ICTs FOR ORGANIZATIONAL
TRANSFORMATION

E-Administration/Government for
Service Design

+256 775- 614-411




Agenda

B

Over view of E-Administration/ Government
ICTs for services design, operation and

delivery.

- Importance of E-Administration/Government

o Evolution of E-Administration
/Government)Services

- Principles of Service Design in E-Administration

1 Case Studies: Successful E-Administration
Initiatives




Agenda

I

E-Administration Over view ++

Key Technologies in E-Administration / Government

Data Analytics in E-Administration for Service
Improvement

Data Security and Privacy in E-Administration
Compliance with Data Protection Laws
Accessibility in E-Administration Services

Case Studies: Ensuring Accessibility




Flash back to the previous Lecture 2
I

o Making ICTs responsive to Organizational;
1. Goals,
2. Vision and

3. Mission,

oICT management framework.



Overview of E-Administration/Government

ICTs for services design
_ ]

E-Administration/Government refers to the of ICTs In the design,

Implementation, and delivery of Organization/government services.

o It involves leveraging digital tools and platforms to enhance the
efficiency, transparency, accessibility, and citizen processes and

services.



Overview of E-Administration/Government

ICTs for services design
_

It encompasses the application of technology to improve various aspects of governance,
Including but not Iimited to:
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Importance of E-Administration/Government
S

n E-Government ICTs play a pivotal role in modernizing public service
delivery and governance by giving access to information and participation
In public and policy decision-making.

o E-Governance leads to automation of services hence eliminating

corruption.

o Also facilitate the transition from traditional paper-based systems to digital
platforms, enabling governments to reach citizens more effectively and

efficiently.



Importance of E-Administration/Government ++

I
Example,

o Many governments around the world have developed online portals or
mobile applications that allow citizens to access various government
services, such as applying for permits, paying taxes, accessing healthcare
services etc. and even participating In consultations and providing

feedback on government policies.

o These digital platforms streamline processes, reduce bureaucracy, and
make government services more accessible.



Evolution of E-Administration
(Government) Services
]

o Government services were delivered through traditional means such as;

paper-based forms, in-person interactions, and phone calls.

o The advent ICTs revolutionized government operations, leading to the

development of E-Administration/ Government.
Examples:
Tax filing systems shifting from physical forms to online portals.

Passport application processes transitioning to online submissions and

appointments.



Evolution of E-Administration

(Government) Services ++
_

o Traditional government systems often faced challenges such as
bureaucratic inefficiencies, long processing times, and limited

accessibility for citizens.

- Paper-based systems were prone to errors, delays, and information

loss, leading to dissatisfaction among citizens.

o Lack of integration between government departments resulted in

disjointed services and difficulties in information sharing.



Types of E-Administration/Government
Services
TR,

E-Government services encompass a wide range of offerings,

Including;
- Information dissemination,

1 Transactional services, and

o Interactive engagement platforms.




Types of E-Government Services++

Provide citizens
with access to
government/organi
zation resources,
policies, and news

updates.

Enable citizens to
conduct
transactions such
as paying taxes,
applying for
permits, and
renewing licenses

online.

Facilitate two-way
communication
between
citizens/clients and
government

organization
agencies, allowing
for feedback and
Inquiries




Role of ICTs in E-Administration/Government

Examples

Cloud Computing Infrastructure

1. ICTs provide the _
Electronic Document Management Systems

technological infrastructure (EDMS)

Customer Relationship Management (CRM)
and tools necessary for Systems

Online Payment Gateways

digital service delivery.
J y Geographic Information Systems (GIS)

|dentity Verification and Authentication Systems

Data Analytics and Business Intelligence Tools.

ICTs for Organizational Transformation. Week Three (Lecture Three).



Role of ICTs in E-Administration/Government ++

2. ICTs enable 3. ICTs also empower people by offering
Organizations/government convenient access to

agencies to automate processes, government/organizations services anytime,
digitize records, and streamline  anywhere, through various digital channels
operations for increased such as websites and mobile.

efficiency and transparency.

ICTs for Organizational Transformation. Week Three (Lecture Three).



E-Administration/Government Framework
.

o E-Government frameworks provide a systematic approach to the

Implementation and operation of digital government services.

o This acts like a blueprint for building and implementing successful e-

administration initiatives.

71 Common E-Government frameworks include the United Nations' E-
Government Development Index (EGDI) and the European Union's

E-Government Benchmark. G., & Mihit, L. D. (2023).



E-Administration/Government Framework++

N
Three key components:

= Infrastructure: The technological foundation (hardware, software,

networks) that supports e-services.

= Policy: Legal and regulatory framework governing data privacy, cyber

security, and service standards.

= Service Delivery: Online portals, mobile apps, citizen support systems,

and other channels for delivering services.



1. E-Government Framework (Infrastructure)+

o Infrastructure considerations:
11 Secure and reliable data centers to store citizen information.
o High-speed internet connectivity to facilitate online transactions.

o Scalable cloud computing solutions to ensure efficient service

delivery.



2. E-Government Framework (Policy)+

I
o Policy considerations:
Data protection laws and regulations like GDPR (General Data

Protection Regulation) to ensure citizen privacy.

Cyber security policies to protect government systems from cyber

attacks.

Standards for accessibility to ensure e-services are usable by

everyone.



3.E-Government Framework (Service Delivery)+
I
o Service Delivery Channels:

Government websites: Centralized portals for accessing information and

services.
Mobile Apps: Convenient access to services on smartphones and tablets.

SMS and email notifications: Alerts and updates on service applications.
Call centers: Support for citizens who need assistance using online

services



E-Government Service Delivery Models

E-government offers services electronically. These services differ
according to users’ needs, and this diversity has given rise to the

development of different type of delivery models

Each model addresses specific interactions between government

entities and their respective stakeholders. As seen bellow;



E-Government Service Delivery Models

- E-Government encompasses various models, including:
0 G2C (Government-to-Citizen)
o G2B (Government-to-Business)

0 G2G (Government-to-Government)

o G2E (Government-to-Employee)




E-Government Service Delivery Models (G2C)
N

1 G2C (Government to Citizen): Services are delivered

electronically to citizens.

o Examples:
o Online tax filing and payment systems.
o Renewing vehicle registrations and driver's licenses.

o Applying for social security benefits or birth certificates.



E-Government Service Delivery Models (G2B)

1 G2B (Government to Business): Services are delivered

electronically to businesses.

o Examples:
o Online business registration portals.

o Electronic procurement systems for government contracts.



E-Government Service Delivery Models (G2G) ++

_
1 G2G, refers to the electronic exchange of information and collaboration
between different government agencies at all levels (local, state,
national and international). It utilizes ICTs to streamline communication,

Improve efficiency, and facilitate joint initiatives.
For example;
o Public health departments collaborating on disease outbreak response.

o Tax authorities exchanging tax data to combat fraud.



E-Government Service Delivery Models (G2E)

_ ]
G2E, Focuses on creating a more efficient and employee-centric work

environment.

For Example

o Online timesheet and expense claim submissions.

o Internal communication platforms and employee forums.

o Performance management systems and self-service portals.



Principles of Service Design in E-
Administration/Government
.

Services should be Complex processes Services should be

designed with the needs and should be streamlined  accessible to all citizens,

preferences of users in mind and made intuitive for  including those with
users. disabillities.

Example: The UK government's 'Digital by Default' initiative aimed to make all
government services accessible online by default, ensuring ease of access for
citizens. (Williams et al., ( 2016)



Case Studies: Successful E-Administration
Initiatives

Singapore's MylInfo: Estonia's e-Residency Program

A centralized platform that allows | Enables non-residents to establish

citizens to manage their personal and manage an Estonian-based
Information securely and access business online, fostering
government services SeamIeSSIy. entrepreneurship and economic

growth.

ICTs for Organizational Transformation. Week Three (Lecture Three).



Key Technologies in E-Administration /

Government
e

o Workflow Automation: Software solutions automate repetitive tasks

and streamline processes, improving efficiency and reducing errors.

o Document Management Systems: Centralized platforms for storing,

managing, and sharing digital documents securely

Example: SharePoint, a popular document management system, allows
organizations to organize documents, control access permissions, and

track document versions



Key Technologies in E-

Administration /Government ++
.

o Collaboration Tools: Facilitate communication and collaboration among

government /organization employees and stakeholders.

Example: Project management software like Asana or Trello helps government
teams coordinate tasks and monitor progress effectively, These tools facilitate
communication and teamwork among government employees and external

stakeholders.

Example: Slack, a team communication platform, enables real-time messaging, file

sharing, and collaboration on projects among government/oganization teams.



Data Analytics in E-Administration for

Service Improvement
_

o Data analytics is important in e-Administration since it provides insights

derived from the analysis of large volumes of data.

o Government agencies can use these insights to improve service delivery,

optimize resource allocation, and make informed policy decisions.

For instance, analyzing citizen feedback and service usage patterns can help

identify areas for improvement and tailor services to better meet citizen needs.




Data Security and Privacy in E-Administration

_
Data security and privacy measures are critical for safeguarding

sensitive information collected and managed by government agencies.
These measures include:

o Encryption,

- Access controls,

- Regular security audits, and

o Compliance with data protection regulations.



Data Security and Privacy in E-Administration
N

By implementing robust data security and privacy measures,
governments can protect citizen data from

~ Unauthorized access,

~ Breaches, and

v Misuse.

In addition to data security, Organization/governments must also

address cyber security threats.



Data Security and Privacy in E-Administration++

I
Cyber security Measures
Cyber security measures are designed to protect government ICT infrastructure,
networks, and systems from cyber threats such as malware, phishing attacks,
and data breaches.

o Common cyber security measures include firewalls, antivirus software,

Intrusion detection systems, and employee cyber security training.

And in so doing, compliance with data protection laws is another crucial aspect
of e-Administration.



Compliance with Data Protection Laws
S

o Compliance with data protection laws and regulations is essential for ensuring

that government agencies handle citizen data ethically and responsibly.

Examples of data protection laws;

o General Data Protection Regulation (GDPR) in the European Union.

o Protection of Personal Information Act (POPIA) in South Africa.



Accessibility in E-Administration Services
S

This is where services are inclusive and accessible to all people,

Including those with disabillities.

o Governments/Organizations have to ensure accessibility by adhering
to web accessiblility standards, providing alternative formats for
content, and offering assistive ICTs.

This Is through designing for diverse user needs as explained In the
next slide.



Accessibility in E-Administration

_ ]
Designing for Diverse Needs

Designing for diverse user needs involves considering the varying capabilities,

preferences, and contexts of users.

o In e-administration there should be user-centered design principles, conduct
user research, and engage with diverse stakeholders to ensure that their

services meet the needs of all people.



Case Studies: Ensuring Accessibility
—

o Example 1: The Egyptian government partnered with disabllity rights

organizations to conduct accessibility audits of government websites

and digital services.

o As a result, they identified and addressed accessibility barriers,

ensuring that their services were usable by citizens with disabilities.



Case Studies: Ensuring Accessibility ++

o Example 2: The Moroccan government established a dedicated
helpline for citizens with disabilities, providing assistance in navigating

government websites and accessing online services.

o This initiative improved accessibility and ensured that all citizens could

benefit from government services.



Conclusion
]

The evolution of E-Administration/Government ICTs for services design
represents a transformative shift towards efficient and transparent
governance. This lecture has emphasizes the pivotal role of ICTs In
enabling digital service delivery and fostering Innovation with
considerations such as cybersecurity, data privacy, and compatibility

alongside user-centric design for Service delivery.
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