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ABSTRACT

Thisarticleexplorestheperceptionsofseniormanagersaboutthesuccessfulimplementationsof
e-governmentprojectsintheiragencies,identifyingwhatproblemstheyhaveencounteredandhow
theyhaveaddressed theseproblemsbetter.17e-governmentprojectswere interviewed to reveal
their underlyingperceptionson the successful implementationof e-governmentprojects in their
agencies.Afteranalyzingtheirinterviewtranscripts,forty-nineconstructswererevealed,refined,and
categorized.Thefindingsindicatethatthereisalackofconsensusamongprojectmanagersabout
whatconstitutese-Governmentprojectsuccess,therewasagreementacrossalllevelsofmanagement
thatprojectsuccessneedstobemeasuredthroughasetofquantitativemeasuressuchasthenumber
oftransactionssubmittedthroughthee-governmentsystem,numberofusersusingthesystem,and
totaltimerequiredtocompleteaprocess.Drawingfromtheempiricalfindings,thisarticlepresents
aconceptual frameworkforchangemanagement ine-governmentprojects togetherwithasetof
recommendations.
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1. INTRodUCTIoN

E-governmentinvolvesthedeliveryofinformationandtransactionsbypublicsectororganisations
viainternettostakeholdersincludingcitizens,businesses,othergovernmentagenciesandemployees
(Kurfalı,Arifoglu,TokdemirandPaçin,2017).Whereas,E-governmentprojectsare intrinsically
embeddedincombinationsoforganizationalchangesandpoliticalreformsdesignedtoenact,support
anddriveaprofoundtransformationinthepublicsectororganisations(CordellaandIannacci,2010).
Over the last decade therehasbeena lot ofdiscussion in the e-government literature about the
managementandimprovementofe-governmentsystems(FakhouryandAubert,2017;Larssonand
Gronlund,2014;Valdésetal.,2011).Asaresult,largenumberofframeworkshavebeendevelopedand
studiedformanagingtransformationandchangeine-governmentfromdifferentperspectives.Zhanget
al(2005),NorrisandMoon(2005)CourseyandNorris(2008)focusedontheperceptionsofproviders
ofe-service,theiradoptionoftheseservicesandthehurdlesthatmightfacetheimplementation.
Mohamedetal(2009),Al-ShafiandWeerakkody(2008and2009),CarterandWeerakkody(2008)
focusedonusers’perceptionsandconsideredalternativeoptionstoincreasetheusageofe-government
systems.Moon,LeeandRoh(2012),Zhao(2010)focusedontheevaluationofe-governmentwebsites.
Inaddition,UnitedNations(UNDESA,2005,2008)usedawebmeasurementmodelforassessing
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theperformancesofe-governmentofitsmembercountries,whereas,Torresetal.(2005)focusedon
thequalityandusageofe-governmentsystems.Meanwhile,recently,Leeetal.(2008)reportedthat
e-governmenthasbeendeliveredatahighcostwithmanysuccessesandfailurescases.Themajor
problembehinde-governmentprojectfailureisthegapbetweenthee-governmentsystemsdesignand
thereality(Anthopoulosetal.,2016),whichembracesavarietyoffactorsincludingprocessobjectives
andvalues,staffingandskills,managementsystemsandstructures(Heeks,2003;KumarandBest,
2006;Udo,Bagchi,andKirs,2010).Thus, toincreasethesuccessrateofe-governmentprojects
necessitatesmanychangesinprocesses,structureofgovernment(RoseandGrant,2010),motivation,
commitmentandgoodmanagementofbridgingthegapbetweenICTandtheorganization(Welch
andFeeny,2014).Further,whilepreviousresearchhasnotedtheimportanceofconsideringpeople
e.g.,publicadministrators(Anthopoulosetal.,2007)inimprovingtheprovisionofe-government
service,researchhasindicatedthatavastmajorityofgovernmentagencieshaveaninadequateworking
knowledgeofwhatdrivescitizenadoptionofe-governmentservices(Norrisetal.,2001).Therefore,
despitetheadvancesmadeinthefieldofe-governmentatbothpracticalandresearchlevels,what
constitutessuccessine-governmentasawholeremainunclear.

Therefore,e-governmentisnotjustabouttechnology,itinvolvesmanystakeholderswhohave
differentobjectivesandinvolvesseveralfactorsrelatedtohumanandcommunicationsystemthatcan
haveanimpactonitssuccess.Thepreviouslyproposedmodelsfailedtoconsidertheperformanceof
e-governmentfromotherperspectivesuchasprovidersorcitizens(Zhao,2010).Likewise,notenough
attentionhasbeenpaidtochangemanagementintermsofprocesses,policies,organizationculture,
laws,andregulations(RoseandGrant,2010;WelchandFeeney,2014;EstevesandJoseph,2008).
Whatislackingine-governmentassessmentisamorein-depthanalysisofthepoliticalnatureofthe
e-governmentdevelopmentprocesses,andadeeperrecognitionofcomplexpoliticalandinstitutional
environments (Yildiz, 2007). Thus, understanding the political processes behind e-government
developmentisvitalforovercomingbothdefinitionalandanalyticallimitations(Yildiz,2007).

Thispaperfocusesonthee-serviceproviders,andonsettingthegroundforidentifyingthekey
performanceindicators(KPIs)thatenablethesuccessfulimplementationofe-governmentprojects
fromtheperspectiveofgovernmentagencieswhoareimplementingtheprojects.Itthereforeadopts
amulti-levelperspectiveintheanalysisasameansofunderstandingthesuccessofe-government
initiativesfromtheproviderperspective.RootedintheGeneralSystemsTheory(vonBertalanffy,
1972), thisperspective recognizes thatmicro levelphenomenaareembedded inmacrocontexts,
and therefore provides a holistic view that can yield more accurate practical and theoretical
implications.Theresultantanalysisledtothedevelopmentofaholisticframeworkencompassing
findingsintheliteraturetogetherwithempiricalfindingsfrom17governmentagenciesintheState
ofQatarthatillustratethemulti-levelfactors,whichcontributetomanagingchangeine-government
implementationprojects.ThestateofQatarwasselectedfortheempiricalstudyduetoitshighlevelof
emphasisonbeing‘digital’ingovernmentandtheresultingmultipleongoinge-governmentprojects
implementations.QatarlikeotherGulfCooperationCouncil(GCC)statesrelativelyhavesameGDP
growthrate,populationsize,highliteracyrates,andtheirmaingoalistooffertheircitizensadvanced
e-services.Thesecountrieshassameinternationalrank(UNreport,2014)andtheironlineportalsare
linkedtooneanother.Inaddition,itislikeotherdevelopingcountriesweregovernmentITprojects
faceanumberofuniquechallenges(Zhu,andKindarto,2016).

To complement the literature, we explored the perceptions of senior managers in several
governmentagenciesinordertoidentifywhatproblemstheyfaceinimplementinge-government
projectsandhowtheyareapproachingtheseproblems.Inparticular,theempiricalresearchaimedto:

1. Identify the barriers government officials are faced with when implementing e-government
initiatives;

2. Explorepotentialsolutionsthattheyareemployingtotacklethese;
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