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7.1.

Introduction

1 MACROBUTTON NUMBERING .

The use of information and communication technologies for government activities has been widespread in the MENA region for many decades, but only recently have we seen concerted efforts to apply these technologies systematically to public services to improve governance. In its current form, e-government is generally seen to be integral both to the economic and social development agenda and to policy reform because it promises improved services to citizens and better mechanisms for economic growth. It provides a cross-cutting perspective on public management activities and on how disparate countries are working to further their own public reform activities. 
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Within this region there is a very broad range of experiences, from those of Egypt, Morocco and Jordan – whose main goal is primarily implementation to improve their administration – to those of Bahrain and Dubai – where improving services to citizens and fostering inward investment and growth are key aims.  This chapter shows how each of these countries is striving to design, implement and administer ambitious e-government projects.  All of these countries have a common desire to seek out the most appropriate – in some instances world-leading – database technologies, networks, on-line services, and a whole series of other applications of new information and communication technologies (ICT). Together they tell a story of effort and conviction, and also at times, the triumph of excellence in public management– often a triumph over the forces of intransigence and general reluctance to use new technologies.
3 MACROBUTTON NUMBERING .

While current discussions of e-government tend to focus on web-enabled services of the kind that have been initiated throughout the region to varying degrees since around 2004, the legacies of existing practices, especially government databases, can be a useful resource to some, but a burden to others.  In all of these countries administrative steps have been taken since the late 1990s to introduce e-government.  Some faltered in the early 2000s, but in the five countries studied renewed efforts to co-ordinate and improve e-government have occurred since, coupled with strategies to improve e-services.  This chapter concentrates on these recent efforts and highlights key applications.
4. For each country, a case has been chosen to illustrate one of the following key themes:  successful implementation strategies; potentials for and challenges to the delivery of transactional e-government services to citizens and businesses; administrative simplification for businesses; and tools to co-ordinate disparate activities of central and local administrations, of back-office transformations, and of new efforts to forge connected governance. 
4 MACROBUTTON NUMBERING .

Much evidence about e-government has been gathered in previous studies, mainly by the governments themselves, but also by the UN and the OECD. In the past 10 years, data on capacity and access, on inputs, outputs and on processes have been collected for most countries in the region. Recently, some of the certainties about the distribution of e-government portfolios have changed considerably as matters of horizontal co-ordination have been carefully considered. 
6. The following case studies first describe the general context of e-government activities and their recent history before turning to areas of government that are especially active in promoting good practices and those that have ambitious plans underway. 

7.2.

Bahrain

7. Bahrain’s small size, substantial wealth and coherent economic plan have created the conditions for expansive ICT development in a society driven by ambitious government programmes. As in Dubai, discussed below, Bahrain’s underlying incentives are to maintain the activities of international businesses and the migrant labour force that economic growth has supported. The e-government programme is organised through the offices of the deputy prime minister, but leadership is shared with the programme’s chief executive, who can secure high-level political support. The limiting factor is the ability to connect with businesses. Local and international firms seem to be reluctant participants and the practices of the e-government programme are insufficient to enhance their participation despite considerable investment in state-of-the art infrastructure. 
8. The focus on infrastructure development has made Bahrain’s e-government programme highly technologically-driven.  Most officials perceive this as a necessity given the low, but rapidly improving, infrastructure capabilities in all areas other than mobile telephones.  This may explain the country’s slightly better ranking in terms of the UN e-Government Readiness Index (42nd) than its web capability (44th; UN, 2005). While government e-programmes are highly effective, with 27% and 26% of services regarded as functioning and connected, there is a general agreement that these services could be expanded (UN, 2008).

9. Five officials of the eGovernment Authority recognised the need for cultural change, not only for adopting practices such as electronic voting, but also to make seamless services widespread within the next five years. All government officials interviewed declared their vision of making Bahrain a leader among the Gulf Cooperation Council states in co-ordinating e-government.

Initiatives and services
10. Bahrain has designed and implemented many ambitious new services since 2005.  Furthermore, public uptake has been defined as enthusiastic, allowing for a rapid roll-out of new services. One outstanding example is the mobile service to provide school exam results. Its first use attracted over 5 000 hits even before it was widely marketed. This was a dramatic demonstration of the efficacy of word-of-mouth dissemination among Bahraini school children and indicative of likely future public interest in e-government services.
Challenges
11. The presence of good e-government practices elsewhere within the GCC has raised the expectations of citizens and businesses; e-government managers are struggling to maintain the rapid pace of change.  Civil servants have found it difficult to keep up with rapidly-changing priorities in recent years, especially where inter-ministerial co-ordination is required. As many successes are apparent and well-publicised through awards, there are some problems of apparent ownership of projects and ministers need to be well informed about the latest service roll-outs. These are all the challenges of rapid growth and high quality and are being addressed through the overseeing committee chaired by the deputy prime minister and nine ministers.

12. High expectations drive new ambitions: in Bahrain these include the extensive use of “push” services involving messaging to mobile devices as well as targeted personal e-mails.  Reorienting the role of civil servants towards “customer-centric outreach” requires further training, which is currently underway. 

Case study: intermediaries for cultural change
13. One major mechanism for cultural change is the use of intermediaries to assist citizen and business users. Especially in countries with a low degree of Internet penetration, intermediation of the sort pioneered in Bahrain can encourage the rapid uptake of e-government services. Assistants and extensive outreach activities have been successfully used in Bahrain. They were initially introduced by the telecommunication authority to assist in changing to e-payment methods for standard operations such as periodic bills and connection services. Building on the telecoms experience of using post offices as initial locations for e-kiosks, the e-government programme has been extended to community centres where people commonly go for social services requests of all kinds. This expanded kiosk programme hires technically qualified, sympathetic and enthusiastic young officials to guide citizens in the hands-on use of many functions. Almost every citizen lives within two kilometres of a kiosk, allowing those with no home Internet access or who do not wish to use a commercial cyber café to access these services, which are provided free of charge. It took five years for e-payment of telecom bills to reach a level of 45%, despite the high degree of human capital in the country. This is now regarded as a conservative guideline for the implementation of other transactional governmental services when intermediaries are used. 

14. The Bahraini government intends to extend this initiative to a larger variety of services – a sensible strategy given the currently relatively low level of e-participation but high level of human capital. Furthermore, additional services are being introduced and barriers to further horizontal integration, both technical and administrative among different government departments, are being addressed. As utilisation has increased, Bahrain’s ambition of becoming the leading e-government user in the region is becoming feasible, at least for citizen services. The extensive use of intermediation is one lesson that can be built upon by many countries aiming to boost citizen uptake of services. 

7.3.

Dubai and the United Arab Emirates

15. The United Arab Emirates (UAE) co-ordinates many affairs for its member states. However, the Government of Dubai, in particular led by the Royal Court (Diwan), has forged ahead with a structured and extremely well-funded mission to bring e-government practices into all branches of public service and to ensure the UAE leads e-government readiness in the region. It already has extensive transactional department websites and far-reaching e-government services.  However, its e-government initiative suffers from low uptake by citizens and businesses, which in recent months has been addressed by new efforts to roll out citizen services and to meet the highest standards expected by companies.

16. Most government departments offer extensive online features for user convenience and system efficiency. These reflect the UAE’s ranking as fifth in the world for its transactional services (United Nations, 2008), which account for 80% of its total online services (Awan, 2007). However, in Dubai the legal framework necessary for successful e-government development has only recently been put in place. In fact, as recently as March 2009, Prime Minister Sheikh Mohammed bin Rashed Al Maktoum, ruler of Dubai, issued a law to establish the Dubai e-government. This new e-government office is responsible for developing the government’s e-strategy; developing policy for ICT management, security, knowledge and human capital development; and managing e-government services.
Initiatives and services
17. The Dubai government has a number of highly developed e-government services, including the use of e-mail and automatic announcements to update citizens. In addition, Crown Prince Sheikh Mohammed of Dubai has his own website (www.sheikhmohammed.co.ae) where citizens can find updated information and directly communicate with their leader via e-mail to share their views. The Dubai e-government has signed an agreement with Zayed University to collaborate in providing career development opportunities for university students in information technology.  This initiative aims to enhance the ICT competency of students through various internship and outreach programmes, research and development projects, and other activities that develop ICT skills and proficiency.  This is part of a concerted effort to raise human development capacity from a relatively low starting point. These activities, along with the policy of using multiple media and access mechanisms, are especially appropriate for the entire UAE, given the large disparity between the high degree of web readiness and the rather low level of e-participation (the UAE is ranked 41st for e-participation by the UN (UN, 2008).

18. One example of e-services in Dubai is the Departments of Social Welfare, Labour and Finance’s websites, which allow citizens to create online personal accounts and sign documents electronically. They also offer a wide-range of transactional services, including credit card payments and the submission of online forms, and impose a formal timeframe for responding to online queries and e-mails. The Internet is also used for completing visa applications. A printable, computer-readable two-dimensional bar code is given to tourists to represent their information; this is just one an example of the wide range of passports, visas and immigration office services that are available online. This has reduced staff need and application-processing time has fallen from days to only hours, shortening queues at the processing office.

19. Several financial services are available both at federal and local level. For example, the UAE has introduced a virtual currency, the e-Dirham, which is an e-wallet that allows citizens to deposit money into a third party financial institution. From that third party institution, they may make transfers to pay for permits, traffic fines and other fees. Another financial service, launched in 2008 by the Dubai e-government, is the mPay. This is a free-of-charge mobile service for the efficient and rapid payment of government fees. While the feature was initially established for the electronic recharge of highway toll fees (Salik accounts), it is being expanded to include several government services in the near future. The e-stamp, another electronic transaction service available throughout the UAE, is used to authenticate all Smart Forms.  Registered corporations can fill in all their applications in their office and make the payment using the e-Dirham Electronic Point of Sale attached to their Smart Form Computer, after which the paid applications can be lodged with various departments.

20. The Dubai police department also provides citizens with various e-services. Citizens can subscribe to receive up-to-date traffic information via SMS and the department also operates a wireless applications site.  Using a mobile phone, anybody can access this site to find information needed on the road, such as the location of the nearest police station. The police department also provides a website link to the stolen cars database, and drivers can use online access or kiosks located in shopping malls to find out if they have any outstanding speeding tickets. 

21. By 2007, there were around 1 500 e-government services being offered by various departments in Dubai for both residents and businesses (Awan, 2007) and the number continued to rise through 2008 and 2009. The Emirate of Dubai passed the Electronic Transactions and Commerce Law (Law No. 2) in February 2002 covering electronic transactions as a tool to maximise e-commerce. All government agencies in Dubai are required to use the www.tejari.com e-procurement system. Both the federal and local governments have a decentralised approach to procurement, with authority to purchase devolved to various government entities, depending on the amount. However, the e-procurement system is centralised to serve all government entities and operates through a government-owned corporation, Tejari, which runs a marketplace and intermediation service for government procurement. 

22. Tejari experts have conducted an extensive vendor assessment activity for one government department to assess its supplier base. For another government department, Tejari analysed and mapped the procurement process, highlighting bottlenecks and areas for improvement where technology utilisation may be optimised. Another example is the use of the Tejari e-procurement system by the Armed Forces, which were able to save 40% on their fire fighting equipment and 14% on ICT hardware through structured online comparisons and negotiations. All employees working with the e-procurement system undergo compulsory training in its use. There is a dedicated help desk centre for dealing with all procurement issues (technical and non-technical). Suppliers are also made aware of the system through various seminars and promotional documents. 
23. Finally, one of the UAE’s most successful public-private partnerships has been the integration of the Ministry of Labour (MoL) with several private entities.  In the first such experiment, a private sector ICT services provider worked with the MoL to develop Smart Forms. Citizens apply for services by filling in the appropriate forms on the e-system. The data is then encrypted and transformed into a barcode label that can be printed by the customer. This has reduced processing time while dramatically improving service quality (Moustafa, 2007). Two other agencies were contracted for the authentication of documents and to serve as a liaison between service seekers and the MoL. A private-sector agency was networked with the MoL and the Ministry of Finance (MoF) to serve as a business centre where MoL and MoF service seekers could go to submit applications. Applicants present their forms at MoL’s public counter where agents scan the barcodes. Then the system processes the applications following the appropriate rules and regulations. This has effectively eliminated multiple trips to each individual organisation to submit applications for processing (Moustafa, 2007).

24. The MoL has a change management team which uses a “parallel organisation” approach; a new business concept in which a special e-government unit is established to provide a parallel electronic system for processing work permits and licensing applications. Working alongside the traditional MoL organisation, within two years the new approach was seeing 40% of applications being completed electronically. The new organisation deals with non-contentious cases following the e-Government Unit business rules, while more complex cases are sent to the MoL. Establishing a special testing environment and a change management programme have been key factors in the MoL’s successful transformation process (Moustafa, 2007).
Challenges
25. Dubai faces challenges in developing the infrastructure necessary to improve e-government. Improvements are needed to remedy problems in approach and system inconsistencies between departments, which have “wasted valuable resources as each individual, local or federal department built their own system separately” (Salem & Jarrar, 2008). The recently-established e-government entity will develop a single country e-strategy, provide policies and oversee implementation so that inconsistencies and misalignment should be consigned to the past.
Case study: business services and the company registration process
26. Registering a company and completing all the administrative tasks to formalise trading always involve numerous steps. The ability to register companies online reflects the general strength of horizontal co-ordination, and specifically with the strength of government-to-business services. In Dubai, the process involves a dozen ministries and other separate entities and is co-ordinated by the Department for Economic Development, which licenses companies to conduct business and administrative procedures involving labour, visas, property, insurance, health care for workers, housing, etc. The department collaborates with the Dubai Chamber of Commerce to list, classify, and encourage connections among firms. 
27. In addition to the complexity of horizontal co-operation involving so many different public offices, another obstacle to the optimal deployment of this e-service is that government-to-business electronic transactions (G2B) are lower than government-to-citizen (G2C) activity in the country. Most Dubai businesses opt to use e-government websites for information rather than services, for which they prefer to interact with government departments face-to-face. According to Awan (2007), there are two main reasons for this. The first is that businesses perceive Internet transactions to be insecure. In the area of security, Dubai is in fact ranked 32nd worldwide, according to the UN e-readiness Index.  The second reason is that there is a common feeling among businesses that the government does not respond promptly enough to online queries (Awan, 2007).
28. To date the process still needs improvement but the institutional framework is in place and all interviewed officials were confident that its full implementation was within reach. Overall, the ambitiousness of the programme is a model of how co-ordination can occur. Furthermore, this is an example of evident demand from businesses, which clearly benefit from the co-ordination of these disparate administrative activities, rather than being led by general ambitions to extend e-government services.
29. Dubai’s approach to co-ordinating numerous highly differentiated official functions also shows the transformative potential of e-government services. The extent of this co-ordination problem is evident and holds many lessons even for countries that are not as focused on providing e-government services or as capable of harnessing central authorities as effectively.

7.4.

Egypt
30. Egypt launched a broad e-government programme in 2001 involving three tracks: service delivery, enterprise resource planning, and national databases. At the end of its first phase (2001-2007), the UN e-Readiness Report ranked Egypt 28th out of 192 countries (Darwish, 2008). While this achievement is substantial, the programme still faces various challenges and opportunities. 

31. Egypt has had a longstanding government ICT programme dating back to the 1970s, extensively assisted by foreign aid through both bilateral and multilateral bodies. The pioneering Cabinet Information and Decision Support Center (IDSC), which grew rapidly during the 1990s, was a model for e-government in the region. It functioned mainly as a cabinet think-tank and as a back office providing data handling functions for various ministries. E-government in its current, web-enabled form was co-ordinated by the Ministry of Communications and Information Technology (MCIT) between 1999 and 2004, when it was moved to the Ministry of State for Administrative Development (MSAD). This move indicated its growing importance on the national public sector reform agenda, reflecting its success in co-ordinating interconnections among government organisations. 

32. Egypt’s government portal provides over 90 services online, including birth certificate, national ID replacement services, enrolment in public universities, car license renewal, taxation (including filing tax declarations), regional bus and train ticketing, judicial court services, customs services for businesses and an export guide. The long-term implementation goals for the e-government programme are to create a system whereby citizens, businesses and suppliers can access government networks directly or through service providers, and can also access the government gateway after authentication. 

Initiatives and services 
33. Egypt has launched several e-government initiatives under different names since the 1990s. Its first was the National Information Highway Program in 1994, which built the foundations of a national information infrastructure. This was extensively used later in building the required components of an effective e-government system. This programme implemented a number of projects for developing ICT industries. This, and subsequent e-government initiatives, follow three main guiding principles: (i) citizen-centric service delivery – the slogan "Government now delivers" reflects the government’s one-stop-shop e-services approach focused on citizens’ needs; (ii) community participation, addressing citizens' demands and encouraging both private and public sector companies to participate in project implementation and management; and (iii) efficient allocation of government resources to promote productivity and reduce costs. 

34. These principles are apparent on the country’s national portal,
 which has downloadable forms and allows online submission, full-transaction services and payment by credit card or cash on delivery (CoD). Egypt was one of the first MENA countries to pioneer the CoD model in government and it has helped build further trust in the portal’s services. The national portal also provides interaction with PDAs (personal digital assistant), smart phones and WAP (wireless application protocol). Several services are currently available through the WAP version of the portal. 
35. Another example is the Ministry of Education website, which has recently become more interactive for the public. On this site, citizens can receive information via e-mail, download registration forms and learn from video and audio clips (United Nations, 2008). Egypt, like the other case study countries in this chapter, has a head-of-state website where citizens can directly ask the president’s office about policies. In order to raise public awareness of its online e-government services, the Egyptian government has been distributing information using mobile phones and other devices (United Nations, 2008). 
36. Community participation and addressing citizens' demands are taken care of through the citizen-relationship management (CRM) services. Citizens can interact directly with over 10 different government entities through the national portal. They can submit complaints and send suggestions and enquiries. The national portal is also supported by a call centre. Further support to participatory measures has been given by the Egyptian government’s launch earlier this year of a national portal poll and blog. 
Challenges 
37. Egypt faces a variety of obstacles to the complete success of its e-government development. These range from insufficient physical infrastructure to inadequacies in its legal framework, and the digital divide. Until recently, there was no comprehensive e-government strategy, which caused co-ordination problems. Furthermore, the legal foundation could still be improved to provide greater confidence and encourage more e-commerce users (Ezz & Papazafeiropoulou, 2006; Salem & Jarrar, 2008). Authentication over networks has been problematic due to the absence of a legal framework that allows for remote authentication; this has inhibited the further development of electronic transactions. The authentication challenges are being met through two major initiatives that began in 2004. The first is the e-signature law, which allows for acceptance of authenticated documents between entities, and the second is a public key infrastructure (PKI) framework that allows for electronic authentication. The e-Signature Law and its associated regulatory authority, the Information Technology Industry Development Agency (ITIDA), support Egypt’s e-commerce industry by securing the Internet as a legally viable medium for online sales. 

38. E-payment is not commonly used because people are not familiar with the procedure or they have reservations about using credit cards to pay online, among other reasons. Nevertheless, a comprehensive e-payment framework is being developed by both Telecom Egypt (TE) and the National Post Organisation (Egypt Post). This will allow for many payment options such as credit cards, pre-paid cards, transfer of cheques, and payment of fixed and mobile telephone bills. 

39. The low penetration of personal computers (PCs) and of Internet access and a high rate of computer illiteracy prevent a significant proportion of the population from benefiting from e-government. PC prevalence is about one-third of the average for developing nations, and Internet host prevalence is one-sixth of the average (Pick and Azari, 2008). However, both indicators are improving quickly and Internet use grew from 5.5% (3.9 million users) in 2004 to 15.6% (11.4 million users) in 2008. It continues to rise at a rate of 16.7% annually (MCIT, 2008). There are over 48 million mobile phone subscribers, yielding a tele-density of 58/100 (www.egyptictindicators.gov.eg). The government has established 1 846 ICT clubs  where both basic computer education and Internet access are provided. The private sector is also creating a clientele and intermediaries skilled in the use of e-government services through the establishment of more than 3 000 privately-run Internet cafés in the country (Kamel, 2008). 

40. Another factor in the current poor levels of e-participation is low public awareness and trust of e-government services (OECD, 2008). To entice citizens to use online services, the Egyptian government has decided to reduce, or even waiver, the cost of many online services compared with their manual versions. However, despite these incentives citizens continue to opt for manual processes (Salem & Jarrar, 2008). This could be related to convenience, resistance to change and unfamiliarity. The Ministry of State for Administrative Development is trying to overcome these barriers by running an awareness campaign on using the Internet, especially the e-procurement portal (see below). The campaign emphasises the high security of the e-procurement portal.
41. Egypt is now preparing to modify the law to align tenders and reverse auctions with the implementation of e-procurement. These revisions have involved many organisations, including the Ministry of Finance and the Ministry of State for Administrative Development, as well as some private sector and foreign organisations. New legislation for the use of e-signatures has been in effect since 2004 and four private companies were licensed to provide digital certificates to citizens. Sample online e-commerce start-ups indicate a promising future for e-business applications including e-government in Egypt. This includes the successful business-to-consumer food and service delivery portal, www.otlob.com, established in 1998, and the fast-growing business-to-business e-procurement portal, www.speedsend.com, established in 2001. The process owner is the General Authority of Governmental Services (GAGS), whereas the Ministry of Finance is the responsible body. GAGS will be responsible for central procurement in Egypt for general items used by all government organisations. E-procurement will be implemented on a single platform throughout government; it will be hosted by one organisation and will be accessible through the Internet to all buyers (government organisations) and suppliers. The platform is in place (www.etenders.gov.eg), and is currently piloted in selected organisations approved by the Cabinet. Eventually it will include all governmental organisations, according to the deployment plan. The Ministry of State for Administrative Development is publishing a single government resource planning system for all government organisations and the e-procurement system will be integrated within this system. 
Case study: e-government at the local level: Montaza District and Alexandria
42. Egypt is divided into 29 governorates and each governorate is divided into cities and districts (or neighbourhoods). Montaza District is located in the City of Alexandria and covers 92 square kilometres and has a population of 1 million, around 25% of the total population of Alexandria.  The average city council or district council offers around 80 services to citizens, including issuing and renewing permits and certificates (stores, buildings, digging, etc.). The exact number of services depends on whether the region is coastal, urban or rural. A project to modernise the councils started in 2003 in Alexandria. It focused on using ICT to achieve two main objectives: to simplify and speed up services to citizens and to enable citizens to access services remotely. In 2003, some online services were provided by the Montaza District in Alexandria and by 2004 single window services were piloted in Sharq District in Alexandria, supported by an automated workflow system across the district council. 
43. This model has helped reduce service delivery time to citizens and also reduced staff-citizen interaction in order to combat corruption. By July 2005, the same model was operating in all seven districts of Alexandria. Over the following years the same system was deployed in several other governorates, to reach 47 sites in 21 governorates by mid 2009. The approach has reduced service time to 40-70% of the original time depending on the transaction type. So far, two governorates and their relevant councils have been completely automated. In addition, five governorate portals have been built, offering the residents of those governorates online municipal services, with tracking options.
44. This case demonstrates how government services delivered at the municipal level can move ahead of national plans in piloting delivery and take-up practices and offering opportunities prior to broader roll-out. 
7.5.

Jordan

45. E-government initiatives have been a priority for Jordan for almost 10 years. However, political commitment has been undermined at times by the influence of a number of external factors, including private corporations, donor countries and international organisations, operating in a sometimes fickle and uncoordinated manner. This has inhibited the smooth growth of projects and made implementation difficult. 

46. Under the World Trade Organization (WTO), Jordan is committed to a wide range of development measures, including the liberalisation of its telecommunications services. Monitored by international stakeholders, Jordan is committed to ensuring transparency and meeting high standards in its e-government initiatives. The government has worked to keep its promises by bringing both public and private sector forces together for the country’s e-government development.  

47. In order to manage the ICT infrastructure and to co-ordinate implementation, in 2002 the government created the Ministry of Information and Communications Technology (MoICT), which is responsible for the policies, regulation and operation of ICT initiatives and which serves as a single point of contact for governments, investors and other stakeholders in Jordan’s ICT sector. Other measures have been taken to ensure successful oversight and implementation of e-government initiatives. A Programme Management Office (PMO) was formed under the umbrella of the MoICT in order to monitor e-government projects and to oversee the implementation of the “Connecting Jordanians Initiative”. An additional component of oversight is the Public-Private ICT Advisory Council, created to ensure that public-private strategies are regularly reviewed and updated. 

48. Legal restructuring has accompanied Jordan’s evolving e-friendly infrastructure. Telecommunications law no. 13 was amended to make the Telecommunications Regulatory Commission (TRC), the government-independent “jurisdictional body tasked with regulating the ICT sector... to ensure the provision of high-standard ICT services” (Telecommunications Regulatory Commission Jordan). However, this amendment remains a “temporary law”, lacking sufficient authority to allocate the necessary resources (Salem & Jarrar, 2008).

Initiatives and services
49. The UNDESA Web Measurement Assessment Index measures the online presence of national websites and e-tools. Jordan is ranked at number 28 in the world, reflecting its notable successes in e-participation initiatives, which earned an even higher ranking (15), the result of recent rapid rollouts. Jordan also scored very highly in a survey of its implementation of e-decision making applications and tools (United Nations, 2008). This feature connects governments and citizens directly, allowing citizens to give feedback to government officials about current or needed policies. Like Dubai’s Crown Prince and Egypt’s President, the King of Jordan also has an active website to which citizens can send their views or suggestions and post opinions.
50. The webpage for the Ministry of Education of Jordan (www.moe.gov.jo) is an example of active government engagement with citizens. It offers e-mail notifications to Jordanian citizens about school schedules and administrative aspects, encouraging citizen participation. Citizens can also create personal accounts and make payments online via this website (United Nations, 2008).

Challenges
51. In 2002 the biggest challenge facing Jordan’s e-government initiatives was affordability of and accessibility to an electronic infrastructure and telecommunications services for its citizens (Ciborra & Navarra, 2005).  Although Jordan’s communications market is liberalised with a wide range of competitive Internet service providers (ISPs), Internet subscription rates still remain low. Only about 1.5% of the population has Internet access (Ministry of Information and Communications Technology, 2009) although Internet cafés are widely used.

52. Jordan also faces challenges in ensuring horizontal co-ordination and developing a collaborative approach for shared ICT infrastructure among government departments. E-government practitioners have acknowledged the lack of common inter-government technical standards (OECD, 2008) and associate these infrastructural inadequacies with having a single ministry or government department handling the e-government portfolio but with weak overall authority for national level e-government development.  

Case study: transforming accounting in the Ministry of Finance
53. The Government Financial Management Information System (GFMIS) project aims at supporting the financial management and accounting functions of all government ministries and departments. The GFMIS will allow for a complete budget management and accounting cycle. Once it is fully operational it will be among the most advanced in the MENA region and will serve as one of the major cornerstones in Jordan’s e-government infrastructure. 

54. This fiscal reform project is the successor to a sequence of earlier initiatives to reform the Ministry of Finance accounting practices. Initiated through discussions of alternative financial accounting systems, it made little initial progress in implementing the deep-seated changes necessary and was re-launched in 2008. The new Project Management Office established in the Ministry of Finance, with technical assistance provided by USAID, is overseeing project implementation. The system rollout to ministries and departments is scheduled for completion in June 2011 (www.gfmis.gov.jo). The GFMIS’s current activities are encouraging and it is on track to implement a financial management system across much of the Jordanian government. This will greatly improve record-keeping and enhance accountability. The project also demonstrates two approaches to tackling e-government problems.  One is the need for governments to take control of project structure and maintain continuity, especially when projects are funded by a number of aid programmes or passed from one aid programme to another. The other is to recognise that key agencies (such as the Ministry of Finance) may be able to proceed ahead of broader co-ordination mechanisms from the technical ministries, such as the Ministry of ICT, and achieve progress that strengthens the e-government initiative overall.

7.6.

Morocco

55. Morocco’s e-government initiative began with an online administration programme in 1997. This is co-ordinated by the Ministry of Administrative Modernisation, which has broad responsibilities for design, support and follow-up. Since then, several implementation initiatives have been launched with varying levels of success. In 2008 responsibilities were moved to the newly-renamed Ministry of Industry, Trade and New Technologies. This ministry, under the presidency of His Majesty King Mohammed VI, developed a five-year national ICT strategy in 2008: Maroc Numeric 2013. One of the four main pillars of this strategy is “user oriented public services”. The ambition is to establish an efficient administration that serves users and promotes new technologies. To achieve this ambition, an e-government programme has been launched. It aims to implement 89 e-services, of which 15 essential services are expected to be delivered by 2011. The governance of this programme was established through a resolution by the National Council for Information Technology and Digital Economy, chaired by the prime minister. As in Jordan, key ministries such as the Ministry of Finance
 had forged ahead with their own implementation in parallel with government-wide efforts. However, after the launch of Maroc Numeric 2013 they decided to join the e-government programme and are now permanent members of the interdepartmental committee in charge of steering the programme. 

56. The current five-year plan brings e-government into the context of broader ICT industry support, including a push to make Morocco an attractive location for ICT offshore activities and new support for research and development.  For e-government, a new facility for electronic payment (e-payment) and mobile services are being stressed, along with an effort to reach small and medium-sized businesses in targeted sectors such as agro-industry and textiles. Moroccan officials recognise the scale of the challenges they face. These include the need to transform administrative procedures rapidly and to support necessary changes in the civil administration despite a comparatively low level of e-readiness. The United Nations 2008 e-Government Readiness survey ranked Morocco fairly low, based on its limited number of e-government websites, tools, services and applications and its inadequate telecommunications. The Human Capital Index also indicates this as an area of weakness, reflecting the comparatively high rate of illiteracy and other widespread educational challenges. The current goal is to bring broadband services within reach of one-third of households, up from around 10% of households in 2008, This will be achieved through subsidies to the telecommunications operators and also to individual science students. 

Initiatives and services 
57. Although currently there are few government websites offering interactive services, there are plans for 89 new projects to be introduced, of which 42 are to be transactional and integrated services. Others will remain primarily informational, such as the Prime Minister’s website offering the latest details on policies and other information.
 The role of the Ministry of Industry, Trade and New Technologies is to provide effective co-ordination and project management and thus address the challenges brought about by independent government initiatives. In order to do this it relies on a house of experts, similar to the UAE model, to manage advice, co-ordinate and share best practices among the ministries. 

58. A particularly notable local initiative, based on a private-public partnership, was launched in 2004: the eFez Project. The goal of the eFez project is to create an electronic Fundamental Civil Status System (eFez). It uses back-office integration to assist the Bureau d’État Civil (BEC) to build an integrated ICT administration system. This will allow it to streamline employees’ work and provide electronic office services to citizens. The project was deployed in the city of Fez, using the university’s personal connections to smooth the way for the pilot. Upon its completion in November 2005, eBEC was able to provide some citizens with birth and marriage certificates using self-service kiosks (Kettani & El Mahdi, 2008). Despite the high profile of the project, however, achieving scale and sustainability remains a challenge, as shown by its coverage of only about 10% of administrative functions. 

59. This local experience calls attention to the limited feasibility of decentralised systems. In addition, the Ministry of Interior is aware of other weaknesses: lack of information systems, ineffectiveness of public organisation and unavailability of public information. Several initiatives have been established to overcome these difficulties. One of these is the development of local electronic administration through back and front office initiatives. The leading project is Civil Registration Computerisation. This initiative, managed by the Ministry of Interior in co-ordination with local authorities, aims at civil status dematerialisation in 1 503 communes. The project should last three years and will mobilise 12 000 individuals for a total budget of more than EUR 50 million. The approach is based on two steps: (i) information collection and digitalisation (45 million legal certificates) in order to improve the functionality of registry offices (2 172 BEC); and (ii) a focus on the citizen by interconnecting all the BECs, creating innovative services and reducing the need for citizens to move from one office to another. Today, the study and pilot stages in 5 BEC have been finished. A deployment step is under progress in Casablanca (around 4.5 million citizen records in 90 BEC), aiming to finish in the first half of 2010 before being extended to all local authorities. 

60. Within Morocco’s e-government initiative, the MEF (Ministry of Economy and Finance) has decided to deploy an e-services programme structured around three targets: citizens, enterprises and administrations. The main initiative aims to improve the maturity of e-services (both transactional and integrated), standardise public payment process and improve information availability. For example, Simpl TVA and Simpl IS (operational in 2009) allow firms to declare and to pay their income taxes and value added tax (VAT) online. Moreover, every taxpayer can also pay their professional and local taxes online (operational in 2009). Thanks to these initiatives, around 25 000 duties and taxes are paid online every year, launching a new public services dimension. The BADR system (Base Automatisée des Douanes en Réseau), operational since 2009, makes it easier to make customs statements online. In the framework of a more global approach, the Ministry of Economy and Finance has created a national procurement portal allowing invitations to tender, and the download of information. In order to improve this e-service, a project to make the procurement process entirely electronic is under way. 

61. The deployment of e-government also involves the social sector, with the creation of the DAMANCOM website.
 This portal is mainly for online declaration of earnings and payments. Other uses of the portal take into account employees’ requests for information or the correction of erroneous statements. In 2009, more than 60% of the national social insurance (CNSS) files were managed by this platform. An AISS (Association Internationale de Sécurité Sociale) award indicates the success of this initiative.  DirectInfo is another interesting national e-service that allows users to consult companies’ legal and financial information, to get a certificate, and to register a trademark.
 
Challenges 
62. While infrastructure has improved, according to the 2008 UN e-Government Readiness Survey (United Nations, 2008), Morocco still needs to overcome significant difficulties, such as the illiteracy rate, in order to raise its relative standing. Lack of public awareness and digital trust are also contributing to low use of e-government services (Salem & Jarrar, 2008). The implementation of horizontal inter-governmental projects (like interoperability) is another big challenge for Moroccan e-government. Indeed, efficient global services dematerialisation needs to be co-ordinated among all ministries. A major push to support intra-governmental activities will take place after telecommunication services are extended to the 2 172 civil registry offices. The Ministry of Interior has launched a major initiative to standardise data handling and associated services with the intention of extending intranet-based services to the majority of government employees. The coming year will therefore reveal how quickly these plans can move ahead.

Case study: the Ministry of Finance’s evolution to a global approach 
63. Ahead of the broader national development strategy, the Ministry of Finance (MoF) has moved forward with introducing e-government services to ministry employees, intra-departmental co-ordination, and some business and citizen-oriented services. Some of these efforts are still at an initial stage – such as the procurement portal, limited to information on tenders – but others have taken advantage of the ministry’s experience with in-house projects to extend services developed by the Ministry of Finance to other branches of government. The MoF hosts sites for five other ministries: the Ministry of Tourism, the Ministry of Energy & Mines, the Ministry of Foreign Affairs and Cooperation, and the two other key e-government bodies, the Ministry of Administrative Modernisation and the Ministry of Industry, Trade and New Technologies. The main services currently designed and hosted consist of government personnel services based on an enterprise resource planning system. 
64. Within the MoF itself, services range from corporate and citizen taxation services (this latter allows payments of recurring taxes, including housing tax and taxes for municipal services such as garbage collection) to new human resource services serving some of the 17 000 Ministry of Finance employees. These major services concern customs, treasury, tax inspectorate and the human resources department. 
65. The Ministry of Finance has found that this approach has both advantages and disadvantages. On the positive side, they have strengthened the systems that they operate while testing new approaches on their own systems. They have also built the capacity to host and standardise services for other branches of government and offer an example for others to emulate. On the downside, this independence may raise problems of incompatibility for both systems and administrative mechanisms. 
66. Nevertheless, the case of the Moroccan Ministry of Finance illustrates how a set of specific solutions can emerge from a participating agency without waiting for the broader national-level project to move ahead.  By tackling implementation internally first and building standard packages piece-by-piece, they have been able to offer major services to their key constituents, including the customs service (in record keeping), the treasury (budget control), the tax inspectorate and their own internal human resources services.  However, taking account of the above-mentioned drawbacks, the Ministry of Finance recently integrated its work into the national e-Government programme that has in turn defined 17 e-services and placed them under the responsibility of the Ministry of Finance.
7.7.

Conclusions
67. In contrast to governments in other regions that have gradually introduced e-government, many of MENA countries were initially slow to embrace ICT-enabled administrative reforms. However, they are now engaged in an across-the-board push to simplify and transform public services, using e-government tools to help them achieve a rapid and major overhaul of public management. As their current administrative tools are already ICT-based, they are able to take advantage of state-of-the-art computer systems, new mobile services, and the support of multinational corporations with specialised skills in these areas. As they push ahead on a broad front, they have at times automated without simplifying old procedures, but have also applied imaginative technical solutions to introduce entirely new approaches unavailable to countries burdened by historical legacies.

68. Horizontal co-ordination among ministries and other government offices has proven more difficult in most cases than providing new e-services within a single organisation, be it policing or state finance. The comparative ease of designing technical solutions for agency-specific applications explains part of this preference, but the ability to circumvent interagency politics, budget complications, and precedents are also major factors. 

69. While many different motives have driven e-government adoption, the common denominators are the perceived needs to improve public service quality, to strengthen administrative control, and to join the international mainstream.  Availability of financial assistance from international partners has also been a factor, but, overall, longstanding governance goals, including a desire to strengthen political and economic stability and growth, have encouraged governments to adopt e-government programmes:  

· The financial accounting system of Jordan’s Ministry of Finance illustrates the difficulties of implementing new practices that interfere with longstanding budgeting and financial control mechanisms. It also shows some of the drawbacks of being reliant on foreign assistance projects for reforms that are deep-seated, precedent changing, and that require sustained sponsorship from the highest level of the administration.

· The company-registration scheme run by the Dubai Economic Development Agency demonstrates the potential, and the challenges, of large-scale horizontal co-ordination. The private sector stands to benefit significantly from a system that automatically co-ordinates the responsibilities of around a dozen agencies in registering a new company. These are as diverse as the visa and immigration office, the non-governmental Chamber of Commerce, and bodies dealing with land, labour, and finances.

· In Bahrain, intermediaries help the public understand how to use new e-government services. Initially pioneered by the telecommunications authority as a means of introducing online or kiosk-based electronic bill payment, the expanded kiosk programme hires technically qualified, sympathetic and enthusiastic young officials to guide citizens in the hands-on use of many functions.

· Egypt and Morocco’s experiences show how government services can be effectively delivered at the municipal level in ways that break away from national plans and provide both a pilot and an opportunity to test systems and gauge public response in advance of broader roll-out. In Morocco, delays and administrative inhibitors to coordination have undermined efforts to resolve the problems of rolling out ICT-based public services. This, coupled with the low level of literacy, and correspondingly even lower level of e-literacy, makes ICT systems implementation extremely challenging.  The new Maroc Numeric 2013 strategy and connected new institutional coordination mechanisms seem to be very promising.
70. This chapter provides evidence of how e-systems can empower citizens and provide novel ways to improve access to services and even decision-making processes, including to those on the wrong side of the digital divide. Advanced systems have also been structured to support specific government priorities while reducing administrative costs and extending services to citizens and private businesses. In this way, e-government proves to be a privileged gateway to a wide range of public sector reforms. 
71. A major challenge for the region is to improve the implementation of existing mechanisms for sharing good practices.  For the most part, these good practices are easy to identify, but conflicts in approach, unwillingness to overcome differences in practice, and issues of law and regulation continue to undermine collaboration.  Programme leaders in the region could consider more aggressive policies to seek opportunities to share, educate and otherwise foster advanced uses of e-government.  
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