
1

Copyright © 2012, IGI Global. Copying or distributing in print or electronic forms without written permission of IGI Global is prohibited.

Chapter  1

DOI: 10.4018/978-1-60960-848-4.ch001

INTRODUCTION

Al Gore, former Vice President of the USA, has 
said: “In this fast-moving, fast-changing global 
economy — when the free flow of dollars and 
data are the source of economic and political 
strength, and whole new industries are born every 
day — governments must be lean, nimble, and 
creative, or they will surely be left behind” (Al 

Gore, 1993). This was the mission of EG when 
it was first introduced in the era of the fierce 
proliferation of information and communication 
technology (ICT). As a new and rapidly growing 
field, the concepts and theories of EG are still being 
developed. Researchers from different disciplines 
– such as political science, information systems, 
sociology, and organizational study – address the 
phenomenal paradigms of EG from the viewpoint 
of their fields. We have analyzed many different 
studies that discuss EG initiatives and missions, 
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ABSTRACT

E-government (EG) is an alternative channel to regular brick and mortar government office. This 
information and communication technology (ICT) driven delivery system offers government services 
to its different stakeholders in a more comprehensive, efficient, and effective way than it was through 
physical government office. At different stages of EG development and growth, functions, pattern, and 
capacities of offered services are distinctively different, and as such, association of technology is also 
different with these different stages. This chapter is designed to understand prime components, recog-
nize stakeholders, and identify differentiable growth stage of EG. To fulfill this objective, this chapter 
is divided into four sections.
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development strategies, proliferation and adop-
tion, service maturity, and interoperability (Red-
dick, 2006; Al-Mashari, 2007; Gil-Garcia and 
Martinez-Moyano, 2007; Heeks and Bailur, 2007; 
Schedler and Summermatter, 2007; Wang and 
Liao, 2008; Van Dijk et al. 2008; Kim et al., 2009; 
Robin et al., 2009; Shareef et al. 2010a). It is clear 
that EG from its inception until now has aimed 
to accomplish not only the benefits of ICT in the 
public administration system, but also competence 
and competitive advantage in the present open 
market competition with the private sector. It can 
do this by introducing top quality, cost effective, 
and efficient citizen-centric service; offering a 
political gain through good governance; reform-
ing organizations through power decentralization; 
and providing a citizen-centric administration 
system in the government organizational structure 
through cultural reformation. Other important 
aspects of EG are equal service availability for 
privileged and underprivileged groups across the 
country, and behavioral and attitudinal changes 
in individual and group performance. EG offers 
domestic economic gain from effective govern-
ment service design and from the international 
attention received through proper image building 
of the country online and global interaction.

As a new and rapidly growing field, the con-
cepts and theories of EG are still being concep-
tualized. Researchers from different disciplines 
– such as political science, information systems, 
sociology, and organizational study – address the 
phenomenal paradigms of EG from the viewpoint 
of their fields. After addressing and analyzing 
different studies representing EG initiatives and 
missions, development strategies, proliferation 
and adoption, service maturity, and interoperabil-
ity (Reddick, 2006; Al-Mashari, 2007; Gil-Garcia 
and Martinez-Moyano, 2007; Heeks and Bailur, 
2007; Schedler and Summermatter, 2007; Wang 
and Liao, 2008; Van Dijk et al. 2008; Kim et al., 
2009; Robin et al., 2009; Shareef et al. 2010a) it 
is clear that EG from its inception until now has 
had several targets. Not only do governments 

adopting EG hope to accomplish the benefits of 
ICT in the public administration system, but also 
competence and a competitive advantage in the 
present open market competition for some services 
with the private sector. To reach these goals, they 
have introduced top quality, cost effective, and 
efficient citizen-centric service and have worked 
to gain politically by offering good governance, 
organizational reformation through power decen-
tralization, a citizen-centric administration system 
in the government organizational structure through 
cultural reformation, and equal service availability 
for privileged and underprivileged groups across 
the country. Governments have worked to establish 
behavioral and attitudinal changes in individual 
and group responses, and economic gain from 
domestically effective government service design, 
international attention through proper image build-
ing of the country online, and global interactions. 
The World Bank website (2005) viewed EG as: 
“information technologies…that have the ability 
to transform relations with citizens, businesses, 
and other arms of government... [and] can serve a 
variety of different ends: better delivery of govern-
ment services to citizens, improved interactions 
with business and industry, citizen empowerment 
through access to information, or more efficient 
government management... benefits can be less 
corruption, increased transparency, greater conve-
nience, revenue growth, and/or cost reductions.” 
Shareef et al. (2010b) defined the comprehensive 
concept of EG as: “EG as an applied system can 
be defined as the modern evolution of government 
organizational structure for the presentation and 
delivery of all types of government informa-
tion, services, and functions to all its users and 
stakeholders. It provides increased efficiency 
and efficacy in terms of service quality, time, and 
cost and in availability and accessibility. It also 
provides ease of use, transparency, participation 
in the public service function and decision mak-
ing, democratization, and globalization through 
the use of modern ICT.”
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PRINCIPAL COMPONENTS

“We have a networked society and economy... 
and an industrial-aged government,” Stephen 
Goldsmith, Harvard Professor and Presidential 
Advisor (Turner and Desloges, 2002). 

For the last two decades, different governments 
have realized that without making government 
service more effective and efficient, ensuring 
maximum benefits to citizens for their tax money, 
providing more opportunities for them to partici-
pate in government decision making, it is difficult 
for them to be competitive with the private sector 
and fulfill the promise of the 21st century. Day 
by day, citizens are becoming frustrated with the 
performance of the government service system 
and believe that they are not receiving benefits 
from their tax money. Different developed and 
developing countries understood that public 
administration reformation and reengineering 
is inevitable. Considering some initial missions 
of public administration reformation, different 
governments have adopted an alternative channel 
to the traditional government service system: EG.

ICT is the primary tool which makes EG pos-
sible. Electricity, telecommunications, integrated 
circuits, networking, and the Internet have sup-
ported the revolutionary reformation in public 
administration service delivery system that is 
primarily adopted through political commitment 
and financial investment to bring efficiency and 
higher quality in government service. Continu-
ing involvement of human capital – such as 
government, politicians, public administrators, 
policy makers, public and associated private 
employees, programmers, and technicians – is 
imperative for the successful implementation, 
operation, and maintenance of EG. Efficiency, 
effectiveness, cost-cutting, quality improvement, 
wider participation, easy accessibility, availability 
from anywhere round the clock, decentralization, 
and transparency are transformations that can be 
ensured with the application of ICT in the public 

administration system. The supplementary support 
of political commitment, financial investment, 
human resources engagement, cultural change, 
and long-term vision are also essential (Shareef 
et al., 2010a).

Reddick (2005) conducted an empirical study 
of EG implementation at the local level of the 
province of Ontario to determine how EG has 
changed the performance of municipalities. He 
revealed some results worth noting: 47% indicated 
that the business processes of the local government 
were re-engineered, 44% admitted that business 
processes and functions of government through 
EG were more efficient, 39% indicated that there is 
an obvious change in the role of staff, 30% agreed 
that the efficiency of employees was enhanced in 
respect to time management, and 20% said that 
administrative costs had been reduced. ICT has 
become one of the core elements of managerial 
reform, and EG may figure prominently in future 
governance. ICT has enlarged the scope of pos-
sibilities for improving managerial efficiency and 
the quality of public service delivery to citizens 
(Moon, 2002). During the last decade, technol-
ogy has contributed to the revolutionary change 
in politics (Nye, 1999; Norris, 2001), government 
structure, institutional concepts, public admin-
istration, the process of governance (Fountain, 
2001), performance management (Brown, 1999), 
bureaucracy and corruption reduction (Moon 
and Bretschneider, 2002), and reengineering 
(Anderson, 1999). Analyzing this discussion of 
EG development initiatives, we can categorize 
the major and fundamental components of the 
EG system as:

• Clear vision, mission, and objectives
• Governance structure and policy
• Continuing service transformation and im-

provement mechanism
• Huge and continuing financial investment
• Technology procurement and maintenance
• Web presence through ICT, Internet, and 

World Wide Web
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• Country-wide telecommunication system
• Country-wide ICT network
• Country-wide Internet system with reason-

able price and speed
• Related infrastructure including kiosks, 

cyber cafés, call centres, etc., particularly 
in rural areas

• Continuing up-grading of ICT
• Security and privacy
• Computer systems, and
• Human capital.

PRINCIPAL USERS/STAKEHOLDERS

The initiative, policy, development, reformation, 
functionality, interactivity, and interoperability 
of EG are substantially different from the tradi-
tional government service delivery mechanism 
(Schware and Deane, 2003; Van Dijk et al. 2008). 
The interaction between a customer/citizen and a 
business/government takes place with the Internet 
as the interface. Since the service delivery in EG 
has no human presence, the importance of trust, 
security, and privacy is substantial (Gefen et al., 
2003). EG is more efficient, effective, demo-
cratic, accountable, participatory, and transpar-
ent (Shareef et al., 2010a). It is an integration 
of government functions and, ultimately, aims 
at one-stop public service. The availability of 
and access to information is much more open. It 
saves in cost and time. It reflects the demand of 
the market/business/globalization mechanism in 
the 21st century and is citizen centered, because, 
at present, the long term strategy of EG reflects 
initiatives to remove the hierarchy and implement 
good governance. In EG, the initiative comes 
from the top level of government. Policy is as-
sociated with long-term political commitments 
to establish good governance. The development 
of EG is associated with huge financial and hu-
man capital investments and maintenance. It also 
requires adaptation of ICT in the core business 
of public administration. Reformation is done 

in traditional public administration systems to 
ensure decentralization of power, breaking of 
the power of the bureaucracy, and revolutionary 
change in cultural adaptation, particularly in top 
level management. The functionality of EG ac-
complishes round-the-clock government service 
that is less expensive, efficient, and effective. 
Interactivity promotes the prime mission of EG 
adoption, which includes more accessibility for 
citizens and other stakeholders to government 
information and more participation in govern-
ment decision making. Interoperability works 
for developing matured EG services through the 
virtual interface and standardizing functions and 
services of different organizations in a single 
domain (Carter and Bélanger, 2005).

In EG, stakeholders are treated as customers 
of the government/public system so that EG can 
be efficient and effective in meeting the require-
ments of a competitive market (Sakowicz, 2007). 
EG strategy includes the evolution of ICT, the 
reformation of public administration, and the 
integration of stakeholders. Since government 
service is a monopoly, unlike a private entity, the 
number of customers for EG is huge. Govern-
ments from the local, regional, or national levels 
develop EG to offer an alternative service delivery 
channel to stakeholders, which is a revolutionary 
change. Therefore, government is the supply side 
stakeholder. Government employees also use EG 
channels for internal efficiency, communication, 
and effectiveness (Internal Effectiveness and Ef-
ficiency, IEE). So, governments are representing 
both supply and demand side users.

Governments are designed to serve the citizens 
of the country. Citizens are the prime customers 
of any government; consequently, citizens are the 
prime users of EG (G2C). The most popular form 
of EG is G2C, i.e., government to citizen. This 
EG domain provides citizens government services 
and information through an online channel. Busi-
ness organizations interact with governments for 
their business functions (G2B). This category 
supports the interaction between government 
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and businesses so that through this alternative 
channel governments can provide efficient and 
effective services to private organizations, arrange 
information in an organized way, support business 
operations through interoperable functions, and 
reduce the cost of conducting business. These two 
types of users are the dominating stakeholders of 
EG from the demand side. Another demand side 
stakeholder is other governments – either at the 
local, regional, or national level – inside a coun-
try or governments of different countries (G2G). 
Different governments often share information 
and functions or collaborate for domestic service 
support or for international globalization.

The US government, while developing EG 
and categorizing service domains for public ad-
ministration, has defined the stakeholders of EG 
into four groups. These are supporting service 
to: Government-to-citizen (G2C), Government-
to-business (G2B), Government to-government 
(G2G), and Intra-government (IEE) (Evans and 
Yen, 2006; Lee et al., 2005; Reddick, 2004; 
West, 2004). Among these four groups, IEE is for 
reformation inside an organization to expedite ef-
ficiency and effectiveness among employees while 
conducting business internally and externally. 
For the other three groups, the US EG initiative 
has figured out the following precise functions 
(USA.gov, 2002):

G2C – Government to Citizens:

1.  Free online tax filing
2.  Job search
3.  Information about Social Security
4.  Personal documents (birth and marriage 

certificates, passport applications, driver’s 
license)

5.  Immigration services
6.  Health and related services
7.  Government benefits information
8.  Student loans
9.  Disaster help
10.  Other useful information (i.e., for sales, 

weather forecast, recreation).

G2B – Government to Business:

1.  Comments on federal regulations
2.  Corporation tax
3.  Business opportunities
4.  Registration of a new company
5.  Business laws and regulations
6.  Central contractor registration
7.  Government auctions and sales
8.  Employer ID number
9.  Wage reporting
10.  Subcontracting opportunities
11.  File patents and trademarks
12.  Export portal.

G2G - Government to Government:

1.  Federal Pay Tables
2.  Grants
3.  Background Investigation Applications
4.  e-Training Initiative for Federal Workers
5.  Sale to Government Buyers
6.  First Government Search for Federal 

Agencies
7.  Per Diem Rates
8.  Employee Directory
9.  Federal Personnel-Payroll Changes.

The European Council has conceptualized and 
summarized EG service in a very comprehensive 
manner, listing 20 basic public services (12 for 
citizens and eight for businesses) (European 
Union, 2002). This list is as follows:

G2C – Government to Citizens:

1.  Income taxes: notification of assessment
2.  Job search services by labor offices
3.  Social security contributions

a.  Unemployment benefits
b.  Family allowances
c.  Medical costs (reimbursement or direct 

settlement)
d.  Student grants
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4.  Personal documents (passport and driver’s 
license)

5.  Car registration (new, used, and imported 
cars)

6.  Application for building permission
7.  Declarations to the police
8.  Public libraries (availability of catalogues, 

search tools)
9.  Certificates (birth, marriage): request and 

delivery
10.  Enrolment in higher education / university
11.  Announcement of moving (change of 

address)
12.  Health-related services (e.g., interactive 

advice on the availability of services in dif-
ferent hospitals; appointments for hospitals)

G2B – Government to Business:

1.  Social contribution for employees
2.  Corporation tax: declaration, notification
3.  VAT: declaration, notification
4.  Registration of a new company
5.  Submission of data to statistical offices

6.  Customs declarations
7.  Environment-related permits (including 

reporting)
8.  Public procurement

Fang (2002) has grouped EG services depend-
ing on stakeholders and stages of development. 
The following table, Table 1, has been borrowed 
from his work.

It is a significant and important issue to visu-
alize users and stakeholders of a system prior to 
defining the functions of the system; otherwise 
its purpose, objectives, and missions might be 
jeopardized in the long run. Now, for EG, we can 
divide the prime stakeholders or users of EG into 
two major function-based groups: supply side and 
demand side. From the supply side, the prime 
stakeholders are:

1.  Public administrators and employers (initia-
tor organization)

2.  Governments: national/regional/local 
(initiator)

Table 1. Characteristics of types of e-government 

Items Information Communication Online Transaction

G2C and 
C2G

Information requests of a firm 
or the citizen regarding taxes, 
business licenses, registers, 
laws, political programs, 
administrative responsibili-
ties, etc.

Information requests and discussion 
regarding administrative processes and 
products; communication with politicians, 
authorities, etc.

Online delivery of service and posting of 
results; electronic voting, providing solu-
tion online, and participation online, etc.

G2B and 
B2G

Information requests of a firm 
or the citizen regarding taxes, 
business licenses, registers, 
laws, business programs, 
business policy, administrative 
responsibilities, etc.

Information requests and discussion 
regarding administrative 
processes for business and products; com-
munication with politicians, authorities, 
etc.

Online delivery of service and posting 
of results; electronic transactions of 
accounting, e-auditing, e-procurement, 
e-shopping, etc.

G2G Exchange of information 
among different authorities and 
different hierarchical levels, re-
garding administrative acts and 
laws, policy making, data, proj-
ects or programs, background 
information to decisions, etc.

Information is exchanged among differ-
ent authorities and different hierarchical 
levels; discussion fora; communication in 
negotiation and decision making; interac-
tion regarding administrative acts and 
laws, projects or programs, etc.

Inter-organizational workflow and 
exchange of data, exchanging policy and 
solution online, information and knowl-
edge management, etc.

Source: Fang (2002)
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From the demand side, the following prime 
stakeholders of EG can be identified and classified:

3.  Citizens
4.  Businesses
5.  Government employees and also govern-

ments of other countries

SERVICE MATURITY LEVELS

Developed countries have implemented their 
own versions of an E-service system. Developing 
countries are also pursuing their own EG frame-
work. Implementation and successive up-grades 
of an EG system follows certain paths, levels of 
maturity, stages, or phases. Traditional organiza-
tional growth models suggest that the growth of 
organizations goes through sequential matura-
tion stages; these stages are hierarchical and the 
progressions of service maturity are irreversible 
(Nolan, 1979). These models reflect the conjecture 
that organizations transform their functionalities 
to the next higher stage, which is necessitated by 
the requirement to fulfill the challenges of differ-
ent stakeholders; reformation to next stages can 
be classified as identifiable and discrete (Janssen 
and Van Veenstra, 2005). Different countries that 
implement EG in their ICT framework have differ-
ent missions and objectives; however, the gradual 
development of an EG system in any country 
follows some unique levels of service maturity in 
their evolution. Researchers and practitioners have 
addressed, identified, and revealed those levels 
of service maturity of EG. However, methodolo-
gies followed to identify those levels of service 
maturity and categorization and, consequently, 
naming those levels of development do not fol-
low the same track. Several researchers suggest 
that transformation of organizational functions 
to provide more flexible, efficient, and effective 
service to fulfill advance requirements of users that 
is more matured may not follow the same sequence 
(Klievink and Janssen, 2009). More specifically 

it is not essential for organizations to follow the 
same order of service maturity; they can skip any 
service stage and still attain the upper maturation 
stages. This depends on the requirements, internal 
capabilities, and organizational strategy of the 
organization (Klievink and Janssen, 2009).

However, the evolution history of public ad-
ministration has shown that the reformation and 
reengineering with the application of ICT has 
been tailored to successive up-grades of service 
maturity to fulfill the growing demand of the 
users (Gottschalk, 2009; Klievink and Janssen, 
2009). Different researchers have identified dif-
ferent levels of service maturity and provided 
different names according to the methodologies, 
concepts, or theories applied in this identification. 
However, the generic meanings of those levels 
of development for EG identified by different 
researchers have very similar significance. Based 
on the conceptualization of service development 
stages of EG by different researchers (Layne 
and Lee, 2001; Fang, 2002; Accenture, 2003; 
Andersen and Henriksen, 2006; Evans and Yen, 
2006; Irani et al., 2006), Shareef et al., (2010b) 
have defined the levels of service maturity of 
EG as: “the pattern of service that a government 
develops, successively enhances interactivity, and 
delivers for stakeholders’ acceptance and usage 
with up-grading of technological sophistication 
and functional characteristics.”

In order to understand how the concepts of 
institution, organization, and isomorphism af-
fect the evolution of EG, it is necessary to first 
comprehend the way in which researchers and 
practitioners have characterized and classified 
different levels of service maturity in the EG 
evolution (Hiller and Bélanger, 2001; Layne and 
Lee, 2001; UN/ASPA, 2002; Chen et al., 2007; 
Gottschalk, 2009; Klievink and Janssen, 2009). 
The evolutionary approach suggests that EG 
gradually matures to provide interactive services 
(Schelin, 2003). Each of the stages represents 
different functions of services, different patterns 
of service characteristics, different levels of tech-
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nological sophistication, and different orientations 
of stakeholders’ association (Moon, 2002; Holden 
et al., 2003).

Wong (2000) argued that EG deployment could 
be described in six levels of service maturity. These 
are: 1) information dissemination via websites; 2) 
two-way transaction via Internet connectivity; 3) 
multipurpose portals; 4) portal personalization; 
5) clustering of common services; and 6) full 
integration and enterprise transformation.

Howard (2001) classified EG service maturity 
levels into three stages:

• Stage 1: Publish: This is the static stage 
where information of government is avail-
able online.

• Stage 2: Interact: Citizens can do certain 
two-way interactions with their govern-
ments, such as sending e-mail or joining 
chat rooms.

• Stage 3: Transact: In this stage, a com-
plete two-way communication is estab-
lished to provide different government ser-
vice users with full benefits of transactions 
over the Internet.

A study addressing the development level of 
EG in 190 nations (UN/ASPA, 2002) identified 
five stages of EG: emergence or broadcasting, 
enhanced, interaction, transaction, and integra-
tion (seamless). Depending on the functions of 
EG, several authors (Trinkle, 2001; Wagner et 
al., 2003; Bélanger and Carter, 2005) also divided 
web-based government services into five classi-
fied groups, as mentioned. This classification is 
based on the type of interaction or development 
path of maturity.

Chandler and Emanuels (2002) described EG 
service maturity levels in the following four stages:

• Stage 1: Information: This is a one-way 
communication which postulates the static 
presence of government information simi-
lar to the suggestion of Howard (2001.

• Stage 2: Interaction: This is a two-way 
communication denoting simple interac-
tion between citizens and governments as 
advocated by Howard (2001).

• Stage 3: Transaction: This phase also 
resembles the transaction phase as pro-
posed by Howard (2001): In this stage, a 
complete two-way communication is es-
tablished to provide different government 
service users with full benefits of transac-
tions over the Internet.

• Stage 4: Integration: This is the extension 
of Howard’s model (2001). Here different 
functions are integrated among depart-
ments inside organizations and among dif-
ferent organizations to reduce duplication 
of service and ensure citizen-centric ser-
vice in a flexible manner.

West (2004) suggested the same model of ser-
vice delivery through EG suggested by Chandler 
and Emanuels (2002). The only difference is his 
conceptualization in defining stage 4, i.e., the 
integration stage. West advocates for the fourth 
stage to accomplish good governance and democ-
racy with more government’s accountability and 
citizens’ participation.

Based on the stage model developed by the 
World Bank for EC (World Bank, 2003) where 
the model postulates that EC has evolved already 
through four stages: 1) publishing, 2) interactiv-
ity, 3) completing transactions, and 4) delivery 
(Figure 1), the United Nations has identified five 
stages of service delivery growth in attaining 
successive efficiency for higher interactivity and 
functionality that essentially capture the same 
issues. The emerging stage is the first presence 
of government service delivery to users through 
ICT. The enhanced stage is the extension of 
service offered through information gathered in 
EG websites. Stage three represents the interac-
tive stage where users can directly interact with 
government to inquire or seek some information 
using web portals. At the fourth stage, i.e., transac-
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tional stage, a complete two-way communication 
provides more flexibility in seeking government 
service and performing individual and business 
functions through web interactions like paying 
taxes, utility bills, other charges, etc. Stage five, 
the seamless level, is actually integration of the 
functions inside organizations or among organi-
zations across administrative boundaries, which 
ensures interoperability.

Chen et al. (2007) developed a four stage 
growth model that differs slightly in the concept 
of successive growth to offer flexible service. 
According to Chen et al. (2007), the growth 
stages are likely:

• Stage 1: Catalogue stage where govern-
ment information can only be viewed and 
forms can be downloaded

• Stage 2: Transaction stage where a two-
way communication is fully supported for 
service delivery

• Stage 3: Vertical integration is a higher 
stage where tasks within similar func-
tionalities are integrated to provide more 
flexibility

• Stage 4: Horizontal integration is the final 
citizen-centric service system where dif-
ferent functions are integrated among or-
ganizations and it, finally, offers one-stop 
service delivery for users.

Layne and Lee (2001) postulate a comprehen-
sive growth model that can be used to reflect EG 
development stages. Through this stage model, 
levels of service maturity of EG have been cat-
egorized into four groups, which mutually indicate 
a continuous process of development (Figure 2).

Klievink and Janssen (2009) classified EG 
development from the perspective of interoper-
ability – more specifically shedding light on the 
capability to vertically integrate different functions 
inside an organization and horizontally integrate 
different tasks to standardize different organiza-
tions for harmony. They conducted an extensive 
study among different levels of people regarding 
service requirements, prolonged demands, and 
service design in the organizational and munici-
pality levels and concluded that the successive 
up-gradation of service maturity offers more flex-
ibility to fulfill further demands of users. Their 

Figure 1. The World Bank stage model of e-government (World Bank, 2003)



10

E-Government Service Development

classification of EG service maturity, which is 
quite different from other researchers, is like this:

• Stovepipes: Delivery of different services 
is fragmented. No interconnection either 
intra- or inter-organizational.

• Integrated organizations: In intra-orga-
nization, there is standardization among 
different functions and tasks. This is verti-
cal integration.

• Nationwide portal: Users can get access 
to the government service system through 
a nationwide portal.

• Inter-organizational integration: This is 
a horizontal integration and standardiza-
tion of service among organizations.

• Demand-driven, joined-up government: 
This is customization or personalization of 
the service arrangement in the government 
EG initiative so that citizens can seek any 
service through a single interface. This is 
the optimization of a government service 
delivery mode which is customer driven.

The last stage as identified by Klievink and 
Janssen (2009) is also supported by several re-
searchers ((Bertot and Jaeger, 2008).

What we find from exploring different models 
is that in the preliminary stages, EG offers dif-
ferent tasks organized around functions and not 
citizen demand. While service delivery systems 
matured, more flexible service is offered which 
can fulfill users’ advance requirements. These ma-
tured service delivery options integrate functions 
inside organizations and, finally, among different 
bodies of government in a single portal. This 
requires higher levels of processing capability, 
technological up-gradation, service standardiza-
tion, and security implementation (Shareef et al., 
2007, 2010). Synthesizing their classifications can 
be demonstrated in the following manner:

• Initial presence: This is primarily static 
website presenting government informa-
tion for their users. No interaction is pos-
sible through this service delivery option.

Figure 2. The Layne and Lee model



11

E-Government Service Development

• Interactive presence: At this service 
maturity level, government departments 
launch their individual websites to provide 
their information and invite users queries 
through email or chat rooms. It is funda-
mentally a two-way communication be-
tween government departments and users.

• Transactional presence: This is a more 
matured, higher level of service delivery of 
government departments where a complete 
two-way interaction is possible. EG allows 
secure transaction between governments 
and users.

• Vertical integration: Now the service de-
livery systems of EG has gained sufficient 
maturity. Gradually government depart-
ments move to synchronize their services, 
functions, and tasks vertically to integrate 
similar services provided by different lev-
els of government. It is a continuous reen-
gineering process, reformation of service 
delivery, and reconstruction of govern-
mental structures.

• Horizontal integration: This is the ad-
vanced level integration among different 
government organizations that ensures bet-
ter efficiency and convenience for citizens 
and other stakeholders in seeking similar 
services from different departments. At 
this stage, proper standardization of func-
tions among organizations for interoper-
ability is the essential strategy.

• Customization or Personalization: This 
level of service maturity refers to the ul-
timate citizen-centric delivery where users 
do not need to interact with any govern-
ment organizations individually. All the 
services will be delivered through a single 
government portal and users will get ser-
vices according to their needs from this 
portal.

So, what we can conclude? Several scholars 
have identified and classified service maturity 
levels of EG in different stages, although they 

argue that these maturity levels are not necessar-
ily mutually exclusive or progressive (Hiller and 
Bélanger, 2001; Layne and Lee, 2001; UN/ASPA, 
2002; Moon, 2002; Sandoval and Gil-García, 
2005; Gil-Garcia and Martinez-Moyano, 2007, 
Gottschalk, 2009; Klievink and Janssen, 2009). 
Different authors have not only classified EG 
service maturity levels into different stages but 
also have provided different names for those ma-
turity levels. From our studies we have determined 
that there is no strong theoretical background for 
differentiating EG development stages into such 
groups. There is also no clear evidence that the 
EG development process has to follow sequen-
tially the different levels of service maturity. 
However, from those models we can learn the 
functional progress of EG development. It can 
also be inferred that these service maturity levels 
describe the development of maturity of service 
in a sequential manner.
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KEY TERMS AND DEFINITIONS

E-Government (EG): EG is government’s 
service and information offered through the use 
of ICT for citizens, business organizations, and 
other stakeholders of government. It provides 
higher efficiency and effectiveness in terms of 
service quality, time, and cost.

Government Services: Government services 
are those services which are offered by govern-
ments for its stakeholders like citizens, business 
organizations, government employees etc.

Growth Model: Implementation and succes-
sive up-grading of the services offered through 
EG system follow certain paths, stages, or phases. 
This is called growth model.

Information and Communication Technol-
ogy (ICT): ICT can be defined as the modern 
computer and Internet based technology used for 
managing and processing information in different 
public and private sectors.

Public Administration: It is the management 
of government service and information conducted 
through governments departments.

Service Maturity: In EG, service pattern, 
functionality, technological sophistication, in-
teraction, and reengineering processes gradually 
upgrade. This is called service maturity.

Stakeholder: Different members in the society 
who develop and or seek government information 
and services.


