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ABSTRACT

ThepurposeofthisstudyistodepictthecompetencytrapinE-GovernmentGatewayApplicationand
itsreactionsduringtheCOVID-19pandemic.Acasestudywiththedelphimethodiscarriedoutto
examineTurkishE-GovernmentGatewayApplicationduringCOVID-19pandemicasextraordinary
condition.Themajorfindingofthestudyis,asavirtualorganization,TurkishE-GovernmentGateway
Applicationhasdapperlyadapteditselfwithoutfallingintothecompetencytrapduringthetransition
fromroutinetothetimeofCOVID-19.Inthewakeofgathering,synthesizing,andsummarizingthe
ideasonthedigitalinteractionsfromspecialistsamongcitizens,governmentandothergovernment
agencies,employees,andbusinesscomprehensives,detailedreactionsareidentifiedaccordingto
governmentalagencyandinstitutionalcoursesofactionduringroutineandtimeofCOVID-19.Thisis
thefirststudyunfoldinge-governmentalsolutionswithoutacompetencytrapwithintheunexpected,
extraordinarycondition.
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1. INTRODUCTION

Humanbeings’individualandcollectivebehaviorsaredevelopedbylearning,aprocessthatisrooted
inandpasseddownthroughthegenerations.Learningenablesindividualstobetterunderstandand
gaininsightintotheircurrentactivities,redesigninefficientprocesses,andimprovefutureperformance
(Cook&Brown,1999;Canato,Provera&Montefusco,2010).Asalong-lastingprocess,learningis
arranged,conducted,andevaluatedtosurviveinacompetitiveenvironment.Organizationsdevelop
overtime though gaining experience. The more experiences are gained, the more knowledge is
created.Thisprovidestheorganizationstoincreasetheirefficiency,productivity,reliability.Such
conditionswarrantcapacity,which is related tocompetency.Competency, itself is the inevitable
necessityoflearningandcontrollingnotonlyattheindividualbutalsoattheorganizationlevel.In
clarifyingorganizationalcompetence,itisnecessarytofindtheunderlyingskills,expertise,capacity,
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information,experience, involvement, innovation,andpreparationthatempowertheorganization
toofferitsproductsorservices(Scott,2011);however,somehoworganizationstendtofallintoa
trap,knownasthecompetencytrap(Levitt&March,1988)whichisdefinedas“thepathologyof
learning”bysomeexperts(Ahuja,2016).

Thesetrapsdonothappenonlyinphysicalorganizationalstructures.Virtualorganizationssuch
ase-governmentcanalsofallintothesetraps.Therefore,thegovernmentagenciesshouldtakeinto
consideration facilitating conditions, information quality, performance, and effort expectancy to
provideself-controlforcitizen-centricservices.Besides,thegovernmentagencieswouldassociate
experiencesduringdevelopingandimplementingprojects(Sharmaetal.2018).

Sinceitsemergencein late2019, theCOVID-19pandemichas influencedthewholeworld,
exceptAntarctica.Casesare risingdaily inAsia,Africa,SouthAmerica,andEurope.Formany
places,thisimpliescalamity(TheNextCalamity,2020).Besidesmanychallenges,theCOVID-19
pandemic“haspresentedpolicymakersatalllevelsofgovernmentwithunprecedentedchallenges
torespondtothecriticalneedsoftheircountries”(UN,2020).Forprovidingclearandup-to-date
information,governmentsaroundtheworldareengagedindigitalplatforms.AsstatedintheUnited
NationsE-GovernmentSurvey(2020)theCOVID-19pandemichasledcountriesintermsoffocusing
onthemoreinnovativewaysforespeciallysomeactivitiesashealthcare,education,communication,
etc.Inthelightofallthese,ananswerto“howorganizationscanenhancetheircapabilitytolearn
andoverseetheimpactsofcompetencytrapstosurvive”willbesought.

Motivated by such concerns, the present study is conducted to examine competency traps
occurringinthecourseofasuccessfulelectronicgovernment(e-government)gatewayprojectbefore
andduringtheCOVID-19pandemicasdefinedbytheWorldHealthOrganization.Toachievethis
purpose,acasestudywiththeDelphimethodiscarriedouttoexaminetheTurkishe-government
gatewayapplicationduringthisperiod.

Thestructureofthepaperisasfollows:Thefirstsectionpresentstheliteraturereviewrelatedto
organizationallearning,focusingonthecompetencytrapanditsvariousdeterminants.Theresearch
methodology,analysisandfindingsarediscussedinthesecondsection.Finally,theconclusionand
discussionsumupthemainfindings.

2. LITERATURE REVIEw

2.1. Organizational Learning
TheadvancementswithinthefieldofscienceandinnovationamidWorldWarIIandtheensuing
post-ColdWarperiodledtotheformationofnewsocieties,trades,andbusinesses.Suchaperiod
madeitobligatoryforthemanagerstowelcome,accommodate,accustomandadapttotheabnormal,
unexpectedconditionsbroughtaboutbythedynamicandever-changingenvironment(March,1991;
Scott, 2011). Doubtlessly, meeting these circumstances has become quite complicated from the
organizationalperspective.Inthissense,learningisproposedasanewmodel(Levinthal&March,
1993).Organizationallearningisconsideredoneofthekeyelementsofthestrategicrenewalofthe
organizations(Crossan,Lane&White,1999).Thus,itshouldbeconsideredasaprocessthatcontains
four steps as intuiting, interpreting, integrating, and institutionalizing-linking individual, group
andorganizationallevels(Crossanetal.1999).Accordingly,organizationallearningisretainedfor
sometimeandsuchfactorsasroutines,procedures,andstandardsfacilitateitsexistence.Inessence,
organizational learning opens the way to behavioral changes and moves toward organizational
performance by promoting action-orientedness. This implies that organizations can designate,
appointandchoosewhattheirfutureactivitiesormovementswillbebyrecallingpastoccasions-in
thesameway,thatindividualsdecidetheirbehaviorsagreeingtotheirenvironments.Suchproblems
asemergencies,crises,wrongorharmfulchoices,chaos,orfinancialtroublethatanorganization
experiencesatsomepointmayprovidesomecluestoitsleadersintermsofhowtoactinthefuture
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