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ABSTRACT

Thoughmanyresearchershavecarriedoutstudiesonelectronicgovernment(e-government)andits
effectonperformanceofpublicorganizationsindevelopedcountriesnotmuchsuchstudieshave
takenplaceindevelopingcountries,creatingagapinliterature.Thecurrentstudyseekstofillthegap.
ThestudyhighlightsthefactorsaffectingtheimplementationandsustainabilityofE-governmentand
effectofthefactorsonperformanceofthedriverandvehiclelicensingagency(DVLA)inGhana.The
studyusedpurposivesamplingtechniquetogatherdatafromtheDVLA(N-50)in2016.Theoutcome
ofthestudyrevealedthatthechallengesthatimpedethesuccessfulimplementationofe-government
includeregularinterruptionoftheelectricitysupply,onlinetheft,poorICTinfrastructure,andfinancial
constraints.Basedonthebenefitsassociatedwiththeimplementationofe-government,thecurrent
researchersmaderecommendationsforlong-termsustainabilityofe-government.
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INTRoDUCTIoN

Transparencyandefficiencyintheuseofacountry’ssocialandeconomicresourceshavebeenachieved
bycountriesthathavesuccessfullyimplementede-government(Ndou,2004).E-governmentseeksto
achievetransparencyandclearnessinserviceprovisionandlinksgovernmentwithcitizens(Azri,Salti,
&Karaghouli,2010).Inensuringtransparencyandlesscorruption,ICTisgenerallyacceptedtoplay
animportantroleasaninstrumentincurbingcorruptionandimprovingservicedelivery(Gronlund,
2010;Gyamfi,2018).e-governmentinitiativeshavetremendouslyenhancedthewell-beingofmany
citizensintheadvancedcountriesbutthesamecannotbesaidaboutdevelopingcountries;asahigh
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percentageofe-governmentprogramsimplementedindevelopingcountrieshavefailed.Thismay
partlybeduetothecomplexnatureofe-government,inadequateresourcesandotherproblems.It
iscertainthatdevelopingcountriescanrealizethefullbenefitsofe-government,iftheseproblems
areresolved(Schuppan,2009).

With support coming from international donors such as the World Bank, many developing
countriesarenowimplementinge-governmentwiththeaimofalleviatingpovertyandenhancing
development(Schuppan,2009).However,foracountrytosuccessfullyimplemente-government,
strategiesandimplementationplansaswellastheentirespectrumofe-governmentandthesocio-
culturalfactorsofthecountrymustbeconsidered.Thisassertionisbasedonastudyconductedon
thefactorsaffectinge-governmentimplementationinZambiabyBwalyaandHealy(2010).

SrivastavaandTeo(2010)defineelectronicgovernment(e-government)as“theuseofonline
channelsforenhancingaccesstoanddeliveryofanyfacetofgovernmentservicesandoperations
tothebenefitofcitizens,businesses,andotherstakeholders”(p.286).AccordingtoAl-zahrani,Al-
KaraghouliandWeerakkody(2018),e-governmentisabouttheuseofinformationandcommunication
technology(ICT) todeliver informationandotherservices tocitizens. ICT isnowbecomingan
importanttoolfortransformationofgovernmentservicedelivery(Khan,2011;Waller&Weerakkody,
2016).Eventhoughe-governmenthasemergedasapowerfulinstrumentforachievinggovernment
reformobjectives,itsimplementationinthedevelopingcountriesleavesmuchtobedesired.

Inthedevelopingworld,thereisagaponthestudyofe-governmentimplementationchallenges
andotherassociatedissues.Thisstudyfocusesoncontributingtoliteraturetoassistpolicymakers
inthepublicsectortocomeupwithpoliciesandactionsthatwillensurethelong-termsustainability
ofe-governmentinitiativesinthepublicsectorandcreatetheavenueforfurtherresearchinthisarea.
Althoughstudieshavebeenconductedonhowe-governmenthelpsimprovepublicadministration,there
stillexistfewstudieswhichaimatinvestigatingthechallengingfactorsthataffecttheimplementation
ofe-governmentonpublicservicedeliveryinthedevelopingcountries.Consideringthechallenges
associatedwiththeimplementationofe-governmentinthedevelopingworld,isthereanysignificant
relationshipbetweene-governmentandimprovementingovernmentservicedelivery?Thisquestion
triggered this team of researchers to investigate the merits and challenges associated with the
implementationofe-governmentinthedevelopingworld.ThestudysettingistheDriverandVehicle
LicensingAuthority(DVLA),Ghana.

InGhana’sbid to improvegovernanceandservicedelivery to itscitizenrybecauseof rapid
populationgrowthcoupledwiththevisionoftransformation,thenationadoptede-governmentunder
theICT for Accelerated DevelopmentpolicyinDecember2006(Frempong,2010).GhanaCommunity
Network(GCNet)wasoneoftheICTinitiativesintroducedbythecountrytohelpachievethisgoal.

DVLAwasconsideredforthisstudybecausetheAuthorityhadbeenhighlycriticizedbymany
Ghanaiansresultingfrominefficienciesperceivedfromitsoperations.In2008,theDVLAadopted
andimplementedtheelectronicservice(e-service)portalwiththeaimofprovidingbetterservices
toGhanaians.E-servicewasintroducedbytheagencytocreateaconducivebusinessatmosphere,by
streamliningtheinteractionprocessbetweenthestateandthecitizenry.Itaimedtocreatecustomers
onlineatthevariousDVLApremisesinGhana.However,therewastheperceptionthattheintroduction
ofe-governmentbytheagencyincreasedtheinefficienciesduetosomechallengesthataffectedthe
implementationofthee-serviceportal.Thepublicperceptioninstigatedthecurrentresearchersto
carryoutthisstudyintoe-governmentmeritsandchallengesatDVLAin2016.

LITERATURE REVIEw

E-governmenthasbecomeatoolfortransformationofaneconomybymanygovernmentsacrossthe
globe(Mahmood,Weerakkody,&Chen,2019).Though,literaturehasprovedthattherearemany
meritsassociatedwithe-government,theexpectationsofmanypeopleinthedevelopingworldhave
notbeenfullyrealizedduetoimplementationchallenges(Waller&Weerakkody,2016).According
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