005. 

Steve  Saudi Arabia 
Master of ICT 

 
> 6 years  

eServices Analyst, 

Involved in developing 

eServices for government 

organisations 

ITE 20 minutes 

- He was really annoyed about the current status of eGovernment 

implementation process in KSA and said it was very slow. 

- He also strongly emphasized the limitations of financial 

incentives and allocations specified for qualified IT people. 

- He got a phone call and asked me to finish the interview within 

5 minutes, so I did. 

Peter Jordan  

Bachelor of 

software 

engineering 

< 5 years  

Software Developer and 

Web Designer,  

Involved in developing 

eServices for government 

organisations  

ITE 
30 

minutes 

- He was truthful and enthusiastic. 

- He stressed the lack of readiness of some government sectors to 

connect electronically with other government sectors as one of 

the main reasons impeding their work and effort. 

- He also mentioned that the current government service 

procedures do not support the implementation process of 

eGovernment. 

John Jordan PhD > 10 years 
Consultant for government 

organisations  
YP 

18 

minutes 

- He was prepared for the interview in terms of place and 

time.Full attention was given by this participant. 

- He was optimist about e-transformation in KSA in near future.  

- He emphasised the importance of changing the top 

management to favour eGovernment in government sectors. 
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Adam  Saudi Arabia Bachelor of IT  
More than 5 

years 

eServices Project Manager, 

Involved in developing 

eServices for government 

organisations  

YP 36 minutes 

- He was helpful and cooperative, as he introduced me to another 

participant.  

- He explicitly expressed his wish to see all citizens and residents 

of Saudi Arabia enjoying online services from anywhere at any 

time in the near future.  

Sandy Saudi Arabia 

Bachelor of 

Computer 

Science 

> 5 Years 

eServices Project Manager, 

Involved in developing 

eServices for government 

organisations  

YP 40 minutes 

- He was not satisfied with the process of implementation of 

eGovernment in KSA and he expressed his disappointment 

regarding that. 

- He mentioned one of the reasons behind the delay of 

eGovernment implementation from his point of view is 

inappropriate planning for the first 150 services as these 

services do not meet the basic needs for citizens and business. 

- He also mentioned the lack of participation in government 

decision-making by citizens and business and holds the 

government responsible for this.  

Bruno Saudi Arabia 
Bachelor of IT, 

MBA 
> 5 years 

eBusiness Analyst, 

Involved in developing 

eServices for government 

organisations  

YP 16 minutes 

- He was in hurry and busy with a lot of things. He stopped the 

interview many times for several reasons, including phone 

calls, printing documents, and using the computer.  

- He was not prepared for the interview.  

- He was frustrated with the poor cooperation of government 

sectors with Yesser as it was not supporting the implementation 

process at all in his view.  

- He also stressed the poor planning for the first 150 services that 

were supposed to be finished at the end of 2010.  
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Divad Saudi Arabia 

Bachelor of 

Computer 

Science  

> 5 years 

Head of Electronic 

applications department in a 

government organisation 

 

Involved in developing 

eServices for his 

government organisation 

ITM  40 minutes 

- He was prepared for the interview. 

- He was honest and enthusiastic.  

- He participated in designing many electronic applications for 

the university.  

- He described the implementation of eGovernment in KSA as 

‘third world’ which means the process of implementation has 

not yet reached a satisfactory stage.  

- Not much work has been done regarding the implementation of 

eGovernment in KSA. 

- He mentioned some obstacles to the implementation of 

eGovernment, including: lack of infrastructure, lack of 

experience, and lack of program training for government 

employees. 

Smith  Saudi Arabia 

Bachelor of 

Computer 

Science  

> 5 years  

 

eServices Project Manager, 

Involved in developing 

eServices for his sector  

He worked before for Yesser 

program 2 years 

ITM 17 minutes 

- He participated in designing and launching 54 eServices.  

- He participated in designing a survey asking the students about 

their opinions (as feedback) regarding the online services 

offered to them through Student Portal and to get them to 

participate in the decision-making. 

- He pointed out some difficulties that they are currently facing 

them, e.g. lack of consistent procedures for all cultural missions 

of Saudi Arabia around the world and understanding the 

systems and approaches. 

- He focused on the strong support from the top (the King of 

KSA) for the eGovernment concept.  

Jack Saudi Arabia 

Master of 

Computer 

Engineering  

< 5 years  

Software Developer and IT 

Consultant, 

Consultant and developer of 

eGovernment projects in his 

sector 

ITM  38 minutes 

- He was a bit busy. 

- He has a vision as a software developer to see all electronic 

applications for the Ministry of Higher Education in one 

platform to make it easy for other developers who come later to 

adjust or build new applications in the same platform.  

- He was happy about the eServices offered by his sector.  
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Nathan Saudi Arabia 
Bachelor of 

Management 
> 10 years 

E-Services Project Manager, 

Involved in developing 

eServices for his sector and 

responsible for 

eGovernment projects in that 

sector 

ITM 35 minutes  

- He was busy and received a couple of phone calls during the 

interview.  

- Two people came in during the interview and then the 

interview was stopped for few minutes. 

- He was sincere and expressed his wish to see all government 

sectors cooperating with each other to speed up the 

implementation of eGovernment and he had a sincere and 

positive attitude about that. 

- He mentioned that there is a big movement and a lot of effort 

towards providing electronic services but the problem is limited 

due to a lack of cooperation between government sectors to 

transfer the information electronically.  

Mike Saudi Arabia Diploma in IT > 10 years 

IT department,  

Involved in developing 

eServices for his sector  

ITM  20 minutes  

- The interview was interrupted twice by a phone call and a 

person came in. 

- He stressed the limitations of financial resources caused by 

those who have the power to limit them. 

- He mentioned that the head of IT department in all government 

sectors should have the authority and the power to 

communicate directly with top management.  

Louis Saudi Arabia 

Bachelor in 

Science  

and 

Diploma in IT 

> 5 years  

IT department,  

Involved in the development 

of IT projects and projects 

related to eGovernment  

ITM 27 minutes  

- The interview was not digitally recorded at the participant’s 

request.  

- The researcher took notes instead of recording.  

- The participant was conservative regarding answering the 

questions.  



Appendix D: Participants  

 Osama Alfarraj     Page 347 

Sam Saudi Arabia 

Bachelor of 

Educational 

Technologies 

> 5 years 

IT department,  

Involved in the development 

of IT projects and projects 

related to eGovernment  

ITM  34minutes 

- The interview was not digitally recorded upon the participant’s 

request.  

- He stressed on the lack of qualified IT people caused by the 

limitation of the financial support and allocations specified for 

IT people. 

- He mentioned about the inconsistency of electronic applications 

used in the ministry and its departments. 

- He also assumed that government employees needs for training 

programs about electronic applications and its advantages.  

Kent Saudi Arabia PhD in IT > 10 years 

E-services projects manager  

Involved in developing IT 

projects and the responsible 

for eGovernment 

implementation in his sector 

ITM 25 minutes 

- He was helpful and cooperative.  

- Nothing interrupted the interview.  

- He was thankful for the government team (Yesser program 

team) and said they do a great job, but the problem is mainly 

limited due to a lack of cooperation from the government sector 

side with Yesser.  

- He also mentioned that the hard task for Yesser by now is to 

change the management thinking in government sectors 

towards E-transformation. 

Paul Saudi Arabia Master of IT > 5 years 

E-Services developer  

Involved in developing 

eGovernment projects in his 

sectors  

ITM  
15 

minutes 

- He was happy about the current implementation of 

eGovernment projects in some government sectors such as the 

Ministry of Higher Education and expressed his hope to get the 

experience of the Ministry of Higher Education as an example 

to be followed by other government sectors which are behind in 

the same regard. 

- He mentioned difficulties facing the process of implementation 

for eGovernment which include the old procedures which does 

not support the transformation to e-society.  
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William Saudi Arabia 

Master of 

educational 

technologies  

> 5 years 

One of the team responsible 

for developing IT projects in 

the education sector, 

Involved in the development 

of eGovernment projects 

with Yesser  

ITM 17 minutes 

- The interview was interrupted by a phone call the participant 

was expecting.  

- The interview was done in a Café at the participant’s request. 

- He described the current stage of eGovernment implementation 

as it is overdue and needs a lot of effort. 

- He clearly stated that “one of the main problems that Yesser is 

facing right now is the differences in e-readiness for 

government sectors”.  

Matt Saudi Arabia Master of IT  < 5 years 

Involved in the development 

of eGovernment projects in 

his sector with Yesser 

ITM 40 minutes 

- He was optimistic towards e-transformation in KSA.  

- He asked me not to interrupt him at any time.  

- He stressed recognition of the problem by some government 

sectors.  

George  Saudi Arabia PhD in IT > 5 years 

Lecturer,  

Worked previously for 

Al-Elm Company for 2 

years to develop eServices 

for government 

organisations 

ITA 26 minutes 

- He was clear and direct in answering the questions. 

- The participant was dissatisfied with eGovernment projects in 

KSA as they need more development and cooperation.  

- He mentioned that one of the main problems facing the 

implementation of eGovernment in KSA is the need to change 

management’s thinking and decision-makers' attitudes towards 

e-transformation.  

Gary Saudi Arabia Master of IT < 5 years Lecturer  ITA 33 minutes 

- The participant was dissatisfied about the implementation 

process of eGovernment at its current stage.  

- The participant was busy a bit with his mobile.  

- He pointed out that the complexity in government procedures 

are facing the planning for electronic services.  

Frank Saudi Arabia 
Master of 

Science  
> 10 Years 

Involved in the development 

of eGovernment projects in 

his sector 

ITM 
20 

minutes  

- He was in a hurry and busy. 

- He was not happy about the implementation of eGovernment at 

the Ministry of Commerce. 

- He stressed the role of managers in government sectors and 

their knowledge of IT. 
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Appendix E: Publications  

Based on this PhD dissertation, two peer-reviewed papers were produced. 

Journal Publications 

Alfarraj, O, Drew, S, and AlGhamdi, R 2011, E-government stage model: evaluating 

the rate of web development progress of government websites in Saudi Arabia, 

International Journal of Advanced Computer Science and Applications (IJACSA), 

Vol. 2, No. 9, pp. 82- 90. 

Conference Papers 

Alfarraj, O, Nielsen, S, and Vlacic, L 2010, eGovernment initiatives and key factors 

causing the delay of their implementation in Saudi Arabia, 5th Conference on 

Qualitative Research in IT, Brisbane, Australia. 


